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1 About this manual

This manual provides a description of the OpenScape Concierge
administration tools. It is mainly concentrating on OpenScape Data Center
application which is used to configure and administrate the OpenScape
Concierge application with its options and integration possiblities.

The book’s structure tries to reflect Data Center’s application structure with
its different sections. Where required the settings in OpenScape Concierge
System Management and / or the connected PABX or OSCC system are
outlined.

For the integrated applications like Contact Data Provider (CDP) for
contact data import, Button Config and Layout Management configuration
how to set up a just installed system, please also refer to the guide
“OpenScape Concierge, Configuration, Administrator Documentation”.

NOTE:
The manual was written for technical specialists (e.g. trained personnel
responsible for integrating, installing and managing the software).

1.1 Terms and notation

This section describes the terms and notation used in this manual.

111 Style
Table: Style
Convention Meaning
Bold On-screen buttons and icons, menu items

Cursive bold Database names, variables, fields, file names
UPPERCASE Buttons (SHIFT, CTRL, ALT)
Italics Commands, examples, folder names

Courier Output texts and error messages, parameters,
source text

1.1.2 Terminology

The following terms describe actions that should be performed using the
keyboard or mouse, as well as the command button statuses on the screen.

Table: Terminology

Term Meaning

Press Press a key on the keyboard.

Input Enter letters, numbers, database names, variables.
Enter Press the confirmation key (ENTER or Return).

Double-click | Click the left mouse button twice quickly.

Right-click / Click the right mouse button once.

right mouse

button

Select or Click an item once with the left mouse button.

highlight

Drag Select an object and click and hold the left mouse button

while moving the object to a new position.

A31003-S2242-M101-10-76A9
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1.1.3 Notes

1.2 Abbreviations

A31003-S2242-M101-10-76A9

Term

Meaning

Drop Release the left mouse button to drop the dragged object.
This can only occur after you have dragged an item.

Active / Active commands are displayed as black text on the

released screen. This means that they are available to the user.

Active icons are displayed in their usual colors if

available.

Deactivated /
not released

Deactivated command buttons and icons are displayed in
gray on the screen, meaning that they are not available to

the user.

Button / icon

Buttons for performing functions

The following notes are used in this manual:

NOTE:

Identifies useful information which is important for the working process.

IMPORTANT:

Indicates a situation that could result in functional disorders or damage to

property.

Table: Abbreviations

Abbreviation

Name

Meaning

ACD

Automatic Call Distribution

Automatic distribution of
calls (call center
telephone system)

ART ACD Routing Table 0S4000 ACD routing
table

BDE Borland Database Engine

CBC Concierge Button Config Concierge Admintool

CDC Concierge Data Center Concierge Admintool

CF CallForward Setting in OSV

CFU CallForward unconditional Setting in OSV

COSs Class of Service A set of Feature which is
assigned to your phone

CLM Concierge Layout Manager | Concierge Admintool

CTI Computer Telephony Integration of telephone

Integration system and supporting

software

DB Database

DDI Dialed Digits Inwards Direct dial number

DIl Dynamic link library

ETB Electronic phonebook Part of the OpenScape

Concierge application

OpenScape Concierge V4R2, Plus, Administrator Documentation
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12

Abbreviation

Name

Meaning

GDPR

General Data Protection

Law for the protection of

Regulation personal data
H4K HiPath 4000 — now PABX / Telephone
OpenScape4000 system
MCID Malicious Call Identification
MLHG MultiLineHuntGroup Mulitline hunt group in
osv
MoH MusicOnHold Music on hold setting in
osv
NA Not available Agent status Not
available
0S4000 OpenScape4000 — former PABX / Telephone
HiPath 4000 system
0S4K OpenScape4000 — former PABX / Telephone
HiPath 4000 system
0OSC OpenScape Concierge OpenScape Concierge
application
OoscC OpenScape ContactCenter ACD of OpenScape Voice
OSCC-E OpenScape ContactCenter Contact center solution
Extension package from the CoC
environment
osv OpenScape Voice Soft switch
OCX OLE Control Extension Program module
PABX Private Automatic Branch HiPath 3000, OS4000, or
Exchange OpenScape Voice
RCF Remote Call Forwarding Setting in OSV
RCG Route Control Group Setting in 0S4000
RNA Ring no Answer Call was not accepted
SDK Software Developer's Kit Development software
SIP DN Session Initiation Protocol Subscriber Setting in

Directory Number

osv
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2.1

Introduction

General

OpenScape Concierge is a convenient, user-friendly attendant console for
OpenScape Voice and OpenScape 4000. The solution can run standalone
or integrated with OpenScape Contact Center (OSCC).

Two variants of OpenScape Concierge are available:
e OpenScape Concierge Professional
e OpenScape Concierge Plus

OpenScape Concierge Professional provides the full range of available
functions. OpenScape Concierge Plus is a variant which is reduced to
essential features.

Concierge without OSCC offers call picking or simple call push functionality
based on group membership of the attendants, a functionality that is also
used to control the visibility of calls in the Client GUI.

Detailled call and user statistics, enhanced routing and contact center
functionalities are realized with OpenScape Contact Center integration
where Concierge users are handled as ACD agents.

The central Concierge Provider Service (CPS) offers call and announcement
handling.

The integrated telephone book (ETB) with Calendar and UC, Circuit, Skype
or Microsoft Teams integration options display all necessary information to
the attendants at a glance.

IMPORTANT:

The example configurations in this manual describe a configuration in the
environment of the lab. In customer’s environment other parameters are
required, like e.g. different number ranges, prefix access codes, etc.

Only trained staff should configure and adopt the configuration to the
customer’s environment.

OpenScape Concierge V4 is the successor of OpenScape Contact Center
Extensions (OSCC-E) V3R1.

2.1.1 Further documentation relating to Concierge

A31003-S2242-M101-10-76A9
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2.2 OpenScape Concierge components of Server and Clients

OpenScape Voice

SIP/ (S)RTP

OpenScape 4000

SIP/ (S)RTP
CSTA

Circuit

Skype for Business

OpenScape UC

MS Exchange Server -

CLM/CLA

OpenScape

Contact Center

PABX - DB
(OSV | HdK)

LDAP Directory

—»
Customer
Contact Data File

0SC Main | L ST
| Management
CPS
Fards CPS Worker —
PABX Link Node |—
Circuit Node f—
Skype Node I— PABXLink
Connector
UC Node fe
External Calend | External Calendar Node I
Connector
CoC Lic. Management ‘—
Contact Center Node |—
A Concierge *
Realtime Server I e
ConfigSync = ——— Report Scheduler I—— Dat:rgzzrtg: *
Service >
(T . Connect Ealancm_g Layout Management
incl. Security Provider |
also used internal comp). R z
- MS SQLServer o
OSC Server Client Components

* Concierge Client and Data Center also have a connec-
tion to the databases

HiMed Informix DB |-

Description of the most important OSC Server components:

On top of the figure the service OSC Main is displayed. It controls all
processes on the machine and can be started and stopped using Windows
services; it is named “OpenScape Concierge Service”.

The MS SQL Server Express database on the main machine, with OSCADM
and ConfigDB for hosting Concierge data.

Processes called ControlConfigDB and ControlOscadmDB are responsible
for creating and maintaining the databases — these are not in the figure.

This database can also be swapped out on a dedicated machine.

The central instance is the PABXLink Connector where the function nodes
of the different components connect to and integrate with each other.

The CPS (Concierge Provider Service) is responsible for controlling the
calls that are handled by the Concierge users / attendants. Without OSCC
the CPS is responsible for automatic push of calls to agents / attendants
(ACD).

The CPS is responsible for holding, transferring and parking calls as well as
for the pager functionality. When the call is assigned to an attendant and the
attendant speaks with the caller CPS is not involved, it comes back to CPS if
the agent parks or pages or transfers or holds the contact.

The CPS Worker is a worker process of CPS and is used for additional
communication needs in case:

- OSCC is used to monitor OSCC call flow

- OS4K Famos interface is used to read and set Class of Service

- HiMed is used to synchronise patient data into OSConcierge database.

A31003-S2242-M101-10-76A9
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221 CPS

Contact Data Provider (CDP) is responsible for (automatically) importing
contact data for the Electronic Telephone Book (ETB). Multiple sources of
different types can be used for that data import.

The Realtime Server consists of the Realtime Server and the Realtime
Node which is part of the Contact Center Node.

The UC node connects Concierge with OpenScape UC for displaying the
presence status and the media state of the UC extension to the attendant.
The Circuit node connects Concierge with Circuit for displaying the
presence status of the Circuit extension to the attendant.

The Skype node connects Concierge with Skype for Business for
displaying the presence status of the Skype extension to the attendant.

The Microsoft Teams node connects Concierge with Microsoft Teams for
displaying the presence status of the respective Microsoft Teams user to the
attendant (using the respective contact Microsoft Teams e-mail account).”

The External Calendar node connects Concierge with external calendar
systems to provide external calendar information of contacts in ETB to the
attendant. Internal calendar information can additionally be stored in the
OSCADM by Concierge.

Report Scheduler Worker is responsible to process report schedules.

Besides the CSTA link the CPS (Concierge Provider Service) is the
second important connection between OSC Server and the communication
platform (OS400/0SV/OSCC). CPS is a central service in the system. It is
responsible for the complete handling of the calls that are in scope of
Concierge as well as for the handling of announcements for callers handled
by Concierge.

Calls that are parked or appended are connected to the CPS where the
caller can listen to defined music. Calls that are transferred are temporarily
connected to the CPS as long as the target device has not accepted the call.
This allows Concierge to always keep track and control of the calls until they
are connected to the target party.

In case the required person does not answer, the CPS is the instance that
decides how to proceed with the call. It is no longer the Intercept settings of
the communication platform that make the decisions in case the target user
can not be reached.

This way the CPS is always the master of calls for the attendant console.
This includes RTP streams to the CPS. Concierge defines the handling in all
possible scenarios and can report on what happened in every moment.

Finally the CPS also provides a simple ACD routing of incoming calls in
installations without OpenScape Contact Center.

2.2.2 OpenScape Contact Center Integration (for Professional version only)

A31003-S2242-M101-10-76A9

With the optional OpenScape Contact Center integration the following
services are also required:

e Contact Center Node

e CPS Worker is mainly used with OSCC and is responsible for displaying
the waiting OSCC calls in the Concierge GUI. Also COS changes are
handled by CPS Worker.
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2.2.3 Client Applications

16

These client applications are used with OpenScape Concierge:

e OpenScape Concierge Client (Attendant Console application)

e Concierge Data Center (Concierge related configuration)

¢ Layout Management (Configuration of the Concierge client layout (look).
¢ Button Configuration (Speed- and Direct dial button configuration)

¢ System Management (Main server configurations)

Remarks

The System Management is the general administration tool for configuring
the OSC Server’s base parameters, like IP addresses, port numbers,
database settings and passwords as well as its OSC applications settings.
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3 OpenScape Concierge Client application

3.1 Language files

A31003-S2242-M101-10-76A9

The OpenScape Concierge client application is based on the executable file
Concierge.exe running on the Concierge user’s (Attendant’s) client PC.
The Concierge application has a variety of configuration options for adapting
the functionality to the needs of the users, like e.g. the modification of direct
dial buttons or feature access based on user permissions. All the settings
are hosted in the OSC server's OSCADM database.

Furthermore layout settings of the Concierge client GUI can be customized
individually based on individual user settings.

Together with the application an initialization file, Concierge.ini is installed.
This contains a few parameters connecting to the server (IP addresses &
port numbers). Furthermore the default language files are stored in the client
applications installation folder. These contain the language specific GUI
parameters of the Concierge application. All other configuration settings are
stored centrally on the server.

Individual layout and language settings as well as logging information are
stored in the user’s roaming profile area of the clients.

IMPORTANT NOTE for the use of the telephone device:
It is recommended to use headset for the operator's phone device in order
to get the best user experience.

The attendant must not operate the Concierge attendant console by using
the phone device. It is not allowed to transfer calls, consult calls and hold
calls etc. using the phone.

The standard local language information for Concierge Client and Concierge
Management tools is defined in the language file Concierge_lang.xx.ini
(where xx stands for the language suffix like de, en, es, fr, it or pt-br).

These standard language files come with the installation of the client and
reside in the same folder as the Concierge.exe. As language files might
also be replaced when patching or upgrading the application, it is not
allowed to change those files.

During start up of the application the user interface of Concierge Client and
Concierge Data Center follow this sequence to display parameter entries:
1. Custom Language File (OSConcierge_Lang.Custom.xx.ini)

2. Database entry in Concierge Data Center (Basic data/Language
configuration)

3. Standard OSC language file delivered with installation
(Concierge_lang.xx.ini)

4. In case the required language file or a certain parameter within a
language file is not available Concierge starts with English as default
language.
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Adjustments of linguistical terms can be done tenant-wide in Concierge
DataCenter under Basic data / Language configuration. For details refer to
section 6.2.3 Language configuration

In case you want to customize the language file for a dedicated Concierge
Client and/or Concierge Management tools you have to use the files
“OSConcierge_Lang.Custom.xx.ini” (see next section).

3.1.1 Customizing the language file

3.1.2

18

To customize for example label or button names or hotkey functions, you
have to use the OSConcierge Lang.Custom.xx.ini, which you will find an
empty version under <drive>:\Users\<user name>\AppData\
Roaming\OpenScape Concierge\OSConcierge after an initial start of any
Concierge tool.

Procedure

1. Copy the paragraph and the parameter you want to change from the
original language file into your OSConcierge Lang.Custom.xx.ini.
-> Remember NOT to modify the original language file!

2. In your OSConcierge_Lang.Custom.xx.ini modify the parameter value as
wanted.

3. Save your changes in your customized language file and make sure the
language suffix is correctly entered in the file name (e.g.
OSConcierge_Lang.Custom.de.ini for German).

Also check that the language file is in ANSII when saving it.

This file will not be overwritten by an upgrade

Implement new languages

It is possible to use other languages than the standard languages (German -
de, English - en, Spanish — es, French -fr, Italian -it, Portuguese-brazil - pt-
br) for Concierge Client and Concierge Management tools. Follow the
procedure to implement another language:

Procedure
1. Copy the Concierge_lang.xx.ini of your choice.

2. Rename the file where xx is substituted by the language suffix (e.g.
Czech — ¢z, Dutch — nl and so on).

3. Open your new file and translate the parameter values following the “="*.
Please see section 3.1.2.1 Translation Guidelines for
OSConcierge_Lang.xx.ini.

4. Save your changes. Make sure that the language file is in ANSII when
saving it.

5. Store the new language file in the same folder as the Concierge.exe on
the client PC or under a central path.

6. In order to make the new language file available for the Concierge client
and/or Concierge Management tools you have to enter the file name into
the OSConcierge.ini:

example when storing the language file locally on the client’s PC:
[General]
LanguageFile = OSConcierge_Lang.xx.ini

example when storing the language file in a central directory:
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[General]
LanguageFile = C:\Temp\OSConcierge _Lang. xx.ini

7. ltis also possible to have an additional individual language file with the
new language. Then follow the procedure under 3.1.1 Customizing the
language file and also enter into OSConcierge.ini under section
[General]:

CustomLanguageFile =
$PersonalApplicationData$\OSConcierge_Lang.Custom.xx.ini

or

CustomLanguageFile = % TEMP%\OSConcierge_Lang.Custom.xx.ini

NOTE:

When a user starts the Concierge client application for example the login
form will only make the new language selectable for the user because of
the above mentioned OSConicerge.ini entry.

Test your configuration
Now test the new language in Concierge applications.

1. Start OSConcierge and OSConcierge Management tools
2. Check especially all labels, buttons, tabs and templates.
3. Also make sure the new language fits on buttons and labels.

You might not see all translated parameters because some menus and error
messages are context sensitive and can only be seen in a test environment.

NOTE:

After an client upgrade it is possible that the upgraded standard language
files contain new parameters. The Concierge application will work with
available parameters from the OSConcierg_Lang.Custom.xx.ini; if a
parameter does not exist in this languagage file, Concierge works with the
default language Concierge_lang.en.ini file to get the new parameters.

3.1.2.1 Translation Guidelines for OSConcierge_Lang.xx.ini

A31003-S2242-M101-10-76A9

IMPORTANT:

The first valid line has to contain the language to be displayed on the Login
window of the Concierge applications. For example: [Italian]

s Openscape Concierge

[Italian]
1:2014-07-23
DatePopupNow = Or
DateFopupllear =
DatePopuplk = 0k

a
Cancellare

Basis for translating is the originally delivered "OSConcierge_Lang.en.ini".

1. Therefore copy this language file and name it "OSConcierge_Lang.<your
language>.ini".

2. Open the file with an ASCII text editor (Notepad or another editor but not
Wordpad nor Word or a similar tool creating binary content) and change
[English] to your language in the first valid row — see example above.

3. Translate the English words / phrases on the right site of the "=" (equal
sign) into your language.

4. Save the file in ANSII and follow the procedure under section 3.1.2
Implement new languages.
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Important rules for Concierge language files:

e Do not delete lines in the Concierge language file.

e Make sure you do NOT change the parameters left of the “=” (equal
sign).

e Do not use any additional carriage return / linefeeds.

e Do not use any additional semicolon.

¢ If you face wrong search matches especially when you search for names
containing language specific characters (e.g. g, ¢, S, ...) this may only
be changed in the software.

e Many Hotkeys (for fully keyboard controlled Concierge) are controlled
via character / letter sensitive short cuts (press keyboard key for a
special activity or press combinations like Ctrl-a, Alt-a or Ctrl-Alt-a etc.)
and are therefore sometimes language dependant. They will not work for
example if the word in the new language does not contain the same
letter. It is strongly recommended to ask for support in case you need to
change hotkeys.

You can detect Hotkeys by searching for “&” infront or within a word (e.g.
ETBShowExtrasBtn = (Alt+E)&Extras) or “Ctrl+”, “Alt+” or “Ctrl+Alt+”
(e.g. CtrI+A).
e Do NOT use Ctrl+Shift+<letter or digit> because this is reserved for
the Button Configuration (Direct Dial Buttons).

The situation for the report builder slightly differs. This tool uses special
language mechanisms outside of the Concierge language file. Thus its
recommended accepting the English (or other officially supported language)
expressions since reporting is normally not used by the attendants. The
software would automatically use the English expressions if the
corresponding expression is not defined in the local language.

If local language support is needed for the short cuts too, or needed in the
report builder as well or if you need changes in the contact search algorithm
please get in contact with Unify support for a language / project specific
support.

3.2 Starting Concierge Client with Windows authentication logon

In case the Concierge clients are supposed to start with Windows
authentication logon you perform following steps in Concierge DataCenter.

Procedure

Start Concierge DataCenter. When entering the user account under User
administration / Accounts choose following settings:

Windows login = Yes

Login name = enter the Windows Login information (domain\user name).

Edit User Accounts

User accounts list ~ | i Save | | Cancel |

089111 (Bianchi, Fred)
085112 (Marquardt, Emma) Active: Yes b
089113 (Oneill, Samuel) Name: |Smith

089114 (Scruggs, Geraldine)

089115 (Stambaugh, Tanya) it

089116 (Tupps, Nigel) Windows login: Y x
S 3R TR T e e T e e OSCCEDOKUV3RO\Administr]  ID: e
MUENCHEN\user (user)

OSCCEDOKUV3R0\Administrator (Sn Comment:
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NOTE:
You do not need to fill in the Password field. It is deactivated anyway.

When you start the Concierge client application now, you only have to verify
the extension and click the Login button to log on.

&0 Mitel
Concierge

V4.2.12.0 Tenant:

Please log on...

NOTE:
It is not possible to use Windows authentication logon in combination with
Client auto logon (logon without logon mask).
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4.1

411
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OpenScape Concierge DataCenter

The OpenScape Concierge DataCenter is used for administration and
configuration of the OpenScape Concierge solution. This application
connects directly to the database and offers a GUI to allow the administrator
to make changes quick and simply.

Starting OpenScape Concierge DataCenter

Initial Logon

Click OSCDataCenter on the desktop, to start the
OpenScape Concierge DataCenter application.

Data Center

NOTE:

You also find a shortcut to Data Center under the Start Menu or double
click the DataCenter.exe in the installation path under
“\bin\Concierge\Concierge Management” like e.g. “C: \Program Files
(x86) \OpenScape Concierge\bin\Concierge \Concierge
Management\DataCenter”.

There are two default types of user accounts to log on to the Concierge
Data Center, that come with the installation:

1. The “systemmanager’ account, that is used for central, system wide
administration tasks which generally affect the whole system with tenants
/ users.

2. The tenant’s “manager” account. This is used for the tenant’s
administrator to specify tenant’s ressources, like phone book entries
(contact data) or the tenant’s users, simply spoken all items that are not
in scope of the system administrator.

Normally these both accounts are sufficient for Concierge configuration, but
in case user accounts with certain rights are required, the Data Center offers
the possibility to create those user accounts in accordance with customer
requirements. See section 5.3 User administration and 6.6 User
administration for further details.

NOTE:
Data Center allows multiple instances to run on one PC at the same time.
So settings can be done in parallel!

For initial configuration right after installation you start Concierge DataCenter
with the login of the default systemmanager account — see section 5 Login
with “systemmanager” rights.

Thereafter you can either login with the default manager account or with a
self-created manager account — see section 6.6 User administration.

For logging on to Data Center with Windows authentication see section 3.2
Starting Concierge Client with Windows authentication logon.
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5 Login with “systemmanager” rights

The systemmanager account is required for the first time an administrator
logs on to the OpenScape Concierge DataCenter after installation.

The default password "manager" can be changed by using the Change
password button. Confirm the logon with the Login button.

&2 Mitel
Concierge Data Center

@ Use Windows authentication

V4.2.12.0

@® Userlogon

Language English z

xxxxxx

Password

5.1 System data

The "OpenScape Concierge DataCenter" window with the "System data"
menu appears after the user logs on.

#. DpenScape Concierge DataCenter Plus Yersion: ¥3.1.0.0 (systemmanager) P .

System data

Tenant

DDI Lookup
Y
o)

Announcements
BXiT

Night variants

CPS trunk monitoring

Administrator

User administration
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5.1.1 Tenant
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On the upper edge of the window you can see in the brackets the user that
is logged on; in the given picture the systemmanager user.

The first time a screen appears reminding the logged on person to complete
a basic configuration for the Tenant (including Site and Outbound access
settings). The start screen that appears shows the tenant settings in System
data. Further configurations are done in the System data menu. It shows of
the following elements for configuration:

Table: Elements of the System data menu

Symbol Name
Tenants
Tenant
I”"*‘ DDI Lookup
DDI Lookup
o Announcements
!_f:
Announcements
EXIT Night Variants

Night variants

CPS number ranges

0OS4K Trunk Monitoring

:H== CPS Trunk Monitoring

CPS trunk monitoring

Access

The Tenants icon to open the "Edit tenant"
window can be found in the System data menu.

Tenankt

Only a Systemmanager is authorized to modify the tenants settings.

For creating Systemmanager users, please see section 5.3.1 Accounts.

Description

A default tenant is created automatically during the installation procedure. It
is recommended to use that tenant named DEFAULT.

The settings can be modified by pressing the Change button. The fields that
can be edited become white. If a field becomes light green the required
value is mandatory. Fields that are configured with another user account or
in another GUI stay grey.
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Lerenne

System data

save o o concel

Tenant list Maximum amount of Tenant entries reached!

~

nt

| [ et
D ek Commer: <DEFALLT_TENANT>
ste FRANKFURT - DSCC-E Site configuration - Frotocol version Operitape 4000
BXir UC rodet uc Mok (o01)
TRt adante Routing mode: [crs <] Mode: Atomatic disrt - Outhound access: |FRANKFLRT 496979309 (+496979309)
ol Times (ms) Priorities
CPS number ranges
M, transker time: s0000 - 5 - Faed transter: o -
Ma, tine n incoming qusuie: 120000 ~ 2 - s
. P ERE
el AT Dafault RNA timout imes 30000 - - - et =
Dfaul ring time: 000~ ;- Parsonallne: o-
Time created by 95Concierge -] Effective after (seconds): 1200 -

Default number for CDR-SIP Header: [ |

Default announcements for pilot numbers and personal lines managed by CPS

Music-on-hald: [PEPAULT-Defauititon

Transfer: [DEFAULT-DeFaultMaH

Defaul gresting: [DEFALLT-DefauitstartAnnouncement

e i

@ Tenant display name

I
3
€PS trunk monitoring

Administratar
User administration |

Tenant’s general settings on system management level:

Tenant’s general settings are the Tenant name and a Comment that is
mandatory. The Site can be selected from the dropdown menu out of the
sites that are specified by System Management. Similarly the entries for the
the UC, Circuit, Skype node or Microsoft Teams (depending on the
integrated Presence information system) and the Number range are
predefined for a given system by System Management. The protocol
version (type of communication platform) is also predefined.

The Routing Mode is automatically set to CPS. The Mode itself can be
selected between the option Automatic distribution as well as manual
pickup of calls from the Caller queue window.

The time overflow variants with its timer is configured on the tenant
management level.

NOTE:
Additional Overflow variants need to be created in the Administration area
of Data Center before they can be used here.

Times (ms)
In this area the time parameter for Concierge handling the calls are

specified. These values can be overwritten by the tenant’s manager on a
DDI based level and are explained in detail in section 6.4.1.2 Times.

Priorities:

Right besides the Times pane priorities can be configured for different types
of calls. A priority of a call describes its importance in terms of the order of
distribution / visibility. The priority values can be overwritten by the fenant’s
manager based on a DDI level and are explained in detail in section 6.4.1.4
Priorities.

Announcements for Pilot and Personal Lines

The announcement settings for pilot numbers and personal lines are defined
on a tenant manager level; they are explained in section 10 Best practice -
Announcements Handling.
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. OpenScape Condierge DataCenter Professional Version: V3.1.0.0 (systemmanager)

Ediit tenants
Tenants Save | Cancel |
|
MUENCHEN Tenant name:
DOI Lookup Comment: <DEFALLT_TENANT>
Site: MUENCHEN - DSCC-£ Site eonfiguration Protacol version: OpenScape Voice |
CallDirector Port number
UC node: Uc Node (001) Calendar node: Calendar Node (001)
Routing mode: [cps | Mode: Automatic distrt ~ Outbound access:  |MUENCHEN_4989783 (+4989783) -
EXiT
Times ims} Priorities
Hight variants
. Max. transfer time: 60000 -+ % - Failed transfer: %0 - 3
o Max. time in incoming queue: 120000 - 3 « e
P : 50 - 2
R m— - Default RNA timeout time: 30000 + 3 ik =
Default ring time: 5000 + Pergonal ine: [ R
054K Trunk monitoring
- Time overflow variants being processed: | # #busy variant created by OSConcierge -] Effective after (seconds): I 200 - ;4]
Default number for COR-SIP Header: [+ ]
CPS trunk monitaring )
Default announcements for pilot numbers and personal lines managed by CPS
PP |pEFaLLT-DefaultMot -]
Transfer: [pEFAL T DefaultMan =]
Default greeting: |pEFALLT Defaultstartannouncement i ‘
Paging settings
Shert = Transfer only: |peF AT Dislogshort.ende -]
Full = All options: |DEF ALLT DislogComplete.ende |
Malfunction: |pEFALLT-Dialoghatiorking. ende -]
Mo contact: |pEF AT HumberNotnService ende =]
Unavailable: |DEFALLT HotAvailable.ende -]
@ Tenant display name
1

5.1.2 DDI Lookup

26

In this section the general properties of the DD/ lookup table (or DDI List) are
described from a systemmanager perspective. The chapter outlines the
settings in the DDI lookup table depending on the required service and how
these reflect the settings in the PABX.

Furthermore OpenScape Contact Center specific settings are required,
which are described below.

Access

The DDI Lookup icon to open the "Edit
DDILookup" window can be found in the
"System data" menu.

DDI Lookup
Only the systemmanager is authorized to create or delete entries in the
system’s DDI lookup table. The tenant’s manager can modify for their own
tenant’s entries.
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oorkst o f s | el
I DEFAULT
+4985789400 Tenant: DEFAULT - <DEFAULT_TENANT > (OpenScape Voice Without OSCC)
+4989789410

4365789451 Pilot number: +4989789400 Site: MUENCHEN

Call for: Switchboard Company: Lnify

i | RIERR D RO EECODRINE e
Additional Humbers Times {ms}

Start hunt aroup: + Max. time in incoming queue: 120000 - 3 - ¥
Music-on-hold hunt group: |+ RINA timeout tme: 30000 ~ 5 - [%
RCG: Ring time: 5000 ~ = %

Night VariantiOverflow Variant Miscellaneous
Open: Yes = Background color: <No Color Selected> ~
Night variant: ##busy variant reated by OSCondierge: - Priority: 0~ 2

Time overflow variant: ##busy variant aeated by OSConderge

Overioad settngs

Announcements/Gresting Text
Mode: Play Busy”

Persanal announcement: Mo
Overload destination: +

Music-on-hold:

The DDI Lookup is the central instance for Concierge to evaluate an
incoming call via its pilot number that is also called service number.
Different pilot numbers reflect the different callers’ requirements, so with that
table one defines how the system handles an incoming call.

In the upper area of the window the routing entries of the communication
platform are defined, these have to be monitored for properly gathering all
call parameters.

Tenant specific time settings can be overwritten for the different pilot
numbers in the DDI List settings with the tenant’s manager account.
Similarly the settings for the night variants, announcements and greeting
texts.

NOTE:
If the fields stay on <empty>, the system will use the tenant’s times and
announcements settings.

These settings have to be specified for both types of deployment — with and
without OSCC integration and can be overwritten by the tenant’s manager.

General information specified on systemmanager level:

General settings for a DDI List entry are Tenant, that can be choosen from
dropdown menu out of the tenants as specified above. The Pilot number is
the subscriber number of the corresponding service. The field Call for
describes the name of the service. The entry in field Type can be choosen
from dropdown menu — see help text in System Management. The entry in
the Site field comes with the specified tenant. Company is an optional field
for further customer information.

Additional numbers (with OSCC integration only):

Under additional numbers you specify the Communication platform entities
assigned with the Pilot number of this DDI List entry.

1. Start Huntgroup requires the pilot number that is assigned to the
Start Huntgroup (also called Initial Huntgroup in OpenScape Contact
Center.)

A31003-S2242-M101-10-76A9
OpenScape Concierge V4R2, Plus, Administrator Documentation 27



2. Music-on-hold hunt group requires the Extension that is assigned to
the MoH Huntgroup when integrating with OpenScape Contact Center.

3. RCG is used to describe the RCG assigned to the Pilot number when
integrating with OS4000.

5.1.2.1 DDI Lookup entry for OSV

28

The configuration of service numbers (pilot numbers) in OSV without
OpenScape Contact Center is outlined:

Pilot numbers route the incoming calls to the SIP trunk of CPS. The CPS is
then fully responsible for handling / distributing the call.

NOTE:

It is very important in the scenario without OpenScape Contact Center to
configure overflow handling and night variant routing, see also section
5.1.4 Night Variants

), OosvV OSC Server
(B ot Numbe :
Customer ml

OS Concierge (DataCenter — ODILookup)

DDI list Save ancel

IR

= DEFAULT
-H4950S05803301 Tenant: [DEF T - Defauk tensn (Cpenscape Volce Without 0SCC) -]

+49SOSUSE03303 | ot ramber e | Site: [ a ]

+ main 3 ify &
+4950505803205 Calfor Company urify acaderny.

Additional Numbers Times (ms)

Start hunt group) + Max. i in coming queve: 120000 - 3 +
Music-on-hold hunt group: + RINA timeout time 30000 - % -
RCG: Ring tirme: S000 - 3 -

The picture displays the pilot number routings for Concierge in OSV. The
pilot number is one number out of the range of numbers that route to the
CPS running on the OSC Server / Concierge Server and fall back to the fall
back hunt group if CPS is down.

In case of a Concierge Server failure the fallback hunting group in OSV is
responsible for call handling. This fall back configuration is used for service
number calls and also for agent's Personal Line calls

This configuration is used for all kinds of service calls handled by Concierge;
e.g. Main and Internal lines. Additional service numbers can be created.

NOTE:

For the agents’ Personal Line numbers, a configuration similar to the
service numbers in OSV is used; the configuration for the personal line
numbers are as described above!

For detailed information on configuration of DDI Lookup settings refer to
section 6.4.2 DDI Lookup.

Example for Call forwarding busy / no answer:

This example shows the numbers that have to be configured for CF busy
and CF no answer:
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,’ osv OSC Server

{l
Customer ¢ e
CF to CPS

DEFALLT - Defgult tenant (Openseape Voice Without 0SCC)
Pk number: +4950505603301 ste: [ R4 ]
Callfor: ICF no answer Company: Uiy j
Additional Numbers Times (ms)
Start hunt group: [ Max, tine in incarming Queus: [ 120000 - % -]
Music-onchokd hunt grovp: [ RNA tineout tine: | 30000 - 3 -
RCG: Ring time; [ S000 - % -]

5.1.2.2 DDI Lookup entry for OpenScape 4000

The following displays the relations between the pilot number in OpenScape
4000 that routes the call to the CPS and the required entries in the DDI
Lookup in Concierge Data Center.

{0 OS 4000 OSC Server

OpenScape Concierge
(DataCenter — DDILookup)

oIkt pooswve o | ocance
= Reihe 3

+498282300853401 Tenant: Rehe 3 - <DEFALLT_TENANT> (HPath 4000 Without 0SCC)

+498282300853402
Pilot number: I +496262300853401 853401 I Site: REIHEZ
Call for: [Reihe 3 Ma) ] Company: Unify
Additional Numbers Times (ms)
Start hunt group: + Max. time in inComing queue: 120000 « 3 E
Music-on-hold huntgroup: [+ RNA timeout time: 3000 - = - [x]
RCG: Ring time: 30000 - 3 - [x)

We see the configuration of a pilot number in Data Center using Concierge.
The pilot number must be a number that routes to CPS as described above.
At least one service number has to be configured. Optionally additional
service numbers can be used, depending on the customer’s needs, like e.g.
one for main, internal, Intercept or CF that allow Concierge creating
meaningful statistics.

These queues with their corresponding pilot number need to be configured
in Concierge Data Center for Concierge being able to monitor the incoming
calls.
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5.1.3 Announcements

30

’/ OpenScape 4000 OSCC-E Server

Customer / 1—1
i 1ar981 - -

OSCC-E Concierge
(DataCenter — DDILookup)

Edit DDI
DI list . ‘ New o | change f Delete
+4950505809000 Tenant: [DEFALLT - <OREALLT_TENANT> (Hiath 4000 Wihout 05CC)
Piot nuriber: [+4es0s05805002 | %00z Ste MUENCHEN
Callfor: [cal Farwarding Company: lnify
Additional Numbers. Times (ms)
Start hunt group: n Max. tine in Incoming queue: [ 120000 - 3 o x|
Musiconhokdhant grop: [+ 1 RNA Rimeot tive: [ 30000 - - <]
RECG: ] Ring time: |7 5000 - * - |X

We see the Data Center configuration of Call Forwarding (CF) targets for
Concierge.

NOTE:
In the scenario remember to configure the overflow handling and night
variant routing, see section 5.1.4 Night Variants.

Before using an announcement can be used by CPS the corresponding
wave file has to be registered in Data Center. This can be done under
System data, section Announcements. The Edit Announcements window
shows all wave files that are registered in Concierge Data Center.

Access

N The Announcements icon to open the "Edit”
- window can be found in the System data menu.

Announcements

For detailed description please refer to section 10 Best practice -
Announcements Handling
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Edit Announcements

¥ Comment Wave datastream Data source Tenant
MUENCHEN Defaultior
Music on hold DEFAULT-DefaultMoH 1] SYS DEFALLT
Announcement Standard pager announcents i CDC MUEMCHEM
Anriouncement MUENCHEN-DefaultStar tAnnouncement md 5YS MUENCHEN
Announcement MUENCHEN-MumberMotinService. ende i SYS MUENCHEN
Announcement MUEMCHEN-MotAvailable.ende g SYS MUENCHEN
Announcement DEFAULT-DefaultStartAnnouncement g 5YS DEFAULT
Announcement DEFAULT-NumberNotinService.ende g S¥s DEFALLT
Announcement DEFAULT-NotAvailable.ende i 5YS DEFAULT
Dialog MUENCHEN-DialogNotWorking.ende 1 5YS MUENCHEN
Dialog MUEMNCHEN-DialogShort.ende w1 SYS MUENCHEN
Dialog MUENCHEN-DislogComplete.ende i 5Y5 MUENCHEN
Dialog DEFALLT-DialogMotWorking.ende i 5YS DEFALLT
Dialog DEFALLT -DialogShort.ende il 5YS DEFALLT
Dialog DEFALLT -DialogComplete.ende T 5YS DEFALLT

|; Play selected dialog or announcement

|In Value Associated description
|TENAW5 e

5.1.4 Night Variants
Access

EXIT

Might variants

Description

Night variants and overflow variants define the options available for
handling an incoming call in case no attendant or not enough attendants are
available for handling an incoming call or if the service number is closed.
Configure night variants and time overflow variants under System data /
Night Variants.

Customization of night and time overfiow variants

Diesignation T Forwarding destination (onky For "Forwarding” mode) | Announcernent (only For "announcement” mode) | Tenank

i
Might Yariant external Announcement DEFALLT-MotAvailable. ende DEFALLT
Might Wariant internal Forwarding +4950505307 590 DEFALLT

Three modes of night variants or time overflow variants can be configured:

e Mode Busy: A busy signal is played to the caller

e Mode Announcement: An announcement is played to the caller

e Mode Forwarding: The call will be forwarded to an extension number
which can handle the call.

Procedure

1. Use the “+” button on the bottom line to create a new entry. Specify a
designation. Choose a mode as described above.

2. In case the mode Forwarding is used, configure the forwarding
destination.

3. In case the mode Announcement is used, choose an Announcement
from the dropdown list.
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4. Assign the tenant’s name.

NOTE:
For details and usage of Night Variants please refer to the tenant’s night
variant settings in section 6.4.4 Night Variants.

5.1.5 CPS number ranges

32

Access

CPS number ranges

Description

The Concierge Provider Service (CPS) is the central application of
Concierge for handling and controlling calls.

Without OSCC integration all incoming calls are handled by CPS.

If calls are put on hold or parked, they are connected back to CPS that
keeps them locally until further handling is required.

CPS is connected to the PABX as a SIP endpoint using a SIP trunk
connection.

In this area the extension numbers that are used by CPS for call handling
(park, hold, and transfer) — so called internal resources have to be
registered.

The ranges for personal lines and service numbers are independent of these
resources!

NOTE:
In CPS configuration settings in OSV and OpenScape 4000 these number
ranges are referred to as “internal resources”

CPS pumbers configiration

| Request no. 4 |Description Data source Tenant
| +498079303859010 _____________________________________________loc el
| +496979309899011 C DEFALLT
|[+4s6379309855012 fav'd DEFALLT
| +49637030085501 3 oo DEFALLT
| +49697930989901 4 @ DEFALLT
+436379309892015 C DEFALLT
| +496379309899016 wc DEFALLT
| +49697930989901 7 @ DEFALLT
| +42657530096 55018 e DEFALLT
| +496979309895019 wc DEFALLT

Configure the extension numbers or ranges of extension numbers that are
used by CPS.

NOTE:

Please also refer to OpenScape Concierge Configuration,
Administrator documentation, section “Formula for estimating the
number range of internal CPS resouces* for details on the size of the
corresponding ranges for the appropriate environment (OSV or OS4K with
or without OSCC) for further details.

Request numbers are used for transferring calls from the attendant to the
CPS. Whenever a call shall be handled by CPS, which is the case while
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being on hold, in the transfer process or in the parking queue etc. a request
number is used for that transfer process to the CPS.

Add single request numbers or callback numbers to the database tables or
use the Create range button in the upper right area to define ranges of
numbers according to the settings in the PABX.

Table: Data fields CPS number Configuration

Column Description
Request Port number / extension number of the port for usage
number with CPS.
(By dialing this number the communication platform
routes the call to the SIP trunk that connects CPS)
Description Use this field for information regarding that port

number, esp. if there are important remarks.

Data source

CDC is the data source name for OpenScape
Concierge DataCenter.

Tenant

Name of Tenant that belongs to that ressource

At the lower border of the table, a new entry can be added by clicking the
plus *+ button. Once the entry has been created and completed, it can be
transferred and saved to the database by clicking the o green checkmark.

5.1.5.1 Example: Definition of numbers and number ranges

CPS connection uses following types of number ranges:

One for the personal line numbers of the attendants, one for internal CPS
resources like Request pool and a pool of Service Numbers.

Furthermore if CPS fails, a fallback Hunt Group has to be defined in the
OSV, where all attendant users are members. The fallback solution is used
for the personal lines and Service Numbers in case of CPS failure.

Calls coming in via the personal line numbers and Service Numbers are re-
routed to that fallback hunt group.

The internal resources are not in use if CPS fails. Therefore no fallback for

these is required.

Example number ranges:

Parameter

CPS Resources for the example in the following sections

Personal Lines Start

Personal Lines End

Description Value
Numbers that route to CPS used for Personal 4950505803200
Line Numbers of attendants 4950505803299

Loop Number

Unique number that is not used for elsewhere 4950505803300

Request Numbers Start Numbers that route to CPS used for internal 4950505803301
Request Numbers End tasks, like e.g. Park, Append, Transfer 4950505803349
Service Numbers Start Numbers that route to CPS used for handling 4950505803350

Service Numbers End

customer calls

4950505803399
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Parameter Description Value

CPS Resources for the example in the following sections

Hunt Group for Calls to Pilot and Personal Line

Fallback Hunt Group Numbers, if CPS fails

4950505805520

5.1.6 OS4K Trunk Monitoring (with OpenScape 4000 only)

Access

054K Trunk monitoring

Only the systemmanager is authorized to create or delete entries in this
dialog.

Description

In case of integration with OS4000 the trunks of the OS4000 have to be
monitored in order to correctly receive all information about a call even in
complex call scenarios like recall or automated transfer etc.

Adding Trunk group information is performed by an import dialog. The

ConfigSync process automatically provides this information for selection.
> || £t 59K Trunk-tonitoring

nnnnn

Procedure
1. Click on ,Import Trunk Group* Button
#. Import trunk group e i, &
| Mame of Trunk group Mumber
(T 793090 20
|TEST 85
|Ris 8303 180
|oPs a1 181
|CPs g3z 182
RS a1 183
|CPs B9l 184
|CPs B35 185
|CPs a7 187
|cPs aaax 188
|CPs gaax 189

Impart selected trunk group(s) Clase

2. Select the trunk group(s) over which calls were received
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3. Click on “Import selected Trunk Group(s)

Table: Data fields

Column Description

Site Configured Site name in System Management

Number Configured Trunk Group Number in OS4K

Name of Trunk | Configured Name of Trunk Group in OS4K

Group

Comment Input field for comments

Datasource CDC is the data source name for OpenScape
Concierge DataCenter.

5.1.7 CPS Trunk Monitoring

Access

CPS Trunk Monitoring

Only the systemmanager is authorized to create or delete entries in this
dialog.

Description

Connected SIP trunks to OS4000 have to be monitored similar to the OS4K
trunks described above.

Tport trunk groups.

Adding Trunk group information is performed by an import dialog. The
ConfigSync process provides this information automatically for selection.

Procedure

1. Click on ,Import Trunk Group* Button
2. Select the trunk group which corresponds to the CPS
3. Click on “Import selected Trunk Group(s)

Table: Data fields

Column Description

Site Configured Site name in System Management
Number Configured Trunk Group Number in OS4K
Name of Trunk | Configured Name of Trunk Group in OS4K
Group

Comment Input field for comments
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Column

Description

Datasource

CDC is the data source name for OpenScape
Concierge DataCenter.
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5.2 Administrator

Symbol Name

Contact Data Provider

Contact Data
i
Db Info
Db Info
A, Update Database
o
Update database
_@ Database version
Database version
GDPR

Use the folder Administrator for the administration of Contact Data and
Database Maintenance

5.2.1 Contact Data Provider

Access

The Contact Data Provider icon to open
the "Contact Data Provider" window can be
found in the "Administrator" menu.

Contact Data
Provider

Only the systemmanager account has authorization for this menu option.

Description

External data can be prepared for importing contact data into the Concierge
Database (OSCADM) using the Contact Data Provider (CDP) module to
populate the data within the Electronic Telephone Book (ETB).

For details please refer to section 9

5.2.2 Db Info
Access
The DB Info icon to open the "database
e information window” can be found in the
“Administrator" menu.
Db Info

Only the systemmanager account has authorization for this menu option.
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The number of data records in the database can be depicted clearly with “Db
Info”.

Show database info

5.2.3 Database update

Access

Table 4 |Record count Cldest record | Tenant
ADDINFO g MUENCHEM
ADDINFO 1 DEFALULT
ADDRESS 5 MUENCHEN
ADDRESS a DEFAULT
AFTERWORK i} MUENCHEN
AFTERWORK 0 DEFALLT
BLACKBOARD a MUENCHEN
BLACKBOARD o DEFAULT
CALL 56 311/2015 11:56:13 AM MUEMNCHEMN E
CALL 1 3/18/2015 11:06:21 AM DEFALULT E
CALL_STATISTIC 848 6/2/2014 9:20:22 AM MUENCHEM
CALL_STATISTIC 39 7/2/2014 2:30:46 PM DEFAULT
DDILOOKUP 2 MUENCHEN
DDILOCKUP 3 DEFAULT
HISTORY _AGENTSTATE 2382 3202014 11:52:24 AM MUENCHEN
HISTORY AGENTSTATE 44 3/4/2015 9:57:10 AM DEFAULT
HISTORY_QUELESTATE 44390 3(20/2014 10:27:02 AM MUENCHEN
HISTORY _QUELESTATE 273 2{23/2015 1:50:35 PM DEFALLT
KEYWORD 9 MUENCHEM
KEYWORD a DEFAULT
MEMBER. [ MUENCHEMN
MEMBER [ DEFAULT
MEMBER _ABSEMNCE 2 3{17/2015 1:00:00 PM MUENCHEN
MEMEER._ABSEMCE a DEFAULT
MEMBER._ADDINFO 9 MUENCHEN
MEMBER. _ADDINFO k] DEFALULT
MEMEBER._AVAILABILITY 19 MUENCHEM
MEMBER _AVAILABILITY 19 DEFALULT
MEMEER._HIERARCHY b 3 MUEMNCHEN
L R e L LR e

Py The Update database icon to open the
[

"Database update window” can be found in

ckate e the "Administrator" menu.

Database update scripts can be loaded and executed. This can happen, for
example, as a result of errors. The script will be made available by
development.
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System data Database update with Sqf scipt

Contact Data Provider

i

Db Info

&,

&

Update database

.@ : Select and run Sql script l

Database version

5.2.4 Database version

5.2.5 GDPR

A31003-S2242-M101-10-76A9

User administration
About... |,z
Access
The Database version icon to open the
'@' "Database version" window can be found in

the "Administrator" menu.

Database version

The current database version is shown in this table:
Show database version

|version date Last update ¥ Comment
015 10; 15 2 P WIRL.0.0
5112015 10162015 9:44:05 AM Y3RL.0.0
;6)'1?)'2015 10/16/2015 2:43:12 AM Y3 R0.5.0
6112015 10/16/2015 2:43:11 &M ¥3R0,4.0
31212015 10/16/2015 3:43:11 AM Y3 R0,3.0
12/31/2014 10/16/2015 9:43:11 AM W3IR0.3.0
12/12f2014 10/16/2015 9:43:10 &M YIRO2.1
ilD,l’lD,l’ZDl‘l 10/16/2015 9:43:10 &M W3IR0.Z.0
|7f15/z014 10/16/2015 3:43:10 AM Y3IR0.1,0
§5;1;2m4 10/16/2015 9:43:10 AM V3RO
\&f1fz013 10/16/2015 2:43:05 A ¥3RO
6f1/2013 10/16/2015 9:42:50 &M W2R1 last version
SiE1fz012 10/16/2015 2:42:50 AM DOI and DDI_MoH as varchar; new DDILookup single row entry Format
12/14/2010 10/16/2015 9:42:50 AM Drop PE_DDILOCKUP
4i20§2012 10/16/2015 2:42:49 AM search addinfo, search by destination extended, v_Member_availabilty uses co...
i1f31,f2012 10/16/2015 2:42:49 AM Call table extended
|1f30/2012 10/16/2015 2:42:49 AM Reparting extended
aitfzoil 10/16/2015 9:42:48 AM MemberAvailabiitySearch extended
12[15f2010 10/16/2015 2:42:45 AM Division and supergroup suppork
1z/1j2010 10/16/2015 2:42:47 AM Greetings, one search field suppart
11182010 10/16/2015 9:42:47 AM Afterwark table extended
§9f24,|’2010 10/16/2015 9:42:35 AM Eiasis Yersion W1R3, Afterwork repart integrated, availability trigger enhanced
|
Access

GDPR = General Data Protection Regulation
Queries for personal data stored in the DB can
be made here.
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Permissions

By default the GDPR work area is visible for system managers and
managers. The authorization for the GDPR functions can be configured via
the group assignment / access rights / function.

The area is displayed if at least read access for the group of the logged-in
user is granted.

The search and print functions require read access in addition.

For printing the personal data additionally the editing right is necessary.
Deleting subject entries requires execute permission.

Processing

For information on processing GDPR requests, such as search, deletion of
subscribers or conversation anonymization, see section 6.5.5.1 Processing.

5.3 User administration

5.3.1 Accounts

40

Symbol Name

& Accounts

Accounts

= Applications and functions
g ]

Applications and
functions

With the user account “systemmanager” you can create additional users
on the system management level that are allowed to log on to Data Center
for administration of central items as described in this paragraph.

These users are allowed to log on to Data Center with a systemmanager
account.

Those accounts and their permissions in the Data Center are created and
administrated in this menu.

NOTE:

By logging on with a systemmanager account the user does not see the
items that are configured with in the tenant’s section.

The user can see / administrate the items on the system management
level, not on the tenant’s level.

User accounts on the system management level can be created and
admistrated with this menu.

Access

accounts" window can be found in the

E The Accounts icon to open the "user
"Administrator" menu.

Accounts
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User accounts list ‘ New ‘ | Change | 05CC agents impart dialog |

................................................

| Manager (Manager)
Active: Yes v Tenant: DEFALLT - <DEFALLT _TENANT: (OpenScape Voice
Name: Manager First name:
Title: Salutation:
Windows login: No M Braile suppart: No ~
Logh rame: o o Passward: [ ———————
Comment:

Personal line settings

Personal line number: + Open: Yes = || Time settings (ms)

Play pers. announcement: Mo v Max. time in pers, queue: <emptyz v 5+ X
Music-on-hold: <empty> | Pers. RNA timeout time: <empty> v 5« (X
Night variant: ##husy variant created by 05Conderge " Ring time; <empty> v 5 & |¥
Time averfiow variant: #2husy variant created by 0SConderge ©

Personal announcement settings

Pers. announcement: <empty> A
Direct dial buttons settings

Direct dial buttons conf.: <empty> -

Changeable: No v
Group Font sizing

Group Manager Group v || Allow font size changes: Yes -

‘I ] II

o Configuration of user accounts,

We see the user accounts on the system management level. By default the
user systemmanager is created. Additional users can be created to allow
logging on to the system management level.

NOTE:
All other users (manager, attendants) are created with a tenant’s manager
account see section 6.6 User administration.

5.3.2 Applications and functions

Access

E& The Application and functions icon to
i open the "Edit applications and functions"
Applications and window can be found in the "Administrator"
functions menu.

Under "Applications and functions" the user rights and functionallities are

displayed for a user function group. With a systemmanager account the
logged on user sees the settings but can only change the comments.

Use the Group configuration to adjust rights for specific groups.
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6 Logging on to OSC DataCenter with Tenant’s manager

account

42

The configuration options available for the tenant’s manager accounts are
described in the next sections.

Two user accounts for logging on to the tenant’s items are automatically
created for every tenant created with a systemmanager account.

The accounts are <Tenant name>\Manager with the password "manager"
and <Tenant name>\User with the password "user".

If an administrator therefore logs on as a manager, the account name is
typically composed of the tenant and the user name manager or user

NOTE:

For simplicity it is possible to logon to the tenant “DEFAULT” using just
“manager” instead of “DEFAULT\manager”. Similarly the “DEFAULT\user”
can be shortened to “user” only when logging on to the DataCenter!

0 Mitel

Concierge Data Center

uthentication

V4.2.12.0

Language: English -

. Change Password | Cancel

The default password can be changed with the Change password button.
Confirm the logon with the Login button.

A comprehensive rights concept exists for users and managers. The
relevant selection options are displayed depending on which account is used
to log on to the DataCenter.

Following installation, the DEFAULT tenant as well as the associated
"manager" and "user" users are created automatically.

Use of the Windows logon information requires configuration of the Windows
logon account comprising <DomainName>\Userld. A password is not
required because a Windows logon account only makes sense in
conjunction with personal logins and with password protected screensavers.

NOTE:
The user name data is not case sensitive. The password input data is case
sensitive.
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6.1 Contact data

Under Contact Data the contact data records in OSCADM for Electronic
Telephone Book can be administrated.

Addresses

Symbol Name
Contact
3
Contact
Adresses

Additional info

Additional Info

Keywords

6.1.1 Database structure

For a common understanding of the matter it is helpful to have an idea about

the database structure for the contact data. This is also helpful for
understanding the automatic Contact data import via CDP as described in

section 9 Contact Data Provider — Importing Contact Data.

This section gives an overview on the database structure for OpenScape
Concierge’s contact data fields
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MEMBER_AVAILABILITY

]

[ (Al Columns)

[ | MEMBER_ID

[ILFN

[Jkinp_ID

[]CONNECTION
[|BuiLDING

[ JrOOM

[ ] QUERKENNZIFFER
[]counTry

[]AREA

[ ITRUNK

[ILINE

[C]coLORCODE

[ INTERNATIONAL_CONNECTION
[INTERNATIONAL_BUILDING
[ INTERNATIONAL_ROOM
[JIMPORT_SOURCE
[_JIMPORT_DATE

[ INTERNATIONAL_CATLINE
[ 1INTERNATIONAL_TLINE

I TENANT_ID

[JE164C

[]aTL

[CITL

[ INTERNATIONAL_LINE
[i1s_puBLIC

[ 1INTERNATIONAL_PCATLINE

MEMBER_ABSEMCE

[~ (&l Columns)
[ IMEMBER_ID
["]LFD_NB
[]ABSEMCE_FROM
[C]ABSEMCE_TILL
[_IREASON
[CITENANT_ID
[1IMPORT_SOURCE
[ClIMPORT_DATE

MEMBER

[_]* (4l Columns)

[ IMEMBER_ID

[CINAME

[CIFIRSTNAME

[ITITLE

[IFUNCTION_DESCRIB
[Jcompany

[C]DEPARTMENT

[|LOCATION

[“JBuILDING

[“JrRoOM
[]PARENT_MEMBER_ID

[ INTERNATIONAL_MAME

[ 1INTERNATIONAL_SALUTATION
[ 1INTERNATIONAL_FIRSTMAME
[]aDDR_ID
[]INTERNATIONAL_ROCM

[ 1INTERNATIONAL_BUILDING
[ 1INTERNATIONAL_LOCATION
[INTERNATIONAL_DEPARTMENT
[_|HIERARCHY_ORDER

[ JHIERARCHY_ID

MEMBER_ADDINFO J

MEMBER_KEYWORD J KEYWORD J
[+ (Al Columns) [+ (all Columns) -
[ KEYWORD ID e 2 || KEYWORD.ID

[ | MEMBER_ID
[ JIMPORT_SQURCE
[ JIMPORT_DATE

1" (4l Columns)
|| MEMBER_ID

[ | ADDINFO_ID
[1pRIO

[ 1IMPORT_SOURCE
[_1IMPORT_DATE

MEMBER_EXTRA — ]

1= (4l Columns)
[ ]MEMBER_ID
["|DEP_SORTORDER

[ IKEYWORD_NAME
[_JINTERMATIONAL_KEYWORD_NAME
[lIMPORT_SOURCE

[TIIMPORT NATF

ADDINFO

[ (all Columns)

|| ADDINFO_ID

[|TExT

[ INTERNATIONAL TEXT
[]IMPORT_SOURCE

[ JIMPORT_DATE
P e ae e

[1PERSONNEL_NUMBER IS J
[|PICTURE

[_|PICTURE_TYPE 1" (4l Columns)
[]IMPORT_SOURCE [_|ADDR ID

[1IMPORT_DATE [_|STREET

[_IDmISION_ID [ |HOUSENUMBER

[ M_COMMENT []ziPcoDe
[]1_M_COMMENT [ 1TOWN

[ITENANT_ID [ JCOUNTRY

[ JINTERNATIONAL_COMPANY [STATE
[_/INTERNATIONAL_FUNCTION_DESCRIB [ TIMPORT SOURCE e
[ 1INTERNATIONAL TITLE B ——
[JoaTa 01 MEMBER_HIMED ]
[IpaTA_02

[ IDATA 24

[]DATA 25

[]1_DATAD [ p_nummer

D\_DATA_DZ Daufnahmetag

[ ]I_DATA 24 [_Jabgerechnet

)1 paTA 25 [Juserclass_id

[Juserclass_txt
ngup_ld
Dgroup_txt

[]15_HIMED_MEMBER
[_IPRESENCE_USER_ID

[tarifmodell
[Ikentostand
D guthaben
[ status_id
[Jstatus_tet
[status_seit
[pin
[_Itel_antrag
[ Jsprache id
[ Jsprache iso_txt
D strasse

[plz A

The picture gives an impression on how the contact data is structured. The
table MEMBER stores organizational data of a contact like name, salutation,
location and also Presence User ID (logon e-mail address) of Circuit, Skype
for Business or Microsoft Teams users etc.

Each possibility on how a contact can be reached like phone numbers, email
address or facsimile is stored as availability in the Member_Availability
table which is linked to the Member table.

KEYWORDs can be assigned to a member for keyword search in the ETB
as well as additional information (ADDINFO) that belongs to a user/
member, which might be of interest for the attendant (like e.g. deputy
information etc).

The ADDRESSes are stored in separate tables; this saves space as many
of the contacts use similar postal address information.

The ABSENCESs can be defined for a contact in environments without
external calendar integration.

The Member_HIMED table stores information synched from the HiMed
system.

6.1.2 Editing Contact data for Electronic Telephone Book (ETB)

44

The OpenScape Concierge phonebook entries can be edited directly in the
database with the "Contact" menu (if they are not imported). Contact data,
address entries, additional information, keywords and absences can be
added, modified and deleted.
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Access

The Contact icon to open the "Edit contacts,

¥ etc..." window can be found in the "Contact
data" menu.
Contact
(o) O O

one [ [ < [0 e[ [s [ Tu[nfo e [afa s [rTulvw[[+ 2]

Name A First... & Personnelno. |Presence User account (e-mai) |Salutation [Tile  |Function Company Department  |Location
El Bianchi Fred 089111 fred @testco.com Mr. Sales Manager TestCo CCSPUIP Frankfurt
| & Bieger Oliver 21966 Zirich
| & Maier Jan 21954 Glattbrugg
@ Marquardt Emma 089112 emma{@comco.com Ms. Marketing Director ComCa MHT WE Berlin
.\ﬂ Master Peter MID_-5 peter @comco.com Mr. Head of Finance ComCo CEO Berlin
@ Oneill Samuel 089113 samuel@comco. com Mr. Dr. Finandial Accountant ComCo FIBACO London
| & Pietsch Oliver 21963 Zirich
| & Rust Beni 21962 Zermatt
@ Scruggs Geraldine 089114 geraldine @testco,com Mrs. Assistant TestCo CEQ Munchen
éwtl Wang Susi MID_-6 susi@testco.com Mrs. Marketing Assistant TestCO Marketing Frankfurt
| ® Wiederkehr  Arthur 21950 Bern
@ Zauag Daniel 21961 Genf
[ M4t 10F12 b MM — o « I »

Remarks:
Press the tab “All” to see available Contact Data for your tenant in the
Concierge Database.

6.1.2.1 Adding contacts/contact data

At the lower border of the table, a new entry can be added by clicking the
plus + button. Once the entry has been created and completed, it can be
transferred and saved to the database by clicking the v green checkmark.

When using Circuit, Skype or Microsoft Teams Node a Presence User
account (e-mail) has to be defined.

Important hints:

The Import Source column of a given contact in the Edit contacts window
displays the data source of that contact. This value is either CDC for a
contact created via Data Center or if the contact was created by the import
procedure via CDP, it has the name of that data source!

A contact which has CDC as data source will not be updated (changed or
deleted) by any import. Changes there can only be made manually in Data
Center.

If an entry was originally imported via CDP and manually modified in Data
Center the data source value will change to CDC for this contact and will not
be updated in case its values in the import source change.

NOTE:

For manually editing imported contacts in Data Center the Parameter
WithimportedDataEditable must be set under Client Configuration in
section Advanced settings.

Remark: These entries are contacts within the ETB — they are not user
accounts to log on to the Concierge application.

6.1.2.2 Selecting contact data
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The Edit Contacts window can be selected here. The first letter of the last
name is defined as a filter.

6.1.2.3 Filtering contact data

Filters are available for viewing contact data. The filter option is offered in
every column header. Filters can also be combined, for example if all
employees in a department at a location are to be filtered out.

The arrow (drop down list) on the right-hand side of the column header can
be used to enter the filter:

©) @ Addi O

S P Y ] ] Gaeaeae T il il ol Bt sl
[ene [Bf[4 o< [o e [u T3 [ c[wn[o[e]oTr[s [rulv]w[x¥[z]

Name 4 First... 4 Personnelno. Presence User account (2-mai) |Salutation Title Function Company D

(& Bieger Oliver 21966

& Maier Jan 21964

& Marquardt Emma 089112 emma@&comco.com Ms. Marketing Director ComCao M HT WE

& Master Peter MID_-5 peter@comco.com Mr. Head of Finance ComCo CEO Frankfurt
@ Oneil Samuel 089113 samuel@comco.com Mr. Dr. Financial Accountant  ComCo F1BA CO Genf

& Pietsch Oliver 21963 Glattbrugg
& Rust Beni 21962 Loridén
& Scruggs Geraldine 089114 geraldine @testco.com Mrs. Assistant TestCo CEO

& Wang Susi MID_-6 susi@testco,com Mrs. Marketing Assistant TestCO Marketing

& Wiederkehr  Arthur 21860

@ Zaugg Dariel 21961

bttt 10f 12 chobbobbodh ot 2t il

Available filters can be selected by clicking them or user-defined filters can
be defined, for example if all departments that start with SEN are to be
searched for.

For more details on filtering options please refer to section 12.1.2 Table filter
functions.

6.1.2.4 Detailed view of a contact’s data

Additional information on the contact can be displayed using the button
in front of the contact name. The =l button closes that view again.

o) i (®) @ Add. L)
[rere [ o < [o] e [« 1[ac[[w[w] o]e ok sTr o] v]w x]
Mame & [First... & Personnelno. |Presence User account (e-mail) |Salutation Tie  Function Company Department |Location
O gianchi Fred 089111 fred@testeo.com M. Sales Manager TestCo CCSPUIP — Frankfurt
Seq A (Type Connection Building  |Room Tielin,.. |+ |Country Area Trunk Line
1 Line 1 H1 521 + B 69 73309 1721
2 Pager 4 2225
4 Secretary H1 520 + |49 69 73309 170 =
5 E-mail fred@testco.com
waas mmtmamas I
[ Bieger Oliver 21966 Ziirich
@ Maier Jan 21964 Glattbrugg
@ Marquardt Emma 089112 emma @comco.com Ms. Marketing Director ComCo M HT WE Berlin
@ Master Peter MID_-5 peter@comco.com Mr. Head of Finance ComCo CEQ Berlin
= Oneil Samuel 089113 samuel @comeo. com Mr. Dr. Financial Accountant ComCo FIBACO Londen
@ Pietsch Oliver 21963 Ziirich
@ Rust Beni 21962 Zermatt
@ Scruggs Geraldine 089114 geraldine @testco.com Mrs. Assistant TestCo CEO Miinchen
@ Wang Susi MID_-6 susi@testco.com Mrs. Marketing Assistant TestCO Marketing Frankfurt
(7 Whsdarkahe  Arthor 21a8n
ottt 10F 12 b oMb bt 3 Pl

Availabilities, Additional information, Absences and Keywords are
defined and displayed here..

6.1.2.5 Defining availabilities

Availablity describes a way (or possibility or channel) to contact the
required person/ target person. Typically a phone number is an availability,
but also email addresses, a fax, a pager number or the secretary of the
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target person can describe an availability in the ETB. Multiple availabilities
can be created for each contact.

Availabilities can be searched for, modified, added and deleted with the

function buttons [ # 4 »imid = s v+ 5% (See description in Section
12.1.1 Database functions).

Table: Availabilities fields

Field Description

Seq Serial number; indicates the position for the display

Type #. fuzilzbility

Seq . !
Type : [lire 1 -
Connection Line 2
Fax
Public: E-mail
Secretary
Country © Business Phone
Representative 1
e Mobile phone
Tie line no.
Building :
Room :
Color code Colar not selected ~
i Save Availahility |
Type of contact number e.g. Line 1,Fax,Private number
of the contact person.

Connection When Type = Email: enter the email address into this
field. For other Type entries you can use it as
description field, which is displayed together with the
phone number.

Public Checkbox to identify whether a public number uses +
(Plus) format and then the internal number format is
without + (Plus).

In the Availabilities tab you can clearly see the
difference between private and public setting in the
column +.

+ (Plus) indicates public, <empty> indicates private.

Building Building

Room Room

Tie line access Tie line access code

code

Country Country code

Area Area code

Trunk Trunk linenumber

Line Extension number

Color code Color highlighting of entries in the view

Data source The data source defines how the data record was
created, CDC stands for the Concierge Data Center
manual input; data records imported via CDP will have
the data source as configured there.
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NOTE:
For Private Number Plan configuration, please see section 12.2 Private
Numbering Plan

6.1.2.5.1 Configuration of “Show Suspect Company Name” feature:

The "Show Suspect Company Name" feature works by displaying a potential
public company name to the user. It checks the "Country, Area, and
TRUNK" fields.

If there is any number registered in ETB with the same "Country, Area, and
Trunk" numbers, it will display the same "Company" name as the registered
number.

Contact data ® O 0O

¥ e [t [a s [o] <[ Ja [w]s o] [ [w[w Y elo[a[s r[u[v]w[x[s[c]

Contact

E Name

© 0sCCsu-5218

Function

4 Personnel no. Presence User acc... Salutation

554181021628

4 First Name
0SCCSU-5218

Addresses

i [T

L o4
q + ountry rea rund
Sex Countr’ Ar Trunk

4 Type Connection Building Room Tie line no.

= 1
P
@ 0SCC_CD Mondeo

Additional info

&, Availability

@ OSCE Examination ... Seq 4
& Osman Ahmed
en e Type : ]
@ Osmanagic
bt Connection :
& Osmond
@ Osorio
® Ostrander Public:
@ Osuj Ndukeze
@ Osuna Da Luz Country : 55 Area : 41 Trunk : 8102
@ Otag
@ Otarawanna Pl Line: 1628 55 (41) 8102-1628

u OpenScape Concierge Professional Version: V4.2.7.0

B B Grouping m
Queuve Dura... Caller Prio Comp \ Retrie..
< |
Personal calls Dura... Caller Prio Comp -

< |

Caller ==

Type Direct tmber |55 (41) 8102}1219 >
Name ?

For  +55 (41) 8102-1625

Name Company OSCCSU-5218
Exte
Location
Pht
Comment DHI

6.1.2.6 Defining absences
A number of absences can be configured here for every contact. These
absences will be displayed parallel to external calendar absences (if external
calendar is configured).

nbsencesl Additional infos 'Key.m.lords

|Consecutive number | Absent since A |Absent until Reason

L 128.11.201807:00:00 [2.11.2018 10:00:00 N I

Absences can be searched for, modified, added and deleted with the

function buttons [ # ¢ »wd =k 5 (See description in Section
12.1.1 Database functions).
The start and end time is entered via a simple interface:
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25.11,2018 00:00:00 - Till: |25.11.2018 :
Lo

25.11.2018 |

4 Movember » 4 2018 » e
p \
MDMDTFSGS 5 @ | N
293031 1 2 3 4 I ‘
55 7 8 91011 i
12 13 14 15 16 17 18 Y 3
19 20 21 22 23 249 N
[28]27 28 2930 1 2

34567889 joo:00:00 ¢ |

|Today | | Now | |_OK_| ‘

6.1.2.7 Defining address information for a contact

Because address information is often similar for multiple contacts, a central
address list can be used for defining address data.

By clicking the Address field of a contact under the Edit Contacts window, a
dropdown list appears from which the required entry can be selected.

The full address information in the database is available and defined under
Contact data\ Addresses:

The required address can be selected and the entry saved in the database
with the checkmark + .

6.1.3 Defining central address information

Access

Central addresses are defined under Contact
data\ Addresses.

Addresses

Addresses can be modified, added and deleted with the function buttons.

M ik = e e 5 (See description in Section 12.1.1 Database
functions).

| Show references

4 |Country A |ZIP & City 4 |Street 4 No. 4 Data source

BY Germany 80379 Miinchen Bahnhofstrasse 56 cDC
LO United Kingdom EC4V 6DB London New Castle Street 20 coc
MI Italy 20134 Milano Via Roma 187 cDC
MY UsA 10019 Mew York National Street 1224 cDC

The Show references button can be used to show all the contacts for which
the selected address is configured:
Therefore choose the address and press the Show references button.
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i Show references 1

State & |Country & ZIP & City A |Street 4 MNo. 4 Data source

=

& First Name 4 | Perzonnel no.

6.1.4 Defining additional information

Access

Additional information is defined under
Contact data/Additional info

Additional info

Additional information can be modified, added and deleted with the function

buttons /M # 4 » ik = e vac A * % (See description in Section 12.1.1
Database functions).

Edlit Addlitional info
Additional info 4 |Data source |
Care about Bavarian public holidays CcDC
Inhouse mobile devices not working CcDC

Private Calls to mobile device

Requires calls to secretary

CDC

The contacts that are assigned with a particular additional information can

be seen by clicking the Show references button when the additional info of
interest is highlighted.

6.1.4.1 Assigning additional information to contact data

Access

Additional Information for contacts is openend
under Contact data \ Additional info.

Additional info

Description

Additional Information entries are used to specify details related to a person
or an extension that is usefull for the attendant, like e.g. “the secretary shall
be called in order to reach the manager”.

This allows the attendant to have non standard information available!

Any additional information is included in the contact view by selecting
"Add.info".
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onta © Add

Additional info i
Care about Bavarian public holidays
Inhouse mobile devices not working
Ty —

Requires calls to secretary

1 Private Calls to mobile device coC
1 Inhouse mobile devices not working cDC
1 Care about Bavarian public holidays cDC

I T

& Pan Peter 0815 Mr Dr

Availabilities | Abs

a2l Additional infos [[EEAN=
T T
Prio | Additional info ¥ |Data source |
1 Requires calls to secretary cDC
1 Private Calls to mobile device CDC

1 Care about Bavarian public holidays CcDC

s

* [7] (Data source = CDC)
A 10F2 b Ok (] PP R A Vo !

| Photo type

JPG =

Additional information from the selection list can be assigned to the contacts

with the button. Several entries of additional information can be assigned
at the same time to one or more selected contacts.

6.1.5 Defining keywords

Access
Keywords are defined under Contact data\
Keywords.

[Keyword 4 |Data source
AD-Web CDC

Concierge coC

oscc E—

Remote Agent Server CDC
Unify cnc

The contacts that have been assigned to the particular key word can be
seen by clicking the Show references button when the keyword of interest
is highlighted.

6.1.5.1 Assigning keywords to contact data

Key words can be used as a search criteria in the ETB search. This allows
the attendant to search for a person that has a specific keyword assigned,
independent of other parameters. All keywords are included in the contact
view by selecting "Keywords".

@ Conkack ® fdd.info Ceynords All keyWOde can be
seen and assigned to a
contact by selecting
"Keywords" in the Edit
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Contacts window.

0 ®ridino O
£3 - AAAEEARKABRRANBARRBAARKANA ke 2
Assistant
CEQ
|Name A [First... & [Personnelno. |Presence User account (e-mal) |Salutaton Tite  |Fi E_"CE‘
& Bianchi Fred 089111 fred @testco.com Mr. s Coacs
F——
fuadebilies | Aeence B e
Keyword 4 |Data source MS Excel
Managing Director cDC — ] [MS Word
Marketing coc ‘il Orade
Soles o
M A A b [ 4 | [T - Ward
(& Bieger Oliver 21986
(& Maier Jan 21964
[ Marquardt Emma 089112 emma@comco.com Ms.
& Master Peter MID_-5 peter @comco.com Mr. H
& Oneill Samuel 089113 samuel@comco.com Mr. Dr. A
[ Pietsch Oliver 21963
& Rust Beni 21962
& Scruggs Geraldine 089114 geraldine @testco,com Mrs. Al
& Wang Susi MID_-6 susi@testco.com Mrs.,
& Wiederkehr Arthur 21960
| @ Zamn Paniel 21961 |
[id 44 4 10f12 b MM+ — ~ ¥ X W KKk 1m __. At b b b P -

<

Keywords from the selection list can be assigned to the contacts with the
button. Several keywords can be assigned at the same time to one or also
more selected contacts. Highlight the corresponding entries and press the

button .

6.2 Basic data

Symbol Name
Bulletin Board

Bulletin board

Button Configuration

Button configuration

S Language configuration

K

Language configuration

Welcome Messages

6.2.1 Bulletin board

Access

The Bulletin board icon to open the "Edit Bulletin
board" window can be found in the "Basic data"
menu.

Bulletin board

Entries for the bulletin board can be made here.
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Contact data
Basic data

; = |Region Date 4 Note From Until

Work M 04.06.2014 Server installation required, System down . PEATREEE] 18.08.2014
|

Bulletin board

Call history
System data
Administrator

User administration ‘
Reparts fl«««»»»<+—A~/xm*‘aoe

Messages for the bulletin board can be searched for, modified, added and
deleted with the function buttons

[ r P+ = a7 3 0a % Y% (See description in Section 12.1.1
Database functions).

NOTE:

Entries for the bulletin board are normally deleted after 31 days (standard).
This value can be changed — see chapter 6.5.3 Purge data .

The values “from / until” in the Bulletin board editing form have no influence
on the deletion time — they are only used as the time period the individual
information is send via the bulletin board.

6.2.2 Button Configuration

Access

The Button Configuration tool can be accessed
via this button in the "Basic data" menu.

Button configuration

Please find a detailed description in section 7 OpenScape Concierge Button
Configuration.
6.2.3 Language configuration

If elements on the Concierge GUI have to be renamed specifically for all
attendants within a tenant the recommended way doing this is via the
Language configuration in DataCenter.

During the startup of the Concierge Client following order will be performed

1. Checking the Database if entries are available (configured like described
in this section)

2. Checking if the OSConcierge_Lang.Custom.xx.ini file of an user contains
specific entries

3. Ifin 1. and 2. no entries were found the default language file
OSConcierge_Lang.xx.ini will be loaded
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NOTE:

xx is representing the language which is used for Concierge Client and
Concierge Management tools.

(German - de, English - en, Spanish — es, French -fr, Italian -it, Portuguese-
brazil - pt-br)

Configured entries in the database are valid for all Concierge Users within
the tenant. If only a single attendant needs specifically renaming please
configure the settings in the custom_lanuage file of this user.

See section 3.1 Language files for more information about language
modification.

Access
oy The Language configuration icon to open
the "Edit customer-specific language
configuration" window can be found in the

Language configuration ) ; "
Basic data" menu.

tomer-specific language configuration

‘Language  Language entry Display walue

I callerpanel All Incoming Calls

Procedure

1. Select the correct element in the corresponding langauge file
2. Enter the language for this change

3. Enter the selected element name identified in 1.)

4. Enter the desired renamed term
5

After the next startup of the Concierge client the element name is
changed

6.2.4 Welcome messages

54

Welcome messages are displayed to the Concierge User on incoming calls.
They can offer additional information on the type of call, but also help for the
attendant to greet the caller.

Access

3 The Welcome messages icon to open the "Edit
E" and assign welcome messages" window can be

w—_ found in the "Basic data" menu.

Welcome messages

Welcome messages can be configured per service numbers / DDI List entry.
They should display the wording that the Concierge User should use for
greeting customer on an incoming call. The text can be defined without
restriction. The Welcome messages window is displayed in 6 lines.
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Edit and assign welcome messages

Assign wel to service b Edit welcome messages

& Call far | Marme
| |narmal
| 45505 o e i Recal
| +4950505803303 EMain Greating Wwelcome to the Unify Dema Hotline!
| +4950505803304  CF an busy 11—
+4950805803305  CF no answer | ‘ F |

L T I T L R O R . G B )

The greeting texts can be added, edited or deleted by the function buttons
on the right hand side.

Procedure
e Add a greeting text via the “+” button in the right panel.
o The text appears on the right side under ,Edit welcome messages*.

¢ In order to assign the text to a service number, mark it on the right hand
side and on the left hand side mark the service number in question.

o Finalize the assignment by using the upper arrow button in the middle.

NOTE:

Under System Data\ Client Configuration\ Greeting Settings the display
parameter of the greeting window can be set, like e.g. font size, position
and the duration how long the message is displayed - see section 6.4.6
Client Configuration!

6.3 Call history

Symbol Name

Calls (short-term)

Calls (long-term)

Calls (long-term)

Historical data about calls and information on keywords that have been
searched for can be found under "Call history".

Information on all calls that came in for the attendants are saved in the "Call"
and "Call_Statistic" database tables.
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The values short term = short-term memory in database table "Call" saves
the call data for a few days only so that incoming calls can be recognized
again.

The values long term = long-term memory in database table "Call_Statistic"
saves the calls for statistical evaluations over a long period.

All calls that have been handled are stored as a data record in the call
tables.

6.3.1 Calls (short-term)

6.3.2 Calls (long-term)

56

Access

The Calls (short-term) icon to open the "Show
calls (short term memory)" window can be found in
the "Call history" menu.

Calls (short-term)

The call history for all calls in the short-term memory can be found under
Calls (short-term). The Calls table (short term = short-term memory,
database table "Call") saves the calls for a few days only so that calls can be
recognized again.

A |Active TicketGuid Start time Answer time End time: Duration |Initial ... No. A Acti... Initial Ca Initial Switch ... Atten. Las... Extension
WY (oo =21 0m 2o st 5tossois isosot =ros.oia oo | slsemn | o lose | lova e e

2 {85299c64-5f... 21.05.2014 16:04:47 21.05.2014 16:05:01 13 {8529... 1 100... User +4982821007140
3 {69c26e3c-78. 21.05.2014 16:04:49 21.05.2014 16:05:08 19 {69c25... 1 100... User +4982821007140
4 {88CD4653-8... 21.05.2014 16:05:08 21.05.2014 16:05:08  21.05.2014 16:05:16 8 {69c26... 2 0322 031F User 7140
5 {229232d0-48... 21.05.2014 16:05:25 21.05.2014 16:05:28 3 {2a92... 1 100... User +4982821007140
6 {98272DD1-17... 21.05.2014 16:05:25 21.05.2014 16:05:28  21.05.2014 16:05:48 23 {2292... 2 0328 0325 User 7140
7 {38bc403b-eb... 21.05.2014 16:05:35 21.05.2014 16:05:51 17 {38bc4... 1 100... User +4982821007140
8 {931AFDE7-58... 21.05.2014 16:05:49 21.05.2014 16:05:52  21.05.2014 16:05:56 7 {38bc4... 2 0320 032a User 7140

9 {465cad09-28... 21.05.2014 16:05:56 21.05.2014 16:05:59 4 {38bcd... 3 100... User 7140

10 {75F1B094-AE... 21.05.2014 16:05:59 21.05.2014 16:05:59  21.05.2014 16:06:04 5 {38bc4... 4 032F User User 7140

11 {0b775519-00... 21.05.2014 15:06:04 21.05.2014 16:06:07 3 {38bc4... 5 100... User User 7140

12 {8F4B594A-79... 21.05.2014 16:06:23 21.05.2014 16:06:26  21.05.2014 16:06:28 5 {ca%66... 2 0338 0335 User 7140

13 {75202cf6-b9... 21.05.2014 16:06:28 21.05.2014 16:06:31 3 {ca%66... 3 100... User 7140

14 {ca966760-06... 21.05.2014 16:06:23 21.05.2014 16:06:26 3 {cas6e... 1 100... User +4982821007140
15 {F6604033-11... 21.05.2014 16:06:31 21.05.2014 16:06:31  21.05.2014 16:06:36 5 {ca966... 4 033A User User 7140

16 {417e8ca9-13... 21.05.2014 16:06:46 21.05.2014 16:06:50 5 {417e... 1 100... User +4982821007140
17 {CEA922B6-8B... 21.05.2014 16:06:46 21.05.2014 16:06:51  21.05.2014 16:06:55 9 {417e... ra 034 0340 User 7140

Entries for calls in the short-term memory can be searched for and displayed

with the function buttons, HC 4 » W W+ = 4 7 5 0d % ' | (See
description in Section 12.1.1 Database functions).

Access

The Calls (long-term) icon to open the "Show
calls (long term memory)" window can be found in
the "Call history" menu.

Calls (long-term)

The call history for all calls in the long-term memory can be found under
Calls (long-term). The Calls table (long term = long-term memory, database
table "Call_Statistic") saves the calls for a long period of time so that calls
can be recognized again.
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iy 27.03.2014 09:49:34

with the function buttons

6.3.3 Call history table

Answer t... |[End time

L [27.03.2014 09:50:50 +8980739300 |

Duration |Attendant ID Extension

2/27.03.2014 08:52:36 27.03.2014 09:52:39 4 Concierge Userl  +4889739300
3 27.03.2014 0%:52:36 |27.03.20... 27.03.2014 08:53:02 26 Concierge Userl +45985759300
4 27.03.2014 11:01:43 27.03.2014 11:03:48 125
5|27.03.2014 11:02:34 27.03.2014 11:04:06 92 Concierge Userl +4989789300
6/27.03.2014 11:04:06 |27.03.20... 27.03.2014 11:04:13 7 Concierge Userl  +4985759300
7 27.03.2014 11:04:26 27.03.2014 11:06:31 125
8 27.03.2014 11:04:42 27.03.2014 11:06:47 125
9 27.03.2014 11:08:08 27.03.2014 11:09:08 60 Concierge Userl +4989789300
10 27.03.2014 11:0%:01 | 27.03.20... 27.03.2014 11:14:23 322 Conderge Userl +4985759300

Entries for calls in the long-term memory can be searched for and displayed
[ 4 e+ = a7 ot P (See

description in Section 12.1.1 Database functions).
For a description of the tables, please see the previous section.

S

The table displays a call that arrived in the system with all its parameters,
like Starttime, time when it was answered, ended - system call IDs as well as
the contact IDs in OSCC and the PABX, the users involved and the calling
number as well as the target number. More parameters are available, see
the following tables.

NOTE:

When a call arrives and has to wait in the caller queue (CPS) and is
connected to an attendant in a second step, the statistics show two
records, the seconds record’s start time is the first record’s end time. The
field InitialTicketGuid indicates that it is the same call.

6.3.3.1 Table: Call history

Column

Meaning Reference

Key Generated unique ascending key per data record

Active ticket guid Unique key per data record

Start time Time call arrives

Answer time Time call is answered (calls that go into the park
queue, for example, have no answer time
(Windows time 0 = 30.12.1899))

End time Time call is ended

Duration Difference between end time and start time in

seconds

Initial ticket guid

Unique key for calls where the call was possibly
transferred or parked a number of times

No.

Serial number incremented for calls where the call
was possibly transferred or parked a number of
times

Active Call Center Call ID

Current call ID of Contact Center

Active switch call ID

Current call ID of switch

Initial Call Center Call ID

Call ID of Contact Center for first time call is
answered

A31003-S2242-M101-10-76A9
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Column Meaning Reference
Initial Switch Call ID Call ID of switch for first time call is answered
Switch Call ID after transfer Call ID of switch following transfer
Attendant ID Agent ID
Last attendant Agent ID of last agent who had the call
Extension Phone number of agent's extension
Last extension Phone number of last agent's extension
Prio Contact Center priority
Routing Identifies the routing configuration of the Contact
Center
Call Center Routing Key Identifies the key number of the routing
configuration of the Contact Center
Call for When calling the attendant (direct call to the
extension or call via the personal line), this is the
personal line number. When calling a service
number, it is e.g. the called service number.
Call for name "Call for" ID from the DDI lookup table for number
dialed originally
Caller no. Caller's number, if transferred
Caller name Caller's name, if transferred
Caller company Caller's company, if transferred
Destination no. Destination phone number where the call was tried
to be transferred to. See “End reason” to know, if
the call transfer was successful.
Destination name Station name where the call was transferred, if
known
Note Comment by agent regarding the call
Call reason begin Identifies the reason for the start of the call See Reason
table
Call reason end Identifies the reason for the end of the call See Reason
table
No. of recalls Number of recalls
Waiting Number of customers waiting for busy subscribers
Callcenter handling type Contact Center specific information See handling

type constant
table

6.3.3.2 Table: Reason

No. | Call Data Explanation

-1 CS_UNDEFINED Undefined

0 CS_NEWCALL_INC_SERVICENUMBER New incoming call via service number

1 CS_NEWCALL_INC_DIRECT New incoming call direct to extension

2 CS_NEWCALL_OUT New outgoing call

3 CS_NEWCALL_INC_QUEUE New incoming call to a queue

4 CS_KNOWNCALL_INC_SERVICENUMBER | Known incoming call via service number

A31003-S2242-M101-10-76A9
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No. | Call Data Explanation
7 CS_CALLFORWARDBUSY Intercept on busy
8 CS_CALLFORWARDNOANSWER Intercept on no answer
9 CS_CALLFORWARD General intercept without more detailed
specification
10 CS_CALLFORWARDNUMBERNOTVALID Intercept due to incomplete number
15 CS_RECALL_DIRECT Recall directly via OSCC
16 CS_RECALL_OWN_SERVICENUMBER Recall via service number, call was transferred
last by agent
17 CS RECALL _FOREIGN_SERVICENUMBE Recall via service number, call was not
R transferred last by agent
20 CS_CALLFROMPARKQUEUE_OWN Own parked call
21 CS_CALLFROMPARKQUEUE_FOREIGN Call not parked by agent
22 CS_CALLTOPARKQUEUE Place call in park queue
23 CS_CALLFROMPARKQUEUE_WAITFORF | Connect call to destination
REEDEST_OWN
24 CS_CALLFROMPARKQUEUE_WAITFORF | Connect call to destination
REEDEST_FOREIGN
25 CS_CALLTOPARKQUEUE_WAITFORFREE | Place call in park queue and connect to
DEST destination
26 CS_CALLINPARKQUEUE Call arrived in park queue
27 CS_CALLINPARKQUEUE_WAITFORFREE | Call arrived in park queue and connected to
DEST destination
28 CS_CALLINPARKQUEUE_ABANDONED Call placed in park queue
30 CS_CALL_TRANSFER_COMPLETE Call transferred
31 CS_CALL_TRANSFER_NEW New call transferred to agent
32 CS_CALL_TRANSFER_KNOWN Known call transferred to agent
33 CS_CALL_DISCONNECTED Call ended without transfer
34 CS_CALL_TRANSFER_INTERNAL Call transferred from processing queue to agent
40 CS_CALL_DEFLECTED Call not accepted
41 CS_CALLINQUEUE_ABANDONED Call canceled in queue or caller hangs up
42 CS_CALLDEFLECTEDTONV_NOCLIENT Call was transferred to assigned night variant
because no Concierge agent was logged on
43 CS_CALLDEFLECTEDTONV_TIMEOVERF | Call was transferred to assigned night variant
LOW because the maximum waiting time in the queue
was exceeded
44 CS_CALLINQUEUE_ABANDONED_NOCLI | Call abandoned in queue / caller has hung up.
ENT No client logged on.
45 CS_NV_PLAY_BUSY Call re-routed to night variant with "Play Busy"
mode (ID=0) and clients logged on
46 CS_NV_PLAY_ANNOUNCEMENT Call re-routed to night variant with "Play
Announcement" mode (ID=2) and clients logged
on
47 CS_TO_DISCONNECT Call re-routed due to time threshold with "Play
Busy " mode (ID=0) and clients logged on
48 CS_TO_PLAY_ANNOUNCEMENT Call re-routed due to time threshold with "Play
Announcement" mode (ID=2) and clients logged

A31003-S2242-M101-10-76A9
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No. | Call Data Explanation
on

50 CS_CALL_CALL_PICKUP Call answered by call pickup

51 CS_CALLINPARKQUEUE_AUTO_RECALL | Call picked from the Processing queue via
AutoRecall - Flag

52 CS_CALLFROMPARKQUEUE_OWN_AUTO | Received own parked call via AutoRecall from

_RECALL the Processing queue
53 CS_CALLFROMPARKQUEUE_WAITFORF | Received own appended call via AutoRecall from
REEDEST _OWN_AUTO_RECALL the Processing queue

60 CS_CALL_TAKEOVER CPS: The contact searched by paging has
directly taken the caller from the Processing
queue

61 CS_CALL_JOINED CPS: The attendant has linked the active call
from the contact with the parked customer call -
EndReason for the parked customer call

62 CS_CALL_TRANSFER_JOIN CPS: The paged contact talks to the attendant
and is linked to the parked call - EndReason for
the active contact call

63 CS_CONSULT_CALL ConsultTransferCPS: B-Party (Consult) call
started, as A-Party (customer) is on hold.

64 CS_CONSULT_JOINED ConsultTransferCPS: The attendant has
transferred a active (consult) call to a parked
customer call - EndReason for the parked (on
hold) customer call

65 CS_CONSULT_TRANSFER_JOIN ConsultTransferCPS: The active (consult)
connection will transfer the parked customer call
- EndReason for the active B-call (Consult)

70 CS_NEWCALL_INC_PRIVATENUMBER New incoming call via the personal line

80 CS_NEWCALL_INC_QUEUE_DELIVERED DDI queued Call was delivered to an attendant

81 CS_NEWCALL_INC_PRIVATENUMBER_D | Private line/number call was delivered to an

ELIVERED attendant

90 CS_NV_DEFLECT_NOCLIENT Call deflected to extension as no client logged on

92 CS_NV_PLAY_BUSY_NOCLIENT Call deflected to night variant with mode "Play
Busy" (ID=0)

93 CS_NV_PLAY_ANNOUNCEMENT_NOCLIE | Call deflected to night variant with mode "Play

NT Announcement” (ID=2)

100 | CS_CPS_InParkOrTransfer Call is enqueued to CPS for transfer or park or
attach or page

101 | CS_CPS_UnParkOrTransfer Call is dequeued (out) of CPS after transfer or
park or attach or pager req.

102 | CS_CPS_DISCONNECTED Call is disconnected by caller or agent while in
park or transfer or attach or page

110 | CS_CPS _TRANSFER REQUEST Client has transferred Secure Transfer Request
to CPS or for a parked call a Secure Transfer
Request is required

111 | CS_CPS_TRANSFER_FAILED Call could not been transferred to destination.

115 | CS_CPS_TRANSFER_ABORT The transfer was cancelled by the client, but the
call is still queued/parked and not retrieved

120 | CS_CPS_USER_DISCONNECT_IN_QUEU | Call was ended by the client in the Caller queue

E
A31003-S2242-M101-10-76A9
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No. | Call Data Explanation
130 | CS_CPS DIAL_WITH_LINEACCESS External line transferred
131 | CS_CPS_DIAL_WITH_LINEACCESS_SUC | External line transferred - successful
CESS
132 | CS_CPS_DIAL WITH_LINEACCESS NOT | External line transferred - not connected
CONNECTED
133 | CS_CPS_DIAL_WITH_LINEACCESS_ABO | External line transferred - disconnected without
RTED dialing
498 | CS_CPS_RECALL_TO AGENT_FAILED Recall to agent failed
499 | CS_LOCAL_PARK local parked call similar to
CS_CALLTOPARKQUEUE (22) but the call was
put on hold locally
501 | CS_BARGE_IN_TO_PROCESSING_QUEU | Processing queue conversation established
E_CALL
502 | CS_IN_DOCTOR_CALL Call to searched person established
997 | CS_CPS_ChannelMaxUtilized_Deflect Call deflected, max count of utilized channels
exceeded
998 | CS_CPS_ChannelMaxUtilized_Busy Call busy, max count of utilized channels
- B exceeded
999 | CS_CPS_SHUTDOWN CPS shutdown on active calls than this is the

EndReason for all open transactions

6.3.3.3 Handling type/Contact type constant table

The precise meaning of the constants can be found in the respective
OpenScape Contact Center manuals.

6.4 System data

The menu System data for the tenant’s manager account shows nearly
similar information as for the system manager account.

L))

‘lll.-] 1

Announcements

Symbol Name
Tenants
S
Tenants
I“‘ DDI Lookup
DDI Lookup
Announcements

EXIT

Might variants

Night Variants

"
sy
CPS number ranges

CPS number ranges
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6.4.1 Tenant

62

Symbol Name

Client configuration

The elements Tenants and DDI Lookup display entries that have been pre-
configured with the systemmanager account and assigned to the tenant.

Remark: Tenants and DDI Lookup items can be modified by pressing the
change button, new entries cannot be created nor existing entries can be
deleted.

Access

The Tenant icon to open the "Edit tenants"
window can be found in the "System data"
menu.

Open the menu and modify the values that are allowed to modify according
to your requirements by pressing the Change button.

Tenant’s general settings are pre-defined by the settings specified by the
systemmanager user; similarly the entries for the OSCC node, the Calendar
node, the UC, Circuit, Skype or Microsoft Teams node (depending on the
integrated Presence system) and the Number range.

Contact a system administrator if further configurations are required in these
sections!

8. OpenScape Concierge DataCenter Plus Version: ¥3,1,0,0 (i ) -oX
Edit Tepant
Tenant list Al s o oo |
Joepair |

Tenant name: [BEFALLT

Tenant Comment: =
DI Lookup
= UC node: |Ue Node (001} -
Routing mode: [ces | mode: kot dstri - Outbound accessi  [FRANKFURT 496979303 (+496379303)
Times (ms) Priorities
Max. traner tne: 0000 - 3 ~ Failed transfer ER
Max. ting inincoming quee 120000+ >~
z Parked call: ERIE
Default RNA bimeout time: 30000 - > ~
Default ring tine: so00 -+ - Personal e R
Client configuration S— _
Tine overflow variants being processed: | #busy variant created by OSConcierge | Effective after (seconds): 1200 - % -
Default number for COR-SIP Header: [+
Default for and Ps
e told DEFALLT-DefaulMor

DEFAULT-Defauktor

DEFALLT-DefaulstartAnmouncement

Administrator
User administration

Reports
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6.4.1.1 Tenant’s general settings:

On the Tenant’s management level in Data Center the time overflow
handling can be modified as well as the settings in the time parameters;
furthermore the priorities, the announcements for the paging functionality as
well as the default announcements for pilot numbers and personal lines.

All other settings are determined by the systemmanager user.

6.4.1.2 Times

NOTE:
The tenant’s times values act as default values for a tenant; the values can
be overwritten individually for each DDI lookup entry.

In the area Times you modify the default values for the times for the
Concierge user / application handling the customer calls — the unit is
milliseconds.

Max. transfer time defines how long the system tries to reach the target
person the call has been transferred to.

If this threshold is exceeded in a call transfer scenario, the call will stay in
the Processing Queue window in the Concierge GUI or will automatically
be distributed to the attendant.

Please refer to the recall parameters in the ProcessingQueue attributes
under Client Configuration settings.

Max. time in incoming queue describes the time the system will hold the
call to wait for agents answering before the call is routed to the specified
Time Overflow variant.

This tenant’s Times values and the time overflow variant can be overwritten
on a DDI lookup entry base, please see also section 6.4.2.4 Announcements
/ Greeting Text

Enter the settings for announcements and greeting texts. Basis for some
entries are set under:

System data / Announcements see section 6.4.3 Announcements and
Basic data / Welcome messages see section 6.2.4 Welcome messages.

6.4.1.3 Miscellaneous

Under “Miscellaneous” a priority can be assigned to the incoming call as
well as a background color used in the Concierge GUI, when the call
arrives.

Furthermore overload settings can be defined; means what happens if the
CPS is overloaded. The mode “busy signal” plays a busy signal; or in the
deflect mode the call is routed to an overload destination that is a
mandatory parameter in this case.

Default RNA timeout time is the maximum time a distributed call is ringing
on the Concierge user’s phone. If that time is exceeded before the agent
accepts the call, CPS takes that call away from the Concierge user and sets
the user’s routing state to “unavailable”. The call will be routed to another
available attendant.

Please also note the information about the function ,Automatic Availabilty for
Last Agent” — see section 11.1 Times

RNA timeout time.
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6.4.1.4 Priorities

NOTE:
The RNA timeout time is not used in case of integration with OpenScape
Contact Center!

Default ring time defines the time the caller hears the ring tone until the call
is connected by the Concierge / CPS system.
For cost free services adjust the times with this parameter!

Right from the Times pane Priorities can be configured.

A priority of a call describes its importance in terms of the order of automatic
distribution and in the display in the caller queue. The call with the highest
priority in the system will be routed first to an attendant that has the required
knowledge for handling the call.

The highest priority call evaluation covers all calls of caller queue, personal
line calls and Processing Queue calls which should be delivered back to
the attendant.

Priorities range from 0 to 1000, where 1000 describes the highest
importance of a call.

Failed transfer defines the priority of a call that was transferred to a target
person, but the person was not reached. In this recall scenario, the call stays
the Processing Queue with the given priority.

Parked call defines the priority of calls that are parked by the attendant. The
call stays enqueued into the Processing Queue with the given priority.

NOTE:
The recall timers mentioned are set under System data \ Client
Configuration in section ProcessingQueue.

Personal line calls are private calls coming in via dedicated number for that
Concierge user. These calls are queuing in CPS as personal calls and are
also displayed in the Concierge GUI.

6.4.1.5 Time overflow variants being processed (maximum Processing Queue time for a

call)

Description
If a call stays in the processing queue due to an unsuccessful transfer, a
recall or parking and no further attendant / instance is able to handle that
call, it will be handled as of these settings after exceeding the threshold
Effective after (seconds), see the Tenant’s default settings:
Maximum Processing Queue time for a call

Tirne: overflow varianks being processed: |Call Forwading to external Destination - Effective after {seconds): 1200 - o -

6.4.1.6 Default number for CDR-SIP Header

64

When using more than one office gateway a subscriber number (e.g. an
attendant extension number) can be used to perform an associated dial
request.

The default number for the CDR-SIP header is only used for time overflow
on incoming queues using night variants with redirection that are executed
on behalf of the concierge provider service!
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The dial request is done with the number assigned dial plan and the
corresponding gateway.

6.4.1.7 Default announcements for CPS-managed pilot numbers and personal lines

Specify default announcements for CPS-managed calls that come in via DDI
pilot numbers or via the personal lines to the attendant.

Music on hold: This wave file is played when the call is put on hold.
Transfer: This wave file is played to the caller during the transfer phase if
the target person is not yet connected. That means while the CPS contacts
the target person the caller waits on CPS and listens to the music specified
here.

Default greeting: This wave file is played to the caller when the call arrives
in the system!

NOTE: For more details please refer to section 10 Best practice -
Announcements.

6.4.1.8 Emergency line settings

6.4.2 DDI Lookup

A31003-S2242-M101-10-76A9

Specify the emergency line to which all calls from pre-configured queues will
be transferred in an emergency situation.

Line Number: The number of the line to which calls will be transferred when
the Emergency Button is pressed.

Night Variant Description: Name of the emergency night variant that will
appear in pre-configured queues that will be closed in an emergency
situation.

NOTE: This feature is not available in case of integration with OpenScape
Contact Center!

Access

= The DDI Lookup icon to open the "Edit DDI"
If-" window can be found in the "System data" menu.

DDI Lookup
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DDI list Save | Cancel

IR

= DEFAULT
+4933739400 Tenant: DEFAULT - <DEFAULT_TENANT > (OpenScape Voice Without 0SCC) -
+4933789410

e Pilot number: +4585789400 site: MUENCHEN
Call for: ] Company: Unify
Type: Automatic intercept recognition -
Additional Numbers Times (ms)
Start hunt group: + Max. time in incoming queve: 120000 v + « |x
Music-on-hold hunt group: + RNA timeout time: 30000 v = «|x
RCG: Ring time: 5000 ~ = - |x
Night Variant/Overflow Variant Miscellaneous
Open: Yes i Background color: <No Color Selected> =
Night variant: ##busy variant created by OSCondierge - Priority: 0~ 3 -
Time overfiow variant: ##busy variant crested by OSConcierge -
Overlasd settings
Announcements/Greeting Text
Mode: Play .Busy” =

Persanal amnouncement:  |No = SO =
Music-on-hold: <empty> -
Transfer MoH : <empty> -
Mode Without welcome announcement -
Welcome announcement: <empty> -

Greeting text: Welcome TestCo =

With the tenant’s manager account tenant’s specific entries are modified in
this table.

Description

The configuration parameters depend on the connection type of the OSC
Server with the Communication platform and whether integration with OSCC
is used.

The fields in grey are configured with a systemmanager account as
described in section 5.1.2. DDI Lookup.

General settings for a DDI List entry are Tenant that is given by your
account. The entry in the Site field comes with your tenant. The Pilot
number is the number the caller’s are dialing to reach the corresponding
service. The field Call for describes the name of the service. The entry in
field Type can be choosen from dropdown menu — see help text in System
Management. Company is an optional field for further customer information.

6.4.2.1 Additional numbers

Under additional numbers the Communication platform entities assigned
with the Pilot number are configured with the systemmanager account — see
also the pictures below!

Start Hunt group requires the Start Hunt group also called Initial Hunt group
when integrating with OpenScape Contact Center.

Music-on-hold hunt group requires MoH Hunt group when integrating with
OpenScape Contact Center.

RCG requires the RCG assigned to the Pilot number when integrating with
OpenScape 4000.
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6.4.2.2 Times

NOTE:
The time values configured here, overwrite the standard time settings of
the Tenant - see section 6.4.1.2 Times.

Set the values to <empty> in order to use the standard value of the Tenant
by clicking directly on the X button next to the fields.

In this area default time settings of the tenant can be overwritten based on
the individual pilot number / DDI lookup entry.

Max. time in incoming queue describes the time the system will hold the
call to wait for agents before the call is routed to the specified Time Overflow
variant.

RNA timeout time is the maximum time a distributed call is ringing on the
Concierge user’s phone. If that time is exceeded before the agent accepts
the call, CPS takes that call away from the Concierge user and sets the
user’s routing state to “unavailable”. The call will be routed to another
available attendant.

Ring time
Specifies the time the call rings before Concierge’s CPS accepts the call!

See more information about Times in section 11 Best practice - DDI related
configuration.

6.4.2.3 Night Variant — opening/closing a pilot number service

The variant that is assigned under DDI’s Night variant decides what
happens with the call in case that no agent is logged on.

Furthermore this pilot number service can be opened and closed. In case it
is closed again that Night variant determines further handling.

By choosing No in the dropdown list for Open in Data Center as well as from
Concierge user under Extras = Queues in the Concierge Client GUI, the
pilot’s number can be closed.

Night Variant/Overflow Variant

Open: es -
Might variant: NV row1 ann -
Time overflow variant: NV rowl ann i

See more information about “Night Variant” in section 11 Best practice -
DDl related configuration.

6.4.2.4 Announcements / Greeting Text

6.4.2.5 Miscellaneous

A31003-S2242-M101-10-76A9

Enter the settings for announcements and greeting texts. Basis for some
entries are set under:

System data / Announcements see section 6.4.3 Announcements and
Basic data / Welcome messages see section 6.2.4 Welcome messages.

Under “Miscellaneous” a priority can be assigned to the incoming call as
well as a background color used in the Concierge GUI, when the call
arrives.
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6.4.2.6 Emergency

6.4.3 Announcements
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Furthermore overload settings can be defined; means what happens if the
CPS is overloaded. The mode “busy signal” plays a busy signal; or in the
deflect mode the call is routed to an overload destination that is a
mandatory parameter in this case.

Defines whether this pilot number will be closed and all incoming calls will be
transferred to an emergency line if any pre-authorized user presses the
Emergency Button.

NOTE:
This feature is not available in case of integration with OpenScape Contact
Center!

Access

The Announcements icon to open the "Edit
Announcements” window in the "System data"
menu.

A Comment A |Wave datastream Data source Tenant

Company Dialog CP5 Complete ] o DEFALULT
DEFAULT-DialogComplete, ende i SYS DEFALLT
Dialog DEFAULT-DialagMat'warking. ende ] S5 DEFALLT
Dialog DEFALT-Dialogshart. ende il S5 DEFALLT
Announcemnent Caomparny Greeting |@ D DEFALLT
Announcemnent Caompany Grecting YIP il Oz DEFALLT
Announcernent DEFALILT-DefaulkStartAnnouncemnent 1010 SY5 DEFALLT
Announcement DEFALLT-NotAvailable. ende mi SYS DEFALILT
DEFAULT-MumberMotinService. ende i S5 DEFALLT

Announcement

| Cornparty MoH Transfer wd] (@e DEFALLT

DEFAULT-DefaulroH g S5 DEFALLT

Music on hold ]

Personal announcement Pers, Announcement Cusack James |@ D DEFALLT
|Personal announcernent Pers, Announcement Denver John il Oz DEFALLT
Personal announcement  Pers, Announcement Gabriel Peter {101} CoC DEFALILT

L O e L L R e L S B e

i Flay selected dislog or announcement \|

I|Announcement is used in: |

| In Associaked description

|DDILCOKIP Main
|DDILOOKUP +4950505503312 Internal
DDILOCKUP +4950505503313 CF busy
DDILOCKUP +4950505503314 CF no reply
TEMANTS DEFAULT Default
USERS PeterG Peter, Gabriel

About, .. |3

A31003-S2242-M101-10-76A9
OpenScape Concierge V4R2, Plus, Administrator Documentation



6.4.4 Night Variants

NOTE:
For details please refer to section 10 Best practice - Announcements
Handling

Access

EXIT The Night Variants icon to open the "Edit Night
Variants" window in the "System data" menu.

Might variants

The following subsections describe the handling of night an overflow
variants.

Further Information’s to Night Variant / Overflow Variant in section 5.1.4
Night Variants

6.4.5 CPS number ranges

Access
i The CPS number ranges icon to open the "Edit
Q:J" CPS number ranges" window can be found in the
"System data" menu.

e O
CPS number ranges

Description

In this area the extension numbers that are used by CPS for paging and call
handling (park, hold, and transfer) — so called internal resources —
depending on the tenant have to be registered.

NOTE:

As these settings are related to configurations in the PABX please refer to
the corresponding chapter for the CPS number ranges in system
management level, section 5.1.5 CPS number ranges

6.4.6 Client Configuration

A31003-S2242-M101-10-76A9
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IMPORTANT NOTE:
Only trained staff should access the parameters in this section!

The section Client Configuration under System data offers a huge amount
of settings for customizable configurations of access, features and
functionalities of the Concierge Client, parameters that used to be in the
concierge.inifile in older versions.

The available parameters and their meaning are described in the Info

section on the bottom of the GUI labeled with a 0 for information.

Access
3 The Client Configuration icon to open the "Client
EJ Configuration " window in the "System data"
el menu.

Client configuration
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#. OpenScape Concierge DataCenter Professional Version: V4,000 (MUENCHEN\manage)

Contact data
Basc data
Cal history Selection: @Tenant Ouser Growp [Candierge Plus - searchfiter: | [
Spstemdaa |\
7 -
Sections | change ™|
£ Basic Configuration B
Basic Visual configuration
I Default
o Show o call istory only: Ves - Attempt to pop-up on ringing: Yes
DDI Lookup Harm e-mail 1 Show greeting window: ves | Popup on new callin Callrqueie: o
Browser
1 Threshold 1 for waiting callers: G- %~ Threshold 2 for waiting callrs: 0t -
© Calendar
Announcements Caller Queue Thresh. 1 waiting call Processing queue (sec.): 60+ T - ‘Thresh. 2 waiting calls Processing queue (sec.): R
- Customer spedficmember data
Ui = DefaultURL: sboutibiank
(A ETB Optons: ik ol e oo Vit No change
Greeting Settings L
* e — - 4
i Keyboard un ogging
CPS number ranges i
Signal sounds: - Overall Logging settn Extended
Local settings Z Bl s
Logging
Notes Telephone number formatting
Presence Server
Format to show contact detais: (Canarical format
Processing Queve
Realtime Server Preview: +49 (58) 1234588765
Skl group:
i) Intermationalidentifer: + | Startidentfier of Areacode:
Testin iR End identifie of Areacode: BB ~ | Extension identifier:
Text Message
Trunk Numbers
-1 Advanced SIP caller information settings
Aivemnesd Setings Type (Caller information (ani)

Customized fixed name :
Custamized fixed phone number : +

Use Privacy No

€ After selection of the area to be configured, the chiange mode can be enabled by pressing the "Change” button. Changeable fieds are highighted in a ihter shade.
Admiistrator Changes are stored using “Save”, Basic settings are collected n the basic configuration.
Special parameters can be changed n the Advanced settings in o table,
User adninistration
L

When opening the window, you can select the target group of users that
shall work with the settings.

Select Tenant or User Group (User groups are created under section 6.6
User administration), depending on the needs. Means modifying these
settings on a tenant base affects all users for the given tenant, modifying for
a user group affects the settings of the attendants are assigned to that

group.

NOTE:
Only Groups that have the checkmark Has own configuration settings
can be modified here!

Search filter
A Search filter in the upper right corner will help to find quick and easily
parameters in this section. Enter the search criteria in this box and click on

.r"jl

& to start the query.

If a match of your search criteria was found the background color will change
to yellow and on the left hand side the sections are listed where the search
criteria can be found

| cliant Configuration

Selection: & Tenant & User Group [ | Search filer:  [meid 1
Sections | + ‘
[=] Default
Alarm e-mail
Layout

Local Settings

Sections

In the left pane under Sections highlight the section you want to modify and

press the button Change in the uppermost grey field. The fields that you are
allowed to modify beome white. Those that are grey and can’t be changed.

Make your settings and changes as required in the right pane and press the
Save button for saving or the Cancel button for discarding the changes.

NOTE:
By clicking into the field to be modified the lowermost section displays an
online help describing the functionality of the corresponding parameter
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6.4.6.1 New settings in OpenScape Concierge V4.0

“Format of OSV Display Info on incoming call” in section Telephone
Number Formatting
Presence Server section (former UC Server)

6.4.6.2 Changing call handling status bar color

To change the Concierge "Call Handling" status bar color from yellow to
another color when the concierge agent is receiving a routes call from
OSCC you can use the following menu:

Contact data
Basic data
cal history Selection: Tenant User Group - seachfiter: [ [
System data
EnF save concel |
) Basic Configuration
Basic
£ Default m . .
o Retum key action highight color; 255180 - Callstatus ber color: Evelon B
Aarm emal
i Warning sty colr in quese: dellow - Alarm style color i quee 255,125,128 -
‘ Calendar
Caller Queue
Announcements . | Normal font size | | Medium font size | | Large font size. |
. Customer specficmenber data
EXIT Enal
Drag a column heading e t group by that column
Night variants EW anusnsm = = R
i Section Name Fontsze  Bold Example
HTTP Server - . e m =
Keyboard ajor pane! ajor capton 0 Caller queue
CPS number ranges iyt Major panel Minor capton 8 Private
Local Settings cton panel Wajor caption 1 @) state

NOTE: for the color change take effect it is necessary to restart all
Concierge Client instances logged in the respective tenant.

6.4.6.3 Setting Processing queue Attendant ID content

When concierge is connected on OSCC it is possible to configure your
processing queue Attendant ID field to present the Attendant ID instead
of the Attendant Name. For it you should set the parameter called
“Show Agent ID instead of name in Processing Queue” as true.

User Group

organsatonal herarchy:
Pager default announcement na...
Personal notes pathriame:

Popup orlyif DT entry s cald:

| SMTP Authentication Passiord:
[SMTP Authentication Username:

show Agent ID instead of rame |

- I

”
Show connection time:

Show suspected company name:
Show system alarm Message :
Speed dil free idle behavior:
[Trim access code public from ANI:
[Trim leading zero of ANL:

IType of Pager activation:

Contact data
Basicdata
Cal history Selection: ®Tenant
Systen dats
Sections
= Basic Configuration
Tenant -
i £ Default
Agent
DDI Lookup Aarme-mal
o Browser
D) Calendar
e Caler Quese
- Custamer spedificmember data
EXIm E-mail
Night variants EEEIS
Greeting Settings
HITP Server
Keyboard
CPS number ranges Layout I
E’v Loca Setiings
= Logging
Client configuration Notes
Presence Server
Processing Queue
Realtime Server
Skl groups
Sound
Formating
Text Message
Trunk Numbers
) Advanced
Advanced Settings

Use OSCC U bl

Use OSCC Work reasons:

Use fast custom sortorder :

Use phone book sortorder for ..
Virtual Node Prefx:

vith SMTP Authentication:
vithimportedDatafditable
\iirapup Reason from:

W e X

Incoming call queve and callrinfo._Incoming cal queue and caler nfo

]

¥ ¥ Yes: Dial the phone number if attendant iside in OSCondierge |
Ifactivated the public access code (g.g. 0) will be removed fr

¥ ¥l I activated leading zero digits will be trmmed from AN for use|

1 1 1=The called from the df =

¥ ¥ Yes: Unavailable reasans are read out from OSCC and wil be d

& ¥ Yes: Work reasons are read out from OSCC and wil be display:

¥ ¥ Yes: Do not spit last name and first name in ETE Name column

¥ ) Yes: Sort order for phone book entries is used for name entries

i

Parameter i Vale Default Vaue Desarption

int hide tine: 2500 2500 Define the cisplay time oflong texts in a datagridin ms. <br>A
doperator:  + + Deliniter for combined search expressions ith meaning: "AND)

[Keyword search Or operator: | | Deiimiter for combined search expressions with meaning: "OR"

[Masterdata Address : firstname firstnam com

Max.o. of members: 0 s Max. number of members from selected ne. Max. number of

shows kinds of herarchies

Enter the announcement name that shouid represent the defai
Let the value empty i you want to use your profile path to sto
Yes: Option for anly displaying OpenScape Candierge when Op)
Passward for SMTP authentication usemname if SMTP Authentic
SMTP authentication username if SMTP Authenication s enabl
Yes: Lastlogged on agent of the Tenant will be automaticaly s
Itwil show the agent ID in Processing Quevie, Defauitis show
Define i a Mail send by MAPI should be shown in Outiok befo
Yes: Connection time i displayed < >No: No tme information is
No: do not show suspected company name <br >Incoming call
Yes: If a system alarm s raised, the agent wil be informed by

Only for 054 <br>Enter the code number configured in "AMO{
Yes: Use default authentication with username and password
Allows to change imported Data inside OSConderge Datacentel
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NOTE: for the new Attendant ID content take effect it is necessary to restart
all Concierge Client instances logged in the respective tenant.

6.4.6.4 Rest API Settings

72

Contact data

If the customer Concierge License contains the feature called REST API,
you can configure the settings in Client Configuration > Contact Search
Order.

Basic data

Call history

System data

Pleasz complete the change

Selection: Tenant User Group - Search fiiter: X~
Sections swe | | cancel

= Basic Configuration
Basic

= Default Contact Search Order:
Agent
Alarm e-mail Name ‘ LDAP Config ‘
Browser -
Calendar RESTARI £ RESTApi Config @
Caller Queue LDAP Realtime
Enr\tzct Search Order ? i S a— 4

ustomer specific member datf 3 Al

E-mail
ETE Options
Greeting Settings
HTTP Server
Keyboard

] Layout
Local Settings

2 Logging

Notes
Presence Server
Pracessing Queue
Realtime Server
skil groups
Sound
Telephone Number Formatting
Text Message
Trunk Numbers

£ Advanced
Advanced Settings

@ After selection of the area to be configured, the change mode can be enabled by pressing the "Change” button. Changeable fieids are highighted in  ighter shade.
Changes are stored using "Save”. Basic settings are collected in the basic configuration.
Special parameters can be changed in the Advanced settings in a table.

User administration

Reports

The REST API feature enables the concierge server to perform a consult
based in the caller's phone number on a remote phonebook (for example the
Swiss public Phonebook - https.//www.search.ch/). The queries are
executed through a REST API interface.

When the feature is enabled it is necessary to set the Search.ch REST API
credentials: Customer Key and URL.

% REST Api Config

Enabled: |Yes -

Customer Key:
URL: |http:fftel.search. ch/apif?was=

Proxy: || |

‘ SAVE ‘ ‘ CAMCEL ‘

When enabling this feature, for each external call received the concierge will
use the caller phone number to make a contact query on the search
phonebook service URL (Swiss public phonebook).
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https://www.search.ch/

The data values (Name and City) returned from phonebook service will be
send to the respective attendant who is handling the call and will be
displayed in the Caller panel as below:

I Openscape Concierge Professional Version: V4, - o X

@ || Processing queue
Queue D.. 7 Caller . = . Retrie... |Status Edit.  Duration Talk ... Caller Destination Comment AttendantID| Join  Answer
Personaicalis  D.. 7 Caller P. 7 Com.. Reserv. |Retrie..
oA type, colled mumber
Toee Mumber | +410223104948 -1 x-| @] " "
For pame  Chocolateric Sweetzerland, Sweet Made SA Consult Dial
Name Company

Extension status:
Location Genéve
Phone CFW direct.
Commenc onp CFW available
Call functions Waiting CFW busy
Alt+F2 2 F4 F5 Alt+F7 Alt+F5 F7
Park | Transfer | Hold Line1 | Alternate Conference Disconmect| Queuing Contact detais Paging
Electronic Telephone Book Contact - Tab view
Contact list
search string [—————  search . Reset +
Ext. Uc. Cal. Hame De... ‘Sahlm Title  Function Company Department  Location Keywords  Line 1 Building Room Comment
< >

Switchboard overview State Call handling Messages Post-proc. Alarm Extras
Calls waiting 0 Logged onusers 1 i + | A + 5 1

F9 F10 F11 F12 Alt+F9 Alt+F10 Alt+F8 Alt+F11 w Alt+V
Callshandled today 0 Available users 0 Logoff Avaiable Unavaiable wiork Email B Set Stop FL Show
= Connectivity ok * i) Nomessage LA A Al Ext = +554181021342 About.. Thursday, November 26, 2020 3:27 PM
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NOTE: If this feature is not available in your license the REST Api settings
area will not be displayed.

NOTE: If the connection with the phonebook service is either down or not
accessible or even the caller phone number was not found, the concierge
will leave the Name and City fields empty (blank) on the Caller panel. In
these cases, no secondary queries will be executed in the concierge local
phonebook. No data from the phonebook service is stored locally.

NOTE: The account and registration are Customer responsibility. Once the
registration is done, the Customer will receive an “API key”. This “API Key”
will be used in the Concierge to provide the integration.

NOTE: Pay attention, for example, Swiss Public Phonebook service allows
1000 queries per month free of charge. Additional queries could be charged.
The contract with the Swiss Public Phonebook is a customer responsibility.

NOTE: In Client Configuration > Contact Search Order has a configuration to
set which type of search to use first (REST Api, LDAP Realtime, Database)




6.4.6.5 LDAP Realtime Settings

Contact data

Basic data

Call histary

System data

Flease complete the change

Administrator

User administration

Reports

74

If the customer Concierge License contains the feature called LDAP
Realtime, you can configure the settings in Client Configuration > Contact
Search Order.

Selection:

Tenant

Sections

=) Basic Configuration
Basic
= Default
Agent
Alarm e-mail
Browser
Calendar

Caller Queue
Contact Search Order ?
Customer specific member dafd 3
E-mail

ETB Options

Gresting Settngs

HTTP Server

Keyboard

Layout

Local Settings

Logging

Notes

Presence Server

Processing Queue

Realtime Server

Lol = |

skill groups
Sound
Telephone Mumber Formatting
Text Message
Trunk Numbers
=) Advanced
Advanced Settings

User Group

save o | cance

Contact Search Order:
Name

RESTADi @
LDAP Realtine

32

LDAP Config |

RESTApi Config |

Search filter: X |~

<7

4

Trunk Access Code:

Special parameters can be changed in the Advanced settings in a table.

@ After selection of the area to be configured, the change mode can be enabled by pressing the “Change™ buttan. Changeable fields are highlighted in a lighter shade.
Changes are stared using “Save". Basic settings are collected in the basic canfiguration.

The LDAP Realtime feature enables the concierge server to perform a

consult based in the configured LDAP server to show the caller information
in Concierge.

#, LDAP Config - B X

Enabled |Yes v
LDAP Provider |

Base DN

Use SSL Verify Server Certificates

Auth. Type -

Password

SAVE CANCEL

In this area, the LDAP Realtime can be enabled or disabled (for each
separated Concierge Tenant). In addition, each tenant can contain a
different configuration. It means that each different Tenant can use his own
credentials to access and make queries on a remote phonebook.

NOTE: If this feature is not available in your license the LDAP Realtime
settings
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area will not be displayed.

NOTE: In Client Configuration > Contact Search Order has a configuration to
set which type of search to use first (REST Api, LDAP Realtime,
Database)

6.4.7 Activate/deactivate the "Show Suspect Company Name" feature:
By default, the feature is turned on.
Turn it off in "System Data" > "Client Configuration" > "Layout" > "Show

Suspect Company Name."
Change the option to: "No: do not show the company name."

After that, go to "Client Configuration" > "Advanced" > "Advanced
Settings" > "Show Suspect Company Name."
Change it to: "No: do not show the company name."

Contact data

Basic data
Tenant User Group © Searchf
System data
Save | Cancel
e visualisation | Visbilty ETB Columns | Visibiity Tabsheets [P IUESS]
[ | B Caller queue visble: Yes
Alarm e-mai A e e e o, S
Please complete the change SR Show suspected company name: i¥o: do not show the company name
) Calendar e
e e Personal queue visible: Yes -
EX Contact Search Order
" Customer specific member data Show ETB panel: Yes -
Night variants e
IRy Show T8 el peek ves -
L 3 Greeting Settings
i [} | HTTP Server
CPS number ranges i e Show "Extras” button: Yes ~
E :
V2 BeaTSETnGs { Show Calendar view: Yes .
Client configuration Logging
= Notes Show option Override DND and CFW: Yes -
HEE Presence Server
Divisions Processing Queue Show Chained call option: No
Realtime Server
skill groups Show Intrusion/Override option: Yes M Intrusior
Sound
Telephone Number Formatting Show MCID function: N - MCID ke
Text Message
Trunk Numbers
5 Advonced show pager panel: Yes
Advanced Settings ] m
€ 1o: do not show suspected company name
Administrator Incoming call queue and caller info: show suspected company name in incoming call queue and caller info panel
P Only caller info panel: show supsected company only in caller info panel but not in incoming call queue
er administration
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DDI Lookup
[hL]

Announcements
BxXir
Might variants

..

CPS number ranges

Client configuration

6.5 Administrator

Caller Queue

Contact Search Order
Customer specific member data
E-mail

ETB Options

Greetng Settngs

HTTP Server

Parameter
Auto answer reserved call
&

Auto avaiable on Ext
Busnessgroups fiter on
Company Deimiter in Callerqueue:
Connection time threshold

(Cannection time color:

Delimeter detailes g calls:
Detaled waiting calls:

Free search And operator:

Free search Or aperator

Hint hide tme::

Keyword search And operator:
Keyword search Or opesator
Masterdata Address

Max.no. of members:
Organisational herarchy:

Pager default announcement name:
Personal notes pathname:

Popup only if DOI entry is called:
SMTP Authentication Password:
SMTP Authentication Usemame:
jable after RNA:

et last agent aut
Show Agent ID &
Show Mapi Mal before send

ad of name in Processing

Shouw convection b

= Search filter:

& |vake Default value
vl
180 80
AMargon dMaroon
|

firstname. name company.com

frstname.name @company .com
0 5

IWCAGUOTNPLG ==
gvsremote Boscctest.com

que..

I Show suspected company name:

[MNo: do not show the company name Incoming cal queus and caller info

TG EYSTEm SIS FEShE T

W

Symbol

Name

Delete old calls

Delete old Calls

Db Info

Db Info

Purge data

Database version

Database version

GDPR

6.5.1 Delete old calls

Access

= |

Delete old calls

76

With this menu item old calls that are older than a
specified date can be deleted from the database.
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Conkact data
Basic data

Call history

System data

Administrator

= |

Delete old calls

o Delete calls older than:

Db Info

2 B

Purge data

Database version

Delete old calls

dministrator finctions

In order to delete old call data from the Concierge database, choose via the

calendar a date. All calls older than this date are deleted when pressing the

button ,Delete old calls”.

Old contacts deleted.

QK

After confirming with OK all entries which are older than specified are

deleted and are not shown in the journal anymore.

6.5.2 DB Info

Access

Q The status information for the database tables are

Db Info

Contact data

Easic data

Call history

System data

! Table

| ADDINFO

| ADDRESS
’ | | AFTERMWORK

Delete old calls lBLACKBOARD

|anL
o | CALL_STATISTIC

Db Info  DDILOOKLP
HISTORY_AGENTSTATE
: IHISTORV_QLIEUESTATE
Purge data !KEVWORD

! | MEMBER

' | MEMBER_ABSENCE
Database version !MEMBER_":\DDINFO
| MEMBER. AWABILAEILITY
\MEMBER,_HIERARCHY
MEMBER._KEYWORD
ISEARCHSTRINGS
UTL_CT_VERSIONS
UTL_PURGE_PARAMS

Administrator

R
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shown here.

4 |Record count

(0ldest record

[=R=R

o
10 1142015 1:07:05 PM
16 10{16/2015 5:23:21 PM
2
95 10162015 5:20:41 PM
117 10j16{2015 9:47:44 AM

22 10/16/2015 9:142:35 AM
10

Show database info



6.5.3 Purge data

6.5.4 DB version

78

Access

The parameters (conditions) for which specific tables
are to be deleted in the OpenScape Concierge
database can be defined under "Purge data" so that
the tables do not overrun "unmanageably

2 1

Purge data

The default in the delivery status is 31 days; the call table is set to 14 days.

< DATEADD (... ¥
<DATEADD (... 31 5
4 MEMBER _ABSENCE sence_from < DATE... 62 ¥
5 SEARCHSTRINGS P < DATEADD ... 31 ¥
6 CALL_STATISTIC rt < DATEADD ... 365 M n
&
5
¥
¥

3 BLACKEOARD

7 REPORT_FILE date < DATEA.. 65
8 HISTORY_AGENTSTATE WHERE CHANGE_TS < DATEAD... 31

9 HISTORY_GUELIESTATE WHERE CHANGE_TS < DATEAD... 31
10 HISTORY_EMALL WWHERE TIME_SEND < DATEAD... 14

Purge parameters can be searched for, modified, added and deleted with
the function buttons 18 60 i 5 ) o (

Section 12.1.1 Database functions).
The call journal for the Concierge clients can be deleted up to a definable
date via this function.

See description in

NOTE for “BLACKBOARD”:

Entries for the bulletin board (BLACKBOARD) are normally deleted after 31
days (standard). This value can be changed but the amount of data should
be considered!

The values “from / until” in the Bulletin board editing form (see section 6.2.1
Bulletin board) have no influence on the deletion time — they are only used
as the time period the individual information is send via the bulletin board.

NOTE for “COMMENT” field for incoming calls:

Entries for the comment field for incomming calls are normally deleted after
14 days with the system-wide entry under CALL table. It is possible to
configure this value per Agent Group under Client configuration / Local
settings / No.of days backwards for last caller info.

BUT we recommend not to expand the time span!

Otherwise please contact Unify for advice.

Access

@ The database version number is displayed here. This
v is especially important for error reporting and planned
upgrades

Database version
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si1{z015

817}2015
8i1{2015

|3f12/2015
12/31{2014
12/12(2014
10/10/2014
7i15/2014
si1{z014

5/1/2013

6/1/2013

siatjzonz
12/14(2010
4i20/2012
1312012
1302012
gi1fz011

12/15(2010
12142010
|11/18/2010
59;24;’2010

Last update

10/16/2015 2:44:05 AM

i

10/16/2015 2:43:12 AM
10/16/2015 2:43:11 AM
10/16/2015 2:43:11 AM
10/16/2015 243111 AM
10/16/2015 9:43:10 AM
10/16/2015 9:43:10 &AM
10/16/2015 2:43:10 AM
10/16/2015 2:43:10 AM
10{16/2015 9:43:08 &M
10/16/2015 9:42:50 &AM
10/16/2015 9:42:50 AM
10/16/2015 2:42:50 AM
10j16/2015 9:42:49 &M
10/16/2015 9:42:49 &AM
10/16/2015 9:42:49 AM
10/16/2015 9:42:43 AM
10j16/2015 9:42:48 &M
10J16/2015 9:42:47 &M
10/16/2015 9:42:47 AM
10/16/2015 9:42:35 AM

¥ Comment

Show database version

|Version date

¥3R1.0.0

YW3IRL.0.0

W3R0.5.0

Y3R0.4.0

WIR0.3.0

W3IR0.3.0

W3IR0.2.1

W3IROD.Z.0

WIRO.1.0

W3RO

W3RO

W2ZR1 lask version

DOI and DDI_MoH as varchar; new DOILookup single row entry Format
Drop PE_DDILOGKUR

Search addinfo, search by destination extended, v_Member_avaiability uses ca...
Call kable extended

Reparting extended

Mernber fvailabilitySearch extended

Division and supergroup suppork

Greetings, one search field support

Afterwork table extended

EBiasis Wersion W1R3. Afterwork report integrated, availability trigger enhanced

Tables can be searched for and displayed with the function buttons

(M B+ — a7 o ok (See description in Section 12.1.1
Database functions).

6.5.5 GDPR

Access

Permissions
For information about configuring permissions see section 5.2.5 GDPR

6.5.5.1 Processing

Prerequisites

Since personal data is processed, special care has to be taken.
Prerequisite for working with the GDPR work area is a good understanding

GDPR = General Data Protection Regulation
Queries for personal data stored in the DB can
be made here.

A31003-S2242-M101-10-76A9

of the data stored in the Concierge database.

Search for a person
The following search criteria can be used for the search:

4. unique identification features:
e complete phone number (in + E164 format)
e E-mail address
e Personnel number

5. in principle / rather ambiguous features
e Lastname
e First name
e free text search
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NOTE: Specifics name, first name:
Because OSConcierge stores last and first names automatically e.g. in the
call data as last name, first name (possibly with a preceding title or prefixed
salutation) a composite search term is generated from these two values.

The search entries do not allow wildcards. Furthermore, no AND / OR links

are supported.

The following database fields are searched for:

first name

CALL_STATISTIC

Search field Tabel Search column

Telephone CALL and CD_ANI

number CALL_STATISTIC

CD_DESTINATION

MEMBER_AVAILABILITY INTERNATIONAL_PCATLINE
MEMBER DATA_01..DATA_25

Last name CALL and CD_COMMENT
CALL_STATISTIC

Last name and CALL and CD_CALLER_NAME

CD_DESTINATION_NAME

MEMBER

NAME und FIRSTNAME

DATA_01..DATA 25

E-mail address

MEMBER_AVAILABILITY

CONNECTION

Personnel
number

MEMBER

Personnel_number

DATA_01..DATA_25

Free text search

CALL and CD_COMMENT
CALL_STATISTIC
MEMBER DATA_01..DATA_25

Display during the search process

During the synchronous search, a yellow highlighted "Searching ..." is shown
in the form. The search is over when the yellow search display is no longer

visible.

No entry is possible during the search process.

For large data scans, the search can take several seconds / minutes.

Display of search results

OSConcierge stores personal data as participant data (table MEMBER and
related tables such as MEMBER_AVAILABILITY, MEMBER_ADDRESS,
MEMBER_ABSENCE, MEMBER_ADDINFO, MEMBER_KEYWORD) as
well as conversation-related data (tables CALL and CALL_STATISTIC).
Accordingly, the output in the column Source is made as MEMBER or

CALL.

In the search, especially when using ambiguous search criteria, other people
can also be found.
The columns #unique hits or the "Partial" entry in the Quality column can

help to diffentiate.

¢ A unique match is if one of the unique search terms has delivered an

exact hit.

80
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e A partial match occurs if an ambiguous search term has delivered a hit
and / or if a search term was recognized as part of a string.

For each hit, a reference ID is also output which produces the unique
assignment to a table entry, e.g. for the table MEMBER this is the
MEMBER _ID and for the call / call_statistic table the CALL_ID.

On the right side of the GDPR form, an XML listing of the participant or the
conversation found, is displayed for the highlighted (highlighted in blue)
match.

Example participant record:

OpenScape Concierge D o Wersion: ¥3.1.1.0 (manager)

Find person Export marked antres | Dielsta mrked eniries |
Tedephone mumber: Last rame: s
m. yrec: et name: Jehn
-] el sckress: Frst
Perscens| nunber: Free test seardh

Delete old calls

=
(i ] = el W - [ A
e | ol ] =

0b Info

s
<menber_d>258007<fmember_d>
<Hame 3 e < o

ATA 02 2R PPH
Database version = <DATA_Ba>Afrr </DATA. 03
i D42SER oS00 3 Sbston Hspeert_<hdta 04>
<DRTA P lTanagr (1) <oA
<DATA_G6 > Internal<IBATA, 06
SDATA UG SEN M £V WIDATA e
ger mf) TDATA, 0>
10> Hofmannctr B.Icﬁlmm_lu)
L1 ekt Managee <[OATA_L
13 o rn Bty s TOATA_13

= cparaTia> 12
<IDATA,
CATAISocEN e e AL IoATA 16
<DATA_I7>TO<DATA_ 172
DATA, h_18>

<DATA_IS>C5¥ImportHIM <f 5>
L6

) 4>
<IMPORT. sOLchirm FIMPCRT_SOURCE>

e o>
<Avalabiitios>
ehvaiabity>
“ekind_ID>1 = Vind 0>
<ineenaticnsl_pealine >+ 459970071234 < fivsnationsl_peatine>
<fivvalabity>

“ekind_ID =3¢ ¥ind_ID>
<rtemationsl_peatine >+ 49937007991 234 <jintematenal_peatine>
fivalablty>
<Avalabity >
XD <t o>
<Cornection »)miler Burify, o < Cornectian>
<iteenationsl_poatine] >
fivvalabity> =
ehwaisbity>
“ekind_ID 8= Vind 10>
<rtemationsl_paline 443151 123456 78<nbarmationsl_patine>

<fivvalabity>
<Jivvaladites>

ey
<H00R 035427 <HRDDR 10>
o w0 o

@ Display of smarch s, On the right side vou can ses ol stored daka fer this resuk.
. it b e nest with the. ke

Torselect a b For the cutont and f < the deletion mark the cormespensding sntey by ticking 2.

Callhistory
Syskem data

Administrator Telephane number: Last name:

R Fist e
- |

Delete old calls
Tenant; [ |

Sorce 4 Quaty ¥ [# srique eNrmber of h Reference o | JI|[<GoPR 0> H
<CALl o>

ob Info Bl monter PARTIL g 1 e <Caldirection > nbound</CalDirecton>
& PARTIAL 1 <CD_CALLFOR_DNIS>-+40303454502JcD_CALLFOR_DHIS>
1 <CALLER._PHOMNENUMBER >anonym</CALLER_PHONENUMBER >
<CALLER NAME>Miler, John</CALLER,_NAVE >
Purge data [ PRRTIAL o 1 ZDESTINATION, PHONENUMBER] >
<DESTINATION_NAE( >
£ oo PRRTIAL ° ! STy s s e ST
Foocal PARTIAL o 1 <TIME_END >2018-01-22T12:44:
Database version <INITIAL_TICKET_GUID>{60fb1325-51d1-456d-2 adZS -datdd68b2399} </ INITIAL_TICKET_GUID>
o cal PARTIAL o 1 7235 Privigrine
Flocall PARTIAL o 1 57236 | <JGDPR_INFO >
[ cal PARTIAL 0 1 57237
Bl PRRTIAL o : sn2
o cal PARTIAL 0 1 57239
o cal PARTIAL 0 1 s7241
o cal PARTIAL 0 1 57242
1 cal PARTIAL 0 1 59280
B cal PARTIAL 0 1 59281
ol PARTIAL 0 1 59282
F cal PARTIAL 0 1 59283
[ cal PARTIAL 0 1 59285
Fl cdl PARTIAL o 1 59286
[ cal PARTIAL o 1 sazer N _,'—I

@ Display of search hits. On the right side you can see ol stored data for this result
You can navigate from one search hit to the next with the arrouw keys,
o select a hitFor the output and | or the deletion mark the cortesponding entry by ticking i

User administration

Reparts
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NOTE:

The selection (tick) of records requires great care and control in order to
select personal data and not to select third-party data for processing and /
or deletion!

Output the selected records as an XML file:

If a hit has been identified as the data record associated with the searched
person, it must be selected accordingly via the check box.

All selected records can be saved as XML file via the output button. In this
case, the XML records of each selected hit are taken over as a separate line
in the XML file.

The default file name is formed from "GDPR_YYYYMMDD_hh_mm_"
followed by the search terms entered.

Example:

GDPR_20180525 _09_40_Smith_Christine_cm@gdpr.com_+498970070000
_Freetextentry.xml

The save dialog allows customizing the default file name and location.

Delete data

1. Find a specific person, as described above under section Search for a
person.

2. By ticking select the subscriber / call records to be deleted.

NOTE:
Great manual care and control is necessary!

3. Click the Delete selected entries button and confirm the confirmation
prompt to permanently delete the data.

IMPORTANT NOTE:

Deleted data is currently not stored in a blacklist and can therefore not be
recognized and ignored when re-imported.

As a result, data that has already been deleted will be resumed by a
renewed import.

For effective long-term deletion it must therefore be ensured that the
personal data have also been deleted in the source systems (which
underlie the import process).

Otherwise, the deletion must be performed again with the Concierge
DataCenter after this has been ensured.

When deleting the subscriber data (Member), the subscriber data record is
deleted completely.

When deleting the personal data in the call record (Call) not the entire record
is deleted, only the phone number found and / or found name in the record is
anonymized. This is done either for the caller or for the destination
information.

A31003-S2242-M101-10-76A9
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6.6 User administration

6.6.1 General

6.6.2 Accounts

Symbol Name

iq Accounts

Accounts

% Access groups

Access groups

With the tenant’s manager account you can create additional users on the
management level to log on to the Data Center (for administration of central
items as described in this paragraph) as well as attendants to log on to the
Concierge Application for your tenant.

In case there is an integration with OpenScape Contact Center, it is possible
to download / synchronise OSCC users in the Edit User Accounts window.
These accounts and their permissions in the Data Center for your tenant are
created and administrated in this menu.

NOTE:
These users are not the users that are visible in the ETB

Access
: Users working for that tenant can be created,
ﬂ modified and deleted under the "Accounts" menu
option

Accounts

NOTE:
The system manager cannot see the accounts as they are visible in the
Accounts menu of the tenant configuration.

6.6.3 Creating users manually

A31003-S2242-M101-10-76A9

Under Edit User Accounts press the button New and specify the required
parameters for the new user!

The following Parameter must be defined for each user account:

Table: User data

Heading Explanation

Active Is this account in use or not?

Tenant Tenant’s name; already filled with Tenant
Name User's last name
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Heading

Explanation

Firstname User's first name
Title User's title
Salutation User's salutation

Windows login

Allow logon with windows domain account
See section 3.2 Starting Concierge Client
with Windows authentication or 0 logging on
to Data Center with Windows authentication

Braille Support

User needs braille support?

NOTE:

This option causes changes to the
advanced search fields and ETB to allow the
use of screen readers based on
IAccessibility interface (such as JAWS) to
provide audible support for the visually
impaired.

Login name

User account name for login

NOTE: For installations with OSCC the
Users can be gathered from the OSCC
database in the Edit User accounts
window, see next section!

Allow Emergency Button

Defines if this user can press the Emergency
Button (the Emergency Button will be invisible
to users without this permission).

NOTE:
This feature is not available in case of
integration with OpenScape Contact Center!

Password

User's password; default values for the
access groups are:

User group: user
Manager group: manager

NOTE:
Also the users synchronized form OSCC do
have that default password!

The Password can be changed with the

button at the end of the field

Comment

Comment field

Personal line settings

Personal line number

The personal number of the user, a number
out of the range of numbers that route to CPS

Play pers. announcement

Is the personal announcement used ?

Open

Is the personal number in use?

A31003-S2242-M101-10-76A9
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Heading

Explanation

Music-on.hold

Wave file for MoH for this user

Night variant

Type of night variant for the personal line
number

Time overflow variant

Type of time overflow variant for the personal
line number

Time Settings

The default time settings as configured for the
Tenant can be overwritten for the personal
line of the user.

Personal announcement settings — see section 10.6

Pers. announcement

Wavefile for the personal announcement

Speed dial button settings — see section 7

Speed dial buttons conf.

The tenant for whom the manager is logged
on is entered here automatically.

Changeable

Space for remarks

Group

Choose the group a user is supposed to be
assigned to.

When creating a manager user account make
sure that you assign the account to the
manager group.

Font size changes

Allow font size changes

If set to yes the attendant can change the
fonts size within the Concierge Client.
Accesible over the Extra Menue - Display

Visible pilot number(s)

DDI

All the DDI entries that do have the user’s
Group configured, will be visible here.
Means calls for that DDI are in the users
Caller queue or will automatically be pushed
to the user if activated in the Tenant’s routing
mode, see section 5.1.1 Tenant.

6.6.4 OAccess groups

AccessGroups include Access rights and Users.
Click the + next to the group’s name to get access to two tabs for Access

rights and Users:
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6.7 Reporting

86

®. Openscape Concierge ter Plus {manager)
L“‘Etal Edit access groups
Basic data
Call histary Edit groups

System data
ke Drag a calumin heading here ta group by that column,

User administration User group Has own Comment
& configuration
i% settings
[#] Manager Group [
Accounts =] User Group
% fcessnights |loers

Access groups rag eading thiat calumn,

Function 2 |Read access |Insert access [Fdit access Execute access | Comment

0sTDC Access rights groups
05TDC Accourts

(e Additional information
oseDC Address

e Aftermork.

Allows to show or edit "ccess rights gr.

allow to show or edit "Accounts" data

Allow bo shaw or edit "Additional infor...

Allow to show or edit "Address” data
Allows b show "work! data

CscnC Announcements Allows to show or edit "Announcement. ..
CscDC Blind transfer

e Bulletin board

osTDC CallDirector port monikoring
osCDC CallsLong

B CallsShart

oseDC Contact

o Contact hisrarchy

CscnC Cb Info

CscDC DI Lookup

0soDC Delete old calls

osTDC Divisians

osCDC Greetings

[ H4K brunk moritoring
Keywords

Allows o show or edit "Blind transfer c...

Allows to show or edit "Bulletin board" ...

Allow to show or edit "Callbirector por..
Allow to shaw "Calls (lang term)” data
Allow to show "Cals (shart term)” data
Allow to show or edit "Contact dats

allow to show or edit "Conkact hierarc...
Allow to show "Db Infi"

llow to show or edit "DDI Laokup” data
Allows to delete all calls

Allows to show or edit "Divisions” data
Allowy bo show or edit "Greetings” data
Allow to show or edit "Hak trunk monit. .
Keywords” data

YIS S S L )

0| ®|O0|0|0|0|x|®|0|10|08O|00|®& D)0

OO0 0| 0| = @O0 O = O O 0| < | oo
(o o o o ) o o o | ] 48 3R

®

B i v A
05C0C 0SC database version

05C0C Purge data
05C0C

s
M

Allows to show "Open Scape Concierge. ..

Allows to show or edit "Purge data”

< || =1
Jjojojn
]EIEID?
Jjojoio

NOTE:

The list of users is empty right after the creation of a new group. Assigning
members to a group is done in the User settings as described above in
section 6.6.2 Accounts

You can modify the Access rights per group. On the left of each line the
application is listed. The abbreviation OSCDC stands for OpenScape
Concierge DataCenter, OSConcierge is the attendant user application.
The functions are explained in the Comment column.

The following rights can be assigned for every function:

e Read access

e Insert access

e Edit access

e Execute access
Access

Under Reports find the button Reports for starting the
Reportschedules window.
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6.7.1 Introduction

Schedules b mew Change | Delete Rep.Def

[+ |
" chedle rame:

M

e Statuis:
3

From: - Till - Time: zone affset in minutes:

The evaluation period contains the following UTC time domain: 311215230000 - 31.12.1622:59:59

Grouping:

Schedule

Repeat:

Export settings

File name: 4 Format;

Generated report outputs

Save and show report | ] show report after saving

File From until created at v Format

Only the manager account has rights to access Reportschedules.

Concierge Reports support the date formats for the four corresponding
languages as displayed:

DE = dd.MM.yyyy

FR = dd/MM/yyyy

EN = yyyy-MM-dd

ES + BR = dd/MM/yyyy

6.7.2 Description

The Reportschedules window is used to maintain all scheduled reports of
the user. The user can create new schedules or modify existing ones here.
On top the three buttons New, Change and Delete allow to create, modify or
delete a schedule respectively.

A new schedule requires input in the fields that are white. The same white
fields can be modified when an existing schedule is changed.

The options are Save and Cancel are available when a new report is
created or an existing is changed.

6.7.3 Creating a new report

Press the New button.
Specify general information like Schedule name and choose the Report
type from the drop down menu.

Four types of reports are available:
1. Call count overview

2. Call time overview

3. Queue state overview

4. Agent group state overview

Status indicates the current status of the selected scheduled report. The
selected report can be paused or activated again.
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6.7.3.1 Evaluation Period

6.7.3.2 Schedule

88

Under Evaluation period specify the time range that needs to be evaluated:
Customizable time periods can be configured using the From and Till fields.
Predefined periods are accessible by pressing the corresponding buttons,.
Today, Yesterday, This week, Last week, This month, Last month and
This year.

By pressing one of the buttons the system automatically populates the From
and Till field. Furthermore the Time zone offset can be specified.

The Grouping dropdown list allows breaking down summarized values to 15
min, hourly and daily statistics.

In the Schedule area configure the time(s) when and how often the report
has to run. For immediate information the radio button Now can be
selected.

For a scheduled creation select Next run at. The field for the time stamp
becomes white and the Repeat dropdown list. The report can be run once at
the specified time, hourly, daily, weekly and monthly.

Furthermore there is an option to execute reports only on specific days. If
the checkbox Only on these days is not selected the report is running every
day. When the option is activated, execution of the report can be prevented
on individual weekdays by deselecting those.

For instance, when a report has to run daily, Monday to Friday, however not
Saturdays and Sundays, deselect the latter ones. The schedule is repeated
daily on the working days, Mo - Fr which are selected.
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6.7.3.3 Generated report outputs

Find the reports that have been created in that pane. This can take a short
while. The report is yet not created in the PC'’s file directory system. It is
saved in the OSCADM database. By saving it, the file will be copied into the
PCs file system.

NOTE:
Press the Refresh view button in the Generated report outputs to receive
the report if it is created.

M 4 4 b B B —

B The selected report is saﬁl_pfrffh_wﬁw_

1ep

Highlight the report you want to save and press the button Save report. A
window will open for selecting the path to store the document. If the
checkmark Show report after saving is set, the document will be opened
after storage.

NOTE:
For automatically opening the document the corresponding program must
be available on the PC, like e.g. MS Word for a report of type .doc.

6.7.3.4 Best practice hints for user handling

A31003-S2242-M101-10-76A9

Ad-hoc creation:

For an ad-hoc creation of the report, create a new report:

Specify Name and Evaluation Period and Save the report.

The schedule is per default on Repeat once / now. The status is active.
The Web scheduler worker in the background will create the report.

NOTE:
Press the Refresh view button in the Generated report outputs to receive
the report if it is created.

Ml A e —

D The selected report is sa'-l_p;'nf_l:ffl-'_wﬁw_

dep

The report can now be saved with the Save report button!

Evaluation Period versus Grouping

For a convenient layout of the created reports it makes sense to keep the
Grouping in focus while specifying the Evaluation period.

For example when a report evaluates a whole day, the optimum grouping to
choose is 1 hour. In that case the layout is optimized to fit the whole report
on one page.
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Similarly when a report covers the data items of one month, the suggested
grouping is 1 day. The report will display all the data items for that one
month on a single page.

Modification of an existing Schedule / Report

An active schedule can be modified in case parameter need to be adjusted.
Highlight your schedule on the left and press the Change button. Change
the Status of the schedule by pressing the button Stop schedule. Modify
your settings and press Execute schedule again and Save.

The Web scheduler worker is set to pause in this time. The reports which
usually would have been performed in the paused time period will be done
after activation!

6.7.4 Report Types

In the following sections we find an overview of the four types of reports
available with OpenScape Concierge.

6.7.4.1 Call count overview

The call count overview report shows the number of calls for the specified
DDl in a summary:

OpenScape Concierge
Qverview call summary from: 2022-02-03 00:00 until: 2022-02-03 23:59
Contacts Night. Aband. Avg. Info Handled handled Avg.  Avg. contact Number
Waittime Xfer. not connected Waittime time Resubmission
DDI Call for abandoned handled
+4940238548421  USER1
00:00 0 0 0 0 0 0 0 0 0 0
01:00 0 0 a 0 0 0 0 0 a 0
02:00 0 0 0 0 0 0 0 0 0 0
03:00 0 0 0 0 0 0 0 0 0 0
04:00 0 0 0 0 0 0 0 0 0 0
05:00 0 0 0 o} 0 0 0 0 0 0
06:00 0 0 0 0 0 0 0 0 0 0
07:00 0 0 a 0 0 0 0 0 a 0
08:00 0 0 0 0 0 0 0 0 0 0
09:00 0 0 0 0 0 0 0 0 0 0
10:00 0 0 0 0 0 0 0 0 0 0
11:00 0 0 0 o} 0 0 0 0 0 0
12:00 0 0 0 0 0 0 0 0 0 0
13:00 0 0 a 0 0 0 0 0 a 0
14:00 0 0 0 0 0 0 0 0 0 0
15:00 0 0 0 0 0 0 0 0 0 0
16:00 0 0 0 0 0 0 0 0 0 0
17:00 1 0 0 o} 1 0 0 0 3 0
18:00 0 0 0 0 0 0 0 0 0 0
19:00 0 0 a 0 0 0 0 0 a 0
20:00 0 0 0 0 0 0 0 0 0 0
21:00 0 0 0 0 0 0 0 0 0 0
22:00 0 0 0 0 0 0 0 0 0 0
23:00 0 0 0 0 0 0 0 0 0 0
Total +4940238548421 1 0 0 0 1 0 0 0 3 0

Remark: The personal lines can also be evaluated like pilot number DDIs

Table: Call count summary

Title Meaning

Call For The name entered for this service number (Pilot
Number) in the DDI lookup table is shown here

DDI Service number that was dialed

Contacts Number of calls received by the attendant, handled

and terminated without being transferred
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Title

Meaning

Night

Number of calls forwarded
a) to night variant in case queue is closed or

b) time overflow variant in case queue was open
but call could not be transfered to an attendant in
time.

Aband.

Depending on configuration:

a) without OSCC: Number of abandoned Calls in
Queue ( hang up by caller or attendant)

b) with OSCC: counted only by OSCC and not
reported by OSConicerge.

Avg. Waittime
abandoned

Average abandoned wait time of the call before it
was hung up by the caller (abandoned wait time)

Info

Number of calls that have been handled by the
attendant without being transferred to another

person

Handled Xfer Number of calls successfully transferred to a target
person

Handled not Number of attempts to transfer a call to a target

connected person, that could not be reached; and the call was
taken back from processing queue

Avg. Waittime Average wait time of the call before it was

handled answered by the attendant (handled wait time)

Avg contact time

Average complete time the attendant spent with a
very contact; the time the call spends in the
processing queue is not counted.

Number
Resubmission

A number of calls were initially transferred, but for
whatever reason, they were returned to the
attendant.

6.7.4.2 Call time overview
The call time overview report shows the time / duration of the calls in a

summary:
OpenScape Concierge
Overview call time summary from: 2014-05-19 00:00 until: 2014-05-25 23:59
Contacts avag. avg. Max. confact avg. Avg. attendanttime  Avg. answer time

. Waittime Waittime handling time Contact time

Service number (DDI) Call for abandoned handled

+408282100853401 main Nr. 3401
20140519 0 0 0 0 0 0 0
2014-05-20 0 0 0 0 0 0 0
2014-05-21 19 8 T 65 138 138 138
2014-05-22 13 8 57 193 8 8 8
2014-05-23 0 0 0 0 0 0 0
2014-05-24 0 0 0 0 0 0 0
2014-05-25 0 0 0 0 0 0 0

Total «438282100853401 32 8 23 193 a7 a7 a7

Remark: The layout is optimized to show for each DDI / personal number
the 24 hours period on one page.
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Table: Call time summary
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Title

Meaning

Call for

The name entered for this service number
(MLHG) in the DDI lookup table is shown here.

Service number (DDI)

Service number that was dialed

Contacts

Number of calls received by the attendant,
handled and terminated without being
transferred

Avg. wait time
abandoned

Average abandoned wait time of the call before
it got abandoned in incoming queue (via hang
up by caller or attendant)

Avg. wait time handled

Average time the caller spent waiting until the
call was answered by the Concierge attendant

Max. contact handling
wait time

Maximum time a caller spent waiting until the
call was answered by the Concierge attendant

Avg. handled contact
time

Average time the caller spent with beeing
handled by the attendant.

Avg. attendant time

Average time the caller spent with the attendant

Avg. answer time

Average time the caller waited before the call
was answered by the attendant

6.7.4.3 Queue state overview
The queue state overview report gives an overview on the states of the
queues administered by the CPS — for example when they have changed
the state (open or closed) due to absence of users or by deactivation

92

through management.

NOTE:

There is no output for OSCC queues nor the Personal queue!

OpenScape Concierge

Queue Overview

From: 2014-05-21 00:00 Till: 2014-05-21 23:59

Change date Status Reason Night variant Overflow variant Duration
DDI Call for
+498282100853401 main Nr. 3401
5/21/2014 1:11:20PM closed #busy varia ... ##busy varia ... 02:52:22
5/21/2014 4:03:42PM open #=busy varia ... #Ebusy varia ... 00:09:14
5/21/2014 4:12:56PM closed ##busy varia ... ##busy varia ... 00:00:20
5/21/2014 4:13:16PM open ##busy varia ... #ibusy varia ... 00:16:53
5/21/2014 4:30:09PM closed #hbusy varia ... #ibusy varia ... 00:00:26
/21/2014  4:30:35PM open #rbusy varia ... ##busy varia ... 00:07:54
5/21/2014 4:38:29PM closed #ibusy varia ... ##busy varia ... 00:00:13
5/21/2014 4:38:42PM open #ibusy varia #ebusy varia ... 00:00:26
5/21/2014 4:39:08PM closed #rbusy varia ... ##busy varia ... 00:00:13
5/21/2014 4:39:21PM open ##busy varia ... ##busy varia ... 00:24:27
5/21/2014 5:03:48PM closed #ibusy varia .. ##busy varia ... 00:00:38
5/21/2014 5:04:26PM closed NV row1 ann NV row1 ann 00:00:33
5/21/2014 5:04:59PM open NV row1 ann NV row1 ann 14:47:35
Table: Work summary
Title Meaning
Call for The name entered for this service number
(MLHG) in the DDI lookup table is shown here.
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Title

Meaning

DDI

Service number that was dialed

Status

The event/status: Closing / opening when the
night variant configuration was changed

Reason

Reason why the night variant status was
changed

Night variant

Name of the night variant that was activated /
deactivated

Overflow variant

Name of the overflow variant that was activated
/ deactivated

Duration

Duration how long the night variant / overflow
variant was in the corresponding state

6.7.4.4 Agent group state overview

The Agent group state overview report shows the statistics of user groups,
like the total logon time and the corresponding states the users of the given

group spent their time.

OpenScape Concierge

Agent Status Overview

From: 2014-04-30 12:00 Till: 2014-05-31 11:59

Group

Logon time

Time in Number call Number of users
wrap-up time

exceeded

Time in
unavailable

Time in
available

User Group

3351:11

32:21:24 01:26:41 00:03:06 ] 2

Table: Agent group state overview

Title

Meaning

Group

Group name where the agents /users are
configured in

Logon time

Total logon time of all users in that group

Time in available

Total available time of all users in that group

Time in unavailable

Total unavailable time of all users in that group

Time in wrap-up

Total time of all users in that group spent in
wrap up / afterwork

Number call time
exceeded

Total number of calls where the RNA (Ring No
Answer) time was exceeded

Number of users

Number of different users in that group in the
reported period
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OpenScape Concierge Button Configuration

General

The Button Configuration tool is an integrated tool for creating, modifying
and maintaining layouts for Direct Dial button tabs and associated Speed
Dial Buttons.

The tool can be started in the Data Center under Basic data \ Button
configuration in using the tenant’s manager account where multiple layout
templates, so called configurations can be created, saved and assigned to
the Concierge users.

NOTE:

A Concierge user that has the corresponding permission can also change
the button configuration that is assigned to him. Configuration changes take
effect after restarting the Concierge Client.

Direct dial buttons and speed buttons simplify call handling for the Concierge
user for specified extensions. The button allows transfering a call or picking
up a call from the specified device with one mouse click.

Blind transfer and Comfort transfer are possible. If the target device is busy
the attendant can create an email notification by pressing the button; the
GUI opens the email window with the address of the assigned user already
preconfigured.

The buttons can be configured using tabs. All together a total amount of 252
Direct Dial buttons can be configured.

Furthermore the buttons can act as busy lamp indicators, the current
telephony status of the extension will be displayed.

Also possible is to show the UC, Circuit, Skype or Microsoft Teams
presence status of this extension as well as an activated call forwarding.

Speed buttons

It is possible to place direct dial buttons directly in the Concierge client
window. These are called speed buttons and work with busy lamp
indication, UC, Circuit or Skype status and activated call forwarding status.

Button Configuration tool

The Button Configuration tool that is started from Data Center or from the
Concierge client GUI is used to centrally administrate the described
functionalites.

Under Basic data start Button configuration in Data Center. The Button
Configuration window opens. Under Configurations the Name field lists
configurations available, after the first start it is empty.

The uppermost configuration in the list on the left is highlighted and
displayed in detail.

Three buttons are available, New, Change and Delete to create a new
configuration, modify an existing one or delete one respctively.
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Contact data

T

| Saveas |

5 Configurations Save | | Cancel
. —_—
RS I Impart |
Name: MUENCHEN |
Description: [Team 1 |
Bulletin board
o Number of configured monitor point fcenses For this configuration: 3
o] = —
i
Button configuration \ Gonfigure direct disl tab | ¥ Status Indicators Manual vidth value per tab -
e | Spesd buttons configuration | %] Show transfer aptions Marual width g2 = Apply
Language configuration
Configuration area
[ Nome2 [Name3 [Name [Name5 [Names [ speed |
Welcome messages (==
= Marqu: || o=, Miller | = Smith | | - Sales lemmam.”
I Emma - Paul - Rachel |=| /& - [ =
i 1726 | | 5 " | (==
| Pauim. ©
| .
Rachel 5.
I
—~)
| sales .
v [
o 0 o | - r———
Direct dial button 3 poat o coor Delete | change
Line 1 Bmith Function Bind @] Busy lamp B
Line 2 Rachel Phone no, 4969793092222 ¥] User Presence
Line 3 [ Moritor numb +4369793092222 S
ine nitor number
Call pickup alowed 5
Call history Speed Caption Rachel 5. E-mail address SkypeUser2@sip.coe.lab Keyboard shorteut: Cirl+
System data ||
Administrator o
TR || @ Display buiton configuration ta modily seftings.
Reports

7.2 Configuration

7.2.1 Create a new configuration

Press the New button and specify a name and a description.
Right below the Description field several settings can be made:

Mumber of configured monitor point licenses For this configuration: | ] 3

i Configure direct dial tab i [¥] Status Indicators fMapuéI width value per tab b

i Speed buttons configuration | [ Show transfer options Manual width 59 & |
I = o

The buttons on the left are meant for defining the layout of the six direct dial
tabs and for the speed buttons sizing.

By setting the checkmark Show Indicators the buttons will include symbols
for showing the phone state, the UC, Circuit, Skype or Microsoft Teams
presence state and an activated call forwarding of devices which can be
monitored.

If Show transfer options are set, the button indicates dropdown
functionality on each button that allows choosing call pickup, blind transfer,
comfort transfer or email.

The dropdown list allows different options for the width of the buttons on the
six tabs. If an automatic width is selected, the option to manually define the
width is deactivated.

By specifying the Manual width value and clicking the Apply button the
buttons in the selected tab below will change the size.

The Number of configured monitor point licenses shows the amount of
used Monitor points for the given configuration and for all configurations
together. This value is of interest in case the customer has purchased only a
limited number of monitoring point licenses.
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7.3 Configure direct dial tabs

Press the button Configure direct dial tab for specifying the general layout
parameters like names of the tabs, the font sizes of the description lines and
the amount of buttons.

%, Configuration of the direct dial pages and control buttons

The follawing maximum number of buttars is available: 252
Tab Direct dial buttons font size Positioring of direct dial buttons

Mumber Mamne Lire 1 Line2/3  Mumber of raws Mumber of columns Additional Amnount
1 Service 10 8 3 % o 42
2 Sales 10 8 [ 7 a 42
3 Jobs 10 8 B 7 o 42
4 Deputies 10 8 [3 7 a 42
b BackDffice 10 g E 7 ) 42
6| r y r 2

232
BispioreE | | corcel e eddda

The number of direct dial buttons per tab can be modified. 252 are available
in total and can be spread over 6 tabs.

On the left the number of tabs is visible together with the tab name.
The font size for the head line (Line 1) and the lines 2 and 3 can be
specified for the butttons of the corresponding tab.

On the right the number of rows and columns is defined:
6 rows with 7 columns each comprises 42 buttons by default per tab. It is
possible to place all 252 buttons on one tab.

In case less buttons per tab are required, it is also possible to define that. In
the image above the tab Finance only has 4 rows with 5 solumns each,
altogether 20 buttons. But in addition there are two additional buttons, so the
amount is 22 buttons.

The total amount of all buttons is visible on the rightmost colum for all the
tabs.

Click on Apply data and close the window with Display tab.
7.3.1 Setting button width

As described above, the width of the buttons can be defined manually or
automatically.
The settings from the dropdown list allow:

e Automatic width per tab
e Automatic width for all tabs
e Manual value per tab

e Manual value for all tabs
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7.3.2 Configure a new direct dial button
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Configuration area
[EER tame2 [Name3 [Name# |Name5 [Name |

= Marqu: = Miller |~ Smith | | -~ Sales >
Emma - Paul - Rachel |-| &) b4
1726 . ol ™ 5 -
v
] - — — > ; E " —
Direct dial button 3 e BN i | fi Delete o [l Change:
Line 1 Smith Function Blind [¥] Busy lamp
Line 2 Rachel Phone no. +4969793092222 it et
Line 3 Monito b +4969793092222 Elae o
ine onitor number
Call pickup allowed
Speed Caption Rachel 5. E-mail address Skypelser2@sip.coe.lab Keyboard shortout: Ctrl+¢

Here are 3 description lines as well as a Speed Caption that is used to
label the corresponding speed button.

The Function field defines the default function when clicking the button
once.

Phone no of the participant for transfering the call.

Monitor number is the number of the monitored device, usually the
same as the phone no.

In case User Presence is checked E-Mail address field is used to
reference an Skype for Business Ciruit or Microsoft Teams Presence
System account.

On the right on can see whether this button allows Busy lamp (CTI and
UC), User Presence (Skype, Circuit or Microsoft Teams), Speed
button and Call pickup functionality.

To configure a new direct dial button, click the desired direct dial button
followed by the Change button or open the configuration window by right-
clicking the button.

The fields for this button are now editable:

OpenScape Concierge V4R2, Plus, Administrator Documentation 97



7.3.2.1 Busy lamp

7.3.2.2 User Presence

98

Direct dial button 1
| Busy lamp
Line 1 b arquiardt
Line 2 :El_'nl_ﬂa_
Line 3 1726
Speed Caption |Emma M,
Function jFren_a -
Phane na. |+4969793091 726
Monitor number +49659793091726
E-mail address emma.marquard@testco. com
Text color - elfindowT ext -
Button color [ u:I‘_‘f_n_aIIo_t-\_J -
Keyboard shortcut  Ctrl+Shift+ | -]
K Close Save

A busy lamp shows the phone state of the subscribers line. Possible states
are: idle, busy, out of service or in an unknown state.
It is available on CTl and OpenScape UC extensions.

NOTE:
This is only possible for telephone system lines of the Main site or
Monitored sites, see OpenScape Concierge Configuration Manual!

To ensure the functionality of the busy lamps, a functional number must
always be specified in E164 format both for a OS4000 and for OpenScape
Voice, for example +4969123302.

When activating the checkbox for the busy lamp you have to fill in the
telephone number of the extension to be monitored into the field Monitor
number.

The number of busy lamps is limited by the number of available licenses for
monitoring the lines that are described in section 7.2.1 Create a new
configuration.

A telephone symbol appearing on the configured button indicates whether
the monitored line is free (green), busy (red) or out of service (grey).

An extension that cannot be monitored because the corresponding phone
number is not properly configured is indicated with a red question mark.

If one drags the mouse over a button the status of the corresponding phone
is displayed also in the Tool tip.

OpenScape Concierge can be connected to one Presence information
system (OpenScape UC, Circuit, Skype for Business or Microsoft Teams).
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For UC

When using OpenScape UC as presence system and the Busy lamp flag is
checked the monitor number is used to reference the users account and
(depending on configuration) it may be possible to change the users
presence state within the Concierge client.

The following states can be displayed:

Icon | State
Unknown

Offline

® Busy

Away

(-] Do not disturb

Available

For Skype, Circuit or Microsoft Teams

When activating the checkbox for the user presence of a Circuit, Skype or
Microsoft Teams Presence information system you have to fill in the E-Mail
address the presence user account uses to logon.

NOTE:
Presence state changes are not possible for Circuit, Skype or Microsoft
Teams Presence

Skype - The following states can be displayed:

Icon | State
Offline
® In a meeting
@ Busy
® In a conference call

In a presentation
Be right back
Away

a Do not disturb
Off work

Out of office

Out of office (Auto answ.)

Online
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Circuit - The following states can be displayed:

Icon | State

Unknown
Offline
® Circuit call

Away
a Do not disturb

Online

A31003-S2242-M101-10-76A9
100 OpenScape Concierge V4R2, Plus, Administrator Documentation



7.3.2.3 Speed button

Microsoft Teams - The following states can be displayed:

Icon | State
Unknown
Offline

® Circuit call

Away
a Do not disturb

Online

NOTE: Some buttons can display the Microsoft Teams presence status and
are periodically updated. To set the update frequency, go to Data Center >
System Data > Client Configuration > Presence Server > Presence Status
Update Timer (default 5 seconds)

NOTE: Values lower than 5 seconds are not recommended.

Define whether the direct dial button should also be a speed button. A
speed button is a constantly visible direct dial button in the Concierge client,
see below.

If the checkbox for the speed button is ticked, the Speed caption field
should also be filled.

A maximum number of 20 speed buttons is recommended but not limited.

7.3.2.4 Call pickup allowed

7.3.2.5 Function

A31003-S2242-M101-10-76A9

Activate this Checkbox if a call pickup for the phone number is allowed.

NOTE:
The function ,Call pickup® is available via CSTA and requires a filled
monitor number.

Under Function a dropdown shows the available functionality that is used
when clicking on the button with the left mouse key.
Blind transfer, Comfort transfer, Email and Free are allowed.

NOTE:

Free just copies the phone number into the Destination field in the
Concierge Client.

As mentioned the option Show transfer options allows all types of
Transfer options via right mouse clicks’ choice, see section 7.2.1 Create a
new configuration.

Under Text color and Button color the corresponding colors can be chosen
for the different buttons.

Finally a Keyboard shortcut can be define; for example with pressing the
keys Ctrl and Shift and ”3” the associated button can be used without
mouse interaction.
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7.3.3 Deleting a direct dial button

7.3.4 Importing a file

Click the button you want to delete. Use the delete symbol in the button
properties panel to delete the button. The button will be blank and thus not
visible in the tab.

Still, as configured in the tab properties, an empty placeholder remains in the
layout.

In order to import an older version of the direct dial button configuration
which was stored in older Concierge version as a .csv file, use the Import
button in the upper right area of a configuration.

7.4 Speed Buttons Configuration

7.4.1 Cut and Paste

102

A speed button is a constantly visible direct dial button in the Concierge
client, see above. Press the button Speed Buttons Configuration to modify
the layout of the speed buttons on the Concierge client.

% Speed button configuration

Font size of the speed buttons s 2
Width of the speed buttons |51 :
Show speed buttons | | Cancel | | Apply data i

The Font size and the Width of speed buttons can be configured in the
window.

The picture shows the Speed buttons as of a given

= configuration.
Emma M.... The Speed caption should not exceed the space that is
P, available on the button as configured above. Change font
Paul M. size if required.

o The dropdown area on the right of the button allows the

Rachel S 2 different transfer options as defined under section 7.3.2.5
> Function above.
ﬁ:: |
Sales

Do not forget to configure a Speed caption!

It is possible to cut a Direct Dial Button from its existing position and paste it
either in the same tab or in a different tab to a new position. All properties
remain set.

Direct dial button 212 | | | coy | | odete | | change

Procedure:

1. Select the desired Button
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7.4.2 Drag and Drop

Click on Cut
Select the new desired position

Click on Paste

o M DN

Button is moved to the new position

You can easily move the position of a Button with Drag and Drop
mechanism to a new position.

Procedure:

1. Select the desired Button

Click on the Button with the left Button of your mouse

Move the mouse to the new position with still pressed left mouse button

Drag the object with releasing the left mouse button

o &~ b

Button is moved to the new position

7.4.3 Saving a configuration

A31003-S2242-M101-10-76A9

You can save a configuration within the DataCenter by clicking on the “Save
as” Button. Saved configurations will appear on the left hand side in a list
“Configurations” beside the configuration window.

Configurations can be modified and saved with a different name and
assigned to other attendants.

NOTE:
Assigning of Button Configurations is performed in the User
configuration.

NOTE:
When a configuration is assigned to an user the Concierge Client has to be
restarted that the changes take effect.
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8 OpenScape Concierge Layout Management

8.1 General

Two types of Layout modifications for the Concierge Client GUI are possible:
First, in Data Center — logged on as tenant’s manager — under System Data\
Client Configuration there is the section Layout. In this section predefined
layout modifications are available, like visibility of GUI elements or font sizes
that are helpful for people with a debility of sight for example.

If there are modification requirements that cannot be handled with the
options in Data Center or fine tuning is required, the OpenScape Concierge
Layout Manager offers the possibility to adapt and customize the
OpenScape Concierge client interface in relation to color, position, size,
visibility.

NOTE:

Use of the OpenScape Concierge Layout Manager is depending on the
OpenScape Concierge Version used. A conversion of an OpenScape
Concierge Layout from an older version is not possible.

It should therefore be ensured that changes in the OpenScape
Concierge Layout are properly documented so that these changes
can be performed again later if necessary!

Remarks:

e The labels (text fields) in the OpenScape Concierge interface are not
adapted with the Layout Manager. The labeling of the layout objects is
done using OSConcierge_Lang.Custom.xx.ini file for the respective
language, in English for example OSConcierge_Lang.Custom.en.ini. —
see section Language Files 3.1 Language files.

e The visibility of the tabs in the electronic phonebook depends on button
configuration in with the Button Config Tool that is covered in chapter 7
OpenScape Concierge Button Configuration. Only tabs which contain at
least one button are visible.

o The operation of the Layout Manager is based on current programming
environments. Knowledge in this area makes it easier to get to grips with
the Layout Manager.

¢ No objects may be deleted with the Concierge Layout Manager.
Deleted objects are to be reinserted at the correct position. If individual
objects are not required, they have to be switched to invisible via the
visibility property.

Installation folder

The OpenScape Concierge Layout Manager is installed with the OpenScape
Concierge setup choosing the setup type "Custom" and is located in the
installation path under the "\...\bin\Concierge Management\ Layout
Management" folder.
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8.2 Starting Layout Management
Ho

The tool can be started from the Windows Start Menu:

Data Center

8.3 Selecting the required form

A31003-S2242-M101-10-76A9

The Layout Management provides the following interfaces:
e OpenScape Concierge LayoutManagement tool interface
e Object inspector

e Forms:
- Attendant logon form
-~ Main form

After OpenScape Concierge Layout Manager is started the Tool interface is
opened. Here you can for example amend the forms:

OpenScape Concierge LayoutManagement 4.0.0.0 >

File Edit View About..
. : | y : | [, Select a form

| : L | | o Attendant logon form
Main form

NOTE:

The original forms always remain in the Concierge.exe file. Thus these
can be restored easily by renaming or deleting the present individual layout
files, if required!

Attendant logon form

Langua

Tenant: DEFAULT

User: Lagentd, dgentd, [serM ameaGTA) w

Extension: 554181021342

Main form
The main form defines the OpenScape Concierge client user interface.
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8.4

4, 0sC 1[=] E3
Caller queue B ® Grouping Proce -
Retrie... | Status Edit. Dura... */ |Talk to... |Caller Destination |Coll Join Answer
Drag a column header here to group by that column
Queue [oura.. 7 [caller  [Retrieve
<No data to display >
<No data to display>
[l v
Personal calls [ura.. 7 [caller [Retrieve
Mo daka to display
4] ] ¥
9:59:99 { disconnect in held E disconnect in held -l
Number | b
,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, 5' 6 v! Fg .
Consult | Dial
Extension status:
P | S PP P PPy S PSP PSP Phone | CFWY direct
Comment I DND | CFW avail
"""""""""""""""""""""""""""""""""""""""""""""""""" Waiting | CFW busy
Call functions !
i CaIIReIatedLlcenseLbI ‘ |
AlL-+F2 i F2 . ; | AILHF7 |7 AILHES | aletFLa : A
Park ;Transfer |‘ HDId | Llnel Iternatew‘:unferen‘ |schne Queulng Contact details \ Forward | Skill groups \ Paging
Electronic Telephone Book Contact - Tab view
* Contact list
Search stri 4 e ¥
Search string l |x| ¢ : ; T Customer data
Telephone Fax. ‘Secretary Building  Room ‘Salutation ‘Title ‘Function ‘Company | =] |
| i =] i i i R S
Name First name Department Location i Keyword ‘Customer data i [from 2te fp [reason |
| f =0 i I S TR -
Ext. Jue. [cal. [Hame 2 [pet..[samt..[ritle[Function  [company  [Department [Location  [keywords [Line 1 [Building [Roor r F_| fernal Cakeniar infa: Caller
<No data to display> MainCalendarErrorPanel_Labell
L . e asc asd Lol
: Messages ; Post-proc. ; Alarm ] Extras 1 i : Comnr
E \ M '
i ale+Fo Halc+F10}| Alt+F8 [| Alt+F4 . AlE+F3 | Alb+ye 4 5
v 3 Avalable {Inavaiab Work || E-mal S ‘ et Shap Fj Mo Show 5'!
B~ fnectivity ok > & No message Ext About.. ~ Friday, Nove..

Selecting objects

The forms comprise a Main Form, Containers and Objects, which can be
nested above or within each other over several levels.

Clicking an object selects an individual object.

If the Shift key is kept pressed while making a selection additional objects
can be selected.

If an object that was already selected is chosen, it is removed again from the
selection set, if the Shift key is pressed.

If the Shift key is kept pressed down and the mouse is dragged over a
rectangular selection area, all objects within the rectangular area are
selected when the mouse is released.

Note that multiple containers is not possible.

Also note that these containers often seem to be invisible because they
adjust to the surrounding form area.

The Escape key (Esc) can be used to jump from a selected object to one
level higher up as far as the Main Form.

Selected objects can be changed in terms of size and position with the
mouse pointer. Alternatively, changes are possible using the mouse pointer
or the Object Inspector described below or the other menu options. The
effects are the same in each case.

8.5 Closing Layout Management

106

Click File > Close. If the selected form was changed, a confirmation
message opens which asks to save the changes or not. Confirm the
message to finish Layout Management is closed.

This custom-tailored layout is now saved in a file.

This layout file with the ending .dfm also has to be stored in the users’
roaming profile where the LoginData.ini or the customized language ini files
are stored, see section 3.1.1 Customizing the language file.
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8.6 Menu bar

8.7 Toolbar

If the .dfm file is located in that directory, the corresponding layout is used
for the given user. If it does not exist, the layout as of the delivery status is
used.

In this section, the menus and menu commands are listed. The commands
can be also used via the tool bar. For detailed description of the commands,
refer to section 8.7 Toolbar.

OpenScape Concierge LayoutManagement 4.0.0.0 x

File Edit View About..
| j | Select a form

| . | s | o Attendant logon form
Main form

Commands
The several menus include the following commands:

e File
- Save
- Close (not in the toolbar)

o Edit
- Cut
- Copy
- Paste
- Select all

o View
- Align
- Align to grid
- Align palette
- Log elements
- Object inspector

e About

Table: Toolbar

Pictogram Menu item Description

’ﬁ_| Save

Saves all changes to the form. It can be seen in the
status line where the new form was saved. The storage
location is in the user roaming profile path. The path is
shown in the status line of the Layout Management

Al

ToolForm.
Y Cut Delete and copy to clipboard
Copy
2! Paste Inserts cut or copied objects into the form
w Align to grid Aligns the selected object(s) to the grid
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Pictogram

Menu item

Description

Align

the properties available for aligning the selected object(s)
are displayed. The selected objects are aligned in
accordance with the defined properties then.

Alignment E

rHorizonkal————  Vertical

" Mo change
' Left sides

" Centers

" Right sides
~ Space equally

£ Center in window

" Mo change
8 Taops

" Centers

o Eottoms

™ Space egually

" Center in window

Cancel |

Align palette

the properties available for aligning the selected objects
are displayed. The selected objects are aligned one to
another in accordance with these defined properties.

Select all

All objects in a form are selected.

Tab sequence

The sequence of all tabs in the form can be changed
here with the arrow keys. To do this, select the desired
tab and position it at the desired position using the blue
arrow keys.

Edit the tab sequence E l

1 TSwikchBuktan _Tr
ButtonHotkeysaAfterwork: TSwitchButton_TMS
ButtonHotkeysUnawail: TSwitchButton_THS
PanelHotkeysLabelAgentstatus: ToxLabel

ll Ll oK I Cancel
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Pictogram

Menu item

Description

W

Object Inspector

Opens the Object Inspector.

IButtonHotkevsAFterwork: TSwitchButton_Tr 'l

Properties I

HAppearance

(TGlowButtonAppe. .. -

BackgroundColor

OdBtrFace

FHCaptioniFonk

(TFank)

FHCaption2Fonk

(TFank)

(TFonth

ECaption3Font
i Faont

Height

{TFont) |

49

LEDColar

W cred

LEDColarActive

OdlLime

LEDColarBlink

M ciMaroon

LEDColarBlinka, .

W clGreen

Left

178

ame

ButtonHotkewsaft, ..

Skyle

bsButton e

TabOrder

2

TabStop

False

Top

21 LI

Lock elements

Fixes selected object(s) — prevents inadvertent
displacement for example.

Size

The possible properties for changing the size of the

selected object(s) are displayed and the selected objects

are changed in accordance with the defined properties.

& £

eight
{* Mo Change

© Minimurn Width
£ Maximurn Width

¢ width |—

" Minimum Height
7 Maximum Height

¢ Height |—

o]

Cancel |

The possible properties in the form are displayed and
can be changed here.

Form designer propetrties E

Grab handle size

Properties

[v Show movefsize hinks
[~ Show component hinks

[~ show invisible components

Ok I Cancel

The software version of OpenScape Concierge Layout
Management is displayed.

o ‘ About...

8.8 Obiject inspector of OpenScape Concierge

The Properties of the individual objects are displayed and can be changed
in Object inspector.
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NOTE:

Not all properties of the individual objects can be changed in each instance
because some objects get their status automatically from the status of the

environment objects.

8.8.1 Object inspector properties

This is a list of commonly used properties. Not all are listed here.

NOTE:

Properties are object-specific.

Table: Object inspector

Properties Data type, values Description

Appearance..... Display attributes

BackgroundColor Color value Background color

BorderColor Color value Border color

BorderColorChecked Color value Border color in "checked" state

BorderColorDisabled Color value Border color in "disabled" state

BorderColorDown Color value Border color in "down" state

BorderColorHot Color value Border color in "hot" (mouse over control element)
state

Caption..... Caption attributes

Charset List box Determines the character set for the font

CheckColor Color value Color of "checked selection”

Color Color value Color

ColorChecked Color value Color in "checked" state

ColorCheckedTo Color value Color of color gradient "to" in "checked" state

ColorDisabled Color value Color in "disabled" state

ColorDisabledTo Color value Color of color gradient "to" in "disabled" state

ColorDown Color value Color in "down" state

ColorDownTo Color value Color of color gradient "to" in "down" state

ColorHot Color value Color in "hot" state

ColorHotTo Color value Color of color gradient "to" in "hot" state

ColorMirror Color value Color of mirrored area

ColorMirrorChecked Color value Color or mirrored area in "checked" state

ColorMirrorCheckedTo | Color value Color of color gradient "to" of mirrored area in
"checked" state

ColorMirrorDisabled Color value Color or mirrored area in "disabled" state

ColorMirrorDisabledTo | Color value Color of color gradient "to" of mirrored area in
"disabled" state

ColorMirrorDown Color value Color or mirrored area in "down" state

ColorMirrorDownTo Color value Color of color gradient "to" of mirrored area in
"down" state

ColorMirrorHot Color value Color of mirrored area in "hot" state
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Properties Data type, values Description

ColorMirrorHotTo Color value Color of color gradient of mirrored area "to" in "hot"
state

ColorMirrorTo Color value Color of color gradient "to" of mirrored area

ColorTo Color value Color of color gradient "to"

Font..... Character set attributes

fsBold True / False Bold type

fsltalic True / False Italics

fsStrikeOut True / False Strikethrough

fsUnderline True / False Underline

Height -99 to 99 Font height/ The height of a font can be defined in
pixels with "Height". If the value is negative, the
internal distance above the individual text lines is
not considered. If the value for the height is positive,
the height is calculated from the font height plus the
internal distance.

Height 0 to 9999 Specifies the height of the control element in pixels.

HoverColor Color value Color in "hot" state

HoverFontColor Color value Color of font in "hot" state

LEDColor Color value Color of LED on telephony buttons

LEDColorAOpenScape | Color value Color of LED on telephony buttons in "active" state

Concierge ive

LEDColorBlink Color value Color of LED on telephony buttons in "flashing”
state

LEDColorBlinkAOpenS | Color value Color of LED on telephony buttons in "flashing

cape Concierge ive active" state

Left 0 to 9999 Horizontal coordinates of left component border

relative to its higher-level object in pixels

Name

Text selection

Name of character set

ParentColor

True / False

True = Color of higher-level control element is used,
False = Own color definition is used

Pitch Text selection Defines whether all characters use the same
character width

Size 01to 99 Pixel size of font

Style.... Display attributes

TabOrder 0 to 999 Tab sequence

TabStop True / False Defines whether the control element can be
reached with the tab

Text Color Color value Text color

Top 0 to 9999 Vertical coordinates of upper border relative to its
higher-level object in pixels

Visible True / False Switches an element to visible / invisible

Width 0 to 9999 Specifies the width of the control element in pixels.
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8.8.2 Predefined color values

DO NOT change these values!

Data type: Color value: -$7FFFFFFF-1..$7FFFFFFF

Table: Predefined color values

Predefined color values

Description

cINone White in Windows 9x, Black in NT.
clScrollBar Current color of scrollbar
clAqua Aqua

clBackground

Current background color of Windows desktop

clBlack

Black

clAOpenScape Concierge
iveCaption

Current color of title bar of active window

clBlue

Blue

clinaOpenScape Concierge
iveCaption

Current color of title bar of inactive window

clCream Cream

clMenu Current background color of menus
clDkGray Dark gray

clWindow Current background color of window
clFuchsia Fuchsia

clWindowFrame

Current color of window frame

clGray Gray
clMenuText Current text color of menus
clGreen Green

clWindowText

Current text color of window

clLime Lime
clCaptionText Current text color of title bar of active window
clLtGray Light gray

clAOpenScape Concierge
iveBorder

Current border color of active window

clMaroon

Maroon

clinaOpenScape Concierge
iveBorder

Current border color of inactive window

clMedGray

Medium gray

clAppWorkSpace

Current color of application workspace

clMoneyGreen

Mint green

clHighlight Current background color of selected text
ciNavy Navy blue

clHightlightText Current color of selected text

clOlive Olive green

clBtnFace Current color of button

clPurple Purple
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Concierge iveCaption

Predefined color values Description

clBtnShadow Current shadow color of button

clRed Red

clGrayText Current color of shaded text

clSilver Silver

clBtnText Current text color of buttons

clSkyBlue Sky blue

clinaOpenScape Concierge Current text color of title bar of inactive window

iveCaptionText

clTeal Teal

clBtnHighlight Current highlight color of buttons

clWhite White

cl3DDkShadow Windows 95 and NT 5.0 only: Dark shadows for 3-dimensional
elements

clYellow Yellow

cl3DLight Windows 95 and NT 5.0 only: Bright color for 3-dimensional
elements (for edges that point to light source)

clinfoText Windows 95 and NT 5.0 only: Text color for info texts

clinfoBk Windows 95 and NT 5.0 only: Background color for info texts

clGradientAOpenScape Windows 98 or 2000: Right-hand color in color gradient of title bar of

active window —

clAOpenScape Concierge iveCaption indicates the color of the left-
hand side

clGradientinaOpenScape
Concierge iveCaption

Windows 98 or 2000: Right-hand color in color gradient of title bar of
inactive window —

clinaOpenScape Concierge iveCaption indicates the color of the left-
hand side

clDefault

The default color of the control element to which the color is
assigned

8.8.3 Object types

A31003-S2242-M101-10-76A9

The object types (classes) are listed below. There is a unique assignment to
the properties per object depending on the object type.

NOTE:

DO NOT change property name for a standard object!
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Table: Object type

Object type Meaning

TAdvGlowButton Graphical button

TAdvOfficeCheckBox Selection box in office style

TAdvPanel Container object with title

TcxCheckListBox Selection list

TcexDBTreelList List with tree view

TcxDBTreeListColumn List column with tree view

TexGridColumn Column in tabular view
TcexGridDBBandedColumn Column in banded tabular data-related view
TcexGridDBColumn Column in tabular data-based view
TexGroupBox Container object of a group

TcxLabel Text object

TcxMemo Multiline editable text object
TexRadioButton Radio button

TcexSplitter Delimiter for graphical spacer

TcxTabSheet Page with tabs

TexTextEdit Edit field

TdxBarDockControl Container object for toolbar

TMainForm Main form

TScrollBox Box with scrollbars

TShape Graphical element (rectangle, ellipse or line)
TSwitchButton TMS Switch with multiline information and graphical LED capability

8.9 Application examples

8.9.1 Switching buttons invisible

Buttons can be made invisible by selecting a button and then setting the
Visible property to False (for each selection).

Make sure when this form has been loaded again that the button is actually
invisible. This button may have to be made visible again in a text editor
(Visible = True).

8.9.2 Changing the color of call signaling on the line 1 key
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To change the flashing signaling of an incoming call, one or two flashing
colors can be changed with the OpenScape Concierge Layout Manager. The
Line 1 key has to be selected first. The flashing effect is controlled by the
"LEDColor" and "LEDColorBlink" properties. These two colors are shown
alternately.

If, for example, "LEDColorBIlink" changes to cIRed, the flashing occurs with
an alternating green and red LED color. Other alternating colors may be
more distinct for some users of OpenScape Concierge. A change to
"LEDColorBlink"= cIBlue may make sense especially in the case of users
who have red/green visual impairment.
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8.10 Restoring the delivery status

A31003-S2242-M101-10-76A9

A custom-tailored layout can be created for the given forms with the
OpenScape Concierge Layout Manager. This custom-tailored layout is
saved in a file for each form.

This layout file with the ending .dfm has to be stored in the users’ roaming
profile where the LoginData.ini or the customized language ini files are
stored, see above.

If this file is available in that directory, the corresponding layout is used. If it
does not exist, the default layout as of the delivery status is used.
Therefore, in case there are mistakes or undesired effects in relation to the
customized layout, the layout files can simply be deleted or renamed.
OpenScape Concierge then needs to be restarted and shows the default
layout settings.

e For the main form layout Main Form the file is called
OSConciergeLayout_MainForm_en.dfm in the English language version

o For the logging on layout Agent login form the file is called
OSConciergeLayout AgentLoginForm_en.dfm in the English language
version.

NOTE:
Direct dial tabsheets and speed buttons are configured and sized in the
Button Configuration Tool.

For other languages as German or French the suffix is <de> or <fr> instead
of <en> respectively.

The OpenScape Concierge application has to be restarted after every
change made in the OpenScape Concierge Layout so that the changes are
visible in Concierge GUI.

The storage format of these layout files is Ascii. Every layout file can
consequently be processed with a typical text editor.

This requires internal knowledge of the storage structures and the
associated naming environments.
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9

9.1

Contact Data Provider — Importing Contact Data

General

Contact Data Provider (CDP) offers a tool for automatically importing contact
data into the Concierge database OSCADM. The management GUI of CDP
is integrated in Concierge Data Center; it will only be displayed when
systemmanager account is used for logging on to Data Center.

The management GUI of CDP can be reached under Administrator \ Contact
Data Provider, and shows with a top-down view the available data sync jobs.
For creating a new sync job it is necessary to specify an import source first.
With this source a mapping or assignment of the source’s data fields to the
contact data’s fields can be arranged. Finally the mapping together with a
schedule defines a Contact Data Sync Job.

In the next section the different types of data sources are displayed. Then
we find a description of how to create a complete contact data sync job
from scratch, exemplified by a text file import source.

The following sections display the specifications of the further source types.

9.2 Types of data sources

There are five different types of sources that can be integrated in a contact
data sync job:

e CDP can connect to an LDAP server and extract contact data.

CDP can import OpenScape Voice extension information from a MP2 file
that is created in OSV and stored in a dedicated folder for CDP to
access it. The required script for the creation of the MP2 file is delivered.

CDP can import a text file with comma separated values (.csv) that is
created by third party applications.

CDP supports an OLE DB (Object Linking and Embedding, Database)
interface.

CDP supports integration with the Import / Export API of
OpenScape 4000 to gather user information from the
OpenScape 4000 ODFs (object description files).

This CDP job stores the necessary data into the OSCADM database tables
that are used for the ETB search.

NOTE:

If the data to be imported into the Concierge database comes across a new
contact tenant that does not have a matching tenant in the Concierge
database, the contact will be imported into the default Concierge tenant.

9.3 CDP Import Job
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In the following a description of a CDP job is exemplified by .csv / text file
import.

e First the data source has to be defined — that is the text file.
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9.3.1 Summary of tasks

Then a Mapping / Assignment can be created.

With this one can create a job that can run manually or scheduled!

A new import job is created by pressing the right mouse button and choosing
Add Job!

All required steps are exemplified with an import text file: c:\import.txt.

A window appears “Add Contact Data Sync Job” that requires assigning

a Job name with a Mapping and a Schedule!

The schedule defines the times and repetitions of these import jobs!

The mapping defines how the columns of the import source are mapped

to the required columns of the ETB data tables.
Before mapping the fields the source has to be defined!

The import source has to be added using the Add Source Icon in

Assignment section!

The text file looks as follows:

import.txt - Notepad - | o[

File Edit Format View Help

hBB;Concierge;Extension K;Unify
181;Concierge;Extension A;Unify
182;Concierge;Extension B;Unify
1@3;Concierge;Extension C;Unify
184 ;Concierge;Extension D;Unify
185;Concierge;Extension E;Unify
186;Concierge;Extension F;Unify
187 ;Concierge;Extension G;Unify
188 ;Concierge;Extension H;Unify
189;Concierge;Extension I;Unify

Consultant;UnifyPS;UserTraining;+49(50)59580-7580; concierge_k@unify.
Consultant;UnifyPS;UserTraining;+49(50)59580-7581; concierge_agunify.
Consultant;UnifyPS;UserTraining;+49(50)59580-7582; concierge_b@unify.
Consultant;UnifyPS;UserTraining;+49(50)59580-7583; concierge c@unify.
Consultant;UnifyPS;UserTraining;+49(50)59580-7584; concierge d@unify.
Consultant;UnifyPS;UserTraining;+49(50)59580-7585; concierge e@unify.
Consultant;UnifyPS;UserTraining;+49(50)59580-7586; concierge f@unify.
Consultant;UnifyPS;UserTraining;+49(50)59580-7587; concierge gaunify.
Consultant;UnifyPS;UserTraining;+49(50)59580-7588; concierge h@unify.
Consultant;UnifyPS;UserTraining;+49(58)59580-7589; concierge if@unify.

com
com
com
com
com
com
com
com
com
com

In the first column you can see a unique identifier (used as personal

number), followed by last name and first name, some empty fields and the
job title and department. The term UserTraining can be used as keyword.
In the last part of each line one can see the phone number in canonical
format. This is used as Line1 phone number in ETB. Due to its well-defined

format it can be split into country, area and trunk code and extension
number.

NOTE:
The phone number field does not need to have explicitly the canonical

format. The correct conversion will be configured under Data Translation\

Split Rules section 9.6.1 Split Rules.

9.3.2 Steps for a new import job (exemplified with .csv file)
9.3.2.1 Add new Contact Data Sync Job

1.
2.
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Log on with System Manager Account

Change to Administrator and press Contact Data Provider
The Contact Data Provider Job List appears.

With right mouse click create a new Job by choosing Add Job.
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System data

Administrator

| Status|
Job Name
Contact Data Provider

Q

Db Info

-y

&
Update database

Database version

Status

Exported Synched Deleted Enor

The Add Contact Data Sync Job window appears.

#. Add Contact Data Sync Job

Job Mame:

Mapping:

Scheduled:

‘ SAVE

"] @ |

Z[x-m]aw

Schedule bype

) Daily
) Weekly Week Day:
() Manthly Day:

Sched. Time: IUU:UU

CANCEL

-

4. First time the dropdown list Mapping is empty.

9.3.2.2 Create New Assignment (Mapping)

5. Press the green PLUS button right besides the dropdown list to create a

new mapping.
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®. New Assignment

Assignment Mame | Tenant Name -
Source Name: = R 1] | ‘ [l | | Display Advanced Settings | | Customer specific member data
;NAME FIRSTNAME PERSONNEL_NUMBER SALUTATION E FUNCTION_DESCRIB COMPANY DEPARTMENT;
£ i Y
Default Fields Source Columns
|Position | Target Column Source Column n |Field Name Value
1 Personal number kd
2 Name
3 First name
4 Salutation F
5 Title
6 Function
7 Company = —
8 Department
|+
9 Location
10 Street =
1 House number
12 ZIP
13 City ks
14 Country
i5 State
16 Building L4
17 Room
18 Chief ID
L= e —— bt
Availability Fields
| Target Column Source Column Source Value -
<<
-
==
[ i 1
‘ SAVE | | CANCEL |

The Mapping (Modify Assignment) is empty; a source is required.

9.3.2.3 Define new import source

6. Press the green PLUS button besides the Source Name dropdown list to

define a new source.

7. Give the source a meaningful name. Under Source Type choose the type

of source — here the CSV text file.

#. Add Source e P 5

Source Mame demo textfils|

Source Type ;tSV - | Configuration

| |
‘ SAVE | ‘ CAMCEL |

9.3.2.4 Configure new import source (exemplified with .csv file)
8. Press the button Configuration.
9. Under CSV preview file enter the file name with its path.
NOTE: Make sure the file is not on a Shared-Folder.
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10.Under CSV import file enter the file name with its path.

NOTE 1: Make sure the file is not on a Shared-Folder.
NOTE 2: With Release 3.1.3 it is also possible to use Wildcards in import
file name. (i.e. C:\import\import_abc*.txt) — for CSV files only!

11.Check the option “First line contains column name” if required.

12.Choose the CSV delimiter key as of the import file.

Source Name

CSV preview file: CiYimportiimport_Preview. bt ‘ gowse Dirgchbw'ieg |

CSV import file: ‘C: \importiimport. twt | Browse Directories i

First line contains column name

CSV Delimiter x \ Preview i

‘ SAVE ‘ ‘ CANCEL ‘

NOTE:

The CSV preview file should be different file then the CSV import file, as
the import file will be deleted after import process.

The preview file can be a copy of the import file with a different name.

"Browse Directories"-Button is disabled, when Data Center is started on a
client system, since the import file path is only for the server point of view.

Remark:

The system waits until the file with the specified nhame or with matched
wildcard configuration is available in the configured folder.

The process of reading import file takes place as soon as the file is
available. In case of wildcard usage: if wildcard condition matches more than
one file, the files will be concatenated automatically. The process of writing
the new data into the ETB database happens right afterwards, if no schedule
is configured. If a schedule is configured, the system starts writing data into
the DB at the scheduled time.

The wildcard usage is only supported, if unique personal number
assignment is used.

NOTE:
With the CSV import it is useful to not use a schedule. The system will
import data as soon as the import file is available in the specified folder.

With Preview Button the content of the first line in the preview file will be
shown.

13.Press the button Preview:
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®. Contact Data Preview

[coor fecoce Joolz [cols [cols [cole (col? |cols
:'IDD Concierge  Extenzion K. Unify Consul UnifePS UzerTraining +49[50)55958 concierge_k

Close

14.Close the preview.
15.Save the source configuration by pressing SAVE:

16.Save the source by pressing SAVE.

The empty Modify Assignment (Mapping) window appears.

e Choose the created source from the dropdown list.

NOTE: A warning message appears here in case an existing assignment
configuration is modified, like e.g. if another source is used in the existing
mapping.

In this case the mapping of parameters gets lost. Use the right most
Duplicate source button in case the mapping should stay similar.

l IF wau swikch ko okher saurces, the current assignments will gk lask!
k

Acknowledge the warning by pressing OK

NOTE: In case the special characters (like &,0,6,3,etc.) are not presented in
the preview, it could be caused by the source text file not being in UTF-8
format. For converting the source file to UTF-8 use a proper text editor or

any other tool.

9.3.2.5 Mapping: Assign contact data fields
The source columns are visible in the right pane. On the left the default fields

A31003-S2242-M101-10-76A9

in the database are displayed.
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%, New Assignment

=X
Assignment Name  [Unify1 Tenant Mame -]
Source Hame: |yt A b O R Display Advanced Settings
HAME FIRSTNAME PERSONHEL_NUMBER. SALUTATION TITLE FUNCTION_DESCRIE CoMPaNY CEPARTHENT
Concierge Extension K 100 Unify Consulrant LnifyPs
<] T I
Default Fields Source Columns
Postion  Target Column Source Column B Field Hlame valug
It Personal number oLt (] [GBEL 100
| Hame coLz colz Condlerge
3 First name cols cola Extension k
14 Salutation =< lcole Unify Consultant
s Title cols UnifyPs
———————
6 Function col4 coLs. User Trairing
7 Company = — oz +49(50)59580-7550
5 Department cols Ly o
3 Lacation
|10 Strest a2
11 House number
l1z i
13 city 2
14 Country
I1s State
s Buiding Ey
17 Raom
18 Chief ID
availsbility Fields
Target Column Source Calurn Saurce Yalue -
=<
&
> >
4| I |
| sae | ‘ CANCEL ‘

17.Highlight the column on the left and on the right and press the button <<
for assigning the values to each other.

Right above the two panes a kind of preview is available displaying the first
line of the source file assigned to the contact data fields.

NOTE:

The name of the contact is a mandatory field to configure for a properly
working import, please choose a hame in any case!

9.3.2.6 Presence user account for Skype or Circuit

You can map an e-mail address to reference the Skype, Circuit or Microsoft
Teams user account by selecting Presence User ID under Default fields on
the left and map it to the Skype, Circuit or Microsoft Teams account logon e-
mail address on Source Columns.

|24 Division

N csenceuserd

9.3.2.7 Assign Availabilities
For assigning the availabilities proceed as follows:

18.Right mouse click in the pane Availability Fields and choose Add
availability. Specify the kind of availability — here Line1.
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Default Fields

Position Target Column Source Column
7 Company

8 Department COLS

9 Location

10 Street

11 Houge number

12 ZIP

13 City

14 Country

15 State

16 Building

17 Room

13 Chief ID

19 Hierarchy ID

20 Hierarchy display name
21 [Keynods [
22 Add.info

23 Tenant

24 Division

Availability Fields
Target Column Source Column
Add Availability 2

Modify Availability
Delete Availability

Linel

Line 2

Fax

E-mail

Secretary
Business Phone
Representative 1
Mobile phone
Private
Answering machine
Representative 2
Representative 3
Representative 4
Representative 5
Representative 6
Representative 7
Representative 8
Representative 9
Representative 10
Pager

Internally

3

19. Expand the new entry by clicking the “+” element on the left of the entry.

NOTE

The phone number information in source is stored in one field.

20. Highlight the new line and right mouse click and choose Modify
Availability - Assign Source column and choose Single Source

Column.
Availability Fields
Target Column Source Column Source Value
B Availability : Line 1
E— <
Add Availability
Medify Availability 4 Assign Source Column 3 Single Source Column [}
Delete Availability Split Rules Multiple Source Celumns
=

21. Assign column 7 to Line1’s highlighted area by highlighting the line on
the left and the column 7 on the right and pressing the button <<.
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Default Fields

Source Columns

Posion | Target Column Source Column |Figld Name: Value

6 Function coLd — |celt 100

7 Company | coLz Concierge

5 Department COLS . CoL3 Extension K

] Location <<l [coL4 Unify Consulbant

10 Strest coLs UnifyPs

11 House number cole User Training

12 i p— o7 +49(50)59580-7580
13 City | | lcote concierge_k@urify com
14 Country i+ |cos Sales Support

15 Skate LY |coLio 0sCC

16 Building = coLiL 0sCCE

17 Room

18 Chief ID .

19 Hierarchy 1D I

20 Hierarchy display name

21 s coLe 9

|22 Add.info

23 Tenart !

Avallabiity Fields

|Source Valus

Saurce Column

Target Column
ga

E-rnail

B Availability : Line 1
Line:

NOTE: Before the Split Rules can be defined, the mapping must be saved:
Give the Mapping a name and assign a tenant. Save the
Assignment/Mapping and re-open it.

9.3.2.8 Working with Split rules

22 .Highlight the line and right mouse click Modify Availability > Split

Rules.
Availability Fields

| Target Colurnn Source Colurnn Siource Value

& Kind : Line 1

T ity > (R

Madify Availability
Delete Availabilicy

The canonical format under Source Value can be separated into the values
for Country code, Area Code, Trunk Code and Extension.
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®., Add Split Rule

- B X
Rule Name
Source Field Values Splitted data after application of split rules
.COL? Use Default Values
| +49(50)59580-7580 Defautt Yalugs
| +49(50)59530-758 1 i L
2449[50‘-59580-7582 International Cocle Area Code Trunk Cocle
| +49(50)59580-7583 !
| hax. Extension Lencth
+49(50)59530-7584
| +49(50)59530-7585 Default values are added to the source number.
;449(50:.59530_7535 Mumbers with a length == the Max. Extension Length are supplemented
| +49(50)59580-7587
| +4a(50)52550-7588 LT E
:4-49[50)59580-7589 Identifier
Irtermational ldertifier Area Code Start | Extension Identifier
Area Code End |
Signs To Be Deleted :.+—0f\|]
Split By Mumbers
Split Information
Irtermational Cocle | | Ares Code | Trunk Code
[ \&C‘ode .AreaCDd.e "[runkCode
<] I )
< | ] )
Preview of Rules ‘ CANCEL ‘
23.For splitting the canonical format specify the delimiters as visible and
press the button Preview of Rules:
#  Add split Rule ] e S
Rule Marne
Source Field Values Split data after application of split rules
_COLSD Use Defaulk Yalues |Country (Area  Trunk  |Line
+49(50)59580-7550 | | Defautt Values 49 50 59580 7580
+4A(5059550- 7551 i |49 =) 59580 T5E1
449(50)59580-?582 International Code Area Code Trunk Cocle 49 cn cacen 7582
+49(50)59550-7553 |49 50 59580 75E3
| Mz, Extension Lenoth |
+4(50)59550-7584 49 50 59580 75E4
+49(S0)5H5E0- 7555 | Default values are added to the source number. |49 50 So5s0 7585
'+4g(5g)59530_?536 Numbers with & lencth ==the hax. Extension Length are supplemerted. 49 50 COSE0 7586
_+49(50)59580*758? i = _49 50 59580 TREF
+49(50159550- 7585 | W iy ] 49 50 |59580 7588
+49(50)59550-7559 Identifier |49 S0 59580 75E9
International ldertifier * | Area Code Start ( | Extension ldertifier | -
Area Code End bl
Signs To Be Deleted  |+-(31[]

24 .Close the Window Add Split Rules by pressing SAVE.

NOTE:
For a detailed description on the Split Rule functionality and the Regular
Expressions, please refer to section 9.6 Data Translation Tips.

9.3.2.9 Finish mapping
The mapping is finished.
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#, Modify Assignment

Assignment Name Tenant Mame [DEFALLT -]
Source Hams: |urify1 A b O R Display Advanced Settings
HAVE FIRSTNAME PERSONNEL_ NUMEER. SALUTATION TITLE FUNCTION_DESCRIB COMPANY DEPARTMENT
Concierge Extension K 100 Unify Consulkant LnifyFs
] I I
Defallt Fislds Source Columns
|Position | Target Calumn Source Column n | Field Mame Yalue
|t Personal number coLt |coLt 100
| Hame coLz \colz Concierge
I First name cols | |cots Extansion K
|4 Saldtation << col4 Unify Comsultarnt
Is Titls [cols LnifyPS
l& Function coL4 |COLB User Training
|7 Company =| — |coz +49(50)59580-7550
s Department cos L g o
e Location
1o Street
1 House number
|12 E
13 City 2
|14 Country
115 State
it Building £ i
17 Room
118 Chief ID
Avalabilky Fields
| Target Colmn Source Column Source Yalue
18 Avaimbiity | Lie |
Line coL? +49(50)59580-7550 =
-7
=>4
Ex Il I
| SAVE | ‘ CANCEL

25.Verify Tenant Name and Source Name and press SAVE.

9.3.2.10 Finish new Contact Data Sync Job

The Contact Data Sync Job can be finished.

Job Mame!

Mapping:

Scheduled:

Eﬁlemo mapping

v |

O p

14
)

Schedule bype

() Daily Sched, Time: IDEI:DD

7 Weekly Week Day: - |

) Monkhly Day: A
| SAYE

| | CANCEL :|

26.Choose the mapping from the dropdown menu

27.Specify whether the job should be scheduled or not.
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NOTE: For a first test uncheck the Schedule and activate the job manually
— see next section!

28.Give the Contact Data Sync Job a meaningful name and press SAVE

9.3.3 Test Contact Data Sync Job:

1. Verify that the schedule is deactivated and test the Contact Data Sync
Job in the Job list window by right mouse clicking and choosing activate.
The process will run immediately.

Contact Data Provider

[Status‘
Job Marme Statuz Exported Synched Deleted Errar Sournce 4 apping
lidemo job £dd Job demo textfile dema mapping

Madify Job
Delete Job

The import is running!

Contact Data Provider

[ status|
[[Job Mame: Status Exported Synched Deleted Emor Source Mapping !
1 dema job impartrnning 10 a a 1) demo textfile demao mapping

If the CSV file is not located under the configured directory, then status will
be changed to waiting. The import starts automatically whenever the CSV
file is available under its specified directory.

2. Open Concierge Data Center with the tenant’'s manager account or use
Concierges ETB to check a successful import.

Electronic Telephone Book Contact - Tab view

Searchstring % x — search  Reset 4 Extras =
Ext. |Cal. [Hame S |T... [Function |comp... [Department |[Location [eywards |Line 1 . [~] Contact st
T2 Concierge, Extension A | Unify Consultani_____ UnifyAcademy _____UserTraining _ 149 @0 5950761 (No_Jtwe __ [comertion
? % Concierge, Extension B Unify Consultant UnifyAcademy UserTraining  +49 (50) 595607562 [ 1Line1 +49 {50) 595807581 |
? % Concierge, Extension C Unify Consultant UnifyAcademy UserTraining +49 (50) 59580.7583
? Y Concierge, Extension D Unify Consultant UnifyAcademy UserTraining +49 (50) 595807584 Calendar =
? % Concierge, Extension E Unify Consultant UnifyAcademy UserTraining +49 (50) 595807585 | | Thursday, March 06, 2014
? "% Concierge, Extension F Unify Consultant UnifyAcademy UserTraining  +49 (50) 59560-7586 ;00m | 10:00am|11:00am 12:00pm] 1:00pm | 2:00pm
? Y Concierge, Extension G Unify Consultant UnifyAcademy UserTraining +49 (50) 595807587 I ‘ I
? ¥ Concierge, Extension H Unify Consultant UnifyAcademy UserTraining +49 (50) 595607568
? "% Concierge, Extension | Unify Consultant UnifyAcademy UserTraining +49 (50) 595607589 -
| ] | 3

9.4 Defining other types of import sources

The following describes usage of other import sources.

9.4.1 Import source LDAP

Creating a new import job with a LDAP directory as source is done in similar
steps as the configuration displayed in section 9.3.2 Steps for a new import
job (exemplified with .csv file).

Proceed as follows for connecting to a LDAP directory when reaching step
9.3.2.3 Define new import source.
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1. Give the new LDAP source a meaningful name. Under Source Type
choose LDAP.

= - _ex
Source MName LOAP Demo Directary
Source Type LD AP - E Configuration !
[ | [ |
SAVE | | cAncEL |

2. Press the button Configuration.
3. The Edit LDAP Source window opens.

% Edit LDAP Source

LDAP

Source Name

LDAP Provider: lcoyote : (1638 |

BaseDM: jcn=My -Companyf iFetch Base Dhs |

Use S5L: F Validate server certificate:

Search Filter: -(&(_ol;jectdas_sl=‘)(sn=‘)) %

Preview Field: sn Preview Criteria: hlb

Auth. Type: Basic -

User: |en =DomainAdm_i_n,|:' Password: :.‘“’

Timeout: IJ Server Limit: a | Page Size: lEDD
| SAVE ‘ ‘ CANCEL ‘

4. Enter the LDAP server name under LDAP Provider. Verify that the
server can be accessed by this name.

5. Enter the Base Distinguish Name in the BaseDN field or “Fetch Base
DNs” to choose from the Base DNs witch the LDAP Server provides.

6. Specify the Search Filter and Authentication Type with the
corresponding credentials if required.

7. With Preview Field and Preview Criteria the Preview window can be
opened by pressing the Preview button on the right top
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8. Verify that the connection settings to the LDAP server are okay. Close

the preview.

9. Save the LDAP configuration by pressing SAVE.
10.Save the new LDAP source by pressing SAVE.

The Modify Assignment (Mapping) window appears.

11.Choose the new created LDAP source from the dropdown list. A Warning

message appears:

12.Acknowledge the warning by pressing OK

The source columns are visible in the right pane. On the left the default fields

in the database are displayed.

13.Assign the source fields with the contact data fields in the mapping /
assignment window as described in section 9.3.2.5 Mapping: Assign

contact data fields.

%, New Assignment

Assignment Name :‘W ‘ Tenant Mame i@
Source Name: LW | i ‘ % | | 5%} ‘ | [ | ‘ Display Advanced Settings | ‘ Customer specific member data |
NAME FIRSTMAME PERSOMMEL_NUMBER. SALUTATION TITLE FUNCTION_DESCRIE COMPANY DEPARTMENT |
Hibbeler Anny FLLLER® Professional ST
i I
Default Fields Source Columns
Position  |Target Column Source Column Field Name Value i
1 employeenumber — |telephonenumber +49(88)88200-12
2 Name sn | |dxrversion 1.0
3 First name givenname description 12
4 Salutation =< |dxrstartdate 19951130230000Z
5 Title postzlcode 80321
3 Function dxmguid 7632041f624cbcc9:42ab4b 59: 150c913di
i Company =| — |employeenumber FIFTI
3 Department ou 2 givenname Anny
9 Location | c DE
10 Street street L 1 |street Duracher Str. 23
1 House number || [dxrstate EMABLED
12 ZIP postalcode dxrpwdreset FALSE
13 City 2 dxrisinconsistent FALSE
14 Country c dxrtba FALSE 3
15 State sn Hibbeler
16 Building 4§ Hibbeler Anny
17 Room employeetype Internal
18 Chief ID | My-Company Frankfurt
= postaladdress My-Company$Duracher Str. 23860321 F
Availability Fields departmentrumber PS
Target Column Source Column Source Value ! o Frofessional Services
B Avalability : E-ma | | |dwrhistory XML XML, XML, XML XML
Connection mail anny.hibbeler @mycompan. .. | ‘<<! a””V‘h‘bbele’@“Ym"‘PaﬂY-mm
& Availabiity : Line 1 | dxrassignedaccounts  cn=Anny Hibbeler 777771,cn=Accounts
line telephonenumber +49(88)83200-12 | ——  |dxrprivilegesgrantedink on=Fs Sales,cn=General,cn=Accounts a
‘:4,1 manager cn=Finnigan Mike ,cn=Users,cn=My-Com
1 | durprivilegelink cn=Frankfurt - Data Center,cn=groups,t
[ dxrinheritedprivilegelink on=5ales Tasks,cn=Department Spedific,
==l [objectdass dxrUser, top, person,organizationalPersor
dxrlocationlink |=My-Company Frankfurt,c=DE,cn=Cour
il o gdxrnuhnk ou=Professional Services,0 =My-Compan
" SAVE ‘ ‘ CANCEL ‘

Right above the two panes a preview is available displaying the first line of
the source file assigned to the contact data fields.

14.Specify the Assignment Name and the Tenant Name and save the new

mapping for LDAP!
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9.4.2
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15.Proceed with the scheduling of a new Contact Data Sync Job as
described in section 9.3.2.10 Finish new Contact Data Sync Job

Import source OLE DB

The OLE DB integration is exemplified by a connection to a MS Access 2007
database with four example users as displayed in the next picture.

7] ContactData '

D - | LastName - | FirstName - | Extension - E164 - Canonical = Street - |PersonalNumber ~
8 Finnigan Mike 7581 4950505807581  +4%(50)505807581 Main Street 0815
9 Slater Christian 7582 4950505807582 +49(50)505807582 Maple Street 0818
10 Jones Peter 7583 4950505807583  +49(50)505807583 Side Street 0816
11 Krueger Fred 7584 4950505807583 +49(50)505807584 Elm Street 0817

The table name is ContactData; LastName, FirstName, etc. are the
column’s names.

An OLE DB driver / OLE DB provider Software must be available / installed
on the OSC Server.

If your server has 64Bit Operating System, please install 64Bit OLE DB
driver.

NOTE:
For the example MS Access, the OLE DB provider can be downloaded
from the Microsoft support pages.

Creating a new import job with an OLE DB as source is done in similar steps
as the configuration displayed in section 9.3.2 Steps for a new import job
(exemplified with .csv file).

Proceed as follows for connecting to the OLE DB when reaching step 9.3.2.3
Define new import source.

1. Give the new OLE DB source a meaningful name. Under Source Type
choose OLEDB.

®. Add Source

Source Mame |OLE_DE_MsAccess
Source Type 0| EDB - | | Configuration |
‘ SAVE ‘ ‘ CANCEL ‘

2. Press the button Configuration.
The Edit OLE DB Source window opens.
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%, Add OLE DB Source - = X

OLE DB

Source Name

OLE-DB Provider  |Microsoft. ACE.OLEDE. 12.0 - | |Fetch Providers
Server | Database \import\DB 1.accdb|
User ' ' Password

ConnectionString E.F;‘i'o\tiﬂér%h';li-crosof'.t. ACE OLEDI_3 120JData .Source=.¢:.'|import“'

|'\DB L.accdb
Table Mame ;ContactData
Where Clause
Preview Field: ?FirstName | Preview Criteria: ?Mike
‘ SAVE ‘ | CANCEL ‘

3. If Installation works properly the OLE-DB Provider can be chosen from
the dropdown list after pressing the Fetch Providers button.

4. Choose the right OLE DB Provider as of your database requirements.
Specify the database file with its path information. Enter user credentials,
if required.

NOTE:
In case the database is on another PC, map the folder where the database
is located to a local drive!

5. Test the connection by using the Preview option:
Enter the preview criteria that matches the database’s structure and
content and press the Preview button.

% Contact Data Preview

:-ID “LastName “FirstName : -E:-ctension .E‘IEd “l:anonical Sheet -PersonaINumber- .
|8 Finnigan bike it 495050580758 +49(50)5058075 Main Street 0815

Close

6. Close the preview and save the Edit OLE DB window.
7. Save the OLE DB configuration by pressing SAVE.
8. Save the new OLE DB source by pressing SAVE.

The Modify Assignment (Mapping) window appears.
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9. Choose the new created OLE DB source from the dropdown list. A
Warning message appears:

10.Acknowledge the warning by pressing OK

The source columns are visible in the right pane. On the left the default fields
in the database are displayed.

11.Assign the source fields with the contact data fields in the mapping /
assignment window as described in section 9.3.2.5 Mapping: Assign
contact data fields.

%, New Assignment

Assignment Mame oledb ] Tenant Name |[DEFAULT -
Source Name: OLEDB_MSACCESS ' | L ‘ | A | | [x] | | e ‘ ‘ Display Advanced Settings | | Customer spedfic member data
NAME FIRSTNAME PERSOMNNEL_NUMBER SALUTATION [TITLE FUNCTION_DESCRIB COMPANY DEPARTMENT
Finnigan Mike 0815

K [ I
Default Fields Source Columns

Position  |Target Column Source Column n :F\e\d Name: Value

1 Personal number PersonalNumber e g

2 Name LastName |LastName Finnigan

3 First name Firsthame FirstName: Mike:

4 Salutation =< |Extension 7581

5 Title ;Elfﬂ 4950505807581

6 Function |Canenical +49(50)505807581

7 Company — - | Main Street

8 Department & 0815

5 =

0 A Strest A

1 House number

12 ZIP

13 City a

14 Country

15 State

16 Building 9

17 Room

18 Chief ID

Availability Fields

Target Column Source Column Source Value s
B Availability : Line

N =7 S O <<

+?

=

<] I )

| SAVE | ‘ CANCEL |

Right above the two panes a preview is available displaying the first line of
the source file assigned to the contact data fields.

12.Specify the Assignment Name and the Tenant Name and save the new
mapping for OLE DB!

13.Proceed with the scheduling of a new Contact Data Sync Job as
described in section 9.3.2.10 Finish new Contact Data Sync Job

9.4.3 Import source OSV

Creating a new import job with OSV MP2 data as source is done in similar
steps as the configuration displayed in section 9.3.2 Steps for a new import
job (exemplified with .csv file).

Proceed as follows for connecting to OSV MP2 data when reaching step
9.3.2.3 Define new import source.
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1. Give the new OSV MP2 source a meaningful name. Under Source Type
choose OSV MP2.

#®. Add Source . I 4
Source Name 0S5V Export
Source Type m - | | Configuration |
| SAVE ‘ ‘ CAMNCEL |

2. Press the button Configuration.
The Add OSV MP2 Source window opens.

#. Add OS5V MP2 Source

OSV MP2

Source Name

OSV server: [192.168.22.107
S5H user: |osccesync S5H password; (sErssssssssss
OSVMP2 file path:  |fetc/Oscee | | GetvPaFie |

Q5V-MP2 file name: |SoapExp0rtOscce.b(t | |W|

‘ SAVE ‘ ‘ CANCEL ‘

3. Enter the IP address of the OSV under OSV server. Verify that the OSV
can be accessed.

4. Enter the SSH User credentials as of the script that was installed for the
Export Job in OSV. The user credentials to log on to the OSV for
downloading the MP2 file are:

User: osccesync and Password for OSV >= V9: always open the script
with a viewer and check current password.

5. Enter the OSV-MP2 file path as of the script that was installed for the
Export Job in OSV.

6. Press the GetMP2File button to download an MP2 file from OSV and use
the preview functionality by pressing the button Preview to see the file
structure.

NOTE:

The OpenScape Voice must be prepared to permanently provide the MP2
file with present phone numbers and display names to use for import. A
description is available in section 9.7 OSV Data Export.

7. Verify that the connection settings to the OSV server are okay. Close the
preview window.
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8. Save the OSV MP2 settings by pressing SAVE.

9. Save the new OSV MP2 source by pressing SAVE.
- The Modify Assignment (Mapping) window appears.

10.Choose the new created OSV source from the dropdown list. A Warning
message appears:

11.Acknowledge the warning by pressing OK
The source columns are visible in the right pane. On the left the default
fields in the database are displayed.

12.Assign the source fields with the contact data fields in the mapping /
assignment window as described in section 9.3.2.5 Mapping: Assign
contact data fields.
- Right above the two panes a preview is available displaying the first
line of the source file assigned to the contact data fields.

13.Specify the Assignment Name and the Tenant Name and save the new
mapping for OSV MP2!

14.Proceed with the scheduling of a new Contact Data Sync Job as
described in section 9.3.2.10 Finish new Contact Data Sync Job

9.4.4 Import source 0S4000

CDP supports integration with the Import / Export API of OpenScape 4000
Assistant to gather user information from the OpenScape 4000 ODFs
(object description files).

Creating a new import job with OpenScape 4000 Assistant data as source is
done in similar steps as the configuration displayed in section 9.3.2 Steps for
a new import job (exemplified with .csv file).

Proceed as follows for connecting to OS4000 Assistant data when reaching
step 9.3.2.3 Define new import source.

1. Give the new OS4000 Assistant source a meaningful name. Under
Source Type choose OS4KASSIST.

®. Add Source

Source Mame Q54000 Sync
Source Type |== EE'H.Ei - | | Configuration i
‘ SAVE ‘ | CAMNCEL ‘

2. Press the button Configuration.
The Add OS4KAssist Source window opens.
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% Edit H4KAssist Source

054K Assistant

Source MName | 4 ___—I

054K assistant host name - |22 |

User name: .m| e I‘ﬁl

IE files path: E;ﬂ;ﬁﬁﬂé,’cocuserﬁeﬁles | | Send request file |

Request timeout: I1_5 g | | Get response file |
- —r——

| SAVE ‘ ‘ CANCEL |

3. Enter the IP address of Assistant host server under OS4K assistant
host name, the default port number is 22. Verify that the Assistant can
be accessed.

4. Enter the log on credentials for logging on to the Assistant.
5. Enter the IE files path where the ODF files can be accessed.

6. Press the Send request file button to make CDP create a request file
which will be sent to the corresponding path.

NOTE:
Use WIinSCP or a similar tool to check whether the request file was sent
and if the response file was created.

Creation of response file may take up to 15 minutes depending on OS4K
configuration.

7. Press the Get response file button to download the response file.

#. Contact Data Preview

|TF|ANSFEFI-CDMPLETED ?i

| 30B5 bytes have been transfermed, |

| |

K i | » |
i Close |

8. Use the preview functionality by pressing the button Preview to see the
file structure.

®. Contact Data Preview

|.unique_key country | comparngy orgl org2  orgd ongd orgh orgE | name
| 10411 DE Unify GrbH & Unify ESS ESM APT 5300 Ochier i
| 1
« N ¢
Close
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®. Modify Assignment

NOTE:

The content of the ODF file is defined in the OpenScape 4000 Assistant or
in a networked environment in OpenScape 4000 Manager. Please refer to
the OpenScape 4000 administration manuals for further details.

9. Verify that the connection settings to the OS4000 Assistant are okay.
Close the preview.

10.Save the OS4000 Assistant configuration by pressing SAVE.
11.Save the new OS4000 Assistant source by pressing SAVE.

The Modify Assignment (Mapping) window appears.

12.Choose the new created OS4000 Assistant source from the dropdown
list. A Warning message appears:

13.Acknowledge the warning by pressing OK

Assignment Name Tenant Name [@
Source Name: 054000 Sync - | S b O R | Display Advanced Settings |
MNAME FIRSTMNAME PERSOMMEL_MUMBER SALUTATION TITLE FUNCTION_DESCRIB COMPANY DEPARTMENT
Ochner Rolf 10411 Unify GmbH & Ca. KG ~ ESS
| « | I
Default Fields Source Columns
Position  |Target Column Source Column n Field Name Value
1 Personal number unique_key | junique_key 10411
2 Name name country DE
3 First name christianname company Unify GmbH & Co. KG
4 Salutation (=<1 |org1 Unify g
E T ]
5] Function org3 ESM
7 Company company =| — |org4 APT
3 Department org2 L_’| orgs 5300
9 Location i | |orgs
10 Street L 1 (mname Ochner
11 House number sortname OCHNER
12 i christianname Ralf
e | e I
14 Country salutation
15 State location
16 Hierarchy ID || |building
i7 Chief ID longname
13 Hierarchy display name extension 7342
E L switch_name 5300
Availability Fields sequ_num ]
Target Column Source Column Source Value fcwim
B Kind : Line 1 || |ext_areacode
S T S - N [ o< e
ext_ext
—— | faxnumber
47l |import_dat
1 |owner_group Unify
|_ modify_date 20140430
>> | access_control
textl
i l B oo
‘I SAVE |‘ ‘I CAMCEL I‘
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The source columns are visible in the right pane. On the left the default fields
in the database are displayed.

14.Assign the source fields with the contact data fields in the mapping /
assignment window as described in section 9.3.2.5 Mapping: Assign
contact data fields.

15.Right above the two panes a preview is available displaying the first line
of the source file assigned to the contact data fields.

16.Specify the Assignment Name and the Tenant Name and save the new
mapping for 0S4000 Assistant!

17.Proceed with the scheduling of a new Contact Data Sync Job as
described in section 9.3.2.10 Finish new Contact Data Sync Job.

9.5 Additional information — best practice

This section displays best practice tips regarding creation and deletion of
Contact Data, Advanced Settings and Error handling personal numbers and
full import versus delta import.

9.5.1 Remarks regarding Data Integrity:

Generally, the customer is responsible for the content and the quality of his
data sources.

There are several options during import definition to enhance the phone
number quality, like e.g. short numbers can be extended by default values,
formatted numbers can be identified.

NOTE:

Due to the optimization regarding the data quality for dial able and
searchable phone numbers, unformatted numbers are not allowed in the
Concierge DB.

Numbers that are not in international format can be normalized into an
international number during the mapping by using regular expressions.
International numbers can be split by phone number identification.

NOTE:
Test the split rules with the corresponding preview-option; see section 9.6
Data Translation Tips.

9.5.2 Deletion of Contact Data from a single import source

A31003-S2242-M101-10-76A9

In case contact data records from a dedicated import source needs to be
deleted, this can be done in System Management in the Control Center
area under ContactDataProvider.

In the pane Functions on the right there is an option List Import sources
and an option Delete Data from Import Source.

Press the button to perform the action. Specify the import source to delete all
data from one import source.
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% System Management - OpenScape Contact Center Extensions

Eile  Actio Tools |[nfo

l!! System Monitor - Default settings
! ServerData@vsloscceyv3mb2 [Main] CentactDataProvider
. ConciergeProviderServiceMaster Server: vslosccev3mb2 - Process ID: 580 (Version: 7.1.0.21)
. ConfigSyncServer
. ConnectBalancngServerPrimary . Process Execution Status . Process System Status (SHMP)
B ContactCentertode SOLLABFFM3 Srmii] EER
. ContactDataProvider - Execution ~Functions
B controiconfigns | E Star | | List Import Sources ‘
. ControlOscadmD8 .
. CPSWorkerService | ] Stop | | Delete Data From Import Source ‘
. ExternalCalendarConnector :
. ExternalCalendarMode | » Restart |
. HttpServer
. LicenseManagementServerPrimary |x Shut Down | ‘ x kil i
. LogTransferProcess i ]
B ersxLinkConnector
. PABXLinkModes ; :
. RealtimeServer | Enable | ‘ n Disable |
D SnmpAgent
. WebSchedulerWorker
-Messages

[2015-11-03 11:11:10] start ListimportSources.

[2015-11-03 11:11:10] Import Source Name= testcsv1 MEMBER records=4

[2015-11-03 11:11:10] end of ListimportSources

il oo | o ]
I u Control Center I ;
L S

systemmanager C ServerDat Installation data updated b

9.5.3 Copying assignment / mapping

It is possible to copy a configured assignment / mapping. If the structure and
type of the source stays similar, then this can be changed in the copy of the
present mapping. The mapping itself will stay as it is. In case the type or
structure of the new data source differs from the original, the mapping will be

lost.
| Status]
| Job Mame Statug Exported Synched

Job Name: test

Mapping: |test . | |. @ || ||

Duplicate mapping

Scheduled: [F Schedule type

Press the Duplicate mapping button to create a copy of an existing mapping!

NOTE:
Please be aware that the split rules will not be duplicated. In a duplicated
mapping you need to configure them once more!
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NOTE:

Please verify that the Import Source name is different for each mapping.
Unless two mappings shall update the same records (i.e. delta update) use
different import source names, see section 9.5.6 Advanced settings.

9.5.4 Status indicator

If the Contact Data Provider Service is up and running, this is displayed via
the green LED at the bottom of the DataCenter window. The Contact Data
Provider option window has to be active.

@ CDPServer is online

NOTE:
For scheduled jobs, Data Center does not need to be up and running!

9.5.5 Error file

An error file is available with all import data if import fails:

In the same folder where the import file is located the system creates a new
folder named “errors”, by default this is the folder “C:\Program Files
(x86)\OpenScape Concierge\LogDir\ ContactDataProvider\errors”.

The import file storage location can be found under the Advanced Settings
which can be set under the Display Advanced Settings button in the
Modify Assignment Window.

9.5.6 Advanced settings

Find the Advanced Settings under the Display Advanced Settings button in
the Modify Assignment Window.

Advanced settings usually are not required — depends on customer data file
and infrastructure.
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®. Modification of advanced settings

Mame of import

Storage location of import fle  |C:\Program Files (x86)\0OpenScape Contact Center ExtensionsYogDir\ContactData

Only execute data export
Delta Import

Scheduled Conderge DB update |f Scheduled Time

MaxDelta 0
Keyword Separator | AddInfo Separator
Image Import

ECD Import

Send E-Mail

‘ CLOSE ‘

The picture shows advanced options regarding the Assignment / data sync
job.

The value of “Name of import” file is a temporary text file that is created

right after the export of the data source. It is stored in the corresponding
Storage location of import file; (as a consequence in case of error the
error folder will be found there also). The name of the import file defines
the name of the Import Source of these data records.

NOTE:

Please verify the Import Source name is different for each mapping. Unless
two mappings shall update the same records (i.e. delta update) use
different import source names.

By checking the Only execute data export checkmark, the system will
only create but not import the upper mentioned text file; it will keep the
export, like e.g. in the displayed case the LDAP data.

Check the Delta Import checkmark in case only update information shall
be imported and not a full contact data import to the system.

Under Scheduled Concierge DB update one can activate a time
schedule, when the temporary files will be written into the productive
database.

The MaxDelta value specifies the max percentage value of new data that
is allowed to differ from the existing data. With this one can prevent the
CDP from changing an active database to an empty one due to an error
situation.

The Separators for Keywords and Additional Information fields can
be specified.
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9.5.7 Full import / delta import

It is possible to perform a full import or — by setting the checkmark —
choosing a delta import.

When a full import is performed and the customer does not have Personal
number as a “key”, the system will delete all data and reload everything from
scratch. In this time the Concierge users do not receive any result when
searching in the ETB database.

Therefore it makes sense to use a personal number as a key and perform
the full import once in the night and if necessary during the day time just
delta imports.

To do this, you should create a second job, use the same Import Source
identification and check Delta Import under Advanced settings.

NOTE:

With Fix Release 3.1.3 it is also possible to use Wildcards in cvs import file
names. (i.e. C:\import\import_ab*.txt) — this might be useful with delta
imports.

9.5.8 Personal numbers

Usage of personal numbers is strongly recommended. The personal number
must be a unique identifier for a contact data record. It can be a number, but
also an email address for example as usually email addresses are unique as
well.

When the personal number is in use and the system performs a data import,
each new data record is checked against the existing data record — where
the identification is based on the personal number.

In case there are no differences in the data field, nothing happens.

If the data field values differ from each other an update takes place. This
allows data imports event during the opening hours, because the users have
data always available!

With the usage of personal numbers the manually entered member data via
Data Center (i.e. Keywords) will not get lost after a new import performed.

9.5.9 Permanently monitoring for import text file

In case the import source file is a text file, the CDP is permanently
monitoring the location of that source file. As soon as the service detects a
new file, it will start extracting that and tries importing of the new data
records.

To do this, just activate the related job without any schedule information.

NOTE:

This function can be overwritten in the Advanced Settings window, that
allows specifying a fixed time for the import process into the productive
tables.

A Windows API prevents CDP from accessing the new contact data file
while it is still copied on the target folder. CDP does not start import before
copying is complete.
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NOTE:
There is a Delay parameter. This is the time that passes between reading

the new contact data into the temporary tables and writing it into the tables
of the productive system.

9.6 Data Translation Tips

9.6.1 Split Rules

The available phone numbers from a data source can be modified as
required during the import process with help of several split rule types or
regular expressions.

If for example only the trunk code and extension numbers are available, but
not the country codes and area codes, the latter can be added automatically.

Availability Fields
Source Value -

|Target Column Source Column
& Kin
P |
Add Availability Ll
Meodify Availability » Assign Source Column » —
Delete Availability Split Rules -'_?‘
=
I )

Right mouse click on the phone number to be modified; Choose Modify
Availability \ Split Rules.

The Modify Split Rules window opens.

Different Options are available:

9.6.1.1 Use Default values

®. Modify Split Rule

Rule Name

Source Field Values

Extension
7581

142

: Lezrzfaiieis ¥ Country  |Area Trunk Line
| | Default Values |49 50 50580 7581
Intsrnationsl Code 43 | Area Code 50 Trunk Code | 50580
Max. Extension Length 4

Set the checkmark Use Default Values to add preliminary information like
country code if this is not available, or if only extension nhumbers are
available the full E164 information can be added automatically.

Split data after application of split rules

Default values are added 1o the source number.
Rumbers with & length <= the Max . Extension Length are supplemented

In the picture we see the Area code added to the extensions on the left.

NOTE:
In case the source data cannot be assigned properly, the source field

values on the left and the result (Split data after application ...) on the right
become red.
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9.6.1.2 Use Identifier

Use identifier, like”+”or "-“or ”(“ or “)” or “/” to separate an existing number in
a given format, like e.g. in Canonical format.

Example:

For a given number +49(89)722-12345
Configure

International identifier = “+”

Area code start = "(“
Area code end =")”
Extension identifier = “-”

The application will split into the correct fields for International (49), Area
code (89), Trunk code (722) and extension (12345).

9.6.1.3 Split by numbers

Split file can be used in case the E164 format is available and the number of
combinations of international code, area code and trunk codes are limited.
In this case specify the split information can be used to separate the E164
numbers into the corresponding sections for international code, area code
and trunk codes.

Example: The availabilities in the data source are given in a format like
3189700710001, 3189700710002, etc.

10001, 10002 are the extension numbers, 31 is the country code and 89 is
the area code. Set the checkmark at split by numbers and create an entry
like displayed in the picture.

The system will separate the codes as defined by the lines in the Split
Information table.

The table can be saved by pressing the Save to File button.

A split file can be uploaded into the system by pressing the Load from File
button.

Split By Mumbers W

Split Information

Internstional Code Area Code Trunk Code i ﬁ_
. Load From File | | |intCode LreaCode TrunkCorle
. SavetoFie | |*1%° ' e
4
(S I | [ ||
Preview of Rules | | SAVE : CANCEL
NOTE:
Only International Code and Area Code are mandatory. The trunk code is
optional.

Working with placeholders (*)

Example:
Area code 8* matches every two digit area code between 80 to 89.

A31003-S2242-M101-10-76A9
OpenScape Concierge V4R2, Plus, Administrator Documentation 143



Example:
Trunk code 7*** matches every four digit trunk code between 7000 to 7999.

NOTE:
If you need multiple split entries, the order of the entries is important. The
following order will not successfully retrieve the required information.

The order of split entries can be re-arranged by using the Arrow Up/Down
Buttons.

49|
49]8%|
49]89|7007|

You have to locate the specific numbers without placeholders to the first
place:

49897007|
498*|
49[*|]

You can also find two sample split files in Software DVD (under directory
“\Tools”). The first one has the split entries for all countries in the world. The
second one has additionally the split entries for all area codes in Germany.
You may modify them and use them by clicking on "Load from file" button,
and choosing the file.

9.6.2 Regular Expressions

CDP allows modification of source values by use of "regular expressions".

A regular expression is a special text string for describing a search pattern,
which is kind of wildcards in a DOS command. With the special search
pattern the corresponding data can be modified with the given replacement
string.

Access the Data Translation Windqyy by highlighting the availability to be

-7

modified and pressing the button " petween the source and target
columns in the Assignment window.

CoL21
[ |coLzz
L ez UserTraining
| |colz4
==coLzs
4 o (coLzs
COoL27
| [coLzs
|&=] (coLzs
| COL30 +49(50)59580- 7580
R

Target Column Source Column Source Valug Kind Id

Line

The Contact Data Provider — Data Translation window opens.
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#. Contact Data Provider - Data Translation

Source figld: : Add
Dest. column: | Change
Translation from: [ 044 . Delete
Translation to; | +41(44) . Close
--Source Field : -T ranzlate Value

[*743 431

o

In the displayed example CDP searches for the string “+49” and replaces
this with “+31” as of the first line of expressions.

The second line searches for the string “044” and replaces this with the
country code “+41” followed by “(44)” as in canonical format.

Private Numbering

If you want to import a private number (e.g. a transit number containing only
the extension 12398765 or +123987654) you can divide the number into an
n-digit trunk (in the sample below 3) and the rest as line.

Concierge requires at least a trunk and an extension.

To do so you can use regular expressions, e.g. capturing groups in () like
(\D?)(I\K3})([\d].*) with a Replace value

for trunk as $2 and

for line as $3 in DC .

You can test/ create regex expressions here: https://regex101.com/.

You need to expand SUBSTITUTION panel.

£ O VRO IR

LR

If the source number includes other signs like 123-98765 you may use
another capture group like (\D?)([\d}{3})(\D+\D?)([\d].*) and use $2 and $4
as replacements.
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NOTE:

Please do not assume that all the regular expression syntaxes are
supported from CDP, since the product has only been tested for a few
samples. In case of questions inquiring support for regular expressions,
you should be aware that only the professional services in time an material
base can be offered.

9.7 OSV Data Export for CDP and synchronizing PABX Extensions.

For the OSV data export procedure which can be used to import OSV user
data via CDP into Concierge, a script is available that modifies OSV settings
correspondingly.

NOTE:

The same script is used for accessing the OSV when database routing is
required as described with the PABX Connections in System Management
— see OpenScape Concierge Configuration, Administrator Documentation.

The script is available on the installation DVD. The procedure is as follows

Procedure

1. Bring shell script (.\Tools\OSVExport\installExportForOsc.sh) to OSV. If
using FTP, do NOT use Binary mode, but Text or Default mode.

2. Run the script using the root account:
e The script creates a Cron Job that creates the MP2File
e The script creates a path where the MP2File is created

e The script creates a user that can access the OSV and download the
MP2File.

The user credentials to log on to the OSV for downloading the MP2 file are:
User: osccesync and Password for OSV => V9: always open the script with
a viewer and check current password.

IMPORTANT NOTE:
Whenever an update of OSV is performed, the procedure has to be done
again!

Make sure that the OSV’s host key (rsa2 key fingerprint) is cached in the
registry of the OSC server. This can be done by once logging on to the
OSV using PuTTY from the OSC server.
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10 Best practice - Announcements Handling

This section describes the different types of announcements and wave files
used by Concierge, where they are configured and how they are used.

10.1 General information

For using an announcement / wave file with Concierge it has to be registered
in Data Center beforehand. This can be done under System data, section
Announcements. There the Edit Announcements window shows all wave
files that are registered in Concierge Data Center.

If logged on with a systemmanager account you can see all wave files for all
tenants; if you are logged on with the tenant's manager account all wave
files that are registered for that tenant are visible.

NOTE:

It is recommended to log on with the tenant’s manager account in Data
Center whenever it is required to make changes on announcements/ wave
files, as with the systemmanager account settings can only be seen, but
cannot be modified.

10.2 Types of announcements

OpenScape Concierge hosts four types of announcements / wave files that
are used in conjunction with CPS to serve the caller in multiple scenarios,
these are:

1. Announcements
2. Dialogs

3. Music on Hold
4

. Personal Announcements

10.2.1 Announcements

Announcements are used where information is shared with the caller, like
e.g. a greeting or other information that does not ask for further reaction from

the caller.

10.2.2 Dialogs
Dialogs are used in case a caller’s input is required, like e.g. in the paging
scenarios. CPS offers the target person a menu which allows pressing a key
for connection with the waiting caller.

10.2.3 MoHs

Music on Hold (MoH) wave files are used for providing waiting music /
waiting messages. These are used when callers wait for the attendants, if
they are parked or during the transfer process until the system has
established the connection with the target person.

10.2.4 Personal Announcements

Personal Announcements can optionally be used by the attendant to
automatically greet the caller. The personal announcement is played right
after the general company’s greeting and just before the call is connected
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with the attendant. Both, the caller and the attendant listen to the personal
announcement.

10.3 Uploading wave files

For uploading, means registering a wave file in the system, go to System
data section Announcements. The Edit Announcement window opens. The
upper pane displays wave files that are registered; the type of file, a
comment, the path to the assigned wave file as well as the tenant’'s name is
displayed.
The lower pane shows where the highlighted announcement is in use.

Edit Announcemenis

bialogs and Announcements |
|

iType 4 Comment A ‘Wave datastream [rata source Tenank

|Dialog Company Dialog CPS Complete i CDC DEFALLT
Dialog DEFAULT-DialogComplete. ende i) Y5 DEFALLT
|Dialog DEFALLT-Dialogiotiworking. ende 1] Y5 DEFALLT
Dialog DEFAULT-Dialogshort, ende i) Y5 DEFALLT
Announcerent Company Greeting o] oC DEFALILT
Annaouncerent Company Greeting YIF | oC DEFALILT
|Announcemnent DEFALILT-DefaultStartAnnouncerment {11} 35 DEFALILT
Announcerment DEFALILT-MokAvailable, ende il 35 DEFALILT
Announcement DEFALLT-MumberMotinService, ende i) 5¥S DEFALLT
| Company MoH Transfer |@ fainls DEFALLT
| DEFALLT-Def aultMoH |mn\ 33 DEFALLT
|Persunal announcement Pers. Announcement Cusack James |ﬁ] D DEFALLT
|Personal announcernsnt Pers, Announcement Denver John |n_i|1] D DEFALLT
Personal announcement Fers, Announcement Gabrisl Peter L1 CDC DEFALLT

i Play selected dislog or announcement i

IIAnnouncement is used in:

Associated description

!In

|DDILOOKUP 4950 i Main
|DDILOOKUP 4950505503312 Internal
|DDILOOKUP 4950505503313 CF busy
DOILOOKUP -+4950505503314 CF no reply
TEMANTS DEFALLT Default
LISERS Petera Peter, Gabriel

Abouk,,, | a2

Register a new wave file by pressing the + button and entering the required
information in the table. By specifying the Wave destination and pressing
the checkmark the wave file will be uploaded to the Concierge system.

10.3.1 Format of Wave files

Announcements / wave files have to be in the format:
MS Wave — PCM format 128 Kbit, sample size 16 Bit, mono, sampling
rate 8 kHz.

NOTE:
Delivered dialogs and announcements can be found on the setup DVD
under .\Tools\Announcements_CPS.
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10.4 Announcements for MoH / Transfer Music

MoH announcements are used in the tenant’s general settings in the Edit
tenants window on the bottom area, named “Default announcements for
pilot numbers and personal line numbers managed by CPS”.

Default announcements for pilot numbers and personal lines managed by CPS

Company MoH Waiting

Music-on-hold:
Transfer: Company MoH Transfer -
Defaul gresting: Company Greeting VIP -

The MoH music can be overwritten on a pilot number’s base in the DD/ List
entries.

Announcements;/Greeting Text

Personal announcement: Mo b
Music-on-hold: <EMmpEy = -
Transfer MaoH : c:emﬁty:b -
Mode ';.-'v'ii:i'u:uut weicume announcement bt
Welcome announcernent: <EMmpty = -
Gareeting text: c:empty::— -

Transfer MoH can be separately defined as Music on hold.

10.5 Tenant’s greeting Announcement

The default greeting announcement for a tenant is also specified in the
tenant’s general settings in the Edit tenants window:

Default announcements for pilot numbers and personal lines managed by CPS

Company MaoH Waiting

Music-on-hold:
Transfer: Company MoH Transfer -
Defaul greeting: Company Greeting YIP -

This default greeting can be overwritten on a pilot number’s base in the DD/
List entries. Under Mode it is possible to choose whether a welcome
announcement shall be used or not.

Announcements/Greeting Text Miscellaneous

Personal announcement: ‘ND | Background calor: :i:i =Mo Color Selected> - |

Music-on-hold: 1<emuty> - ! Priority: | 0= 2 - !

Mode: | withaut welcome announcement - |

Greeting announcement: <emply = " ! Sverlpad zettings

Greeting bext: 1<emuty> £ ! Mode: |Play Busy™ ~ |
Overload destination: |+ |

NOTE:

Greeting announcements are always played until the end of the
announcement — even if an agent is available.

10.6 Personal Announcements

Description

Personal Announcements can optionally be used by the attendant to
automatically greet the caller in addition to the company’s greeting
announcement.
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The personal announcement is played right after the general company’s
greeting and just before the call is connected with the attendant. Both, the
caller and the attendant listen to the personal announcement before they are
connected to each other.

Three steps are required for a personal announcement:

5. Under System data, section announcements the wave file must be
registered as personal announcement — see section 8.3.

6. Under User administration section Accounts the Concierge user’s
settings have to be set correspondingly.
In Personal announcement settings the value for Play pers.
Announcement must be set to Yes and
the Pers. announcement field must have the corresponding wave file
active.

Personal line settings
Personal line number: [+496979305899280 Open: Yes ~ | Time settings (ms})
Flay pers. announcement: Mo s Max, time in pers, queue: .<empty> e
Music-on-hold: | <empty> T | Pers, RMA timeout time; <empty> v I - XJ
Might wariank: ._\"D\_EE Mail i Ring time: “empty> + 2
Time overflow variant: ##busy variant created by OSConcierge -

Personal announcement settings

Pers. announcement: <Emply > -

7. In the DDI Lookup table under Announcements / Greeting Text the use
of personal announcements must be allowed for a given pilot number.

Announcements;Greeting Text

Personal announcement: Mo ig
Music-on-hold: <emply = -
Transfer MaH ! <emply = -
Mode Witi‘u:uut weicume announcement =
Welcome announcement: <Empky = -
Greeting text: <empty > -

10.7 Announcements for night variants/ overflow variants

Description

The night variant settings under System data allow three modes of night
variants, one of them is to play an announcement to the caller, that nobody
can take the call right now; like for example “Sorry, our service hotline is
closed for today — please try during our opening hours...”

When creating a night variant for this mode, the system offers those
uploaded wave files from type “Announcement” as it is described in section
10.2.1 Announcements.
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11 Best practice - DDI related configuration

This section describes the interworking of the DDI Lookup entry with other
items that are e.g. responsible for routing, visibility and handling of calls.

11.1 Times
11.1.1 RNA timeout time

This is the maximum time a distributed call is ringing on the Concierge user’s
phone. If that time is exceeded before the attendant accepts the call, CPS
takes that call away from that user and puts the user’s routing state into
“unavailable”. The call will be routed to another available attendant.

NOTE:

This value is not used in case of integration with OpenScape Contact
Center! It overwrites the Default RNA timeout time specified in the Tenant’s
settings.

Automatic Availability for last agent

For environments with e.g. one single Concierge attendant the feature Ring
No Answer (RNA) can be edited.

If the feature Automatic Availability for last agent is enabled, the
Concierge user will automatically return to the Available status when the
RNA timer expires and the waiting call is offered again.

This feature can be enabled or disabled in the Concierge Data Center under
System Data / Client Configuration / Advanced Settings. By default, the
function is deactivated.

Function ENABLED:

Scenario 1:

e Only 1 attendant within the tenant is logged on (regardless of any
groups used).

e The attendant is offered a waiting call.

e The attendant does not accept the call.

o The RNA timer expires, in the background the attendant is set to
Unavailable and the call is returned to the original call queue.

¢ Now the function "Automatic Availability for Last Agent" works. The
attendant is returned to the Available status and the call is offered to
him/her again.

e This is repeated a maximum of times until the setting for the longest
waiting time ("Maximum time in the input queue") has been reached,
because then the time overflow variant configured for this is used.

Scenario 2:

e More than 1 attendant is logged on for the tenant

e An attendant is offered a waiting call.

e The attendant does not accept the call.

e The RNA timer expires, the attendant is set to Unavailable. The call is
processed according to the configured timeout for the processing queue.
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NOTE in connection with the use of the group feature:

The function only works if only 1 agent is logged on for the tenant
(regardless of any groups used).

If no agent is logged on to a group anymore, the DDIs of this group are
closed. Calls still in progress are processed according to their overflow
setting

NOTE when used with integrated OSCC:

RNA control is the responsibility of the OSCC. It is recommended to leave
the parameter set to disabled (default).

If the Automatic Availability function controlled by the client is to be used in
conjunction with an OSCC, this may only be done taking into account the
routing concept configured in the OSCC!

Function DEACTIVATED (default):

e An agent remains in Unavailable / RNA status

o The RNA timeout (set under Tenant or DDI) functions as described (e.g.
first section within this chapter), regardless of whether attendant
employees are logged on or not.

11.1.2 Time Overflow Variant / Maximum time in incoming queue

The value Maximum time in incoming queue describes the maximum time
the system will hold the call to wait for agents before the call is routed to the
specified Time overflow variant.

Access

Go to System data \ Tenants
The default variant is specified in the default Times settings when
creating the Tenant — as in the next picture, see also section 5.1.1 Tenant.

Times (ms)

Maz, transfer time: 60000 ~ o -
Mazx, kime inincoming queue: 120000 = % =
Default RMA timeout time: 30000 ~ % -
Default ring kime: Soo0 - .

These default tenant’s values can be overwritten on a DDI lookup entry
base:

Times {(ms}

L3

LR ANERINE N ]
L3
1= [ =

Maz. time in incoming queus: 120000 -
RM& kimeaut time: 30000 -
Ring kime! S000 -

L3

We see the entries in the DDI List set to empty in order to use the default
values of the tenant.
More detailed the sections Times and Night Variant/ Overflow Variant:
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NOTE:

For each DDI that value - DDI’s Times section - is used unless this value is
set to <empty>.

In case it is empty the Tenant’s default value for the Max. time in incoming
queue is taken.

Use the button X right beside the value to set it to <empty>.

After exceeding this threshold the call is handled by the DDI's Time
overflow variant selection.

Night Variant/Overflow Variant

Open: |Yes - |
Night variant: |1V row1 ann - |
Time overflow variant: NV row1 ann -

11.1.3 Maximum Processing Queue time for a call

If a call stays in the processing queue due to an unsuccessful transfer, a
recall or parking and no further attendant / instance is able to handle that
call, it will be handled as of these settings after exceeding the threshold
Effective after (seconds), which is a Tenant specific configuration:

Time overflow variants being processed: Yoice Mail P | Effective after (seconds): | 1rznﬁf: :i

11.2 DDI linked with Night Variants / Time Overflow

Night and time overflow variants define the options for what shall happen
with an incoming call in scenarios when:

e no or not enough attendants are available for handling the call or

e the service number is closed.

Configure night variants and time overflow variants with the tenant’s
manager account under System data / Night Variants.

| Customization of night and time overflow variants

Designation Faorwarding destination {only For "Forwarding” mode) | Announcement (only For "Announcement” mode) | Tenant
Announcement DEFAULT-MotAvalable, ende DEFALLT
+4950505807890 DEFALLT

Might Yariank internal Forgwarding

Three modes of night or time overflow variants can be configured:

o Busy: A busy signal is played to the caller

e Announcement: An announcement is played to the caller, telling that no
attendant is available

e Forwarding: The call will be forwarded to an extension number. This
can be an answering machine or an overflow hotline for example.

By choosing No in the dropdown list for Open in Data Center as well as from
Concierge user under Extras - Queues in the Concierge Client GUI, the
pilot’'s number can be closed.

Procedure

1. Use the + button on the bottom line to create a new entry. Specify a
designation. Choose a mode as described above.

2. In case the mode Forwarding is used, configure the forwarding
destination.

A31003-S2242-M101-10-76A9
OpenScape Concierge V4R2, Plus, Administrator Documentation 153



3. In case the mode Announcement is used, choose an Announcement
from the dropdown list.
The tenant’s name is assigned automatically

11.2.1 Time Overflow Variant / Maximum time in incoming queue

The value Maximum time in incoming queue describes the maximum time
the system will hold the call to wait for agents before the call is routed to the
specified Time overflow variant.

The default variant is specified in the times settings of the tenant as in the
given picture, see also section 6.4.1.2 Times.

Times {ms)

Max. transfer time: | 60000 - % Al
Max. time in incoming queue: | 120000 ~ % - |
Default RNA timeout time: | 30000 + % - |
Default ring time: | 5000 + & - |

The default tenant’s value can be overwritten on a DDI Lookup entry base:

Times (ms)

Max. time in incoming queue: 120000 = 5 = E
RMA timeout time: 30000 ~ % - E
Ring time: 5000 » L - @

For each DDI the value in DDI's Times section is used unless this value is
set to <empty>. In case it is empty the Tenant’s default value for the Max.
time in incoming queue is taken. User the button X right besides the value
to set it to <empty>.
After exceeding this threshold the call is handled by the DDI’s Time
overflow variant selection.

Night Variant/Overflow Variant

Open: Mo -
Might variant: Might Operator -
Time overflow variant: ##busy variant created by O5Concerge !

11.3 DDI linked with Welcome messages

Welcome messages are used to inform the attendant about the incoming call
and to offer him a correct greeting to the customer. For each pilot number
one welcome message can be assigned. When the call arrives on the
attendant’s desk the Welcome message is displayed.

Specify the Welcome message under Basic data / Welcome messages.
Highlight the pilot number on the left and highlight the required Welcome
message on the right. By pressing the button < the message is assigned to
the pilot number.
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NOTE:

The duration the message is displayed can be specified!

Assign wel to service b

DOl 4 |Call for |Mame
+4950505803301  main Main Greeting

ternal

+4950505803303  recal Recall
+4950505803304  CF on busy
+4950505803305  CF no answer
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Edit and assign welcome messages

Edit welcome messages

Mame Welcome message

Tnernal This s an internal caller |

Recal This is a recall |

Main Greeting Welcame ko the Unify Dema Hotline!
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12 Appendix

12.1 Administration of data records in Data Center

12.1.1 Database functions

The database functions can be selected with these function buttons, which
can then be used to search for, change, create and delete entries.
MM P+ — & ou k|

The following functions are possible depending on the view:

Table: Function buttons

Button Function
(L Jumps to the start / end of the list

H» Jumps back / forward one page
1k Jumps back / forward one entry
+ Adds a new (blank) entry

- Deletes the selected entry (a confirmation prompt follows)

- Processing of the selected entry is started

o Processing of the selected or new entry is completed and the
data is transferred to the database

= Processing of the selected or new entry is canceled

ru The data is called up again from the database

* Defines a bookmark for the selected entry

K Selects the entry for which the bookmark was set

12.1.2 Table filter functions

12.1.2.1 Filter options

156

Access

Always when the mouse pointer is moved over a column header, a black
arrow is displayed on the right-hand site. After clicking the arrow, the filter
options are displayed in a drop-down list:

Options
The following options can be selected:

o <AlI>: The filter is switched off. All table entries are displayed.

e <Custom...>: The "User-defined filter" window opens. This window is
used to filter more accurately. Refer to section 12.1.2.2 User-defined
filter.

o Context-sensitive filter options which are generated based on the column
entries.
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Example: If in the "State" column the active, finished and paused states
of the several table entries are displayed, these ones are displayed as
filter options.
If one of the filter options is selected, only those table entries are displayed
which agree to the selected filter option.

12.1.2.2 User-defined filter

A31003-S2242-M101-10-76A9

Access

After clicking the <Custom...> option, the "User-defined filter" window
opens:

User-defined filter @

Show lines:

Mext un

+ ahd OR

| oK I | Cancel

Upper left drop-down list box

After clicking on the upper left drop-down list box, a subset of the following
options is displayed:

e equal to e greater than or equal to
e notequal to e isempty

e less than e is not empty

e less than or equal to e True

e greater than e False

Which options are displayed, depends on the type of entries in the selected
table column. One of these options can be selected.

Upper right drop-down list box

After clicking on the upper right drop-down list box, the entries of the
selected column are displayed, and one of them can be selected.

Example: If in the upper left drop-down list box the equal to entry was
selected, and in the upper right drop-down list box the active entry, all table
entries which are in the active state are displayed.

Lower left and lower right drop-down list boxes

These two drop-down list boxes provide the same functions like the drop-
down list boxes which were described above. They can be associated to
these drop-down list boxes via the and or OR options.

Example: If all table entries, which are in the active and pause state shall be
displayed, the following settings have to be done:

e |n the upper drop-down list boxes select the equal to and active options.

e |n the lower drop-down list boxes select the equal to and paused
options.

e Activate the OR option.

Enter of wildcard characters

Wildcard characters are used to enter only a part of a word which shall be
applied to words which contain the same string. The following wildcard
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12.1.2.3 Filter builder
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characters can be entered within, on the beginning and/or on the end of a
word:

e " " The underscore character replaces an individual character.

e "%": The percent character replaces a series of characters.

Filter bar

After clicking OK in the "User-defined filter" window, the reports are filtered
and displayed or not displayed in accordance with the filter settings. On the
table bottom, a bar with the defined filter is displayed. The filter can be
deleted, displayed and changed via the filter builder.

=

| Cuztomize. . |

In the filter bar, the following options are offered:
e Check box to delete the filter

¢ Check box to activate and deactivate the filter
e Drop-down arrow to display the filter settings

e Customize button to open the "Filter builder" window

Access

After clicking the Customize button in the filter bar, the "Filter builder"
window opens.

Description

In the "Filter builder" window, the filter which was primarily created in the
"User-defined filter" window can be improved. This function can be used to
reduce a big number of displayed table entries and to display table entries
with the same properties.

& Filter builder - [untitled.flt] (=230
AMD <rook>

S |:| OF  applies to the following conditions

i |:| State egualto  active
|I| State equalta finished

| press the button to add a new condition

[ Open... | | Save As... | | oK. | | Cancel | | Apply |

Menu tree
In the menu tree, the following operating elements are offered:

o Filter element: After clicking Filter, a drop-down menu opens which
offers the following menu items:
- Add Condition: A new condition is added on the root of the menu
tree.
- Add Group: A new condition group is added on the root of the menu
tree.
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— Clear All: All condition groups and conditions are deleted in the menu
tree.

Logic operations: After clicking a logic function, e.g. AND, a drop-down
menu opens which offers the AND, OR, NOT AND, NOT OR logic
operations.

Three-point element: After clicking the three-point element, a drop-down

menu opens which offers the following menu items:

- Add Condition: A new condition is added on the selected branch of
the menu tree.

- Add Group: A new condition group is added on the selected branch
of the menu tree.

- Remove Row: The selected condition or condition group is deleted
from the menu tree.

press the button to add a new condition button: This button is always
located on the last branch of the menu tree. After clicking the button, a
new condition is added on this branch.

Buttons
On the bottom of the window, the following buttons are offered:

12.1.3 Calendar function

Open: The "Open an existing filter" window opens in which an already
defined filter can be opened.

Save As: The "Save the active filter to file” window opens. The name of
the filter file and the location were the file shall be saved must be
entered.

OK: The changes are confirmed, the filter rules are executed, and the
“Filter builder” window is closed.

Cancel: The changes are not saved and the “Filter builder” window is
closed.

Apply: The changes are confirmed, the filter rules are executed, and the
“Filter builder” window remains open.

The calendar function is used everywhere in the user interface if a time must

be entered.
25.11.2018 00:00:00 - | Til: |25.11.2018 =
25.11.2018
4 Movember » 4 2013 » = i
M DMDTF S5 5
99.30 31 1 24 . ’ !
5 6 7 8 51011 i |

12 13 14 15 16 17 18
19 20 21 22 23 43 e il

26|27 38 29 30 1 il
4 5 B 7 8 9 000000 3

edand fton ==

Calendar
The calendar provides the following options:

Month and year can be selected by clicking the arrow buttons.

The required day can be marked.

Clock

The time can be defined by clicking the arrow buttons of the digital time
display.
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Buttons
The following buttons can be used:

o Today: The entry is set to the current day, the window is instantly closed
and the day is transferred into the table cell. The point in time remains on
its value.

¢ Now: Day and time are set to the current value, the window is instantly
closed and the value is transferred into the table cell.

e OK: After clicking this button, the window is instantly closed and the
defined day and time settings are transferred into the table cell.

12.2 Private Numbering Plan

For countries with the need for a Private Numbering Plan, configure your
system as follows.

Procedure

1. To use Private Numbering you have to synchronize PABX Extensions,
therefore open System Management under Ressouces/PABX
Connections and check Use Database Routing if not already set by
default:

Basics ~

Customer Information
Configuration Database

Basic Services Site ID PABX Host Name

Security S SOLLABOSY 172.28.65.169
Resources ~

Servers

Sites

Contact Center Connections . Modify :

- . |

Applications ~

Concierge

1 \J’EUSE Database Routing (Extension I.1atching§)
__--"

2. Change to Control Center within System Management. Make sure
ConfigSyncServer is up and running and activate Sync Now under
Functions.

3. Leave System Management and open Concierge DataCenter with
manager login.

4. Under Contact data / Availabilities you can configure every single
contact information as public (default) or private by ticking the Public
setting or not.
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Contact data

Q) @ ]
2 4 « BEE [e]cw[nTole alrls[rufv w v ]3]
Contact
= |ame 4 |First Name 4 |Personnel no. Salutation Title Function Company Department Location
- | & Bianchi Fred 4711 M. Sales Manager TestCo CC 5P UIP Frankfurt
Addresses
| @ Marquardt Emma 4712 Ms. Marketing Director ComCo MHT WE Berlin
-&07 & Master Peter 4715 Mr. Head of Finance ComCo cEo Berin
Additional info YRR I Aosences | Additona infos
seq 4 Type Connection Building Roam Tie line no. + [Country  Ares Trunk Line
1 Line 1 Phone + 49 69 79309 1750
I N S N
3 E-mail monika.bamberg @co. .
L T B I . S T ‘8, Availability

Contact hierarchy | @ miler Oscar 4717 —_
| @ oneil Samuel 4713 Seq [ ]
| @ scruggs Geraldine 4714
|® wang Susi 4716

Type : Line 2 -

Connection : [

Public:

Country :

Area : l

Trunk : s

Line : 2225

() 3-2225

Tie line no. :

Building :

Room : [ |

Color code : [T colornotsekected - |

‘ Save Availability ‘ Cancel |
MM 4 3ofT B oMk — s Ak K

Basic data

In the Availabilities tab you can clearly see the difference between private
and public setting in the column +.
+ (Plus) indicates public, <empty> indicates private.

NOTE:

Changing imported member entries requires With imported data
editable under System data / Client configuration (Advanced display
level) / Extended settings.

HINT:

To use contact kind specific display in Concierge Client you have to

configure it under System data / Client configuration (Advanced

display level) / Telephone Number Formatting.

¢ Set Use kind specific contact format to Yes.

¢ Now you can choose the number format for every contact entry:
Short / Condensed / Canonical:

Telephone Number Formatting
Text Message
Trunk Numbers
UcServer Use detail format for caller numbers: |Yes -
‘| Advanced |
Advanced Settings | Use detail format for extension state numbers: [res -]
Use kind specific contact format [ves -]
-Aval\ab\hty T Numbar format T With c‘;:mne:ﬁun |r|f. Preview
Line 1 Shart & 900-98765 (tieline-ine) or 98765 (line)
Line 2 Condensed ] Line 2 [078998765] {country and area trimmed)

12.2.1 Further information for Private Numbering within Concierge:

You can also import private numbers. The target column is named
Is_Public. If you import data from an OSYV file, the Is_Public column is filled
automatically. Thereafter you can also assign a ‘+’ for all are public or a
“space” (NOT empty string) for all that are private or regular expressions.

In the ButtonConfiguration tool, you can now assign private numbers
(without a ‘+’) to the monitor point.

A31003-S2242-M101-10-76A9
OpenScape Concierge V4R2, Plus, Administrator Documentation 161



In the Concierge client, public numbers are shown with ‘+’, private numbers
without. In case of a short or a condensed format no difference is shown.

12.3 Chained calls (for external calls on OS4K >= V8RO0)
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With the Chained Call option a call can be tagged, so the call can be
transferred several times. This means a caller wants to successively talk to
several participants, therefore the call is tagged as Chained Call before it is
transferred.

When the transfer destination disconnects the call, the caller will be
transferred back to the CPS through the intercept mechanism of the OS4K
and is signaled again at the Concierge Client. This process can be repeated
as often as needed. The option ChainedCall must be activated during each
transfer operation by the client and is available for single step transfer and
consult calls.

\iNith a tagged ChainedCall a («) is displayed in the call functions title bar.

Cill type, caled pumber D00

Al sr2 F2 .'|'|| 'rw. AT C RS F7 AlLAFLL
Park Transfer “ Hold Lhewer 1 Alternate Conterence Nsconmect]  Oueting

Electronic Telephone Book  Contact - Tab view

The ChainedCall tag is not visualized in the processing queue. It is not
possible to change the ChainedCall tag in the processing queue (for
example, if the transfer destination changed).

After a successful transfer and termination of the call by the C-participant
(the transfer destination), the call is signaled as an attendant intercept for the
configured intercept extension.

NOTE:

On a blind transfer, the chained call tag can be identified and is pre-
assigned accordingly.

On a consult transfer the chained call tag not always identified.

NOTE:
This feature is deactivated in default. To activate it, please contact a Unify
technician.
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12.4 European country-specific characters

Introduction

European country-specific characters are supported in phonetic search in
the Electronic Phonebook. The following table shows the supported

characters.

Table: European country-specific characters

c 2
L < 2
£ £ z
X = 5
(/2] (] )
— c -
e S | 3 I
=1 Q )
7} c I - O c c
3| z g [T |= |- |E |2
S | & < > |8 |@ g | S
5 |E|S |2 |¢|§ |2 |8 |2 | |t |€ |9 |CE
2 | |8 |5 |¢ |5 |85 |5 |5 |5 8|5 |35 |¢2
w |® |0 |k |u |2 |Z |a |a |& |o |F |£ |E
Uppercase | A X X A
A with grave
accent
Uppercase | A X X X A
A with Acute
Upper case X X A
A with
Circumflex
Upper case | A X A
A with Tilde
Uppercase | A X X AE
A Umlaut
(Diaeresis)
Upper case | A X A
A with Ring
on top
Double letter | A& X X AE
of upper
case A and
upper case E
Uppercase | € X X X c
C with
Cedilla
Uppercase | E X X E
E with Grave
accent
Uppercase |E X X X X X E
E with Acute
Uppercase | E X X E
E with
Circumflex
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German

Czech

Finish

Spanish (Castellano)

Italian
Norwegian
Polish
Portuguese
Turkish
Hungarian

Upper case
E with
Diaeresis
(Trema)

M Special Letter

* |French

* |Russian (Transkription)
m|International Substitute

Upper case |
with Grave
accent

Upper case |
with Acute

Upper case |
with
Circumflex

—))|

Upper case |
with
Diaeresis
(Trema)

Upper case
N with Tilde

Upper case
O with Grave
accent

Upper case
O with Acute

Upper case
O with
Circumflex

(@}

Upper case
O with Tilde

(@]

Upper case
O Umlaut
(Diaeresis)

Upper case
O with Slash

Upper case
U with Grave
accent

Upper case
U with Acute

Upper case
U with
Circumflex

)
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Czech

Finish

French

Italian

Norwegian

Polish

Portuguese

Russian (Transkription)

Spanish (Castellano)

Upper case
U Umlaut
(Diaeresis)

CSpecial Letter

* |German

s |Turkish

» [Hungarian

C |International Substitute

m

Upper case
Y with Acute

<

Esszett,
Double letter
of sand z

SS

Lower case
a with Grave
accent

Lower case
a with Acute

Lower case
a with
Circumflex

Lower case
a with Tilde

Lower case
a Umlaut
(Diaeresis)

AE

Lower case
a with Ring
on top

Double letter
of lower case
aande

AE

Lower case ¢
with Cedilla

Lower case
e with Grave
accent

Lower case
e with Acute

Lower case
e with
Circumflex

Lower case
e with
Diaeresis
(Trema)
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Special Letter

German

Czech

Finish

French

Russian (Transkription)
Spanish (Castellano)

Portuguese
Hungarian

Norwegian
Polish
Turkish

Lower case i
with Grave
accent

—

— |International Substitute

* |Italian

Lower case i
with Acute

-

b
b
b

Lower case i
with
Circumflex

—

Lower case i
with
Diaeresis
(Trema)

Lower case
n with Tilde

Lower case
o with Grave
accent

Lower case
o with Acute

o

Lower case
o with
Circumflex

[e}]

Lower case
o with Tilde

(o]}

Lower case
o Umlaut
(Diaeresis)

Lower case
o with Slash

Lower case
u with Grave
accent

Lower case
u with Acute

o

Lower case
u with
Circumflex

Lower case
u Umlaut
(Diaeresis)

Lower case y
with Acute
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German

Czech

Finish

Italian

Norwegian

Polish

Portuguese

Russian (Transkription)

Spanish (Castellano)

Turkish

Hungarian

Lower case y
with
Diaeresis

<‘|Special Letter

* |French

< |International Substitute

Upper case
A with
Ogonek

Lower case
a with
Ogonek

Upper case
C with Acute

Lower case c
with Acute

Upper case
C with hacek

(@]

Lower case ¢
with hacek

Upper case
D with hacek

lw]

Lower case
d with hacek

d!

Upper case
E with a
single point
on top

Lower case
e with a
single point
on top

Upper case
E with
Ogonek

Lower case
e with
Ogonek

Upper case
E with hacek

Lower case
e with hacek

Upper case
G with Breve

@)
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German

Czech

Finish

French

Russian (Transkription)
Spanish (Castellano)

Italian
Norwegian
Polish
Portuguese
Hungarian

Lower case
g with Breve

QI Special Letter

o |International Substitute

s |Turkish

Upper case |
with a single
point on top

Lower case i
ohne Punkt

Upper case
L with Slash

Lower case |
with Slash

Upper case
N with Acute

Lower case
n with Acute

Upper case
N with hacek

Lower case
n with hacek

Upper case
O with
double-Acute

Lower case
o with
double-Acute

Double letter
of upper
case O and
E

OE

Double letter
of lower case
oande

OE

Upper case
R with hacek

Lower case r
with hacek

Upper case
S with Acute

Lower case s
with Acute
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German

Czech

Finish

French

Italian

Norwegian

Polish

Portuguese

Russian (Transkription)

Spanish (Castellano)

Hungarian

Upper case
S with
Cedilla

W0 Special Letter

s |Turkish

o |International Substitute

Lower case s
with Cedilla

<

b

Upper case
S with hacek

(/)0

Lower case s
with hacek

Upper case
T with hacek

Lower case t
with hacek

Upper case
U with Ring
(Krouzek) on
top

Lower case
u with Ring
(Krouzek) on
top

Upper case
U with
double-Acute

Lower case
u with
double-Acute

Upper case
Y with
Diaeresis

Upper case
Z with Acute

Lower case z
with Acute

Upper case
Z with single
point on top

Lower case z
with single
point on top

Upper case
Z with hacek

N
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ajnjiIsqng |euoneulsju]

uereBbuny

yspny

(ouejjaysen) ysiueds

(uonduysuea]) ueissny

asanbnyod

ysijod

ueibamioN

uejje)|

yosuai4

ysiui4

yosazo

uewan

19397 |e1oadsg

>N

Lower case z
with hacek
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