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CHAPTER 1

About M axOutlook

MaxOutlook isaversion of AltiGen's MaxCommunicator call
management software. MaxOutlook is integrated into Microsoft Outlook
(Outlook 2003 or 2007). It runswith MAX Communication Server ACC or
ACM 6.5 or later systems. MaxOutlook users can access, configure, and
perform severa of the system’s PBX functions directly from within
Outlook, including call handling, call forwarding, voice messaging,
extension monitoring, conferencing, and One Number Access.
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Like MaxCommunicator, MaxOutlook allows you to obtain phone
numbersto dial from a Microsoft Outlook Contact list. MaxOutlook & so
lets you see the incoming calls that have a matching record in the Contact
list. You must set up the Outlook Contacts list prior to using this feature.

Note: Unlike MaxCommunicator, MaxOutlook does not support
Outlook Express, ACT! or GoldMine® contact management
software.

New in Release 6.5 Updatel

The following features are new in Release 6.5 Updatel:

» Dialing Using Smart Tags—Phone numbers that appear in Internet
Explorer and Microsoft Office programs can be dialed through your
active MaxAgent/M axCommunicator/M axOutlook by either clicking
anicon (in Internet Explorer) or choosing Dial by M axClient from a
Smart Tag (in Microsoft Office programs). Requires configuration on
the MaxA gent/MaxCommuni cator/M axOutlook’ s Configuration >
General screen and in each Microsoft Office program.

» Dialing Using Shortcut Keys—Y ou can select a phone number from
any window, for example, Internet Explorer, Microsoft Word, Excel,
Notepad, and so on, and then dial that phone number by pressing two
or three keys you define for this task. Requires configuration on the
M axA gent/MaxCommunicator/MaxOutlook’ s Configuration >
General screen (Select-n-Dia option).
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e Automatic Dialing—Any phone number you dial using a Smart Tag
or the Select-n-Dial method can be dialed automatically, or you can
choose to simply have that phone number put in the dialer box.
Configure this option on the Configuration > General screen.

« MaxCall—Allowsyou to hand over an outgoing connected call to the
MAXCS system so that it can play a pre-recorded message to the call,
for example a marketing campaign script. Thisfreesyour extensionto
make the next call. This feature is available on the MaxCall tab. A
MaxCall license must be assigned to your extension beforeyou can see
the MaxCall tab.

Licensing

The following AltiGen licenses are required:

* MaxOutlook requires aMaxCommunicator seat license for each user,
or aMaxCommunicator session license.

* ThelPTalk feature requires an IPTalk license for each user, or an
IPTalk session license.

* MaxCall requiresaMaxCall seat license for each user or a MaxCall
session license.

A system administrator can assign and verify seat licensesin
MaxAdministrator by selecting License > Client SEAT License
Management from the main menu.

Limitations

« After installing MaxOutlook, launch Outlook right away to enable
MaxOutlook, otherwise MaxOutlook might not load. MaxAgent and/
or MaxCommunicator must not be running while you do this.

 If you also use MaxCommunicator and/or MaxAgent, and Outl ook
integration is enabled in those programs (in their Configuration >
Integration screen), always open Outlook first, before opening
MaxCommunicator or MaxAgent. Otherwise MaxOutlook may not
load.
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For example, suppose you don’ t want to run Outlook in agiven session
or period of time but you do open MaxCommunicator and/or
MaxAgent, and then later you need Outlook. Before opening Outlook,
you must close MaxCommunicator and MaxAgent completely, or
MaxOutlook may not load. After Outlook isopen, you may again open
MaxAgent or MaxCommunicator.
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CHAPTER 2

| nstallation

The client system must meet the following minimum requirements.

IBM/PC AT compatible system
2 GHz CPU or above

Windows X P Professional or Windows Vista Business Edition (32-bit
or 64-bit) or Windows 2008 (32-bit or 64-bit) or Windows 7 (32-bit or
64-hit)

2 GB available hard drive disk space
512 MB RAM

SVGA monitor 1024 x 768 (or 800 x 600) with 256 color display, or
better

Keyboard and mouse
A sound card inthe PC, if using IPTalk

MAX Communication Server ACC 6.5 Updatel or MAX
Communication Server ACM 6.5 Updatel running on a server
accessible to this client.

Microsoft Outlook 2003 or Microsoft Outlook 2007 installed

Pre-Installation Checklist

Before installing MaxOutlook, make sure the following is done:

MAX Communication Server ACC 6.5 Updatel or MAX
Communication Server ACM 6.5 Updatel has been installed on the
system server.

TCP/IP is enabled on both machines.
The client is able to connect to the server on the network.

The person installing MaxOutlook has local or domain administrator
rights on the client PC.

MaxOutlook Manual 5
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» The extension affiliated with the client PC has a MaxCommunicator
Seat License assigned to it, or there is a MaxCommunicator Session
Licenseinstalled in the MAXCS system.

* Qutlook 2003 or Outlook 2007 isinstalled on the client PC

Installing MaxOutlook on a Client System

When the above items are done, follow these steps on the client machine:
1. Exital Windows applications.

2. Insert the MAX Communication Server 6.5 Updatel Clients CD into
the CD ROM drive.

3. Open the MaxOutlook folder on the CD, and run the Setup program
in that folder, following the step-by-step installation instructions as
they appear on the screen.

4. Wheninstallation is complete, launch Microsoft Outlook. A message
box may pop up asking whether to install this customization.

Microsoft Office Customnization Installer
Publisher cannot be verified r %
L
Are you sure you want te install this customization? @
Name: AltiCLCommunicator
From: file:///C:/Program Files/Altigen/MaxCutlock/AltiOLCommunicator.vsto
Publisher: Unknown Publisher
While Office customizations can be useful, they can potentially harm your computer. If you
do not trust the source, do not install this software. More Information...
| Install | [ Don't Install

5. Click Install. MaxOutlook completes its installation.

Alternative installation: If your system administrator has |oaded
MaxOutlook on a shared network server, you can copy the filesin the
MaxOutlook folder to your desktop PC, and run the MaxOutlook Setup
program.
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Uninstalling MaxOutlook

1. FromtheWindows Start menu, select Control Panel > Add/Remove
Programs > MaxOutlook 6.5 Updatel to uninstall MaxQOutlook.

2. Click Remove, and respond to any additional prompts.
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Automatic Upgrade

Eachtimeyou start up MaxOutlook, acomparison is madewith theversion
of MAX Communication Server ACC/ACM that is running on the server.
If updateswere made on the server, and your version of MaxOutlook is out-
of-date, you are prompted for upgrade permission. If you automatically
upgrade, the MaxOutlook startup is terminated and a software upgrade
session is started. Restart MaxOutlook to run the newer version.

Note: For remote MaxOutlook users outside the firewall, TCP port
10050 is required to be open to alow automatic upgrade.
Automatic upgrade over the Internet requiresthe sending of 15 MB
files over the WAN, which may take some time, to perform the
automatic update.

Downgrade Procedure

1. Goto Control Panel > Add/Remove Programs and remove the
MaxOutlook 6.5 Updatel program and ALL OTHER 6.5 Updatel
client applications (including MaxCommunicator, MaxSupervisor,
MaxAgent, AltiConsole and CDR Search).

2. Reboot your system.
Install the earlier MaxOutlook software, as appropriate.

MaxOutlook Manual 7
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CHAPTER 3

Getting Started

Start Microsoft Outlook.

If you are connecting to the Internet through a modem connection, before
you log in, establish a session connection from your PC to your local
Internet service provider. If you' re using alow-speed connection, thelogin
may take some time, since alarge amount of datais transferred to your
desktop.

Note:

The MaxOutlook login screen appears.

For usersrunning Windows X P SP2, afirewall protection Security
Alert may pop up when opening the login window. If this happens,
click Yesto alow MaxQutlook to run.
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Logging In

1

If thisisyour first login to this MAX Communication Server ACC/
ACM system, enter the system server’s | P address or the name of the
system server you will be using. To obtain the server name or IP
address, ask your system administrator.

A

ALTICEN

& MaxOUTLOOK

Server Name: -

Extensior: | |

Password: | |

[ Enable IPTalk softphone  [¢] Always save password
[ Enable MaxCal

MaxOutlook Manual 9



(Subsequently, whenyou login, you'll seethe IPaddressin the Server
Name field. Y ou may use the drop-down list to select a different
server, if more than one server is available.)

Enter your Extension number and Passwor d assigned to your phone.
(You can also log in as aworkgroup or a huntgroup.)

If you want to store your login password and have it entered
automatically the next time you log in to MaxQOutlook, check the
Always save password check box.

Note: Up to eight unsuccessful login attempts are allowed, after
which login will be disabled for from 1 to 24 hours (depending
on the duration set by your system administrator).

If your extension isan | P extension and you will be using a headset,
check the Enable | PTalk softphone option. (An AltiGen IPTalk
license must be assigned to your extension.)

(Even if you do not have an |P phone, as long as your extension is set
up asan | P extension by your system administrator, you can check the
Enable | PTalk softphone check box.)

See“Logging In Remotely” on page 10 for moreinformation on using
I P extensions remotely.

If youwill beusing MaxCall and aMaxCall licenseisassigned to your
extension, check Enable MaxCall. (MaxCall is described in “Using
MaxCall” on page 71.)

Click Sign In or press the Enter key. To back out of signing in, click
Cancel or pressthe Esc key.

Logging In Remotely

Y ou can use MaxOutlook from aremote location if

MaxOutlook and Microsoft Outlook are installed on your remote
computer

Y our extension is configured as an |P or mobile extension by your
system administrator

Y ou have an AltiGen-certified | P phone or are using IPTalk

Consult your system administrator or authorized AltiGen dealer for details
on obtaining this equipment.

10
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All thecall handling functionsarethe sameaswhenyouloginlocaly, with
the exception of the ability to configure One Number Access. Y ou can pick
up voicemail, forward local business office phone callsto another site such
as a home desktop PC, and even receive phone calls as you would at the
office.

To log in from a remote location

1. If you connect to the Internet through a modem connection, establish
a connection to your internet service provider (1SP).

2. Start Microsoft Outlook and, when the MaxOutlook login screen
appears, log into MaxOutlook using your Extension and Passwor d as
usual .

3. If youwill beusing a headset plugged into your PC, check the Enable
IPTalk softphone check box. (An AltiGen IPTalk license must be
assigned to your extension.)

4. Click OK.
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IP Extensions Using IPTalk

An AltiGen-certified USB headset system is recommended for IP
extensions using |PTalk (your phone system administrator or AltiGen
dealer can recommend headsets).

Important: Y ou can run only one instance of MaxOutlook with IPTalk per
system.

To make and receive calls using IPTalk
1. Connect your headset to your PC.

2. Usethe MaxOutlook dialing and call accepting functions as usual to
make and receive cals.

When Connection Is Broken

When a connection with the phone server is broken, amessage box pops up
asking if you want to connect again. Click Y esto restore the connection
without having to go through the log-in process again.

MaxOutlook Manual 11



Overview of the Main Window

After youloginto MaxOutlook, Microsoft Outlook displays the MaxOutlook
status bar and call handling toolbar and the Microsoft Outlook folder you were
last working in. If that was not MaxOutlook, then click the MaxOutlook
folder to switch to the MaxOutlook screen.

MaxOutlook toolbar buttons

Dial field for handling calls

MaxOutlook status bar

[B] altigen - Microsoft Outlook

Ele Edf Wiew Go Tools Actions Help  Adobe PDF
= | FysendiReceive + | 2pFind | [ Type acortact tofind  + .g,! @Bk @ [ X A | Y@ | outookiMaxOutiook .!
i@ Barbafa Tyler (237 [§]Avaiable ~

Silew

| =4 Voicemail {1} g DND OFF | £}, 4

4 i JFComnect ofhTransfer g To¥M @@ Corf  ==Hangup "\!

MaxOutlook - Altigen

Favorite Folders

Record | State [ Name [ Mumber [sroup [onts [ ouration Cor

(3 Inbox
L Liweac Hak
L For Follaw Up
[ Sent: Ttems

Call information is displayed in this panel

All Mail Folders

(7 Drfts
(5 Inbox
[ Information

%] Directory | 8 Monkor N

voicemal Hg History W;;, Contacts ]E‘ Gresting [51 [estMe ]Q Speed Dial I

Searchin |MName -

£ Personal Trpe | Extension [ rizme [ activiey | Department
1 [ Sert Ttems
[ Snag It (3} —| |Local 100 Enterprise Desk [&]avaiable
[ Spam I 101 Gilbert Hu [#]Avaiable
(23 rai Local 102 Jirerin Va0 [#]Avaiable Marketing
Mail
Local 103 Carolyn David § Available
7 catendar Local 104 Jrmrii¥ao MoblePhone [2] Available Marketing
Local 105 i Ducr Available Manufacturin
&=| Contacts g ] a
Local 107 Jennifer Scheler [%] Available
~
/] Tasks Local 108 Alison Mguyen [8] Available
|| [tocal 110 SalesOrder Fax Available Engineerin
blfa(d > [e] gineering
. T [l husilab
[0 1tems

MaxOutlook folder in
Microsoft Outlook

Tabbed pages

If you checked Enable | PTalk when you logged in, two more buttons on the
status bar let you mute the call and control the volume;

\w Barbara Tyler { 237 ) mnvailable - | +4 Yoicemail (1) . DND OFF

AI H o Connect o Transfer  e2 ToWM  d Conf

Mute button

< —

oo
N |

Hangup |%, H

Volume control

Y ou can customize the MaxOutlook display: select the toolbar buttons,
columns, and tabs you need and their order of appearance; and sort columnsin
ascending or descending order. See “ Customizing the Display” on page 19.
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Status Bar

From the status bar you can do the following:

* Seetheextension you'relogged into: @ sararatyier (237) . When acall is
ringing your extension, the green ball changesto red and the caller’s

name (if available) and number are displayed: | @ .

* Change your activity state from the [§]avaiae - drop-down list (see
“Changing Activity Status’ on page 16).

» See the number of unopened voice mails | &= vicemai 2} | Click this
button to open the V oicemail tab.

e Turn Do Not Disturb (DND) on and off @ DND OFF (see“Turning Do
Not Disturb On and Off” on page 17).

» If you'reusing IPTak, you can mute the call (using the M ute toggle
button) and control the volume using the volume control
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Mute button (toggle) — ) == —Volume control

e ConfigureMaxOutlook “ (see"ConfiguringYour MaxQOutlook” on
page 51).

* Openhelp E

Call Handling Toolbar

MaxOutlook’s call handling toolbar provides:
» A Dial field where you input the number to dial

» Buttons to connect, transfer, send acall to voicemail, conference,
hangup, send acall to AA (auto attendant), flash, record, redial, hold,
intercom, and enter an account code

,ﬁl | B JCUnnect o Transfer g ToWM @ Conf  e=sHangup % E

Dial field where you can Click the wrench to add or remove
input the number to dial buttons from the MaxOutlook call
handling toolbar

MaxOutlook Manual 13



Y ou can choose the buttons you want and the order in which you want
them. See “Customizing the Display” on page 19.

Call Information Panel

The call information panel displays several columns of information about
cals:

Record— shows when a call is being recorded
State—the state of the currently active call:
« AA—thecadl isbeing transferred to an auto attendant
* Busy—calleeisbusy or not available
e Call Pending—the call is placed into a workgroup queue
¢ Conference—the call isin conference
» Connect—the call is connected
« Dial Tone—adial toneispresent, and MaxOutlook isready to dial out
e Error—receipt of an error tone
¢ Hold—thecall ison hold
« Hold Pending— the call is being transferred or conferenced
¢ ldle—the extensionisnot in use

e Play VM —playing voice mail (The Duration field displays the
duration of the voice mail asit plays. The duration display does not
reflect fast forward or rewind.)

¢ Recor d—recording an introductory message
* Ringback—caller sees this state while the callee’s phoneisringing

* Ringing—an outgoing call isringing another phone or an incoming
call isringing your phone

Name—the name of the person on the other end of the cal, if available
Number—the phone number at the other end of the call

Group—your workgroup number for this call

DNI S—the DNIS number, if appropriate

Dur ation—duration of the call

Confer ence—indicates the conference host

14 MaxOutlook Manual



Tabbed Pages

Nine tabbed pages are available on the bottom half of the MaxOutlook
screen: Directory, Monitor, History, Contacts, Voicemail, Speed Dial,
Greeting, MeetMe, LinePark. (If you have enabled MaxCall, the MaxCall
tab isavailable also. MaxCall requiresalicense and isdiscussed in “Using
MaxCall” on page 71.)

['_z| Direckory I_E Ianitar 153 Hiskary [:—?_; Contacts ] ‘oicemail ]: Speed Dial l

[?' Ereeting [E'ﬁ Mesthe laLinePark l

Directory—Lists the extensions of people at the company. Columns
include: Type (local, remote), Extension, Name, Activity, Department,
Location.

Monitor—A list of extensions you have chosen to monitor. Columns
include: State, Extension, Name, Activity, DND/FWD, Caller Name,
Number, Department, Location, DNIS, and Duration. See “Monitoring the
Activity of Other Extensions’ on page 46.

History—A history of your incoming, outgoing, and missed calls.
Columnsinclude: Direction (incoming, outgoing, missed), Number, Name,
Date/Time, Duration, DNIS, Group, and Note.

Contacts—A list of contacts you have added to your MaxQOutlook.
Columnsinclude: Name, Company, Business Phone, Mobile Phone, Email
Address, IM Address, Home Phone, OCS Presence. Y ou can right-click on
a contact to pop up the contact’s information in Microsoft Outlook.

Voicemail—A log of unopened and opened voice mails |eft at your
extension. Columnsinclude: Type, Number, Caller Name (if available
from extension information or from an external database), Date/Time,
Duration, and Note. See “Dealing with Voice Mail” on page 43.

Speed Dial—A list of speed dial numbers entered by the system
administrator and entered at the extension. Columnsinclude: Type
(extension speed dial or system speed dial), ID, Name, Number, and Note.
See “Dialing Speed Dial Numbers’ on page 25.

Greeting—From the Greeting tab, you can record and review greetings
for each Activity state. See “Recording Activity Greetings’ on page 16.

M eetM e—From the M eetM e tab, you can schedule and monitor phone
meetings. See “MeetMe Conference” on page 31.

MaxOutlook Manual 15
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LinePark—Showscalls parked for line park groupsthat you are amember
of. You can pick up aparked call from the L inePark tab. Columnsinclude:
Park (the Park ID), Extension, Caller Name, Number, DNIS, and Duration.

Topark acall in MaxOutlook, click the Flash button on the call control tool
bar (you must customize your tool bar to display the Flash button), enter
#41 (system call park) or #31 (personal call park) in the diaer field, then
click the Connect button on the call control tool bar.

Changing Activity Status
Y ou can specify your whereabouts, so that others are informed. Click the

Down arrow on the Activity button mAvaiIabIe -| and choose the
appropriate category:
e Available (System) (the system greeting is used)
Available (Personal) (your personal greeting is used)
e Meeting

e Away
e Trave
e PTO (personal time off)

Y our system administrator may have configured additional (Custom)
activitiesto select from.

The activity category you select appears beside the button. Keep your
Activity status updated.

Recording Activity Greetings

Y ou can record adifferent greeting for each Activity status. To do so, click
the Greeting tab, and select an Activity. Then click the Record button at
the bottom of the tab to record a greeting. (Alternatively, you can right-
click the activity, and select Record.) Use your phone or headset to record
the greeting.
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_"j' Directary IE Manitar [ < Moicemail [#5 History ]s’:: Contacts ]f-.fJ Greeting la] MeetMe l: Speed Dial

Associated Activity

In-System
In-Personal
Meeting
Away
Travel

PTO
Training
Lunch

Escalations

@ Record @ Review

To hear the greeting played back, click the Review button. Change your
greeting whenever you want to.
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Turning Do Not Disturb On and Off

The , .o ofF | button is atoggle that turns Do Not Disturb on and off.

When Do Not Disturb ison, al incoming calls are forwarded according to
your Enable Busy Call Handling settings.

Note: If the system administrator has disabled the Do Not Disturb feature
for the extension, the DND feature will not be available to you. If
you select DND, an dert pops up informing you that DND is not
allowed.

Searching in the Tabbed Windows

Searching is available in these tabs: Directory, History, Contacts, Voice
Mail, and Speed Dial.

1 Directory [B Manitor [afg Hiskory I Yoicemail I: Speed Dial l' Greeting

I Searchin |Mame =

Type
Extension

Type | Extension | Mame

Local 100 Enterprise Desk.  f

Ackiviky
Departrent
Lowcation
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To search,
1. Inthe Search in field, select the column you want to search in.

2. Putyour cursor inthefield beside the magnifying glass, and type what
you're looking for. The search begins as you type, and the list is
narrowed to records that match what you're typing.

3. When you begin a new search, all the information that was on the tab
reappears. Or you can clear the field beside the magnifying glass or
make another selection in the Search in field, and you'll seeall the
information on the tab.
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Customizing the Display

Y ou can customi ze the MaxOutlook display to meet your needs in the
following ways:

» Specify the columns you want to see by right-clicking a column
heading and checking or unchecking columns in the pop-up list.
Checked columns will be displayed.

Record 8
[¥] state =
3 Hame «
Nurnber %
Group %
DNIS o
Z‘ Duration

3 Conference

» Resize columns by placing the cursor on a column divider in the
header area until the cursor changesto atwo-headed arrow. Click and
drag the column divider to where you want it.

» Rearrange columns by clicking and dragging a column name to the
location you want.

Record & | Stabe | Marne | Nurnber
3

Dragging the Record column to the right

» Sort columnsin ascending or descending order by clicking the
column heading. An ascending (first to last) or descending (last to
first) arrow appears. Click the column heading again to sort in the
reverse order. If you click a column heading, and all the datain that
columnisthe same, MaxOutlook keepsthe sort order of the previously
clicked column.

| Date Time (\AD | Date/ Time ( n D

Ascending order Descending order
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e Add, remove, and rearrangethetoolbar buttonsin MaxOutlook by

clicking the Toolbar Customization button %, inthe call handling
toolbar. The Toolbar Customization dialog box opens:

Toolbar Customization

Choose button from: Toolbar:
-,d Hold 1B J Connect
¥ Flash 7N Transfer
-/ Account = ToVH
add>> | _Ue |
. Record &5 Conf
Down |
1 ® Intercom ¢ Femove | - Hangup
3u ToAA
™, Redial _I
(] |

The buttons displayed in your MaxOutlook are in the right-hand list.
To remove atoolbar button, select it and click Remove. To add a
toolbar button, select abutton from thelist on the left, and click Add.
To rearrange buttons, select a button from the list on the right, and
click the Up button or Down button, until the toolbar button is where
you want it. When finished, click OK.

e Pop up MaxOutlook when you get an incoming call while you are
doing something else. See “ Call Alert Options’ on page 64.

« Specify the tabs you want to see. To select the tabs you want to
display, right-click on the areato the right of the tabs. A list of tabs

appears:

20 MaxOutlook Manual



SpeedDial
Monitar
Contacts
Yoicemail
Hiskory
Direckory
Greeting

MeetMe

HRRORROONR

LinePark.

They are all checked, by default. Uncheck the tabs you don’t want to

display.

Y ou can't changethe order of thetabsby clicking and dragging, asyou
can with columns. To change the order of the tabs, uncheck all except
the tab you want to appear first. Then recheck each tab you want inthe
order in which you want it. The tabswill be displayed in the order in

which you check them. If you uncheck all the tabs and then want to

display tabs again, click the MaxOutlook Configuration button
inthe MaxOutlook status bar and go to Customization > Tab L ayout.

@
1]
—
=
>
(o]
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—
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=
—
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Performing Other Microsoft Outlook Tasks

Towork on other tasksin Microsoft Outlook, click the appropriate Outlook
folder or use an available menu command, shortcut, or button in the
Microsoft Outlook toolbar, as usual. For example, to check your Outlook
Inbox, click the Outlook Inbox folder.

The MaxOutlook status bar and call handling toolbar always remain
visible.

Returning to MaxOutlook

To return to the MaxOutlook screen, you can do any of the following:
* Click the MaxOutlook folder.
e Click abutton in the MaxOutlook call handling toolbar.

» Click theVoicemail buttoninthe MaxOutlook statusbar. Clicking the
Voicemail button displays the Voicemail tab.
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When acall is coming in, MaxOutlook will pop up if you have configured
it to do so in the MaxOutlook Configuration screen.

Exiting and Restarting MaxOutlook

To exit MaxOutlook, exit Microsoft Outlook.

Important: Programstaketimeto exit completely. Beforeyoutry to restart
Microsoft Outlook, make sure that it goes through its entire
shutdown procedure first. If it does not shut down completely,
and you restart it, Microsoft Outlook will launch without
MaxOutlook and without any access to MaxOutlook.

Waiting a couple of minutes should give Microsoft Outlook
enough time to exit completely.

If you' re not surethe exiting processis complete, you can open
Windows Task Manager to find out. To do so, right-click onthe
task bar and choose Task Manager. Click the Task Manager
Processes tab, look in its| mage Name column, and make sure
that OUTLOOK.EXE isnot listed. (Y ou can sort the column by
clicking on the column heading.) If OUTLOOK.EXE is not
listed, then it has successfully exited, and it is safe to restart it.
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CHAPTER 4

Handling Calls with M axOutlook

MaxOutlook call handling-related functions include:
» Answering cals, page 23
» Didling out, page 24
» Placing callson hold, page 26
» Using call waiting, page 27
» Transferring calls, page 27
» Conferencing, page 29
» Recording Calls, page 40
» Using account codes, page 41
» Using voice mail, page 42

» Monitoring other extensions, page 46
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» Viewing the history of calls, page 47
» Using the Contacts tab, page 49

Answering Calls

To answer acall click the word Ringing in the call’s State cell. The state
changes to Connected.

Record | State | Marme | Mumber Group
Ringing o 5102526353

Record | Skake | Marme | Mumber | Gt
Connected o} 5102526353

Or, click the Connect button in the MaxOutlook tool bar.
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Dialing Out
To dial anumber, click inthe dialing field, enter a number or name, press

the Enter key, and then click the Connect button inthe
MaxOutlook toolbar.

Note: Toclearthedialingfield, deletethenumber init, and then pressthe
Enter key.

The Call Information panel displays the state of the call:

Record /]Etate \ | Tarne | Murnber | Group
Ringing 0 S102526353

Shortcut-Key Dialing and Smart Tag Dialing

Shortcut-key dialing—If you configured your MaxOutlook to let you use
shortcut keysto dial a selected phone number in another program, for
example, Excel or Internet Explorer, you can make acall by selecting the
number and using those shortcut keys. To find out more about this option
and how to configure it, see “ Select-n-Dial” on page 62.

Smart Tags—If you configured your MaxOutlook to enable Smart Tags,
you can call phone numbers from Internet Explorer by clicking agreen
phone icon beside the number, or from Microsoft Office programs by
selecting Dial By M axClient from a Smart Tag beside the number. Tofind
out more about this option and how to configure it, see “ Enable Smart
Tags’ on page 62.

Note: If you have more than one MaxClient installed
(MaxCommunicator, MaxAgent, MaxOutlook, or
MaxCommunicator/Agent within Microsoft Office
Communicator), and you have enabled Smart Tags on more than
one, it is best to open only the one you want to do the dialing. If
you have more than one open, MAXCS may not use the program
you want it to use.

If more than one Smart Tag-enabled program is open, MAXCS
will use thefirst oneit finds, using this search order:
MaxCommunicator, MaxAgent, MaxOutlook,

MaxCommuni cator/MaxAgent for OCS.
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Additionally, if you were using the Smart Tag method with a
particular program, for example, MaxOutlook, and then you open
a Smart Tag-enabled MaxAgent, MAXCS will continue dialing a
Smart Tag call through MaxOutlook. To have the call dialed
through MaxAgent, close MaxQOutlook.

Dialing Speed Dial Numbers
To dial speed dial numbers, click the Speed Dial tab:

[ ‘L Directory I Woicemail ]{9 Hiskary ]:—?5 Contacts : Speed Dial i Mestie
o
I Searchin |Mumber -
Type | b(n] | Mame | Mumber
Extension 03 Fremont Desk. 915102526353

Click the number to make the call

Thistab lists speed dial numbersthat you have configured at your extension
(extension speed dial numbers), and it lists speed dial numbers, if any, that
have been set up for your extension by the system administrator (system
speed dial numbers). Y ou can see in the Type column which numbers are
extension speed dial numbers and which are system speed dial numbers.

To call aspeed dial number, click the number inits Number column.

Setting Up and Editing Extension Speed Dial Numbers

To set up an extension speed dial number:

1. Click the Speed Dial tab and double-click an empty Extention type
row. The Extension Speed dialog box pops up.

2. Enter aname, number, and note if desired.
When you add an outside number, all relevant prefix digits such as
trunk or route access number, the long distance prefix 1 and area codes
must precede the phone number.

3. Click OK.
Y ou can enter up to 20 speed dial numbers.

Note: Extension-type speed dial numbers are also set up by using the #25
feature code on your phone set.
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To edit a speed dial number in MaxOutlook, double-click inits Type, ID,
or Name columns. The Extension Speed dial og box pops up. Make your
edits, and click OK. To delete the information, clear the fields and click
OK. If you just want to edit a note, you can double-click in the Note field
on the Speed Dial tab and edit the note right in the table.

For system-type speed dial numbers, you can edit the note, but only the
system administrator can edit the other fields.

Redialing

Toredial the last number called, click the Redial button on the
MaxOutlook toolbar. If the Redial button is not on your MaxOutlook
toolbar, you can display it by clicking the Toolbar Customization button

% and adding the Redial button to your Toolbar list. Click OK.

Placing Calls on Hold

During aphonecall, either click theword Connected inthe call’ s State cell

or click theHold button g H=ld_ in the MaxOutlook toolbar. The state of the
call is changed from connected to a hold state and you will hear the dial
tone.

| State | Marmne | Mumber | Eroup ‘ DMIS | D akion
Hold o] 5102526353 00:00:57

Click Hold in the call’ s State cell to release the hold and reconnect the call.

Note: Whenacall isput on hold automatically by the system (to queue),
the system will ring you after two minutesif the call isstill on hold.
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Using Call Waiting

During acall, you may receive another incoming call. To answer the call,
click ringing in the new call’s State cell. The call to which you were
connected goes to the hold state.

Record | State | Marne | Nuraber | Click Ringing
Connecked o] 5102526353 to answer
Ringing Hendy 3 318185219 second call

Record Skate Marne Muraber | The first call
Hold 0 5102526353 goes to Hold
Connected Hendy J 8318188219 state

When you areready to reconnect to the call on hold, click Hold inthe State
cell of the call. The call goes to the connected state.

Transferring Calls

MaxOutl ook allowsfor both supervised transfer (in which you confirm the
transfer with the target) and blind transfer.
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Y ou may transfer callsin the following ways:

Dragging—Drag and drop the call (either whileit’ sringing or connected)
onto the target number on the Directory, Speed Dial, Contacts, or
Monitor tabbed pages.

Dialing—While connected to acall, in the dialing field enter the target

number you want to transfer to, then click the Transfer button
in the MaxOutlook toolbar.

Clicking— If the target number is on the Directory, Speed Dial,
Contacts, or Monitor tab, click it. Then click [:& ransfer |.

You're asked to confirm the transfer by clicking the Yesbuttonin a
confirmation dialog box.

You can click Yes before the party answers to do a blind transfer, or you
can wait for the person to answer and then confirm or cancel the transfer.
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x
Would wou like to transfer the call to

W otestsaazia

At any time before or after the person you' re transferring to answers
the phone, you can cancel the transfer by clicking the No button or by
closing the dialog box.

If the transfer is canceled, MaxOutlook reconnects the call to your
extension. The call is also reconnected if the third party doesn’t
answer.

Transferring to Voice Mail

While connected to acall, click the To Voicemail button in the
MaxOutlook toolbar. In the box that pops up, choose the extension you
want to send the call to, then click OK. (Y ou can sort extensions by number
or by name.)

¥MSelection 2=l
{ y Choose extension to send Yoicemail to:

&~ Sort by number © Sart by name

237 Barbara Tyler

s | LCancel |

Note: You can also forward acall to voice mail without answering it by
clicking the button while the call is ringing.

Transferring to Auto Attendant

Totransfer acall to an auto attendant, while connected to the call click the

To Auto Attendant button in the MaxOutlook toolbar. The AA
Selection box pops up. Use the drop-down list to select an auto attendant to
transfer to. (Y ou can sort the list by number or by name.)
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AA Selection E

Choosze A4 number:

» | |
' Sort by number " Sort by name
oK | LCancel |

Note: Youcanforwardacall to an auto attendant without answering it by
clicking the button while the call is ringing.
Forwarding Calls Using Do Not Disturb

If allowed, click the DND button to forward all incoming calls according
to your “Enable Busy Call Handling” settings. See “Busy Call Handling
and No Answer Handling” on page 56.

Conference Calls

There are two types of conference callsin MaxOutlook:
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» Station conferencing. In thistype of conferencing, when you'reon a
call, you can dia athird party and then conference that party in to the
call. Any internal user is ableto add parties to thistype of conference
cal.

* MeetMe conference. If your company has this feature available, you
can schedule a meeting to take place at a specified timein the future
and invite people to the meeting. Invited people call the MeetMe
conference extension number to join the meeting at the designated
meeting time. (See “MeetMe Conference” on page 31.)

Station Conferencing
Using this method, you may conference up to six calls.

Note: Inorder to conferenceincoming calls, Single Call Waiting,
Multiple Call Waiting or Live Call Handling must be checked in
the MaxOutlook Configuration window, Extension > Call
Handling screen.

Y ou may conference callsin the following ways:
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« Dragging—While connected to one party, drag a Hold call to the
Connected call, or drag a number from the Directory, Speed Dial,
Contacts, or Monitor tabsto the Connected call. Repeat to add more
callers. Each call in the conference displays Conferencing state.

< Dialing—While connected to one party, in the dialing field enter the
extension or phone number you want to conferencewith, then click the
Conference button.

While MaxOutlook dialsthe new number, the other party or parties go
into Hold Pending state, and you see a confirmation dialog box.

x

Are wou sure that you want to conference with

W sigaisaszie e

After thedialed party answers, click Y esinthedialog box. If thedialed
party does not answer, click the No button.

Recard ‘ State ‘ Narne | Number | Group | DNIS Duration Confel
Conferencing SAMTA CRUZ CA 315188219 00:07:30
Conferencing Barbara Tyler 237 00:06:34 Host
Conferending o] 5102526353 00:02:00

e Selecting from Menu—When acall ison hold, you can add it to the
conference by right-clicking the call and selecting Join to
Conference:

Record | State | Mame Mumber
Conferencing SANTA CRUZ <A 83181882

Conferencing Barbara Tyler 237
Hold Fa' CANPE2E%
Account Code

Start Recording
Pause Recording

Stop Recording

Jnin To Conference ‘7

Drop From Conference
Change Host

Muke

UnMute
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Canceling Conference Calls

Y ou can cancel the conference using any of the following methods:
» Click the No button in the conference confirmation dialog box.
» Close the conference confirmation dialog box.
+ Click the FLASH button.
» Right-click the appropriate call and select Drop From Conference.

Normally, after canceling you will be reconnected automatically to the
initial call. If you are not automatically reconnected and want to reconnect
to thefirst call, click the call’s Hold Pending state cell.

Note: The conference host is the user who initiates the conference call,
and only the conference host can drop acall from conference. If the
conference host hangs up, no one else in the conference call can
drop acall from the conference.

When Conference Participants Are Reduced to Two

The station conference bridge is rel eased when the number of conference
participants is reduced to two. The displayed state changes from

“Conference” to “ Connected” in MaxCommunicator. The call can then be
transferred, parked, or tagged with an account code, and another party with

privilege can monitor, bargein, listen to, or coach the call.

MeetMe Conference

If your company has this feature available, you can schedule a phone
meeting to take place at a specified timein the future and invite people to
the meeting. Invited people call the MeetM e conference extension number
to join the meeting at the designated meeting time.

To schedule a phone meeting, click the Schedule Meeting button [ . The
MeetMe Conference window opens:
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-lojx)
E T © ® [ Display outdated Meetings

(]
261 Dok review 237 (Barbara Tyler) 02110/2009 17:40:29 Once 02110/2008 17:55:00

Scheduler Schedule Time Schedule Start Time End Time

v
N CEmain ) (Ot ) m ) @ create ) (& wodity ) (Y Detete )

Using this window, you can:

Create a one-time or recurring meeting and set its parameters

Send an e-mail invitation (using Microsoft Outlook) to participatein
the meeting

Start and stop a meeting
Modify or delete a meeting

See meeting 1D, subject, scheduler, time, frequency, start time, end
time, thelast time the meeting started, its status, and the resource being
used.

Display or hide outdated meetings
Modify column display

Working in the MeetMe Conference Window

32

Click abutton to perform afunction (for example, create a meeting).
The buttons at the bottom of the window are labeled with their
function; the buttons at the top of the window perform the same
functions. In addition, at the top of the window, you can choose to
display outdated meetings by checking the Display Outdated

M eetings check box. Deselect the check box to hide outdated
meetings.

Select an existing meeting to perform afunction on it (for example, to
start or stop the meeting). Y ou can select one meeting at atime.

Functions can a so be performed on an existing meeting by right-
clicking the meeting and selecting from the context menu.

Click acolumn heading to sort by that column. An arrow is displayed
that indicates the sort order, ascending or descending. Click again to
reverse the sort order.
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Schedul @— Arrow indicates sort order

» Usethe scroll bar at the bottom of the window to display additional
columns, if necessary.

» Change column size by clicking and dragging a column border.

» Change column order in the current window by dragging a column
heading to where you want it.

 You can open more than one MeetMe Conference window and work
with different meetings and displays in each one. Modifications you
make to the display in aMeetMe Conference window are not retained
after you close the window.

* You can double-click a meeting to open the Modify Meeting dialog
box.

Using the Calendar Button

The Create Meeting and Modify Meeting dialog boxes use Calendar
buttons for date selection. To select adate, click the Calendar button.
When the calendar is open, use the Up/Down arrows to select the year, or
you can type in ayear and then press Enter.
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Click the Calendar button again to close the calendar.

Creating a Meeting

To create ameeting, click one of the Create buttons. The Create Meeting
dialog box opens.
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4. Create Meeting ll

Scheduler: Schedule Time:
Subject: | |
Resere Seats: 3% Host: TR

( One Tirme Only )

Freguency: | /

The options in
the middle

panel change,
depending on
the frequency

you select
Duration; 30 minutes =
@ Mo
© onDate:  Date: 0211002008 |03 Start: (_03:05PM =)
Security Options
D Require Canference Passcode
D Announce Participant Mame
L0k } . Cancel }
The following parameters apply to all meetings:
Parameter Description
ID The conference ID is created by the system.
Scheduler The name of the person scheduling the meeting.
Schedule The time the Create Meeting dialog box was
Time opened to create this meeting.
Subject I dentifiesthe subject or type of meeting. What you
enter here should be easily identifiablein the
meeting list.
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Par ameter Description
Reserved Use the Up/Down arrows or type in a number, up
Seats to 30, to indicate the number of expected
participants. If your company’s phone system
alowsit, you can invite up to 120 participants.
If the conference has more than 30 members, by
default all the members are muted. The conference
host can un-mute up to 30 members concurrently.
Host Select the extension number of the host of this
meeting. The host can start and stop the meeting
and can mute and drop meeting members.
Frequency Select the frequency of this meeting from the drop-
down list. A “weekly” or “monthly” meeting can c
actually be specified as every 2nd week/month or 23
every 3rd week/month, and so on. g
Middle pane!: f,
Options in the middle panel vary according to the frequency of the g
meeting. See the sections below thistable. 5—'
o
Require If you check this, no one can participate who does =~
Conference not enter the conference passcode that you supply.
Passcode
Passcode If you are requiring a passcode, enter it here.
Announce If you want participant names announced when
Participant they enter the meeting, check this check box.
Name

Fill in the fields of the Create Meeting dialog box, and click OK. Seethe
following sectionsfor directionson filling in the fieldsin the middle panel
of this dialog box.

Note: If other scheduled meetings have already reserved resourcesfor the
time period, and sufficient resources are not available for the
meeting you are attempting to schedule, amessage pops up telling
you that there is aresource conflict.

One Time Only Meeting

If you select One Time Only from the Frequency drop-down list, theseare
your optionsin the middle panel:
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Duration: |3IZI minutes v|
@ I Ot
(O OnDate: Date: |0210/2008 |3 Start: (_0305FM )

1. Specify the duration of the meeting, using the Up/Down arrows.
If the meeting isto begin as soon asiit is scheduled, select Now.

If the meeting isto begin at another time, select On Date, and enter a
date and start time. To select a date, click the Calendar button. To
select a start time, click the Down arrow and use the slide bar.

Weekly Meeting

If you select Weekly from the Frequency drop-down list, these are your
options in the middle panel:

Freguency: [ Wieekly v
Duration: |30 minutes o Start: | 08500 AM w )
Every week(s), an
:Sunday :Munda\; :Tuesda\; :Wednesday
: Thursday : Fricay : Saturday

Range of Recurrence

Begin: (02102008 |3 l@)End after accurenceis)
D End by |02110/2000 |3
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1. IntheDuration field, specify the duration of the meeting, using the
Up/Down arrows.

2. IntheStart field, specify the start of the meeting by clicking the Down
arrow and using the slide bar.

3. IntheEvery field, specify how often this meeting isto occur: every
week, every other week, every three weeks, and so on.

Check the day of the week on which this meeting will occur.

In the Range of Recurrence panel, usethe Calendar button to select a
date for the first meeting.

6. Select End after x occurrences and choose the number of times the
meeting isto occur or select End by and click the Calendar button to
specify adate at which the meetings will cease.

c
H [%)]
Monthly Meeting s
If you select Monthly from the Frequency drop-down list, these are your =
optionsin the middle panel: 8
O
=
T s
Freguency. [_Manthly ) =]
Every monthies;  (® On Date 14
Curation: |3IZI minutes =| ': Haold during weekend
e £ 2 Y 4 Y
Stat  ( 0B00AM ) Oon (First ) (Monday  »)

Range of Recurrence

Begin: |02M2r2008 |3 I@IEnd atter accurencels)
D End by (02122008 |3

1. IntheEvery field, specify how often this meeting isto occur: every
month, every other month, every three months, and so on.

2. IntheDuration field, specify the duration of the meeting, using the
Up/Down arrows.

3. IntheStart field, specify the start of the meeting by clicking the Down
arrow and using the slide bar.
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4. Select either On Date to specify a day of the month by number (for
example, the 10th day of the month) or select On to specify aday of
the month by name (for example, the first Monday of the month).

5. If you use On Date, the specified date (for example, the 10th day of
the month) may sometimesfall on aweekend day. Check thebox Hold
during weekend, if the meeting will be held even on aweekend day.

6. Inthe Range of Recurrence panel, use the Calendar button to select a
date for the first meeting.

7. Select End after x occurences and choose the number of times the
meeting isto occur or select End by and click the Calendar button to
specify adate by which the meetings will cease.

E-mailing a Meeting Invitation

In the MeetM e Conference window, click the ¢ email ) button to see an
automatically generated meeting invitation. It will look something likethis:

£ pltiGen MeetMe Conference Call Invitation

AltiGen MeetMe Conference Call Invitation

Fou are inwvited to attend a Voice Conference Meeting.
Scheduled at 05/24/2006 12:35, duration is 30 minutes
Subject: Human Resources Emergency

Meeting ID: 001

Meeting Passcode: N/&

Please call xXxx-N¥¥X exXT ¥¥xXx, or just dial ext xxxx if you call from within the company.

Regards,

F S Y 4 LY
" SendByoutiook ) [ 0K

In the Invitation window, you can then click the ( gend gy outiook ) button.

The meeting invitation is pasted into a new message in Microsoft Outlook,
and the Microsoft Outlook Subject field isfilled in with “Conference Call
Invitation”. Choose the people to whom you want to send the invitation,
make any edits you may want to make, and click Send.

Starting and Stopping a Meeting

The meeting host and the MaxAdministrator (“admin”) can start and stop a
meeting.
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To start ameeting if you are the host, select the meeting in the MeetMe
Conference window and choose Start. Once the meeting is “ started,” the
host can log into it (see “ Joining a MeetMe Conference” on page 40).

To stop ameeting beforeits scheduled duration is over, select the meeting
and choose Stop. Manually stopping a meeting frees up resources.
Otherwise, the resources will not be freed until the scheduled meeting
duration is over.

What the MeetMe Conference Host Can Do

If you are the host of a MeetMe conference, in addition to starting and
stopping a meeting, you can:

e Mute/unmute other participants

Note: If the conference has more than 30 members, by default all the
members are muted. The conference host can un-mute up to 30
members concurrently.

» Drop participants from the conference

* Make someone €l se the host
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To do any of these, either right-click the person’s namein the MeetMe
window and choose a command from the context menu, or use the buttons
at the bottom of the MeetMe tab:

Mute UnMute

| |
@ @ @ @—Change Host
|

Drop from
Conference

Note: Changing the host does not affect the M ute setting for the original
host or the new host. If the new host was muted before the transfer
of hosting duties, that host will have to UnMute himself in order
to be heard. Similarly, the original host will still be unmuted if he
was unmuted before transferring hosting duties.

MaxOutlook Manual 39



Continuing a Meeting Beyond Its Duration Time

When the scheduled meeting time is up, the meeting may continue if no
other scheduled meeting needs the resources. If another meeting is
scheduled and the resources are needed for that meeting, the current
meeting is terminated.

Joining a MeetMe Conference

Users calling from an extension can join ameeting by dialing the MeetMe
Conference extension number. Users calling through atrunk must first dial
the company number, then the MeetMe extension number.

Users are prompted to dial the meeting ID number. If the meeting has not
yet been started, the user hears an appropriate message and can try again
later.

If apasscodeisrequired, the user is prompted to enter the passcode.

Recording Calls

The voice recording feature in MaxOutlook allows a user to record
conversations. Recorded conversations can then be played back through
voice mail or accessed at a centralized |ocation.

Note: The voicerecording featureis only available to Triton Analog
extensions and | P extensions.

WARNING: Listeningin to or recording a conversation without the
consent of one or both parties may be a violation of local,
state and federal privacy laws. It isthe responsibility of the
users of thisfeatureto assure they arein compliance with all
applicable laws.

Recording on Demand

When the system administrator has set your extension to record on demand
(either to acentral location or to your voice mail), you can use M axQOutlook
toinitiate the recording.
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Torecord a call—While connected to acall, click the Record button
, or right-click the call and select Start Recording from the
context menu. While acall is being recorded, around red icon appearsin
the call’s Record column. If your system administrator has set the I nsert
Recording Tone option for your extension, both parties will hear atone
when the recording begins and every 15 seconds thereafter.

To pause recor ding—Right-click the call and select Pause Recor ding.
To end recording—Right-click the call and select Stop Recording.

Tolisten to therecording—If the system is set to save the recording as
your voice mail, you can hear the recording through the AltiGen Voice
Mail System. If the recording is being saved to a centralized location,
contact the system administrator for the location.

Note: Do not enter an account code while recording, because doing so
will disconnect the call.

Using Account Codes

If your system is set up to use account codes, you can associate calls with
specific codes for billing or tracking purposes.
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Required account codes—If your extension has been configured to
require account codes for all outbound calls, the Account Code dialog box
pops up prompting you to enter an account code for each outbound call.
The dialog box may or may not contain alist of account codes, depending
on how the administrator has configured your extension. After entering the
code, click OK.

If your extension configuration alows you to override the account code
requirement, you can either enter an account code in the field at the bottom
of the dialog box or click OK to bypass the account code altogether.

Optional account codes—Y ou may enter an account code without being
prompted.

Toassociateacall in progresswith an account code—Click the Account
Code button in the MaxOutlook toolbar, or right-click the

number, and choose Account Code from the menu. The Select Account
Code dialog box pops up:
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|
&% Enter Account Code: |1 |
Indesx | Account Code | Account Marme
a 1 MNew Lead
1 2 Re-up
2 3 Survey
3 4 5.1Up
4 5 AltiGen
5 6 End User
=] 7 Partner

8. Inthe Account Code dialog box, select an account codeif alist is
displayed, and click OK. If alist is not displayed, enter an account
codein the Enter Account Code field and click OK.

Note: Do not enter an account code while recording; doing so will
disconnect the call.

To change the account code for acall in progress, repeat the steps above,
entering the new account code to assign the call to.

Using Voice Mail

Click the Voicemail tab in the MaxOutlook window to see alist of your

voice mail messages. Clicking the | &= wicemsil 21 | button in the MaxOutlook
status bar aso displays the Voicemail tab.

[H Directory I_E Monitor |- Weicemail | 5% History ]:—._, Contacts IE' Greeting I_E'i Meete ]Qj Spee
I Searchin | MNumber -

Type | Mumber | Caller Mame | Date)Time | Duration | ok
[~ 8318185219 SANTA CRUZ CA 3/6/2009 11:43 AM 00:00:04
G 237 SANTA CRUZ CA .3,I'6,I'2009 12:29PM 00:00:03
o) 205 Tan McBride 3/25/2009 10:53 AM 00:00:29
el 8318188219 SANTA CRUZ CA 3/25/2009 1:10 PM 00:00:05
L:‘-} 8318188219 SANTA CRUZ CA 3/31/2009 3:26 PM 00:00:05
:‘-} 8318188219 SANTA CRUZ CA .33’31;’2009 3:44 PM 00:00:05

SICICICICIIE JelE)
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» New voice mail messages are indicated by a white, closed envelope
and bold type.

» Heard voice mail messages are indicated by a green, open envelope.

» Messages marked urgent are indicated by ared, closed envelope.
When you have amessage marked urgent, the MaxOutlook icon inthe
Windows tray bears ared envelope.

« If the message is saved, the envelope looks like this: & .

» A paperclip symbol on the envelope indicates an attachment—avoice
mail message forwarded from another extension.

Dealing with Voice Malil

Select the message and use the voice mail command buttons at the bottom
of the Voicemail tab, as shown in the figure below. Y ou can also access
these commands by right-clicking a voice mail and selecting a command
from the context menu.

Listening options are configurable, as described in “ General Information”
on page 52. Y ou can listen using the sound card on your PC or your phone.
If you're not using IPTalk, you can play voice mail to a sound card while
your phone isin the connect state. (Y ou cannot do thisif you're using
IPTak.)

When you listen to a new message, the envelopeicon changes from closed
to open, indicating that the message has been heard, and the type font
changes from bold to regular. Also, when you play a voicemail,
MaxOutlook shows Play in the Call Control panel, and shows the play
duration . (The duration does not reflect fast forwarding or rewinding.)
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Use the voice mail command buttons to perform the following functions:

) Return Call
Rewind Stop I Forward Export

| | | |
PO®ERORGOO

Play Fast Forward elete Save
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Save at Remote Server or Export Locally

Y ou can save a message as a.wav file that you can play back later. To do
S0, select the message and click either the Save button or the Export button
(or right-click the message and choose Save or Export).

* Save savesthe message automatically on aremote server in alocation
designated by the system administrator. No file saving dialog box
opens.

« Export opensafilesaving dialog box that lets you name the .wav file
and choose adirectory in which to storeit. Y ou can then play the .wav
file on amedia player.

Deleting Messages

To delete a selected message, click the Delete button, or right-click a
message and select Delete from the context menu.

Returning a Call

Toreturn the call, select the voice mail and click the Return Call button or
click the number in the Number field.

Attaching a Note

To add anoteto accompany avoice mail, double-click inthe Notefield and
type your note. Or right-click avoice mail entry and choose Note from the
pop-up menu. Type your note and click OK.
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Forwarding Voice Mail

To forward a voice mail to an extension or a VM Group

1. Select the voice mail and click the Forward button, or right-click the
voice mail and select Forward. The VM Forward dialog box opens:

‘ YMGroup | Humber | Mame | Comment
Typing “h” to
= Searchby Mumber | |Name |h } begln the
| Type ‘ Number Mame Search for
p Extension{Physical) 3001 High one “ngh One” IS %
Extension{Physical) 3002 Dion Smith i S
I ExtensioniPhysical) 004 Erc Johnsan narrowing the Q@
list to only =
names that L
have an “h” O
c
=
o
o
>~
I” Record introduction message | cancel |

2. Check the check box next to the extension to which you want to
forward the message.

If you need to search for a person by extension or name, type the first
letters of the number/name into the Search by Number or Name box.
The matching extensions or names display in the list as you type.

Notes:
 Click on the column headings to sort the data.

« If the extension name is configured for an extension, it isused to
match the search string. If the extension name is not configured,
then the extension number is used to match the search string for this
extension.

3. Click OK to complete the forwarding.
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Monitoring the Activity of Other Extensions

If your system administrator has configured your extension for monitoring
specific other extensions, you can monitor the activity on those other
extensions or view call history.

If you' re amanager, for example, you might monitor to determine whether
you need more resources in a busy environment. Or you might use
monitoring capability to cover callsfor aco-worker, since you can click the
ringing phone icon in the monitor list and take the co-worker’s call.

Choosing Extensions to Monitor
To choose extensions to monitor:

1. ClicktheMonitor tab, and click the Select Extensionsbutton % at
the bottom of the Monitor page.
The Change Monitor dialog box opens. Extensions to which your
system administrator has given you monitoring rights are listed here.

= Searchby Mumber | | Mame |
| Type | Mumber | Mame
r Workgroup 120 SatisFaction Ha...
- Extension{Phys... 100 Enterprise Desk
- Extension{¥irtual) 222 Manufacturing ...
[ OF ] | Cancel |

2. Select the check boxes next to the extensions you want to monitor, and
click OK. If thelist islong and you want to search, type a number or
name in the appropriate search box.

The extensions you select will be listed on the Monitor tab.
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Reading the Monitor List

The monitor tab includes these fields: State, Extension, Name, Activity,
DND/FWD, Caller Name, Number, Department, L ocation, DNIS, and
Duration.

The state can be one of the following:

| dle—the extension is not in use
Connected—the extension is in use

Ringing—the phone on the extension is ringing; you can click the
State field to pick up the call at your own extension

Conferencing—the extension is on a conference call
Voicemail—the extension isin voice mail

Auto Attendant—the extension is connected to an auto attendant
Holding—the extension is on hold

Hold Pending—the extension is on hold, and an action is pending
Virtual Extension

Calling a Monitored Extension

If amonitored extensionisldle(green dot) you canclick itsExtension field
to ring the extension.

Viewing the Call History
Click the History tab to view data about handled calls.

A = e = 7 = = Ty ..-.l . z a
Il__l Direckory [ Woicemail [s@ Hlstory[ Contacts l _©  Speed Dial ]aﬂ MeekMe I,H_

Direction | Hurnber | Mame | DatelTime | Dural
- 5315158219 SANTA CRUZ CA FI32008 A:41 PM 00:ac
L 15315185219 732008 6:39 PM oo:01
»‘-" 15315185219 7132008 6:37 PM oo:01
- §315158219 SANTA CRUZ CA 71312008 6:33 PM oo:ac
> 237 Barbara Tyler 71312008 6:38 PM o0:oc
+ 15313354605 7132008 6:36 PM ao:oc
> AN 1N.0.11N-765 Seatt TPT FIRIFNNA SN7 P nnenr
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Note: Click on the column headings to sort the data.

The History tab displays the following fields:

Direction—indicatesif the call isincoming or outgoing, or was a
missed call. Left-pointing green arrow indicates outgoing call; right-
pointing red arrow indicatesincoming call. Right-pointing arrow with
exclamation point .- indicates amissed call.

Number —the extension or phone number on the other end of the call.
Click anumber in the Number column to dial that number.

Name—Caller ID information, if available.
Date/Time—the date and time of the call.

When you sort on Date/Time, the calls are sorted by last disconnected
and not in the order the call was received. It istherefore possible to
have a record with an earlier timestamp followed by arecord with a
later timestamp.

Also, the timestamp for call datais based on the client system, while
the timestamp for voice mail messagesisfrom MAX Communication
Server. Thus, the times displayed here may not match those in the
voice mail view in the main window.

Dur ation—the duration of the call.
DNIS—DNIS digits collected, if available
Group—Group humber or name

Note—a note attached to the call. To enter a note, double-click the
Note field and type your note.

Use the Delete button to delete selected callsin the history list. Use the
Delete All button to delete the entire call history list. MaxOutlook will ask
you to confirm the deletion; click Yesto delete or No to cancel:

History

b 2

Are you sure b want ko delete history ikems?
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Using the Contacts Tab

To popul ate the Contacts tab with the contacts listed in your Microsoft
Outlook, see“ CRM Integration” on page 65. Oncethelist is populated, the
numbers that appear on this tab can be called, transferred to, and
conferenced just like any other number.

& Moritor |.0 History l_ Contacts .‘. Yoicemail ‘_ SpeedDisl | i Greeting | ] MestMe

Searchin | Mame -

| Company | Business ‘ Mobile Phone | Email Address | IM Address ¥ | OCS Presence
(510) 252-9712 yaoj@altigen. com vaoj@altigen.com @ Available
JOo=altiGenfOU=Fre... travis.burris@altigen.com Offline
%303 913-484-4711  JO=AltiGenfOU=Fre... tracy acree@aligen,com Away
Jo=AltiGenfOU=Fre... Todd.Candela@altigen.... @ Available
AlkiGen fo=aAliGenjou=Frem... shirley@altigen,com{av... Offline

E-mail a contact—Click acontact’ se-mail addressto send an e-mail tothe
contact.

Send an instant message—If you have configured Enable OCS Client in
the MaxOutlook Configuration window, click on acontact’sIM address or
OCS presence field to initiate instant messaging with that contact. Y ou
need to have OCS client installed to use this feature.
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View the contact’s infor mation—Right-click on a contact to pop up the
Microsoft Outlook contact window for this contact.
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CHAPTER 5

Configuring Your MaxOutlook

Using the MaxOutlook Configuration window, you can configure the
following behaviors and options:

e General Info—password, default trunk access, and other general
settings.

« Call Handling—forwarding, busy call, and no-answer call handling;
call waiting; number of rings before forwarding; automatic answering.

* OneNumber Access (ONA)—forwarding of specificincoming calls.

* Message Notification—how and when you want to be notified about
incoming voice messages.

» Call Alerts—screen pops and audio beeps.
» Playing voicemail—through handset or soundcard.
 Integration—integrating with a Microsoft Outlook CRM.

» Display Customization—tab layout. (Theme selection is default
only.)
* |PTalk—IPTalk settings.

* Log—enabling alog to be created for IPTalk and for this application
(MaxOutlook) to trace errors.
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Note: Some options may not be available to you.

Click the “ button in the MaxOutlook status bar to configure these
options.

In the Configuration window, click Apply or OK to save your changes:

» Apply saves your changes and lets you continue in the Configuration
window.

* OK savesyour changes and closes the Configuration window.
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General Information

The General Info screen lets you edit your password and the default trunk
access code, release the link tie for | P trunks, and disable auto format.

PR Y L
- -\ &Z?/ l{;

Default Trunk Access 9 - [w] Enable Auto-Dial  [¢] Enable SmartTag

COkher [ Select-1-Dial
Release Link Tie (IP Trunk;
o ¢ ) Shortout Key: Rt 14k [ Shife
[ Disable Auta Farmat
[ o ] [ Cancel ] [ apply

Y ou can configure these general settings:

e Default Trunk Access—The trunk access codes are defined by the
system administrator. When you get an incoming call over multiple
trunks and cannot issue areturn call, the system will automatically
select the default trunk access code to place your call.

e Enable Smart Tag—If you check this option, two things happen:

« InlInternet Explorer, aphoneicon |4 will appear beside telephone
numbers. Y ou can click the phone icon to make the call.

* InMicrosoft Office programs (Office 2003 and 2007), aSmart Tag
actionicon will appear by the phone number. From the Smart Tag's

drop-down menu , you can select Dial By MaxClient.
Whether the call is made automatically or the number is simply

placed in the dialer box depends on how you set Auto-Dial (see
below).

The Microsoft programsin which you want to use this option must
be open when you set the option. After checking Enable Smart
Tags, you need to close and reopen Internet Explorer and the
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Microsoft Office programs. Then you must configure your
Microsoft Office programsto display the Max Smart Tag, as
follows.

Configuring Microsoft Office programsto display the Max
Smart Tag

1.  Ineach Microsoft Office program in which you want to use
thisfeature, select Tools> AutoCorrect Options, and click
the Smart Tags tab. The following figure shows the
AutoCorrect dialog box in Excel.

AutoCorrect I AutoFarmat &s You Type  Smark Tags |

Excel can recognize certain bypes of data in your workbooks, For each
recognized bype, there are actions you can perform with that data,

Recognizers:
¥ Max SmartTag (MaxOFficeSmart Tag) Eroperties. .. |
[~ Date (Smart kag lists)
[ Financial Symbal {Smart kag lists)
[~ Person Mame (Cutlook e-mail recipients)

Check Workbook. .. | More Smart Tags. .. | Q
Show smart kags as IIndicator and Butkon vl gq
(o]
[~ Embed smart tags in this workbook c
=
QD
[8]4 I Cancel | jm
o
>

2. Check Label Datawith Smart Tags, and check M ax Smart

Tag.
3. Click OK.

Enabling and Disabling the Max Smart Tag in Internet Explorer

Y ou can enable and disable the Max Smart Tag in Internet Explorer.
In1E, goto Tools > Manage Add-ons. The Manage Add-ons dialog
box opens:
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Manage Add-ons =

Yiew and manage yvour Intermet Explorer add-ons

Sdd-on Types [ame | Publisher = | Status | File
¥ Toolbars and Extensions Skype Technologies SA
- Bearch Providers Skype add-on (masterrnind) Skype Technologies S&  Enabled 11
[Elaccelerators SaSkype Skype Technologies 54 Enabled 11
“GInPrivate Fitering Control name is not available
MaxIESmart Tag Control name is not av...  Enabled 7
Not Available

e &4 Research Mot Avalable Enabled

— Diaghose Connection Problern... Mot Available Enabled
ICurrent\y Inaded add-ons L‘ i |

Select an add-on to modify status or view details, |

To enable or disable the MaxIESmartTag, select it and click the
Enable or Disable button at the bottom of this dialog box (not shown
in figure).

e Select-n-Dial—Select-n-Dial letsyou select aphone number from any
window, for example, Internet Explorer, Microsoft Word, Excel,
Notepad, and so on, and then pressthe keysyou define hereto dial that
number. To set up this option,

1. Check the Select-n-Dial check box.

2. Select acombination of keysasyour shortcut: Select onekey from
the drop-downllist. (Y ou can select from 0-9, A-Z, and F1-F12.) In
addition, check either Ctrl, Alt, or Shift or acombination of these
keys. For example, your shortcut might be Ctrl+F2 or Alt+Shift+k.
Make sure the shortcut you define is not the same as a shortcut
being used in any other program you're likely to have running.

3. Click Apply.
Y ou can use this option in conjunction with Auto-Dial, described next.

« EnableAuto Dial—If you check thisbox, any phone number you dial
using a Smart Tag or the Select-n-Dial method isdialed automatically.
The phone number appears in the Number column and the state
column displays Ringing.

If this box is not checked, then a phone number selected by the Smart
Tag method or the Select-n-Dial method isdisplayed in the MaxAgent
dialer, and you need to click the Connect button to make the call.
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» ReleaseLink Tie(lIP Trunk)—When checked, clicking the Transfer
button will automatically send “FLASH *” to release atie trunk if the
incoming call isthrough an IP trunk. (Option is disabled by default.)

IMPORTANT! Before checking this check box, see your phone
system administrator. If your company is using multiple systems and
thetietrunk feature, the administrator needsto have used Enterprise
Manager to synchronizethe systems. Otherwise thisfeaturewill not
work.

Note: Thecall beingtransferred must originate from an AltiGen PBX
system running Altiware ACC/ACM 5.0 or later, or MAXCS
ACC/ACM 6.0 or later.

» DisableAutoFor mat—If theMAX Communication Server’ scountry
codeis US/Canada, MaxOutlook automatically adds the long distance/
international dialing prefix (corresponding to the server’'s country
code) when returning a call from voice mail or when making a call
from the History tab. If thisis not appropriate for your setup, check
Disable Auto Format.

Call Handling

Click the Call Handling tab in the Config window to configure incoming
call handling for your extension.

\ Ogr i

—Call Forwarding Call Waiting —————
| " Mone

" Single Call Waiting
| '| | '| & Multiple Call Waiting

[l Enable Forward ko |\-'Dicemai|

[ Enable Do Nat Diskurb " Live Call Handling
] Enable Busy Call Handing Enable No Answer Handing ————— |
" Farward to Extension 1111 = " Forward to Extension 1111 -
% Forward to Yoicemail
" Forward to Yaicemai

" Farward to AA 001 bl | Y (S —— oot
" Place Callin Queus & {Forward to A4 |
" Forward to Line Park Sy sbem - " Forward to Line Park

Mumber of Rings Before Forwarding |4 3:

[ Enable Automatically Answering After 0 3: Seconds

oK | Cancel Apply
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Forwarding All Calls

To forward all calls, check Enable Forward to and choose aforwarding
destination. If you want to forward calls to an external number, select a
trunk access code in the drop-down list, then begin with the outside trunk
or route access digit (usually 9)and any long distance prefix digits such as
1 and area code.

Note: Forwarding callsto apager is possible but not recommended since
callerswill only hear what isheard when calling apager and might
not know to enter a return phone number unless instructed.

Do Not Disturb

If you check Enable Do Not Disturb, all incoming calls are forwarded
according to your Enable Busy Call Handling settings, described below.

Checking Enable Do Not Disturb here has the same effect as clicking the
DND button in the MaxOutlook main window.

Busy Call Handling and No Answer Handling

Y ou can use these options to specify how you want to handle incoming
callswhen you're already on the phone or when you can’t answer the
phone, for example, when you' ve checked Enable Do Not Disturb.

If you want to use the auto attendant and you don’t know the number of the
phrase or menu you want to use, check with your system administrator.

Place call in queueisavailable only if your system administrator has
enabled queuing for you.

Number of Rings Before Forwarding

The Number of Rings Before Forwar ding setting pertains to almost all
the optionsin this screen. It is the number of times the phone rings before
the system forwards the call to an extension, voice mail, or the auto
attendant.

To have MaxOutlook automatically pick up the call, check the Enable
Automatic Answering after x Seconds check box and use the arrow keys
to choose the number of seconds.

Note: The default setting is 0 seconds. If the duration is set to O, all
incoming callswill go to connect state right away. Neither caller
nor callee will hear aring tone.
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Note: Thisfeature requires one of the following: 1) an IP or analog
extension to which the system administrator has assigned feature
code #82 (dial tone disabled mode); or 2) MaxQOutlook is running
with IPTalk softphone enabled.

Call Waiting Options

Call waiting options are available only if the Enable Busy Call Handling
check box has been checked, but this option is available only for non-
workgroup calls.

» SingleCall Waiting—setsup singlecall waiting. Thisfeaturegivesan
alert tone (audio beep) to indicate that acall iswaiting. Single Call
Waiting must be selected in order to conference incoming calls.

» Multiple Call Waiting—enables a“ non-workgroup queue” of
multiple calls waiting. Y ou must also select the Place Call In Queue
option under Enable Busy Call Handling to enable this option. This
allows you to transfer or park the current call before picking up the
next call in queue.

» LiveCall Handling—when enabled, allowsacaller to hear aringback
tone when the called party isin voice mail, paging, transfer, or
conference state.

One Number Access (ONA)

If you are expecting calls that you want to receive regardless of where you
are, you can have the system forward those calls to you. Y ou must specify
the Caller IDsfor the callsyou want forwarded, and the numberswhereyou
can be reached.

If the system isunableto connect the call (can’'tidentify aCaller ID or can’'t
reach you at any of the numbers you specify), the call is sent to your voice
mail.

When you answer an ONA call, you may be required to enter your
extension password, depending on the configuration for your extension set
by your system administrator.

Before You Set Up ONA

* ONA must be enabled for your extension by your system
administrator.
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e Thesettingson your MaxOutlook Call Handling tab must not conflict
with ONA. Specifically:

— Enable Do Not Disturb must not be checked. If it is, when your
lineisbusy, al calswill go into voice mail and not to the ONA
forwarding numbers you specify.

— Enable Forward to must not be checked. If itis, all callswill be
forwarded according to this setting.

See “Call Handling” on page 55 for details on these settings.

Setting Up One Number Access

To set up one number access,
1. Click Extension > OneNumber Accessinthe Configuration window.

A
h y\W a4 48
Call Screening
% Disable € Enable during business hours " Enable schedile based|access r
" Enableat any time € Enable duting non-business hours Enable Call Screening

—Caller 1D Verification

[ verify Caller 1D based on the follawing

For outside number, choose the trunk access code and enter the number in the edit box[e.g. "14155551212"]

O st fany = @ Ext ¢ outside [ Password  Ring {Sech
O end |Any - & Ext  Outside [ Password  Ring (Sec)
O ath fany - & Ext € Outside [0 Password  Ring (Sec)
O 4th | any - % Ext  Qutside [ Passweord  Ring (Sec)
oK | Cancel | Apply |

2. Select the times you want to be available to ONA callers.
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If you choose Enable schedule based access, you can set up to four
different schedules in the dialog box that pops up:

Schedule X
Check a Schedule
From To box and choose the
G l1zoopm - jeooPM  ~ ||| times you want to be

available for ONA

[ schedule2 | - | | > | from the drop-down
lists.

[ schedule3 | - | | = |

[ Schedulz4 | - | | ~ |

| QF | | Cancel |

Check the Enable Call Screening check box if you want the system
to prompt the ONA caller to record a caller name to continue ONA.

If youwant, check the Verify Caller 1D based on thefollowing check
box and then specify the incoming phone numbers for ONA. If ONA
finds one of these numberson anincoming call, it will forward the call
to you.

You can enter up to 10 phone numbersin the Caller ID Verification
fields. For local numbers, use 7 digits (5555555). For long distance
numbers, use 10 digits—area code + local number.

Note: If youenter no numbersintheCaller ID Verificationfieldsand
ONA isenabled, ONA is made availableto every caller.

Using a Password

You can use aCaller ID Verification field to enter a password number
such as “5555” so that a caller who knows this password can use
ONA to find you, regardless of where they are calling from. Tell the
caller todia 1 during your personal greeting and then enter the pass-
word.

Enter the Forwar ding Number s to be used by the system to find you
when ONA is active. You can set up to four different numbers—
extensions or outside numbers. For outside numbers, use the
drop-down list to select the trunk access code you want to use. Specify
whether the number is an extension or outside number and if a
password is required.
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When ONA is active, the system dials the forwarding number(s) in
the order from Forwarding Number 1 through Forwarding Number 4.
Note that this number order does not correspond to the Schedule
order—for example, Forwarding Number 2 is not used first during
Schedule Number 2.

Note: If your system administrator has not configured your extension to
require you to enter your extension password when answering an
ONA call, then acall forwarded via ONA that is picked up by a
voice mail box, fax machine, or answering machine will connect,
and will not try any subsequent Forwarding Numbers. Therefore,
if you want ONA to use such an option asalast resort, it should be
Forwarding Number 4.

Y ou can set the ONA ring duration from 5 to 45 seconds using the Ring
drop-downlists. Default valueis 20 seconds. The system will ring the ONA
target during the specified time limit. If the ring time exceeds 30 seconds,
the system will play aphrase every 15 seconds (playing timeisincludedin
ring time).

Message Notification

Y ou can specify how and when you'd like to be alerted to new messages
when you' re away from your desk. Click Extension > M essage
Notification in the Configuration window to display the Message
Notification configuration screen.
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Y |
A i }{?/: ((L

—Message Matification Schedule
% None £ Hon-Business Hours
- Urgent Voice Messages Only = Ay Tirme:
&l Yoice Messages € Fram 12:00 &M -
To 12:00 &AM -

— Motification or Reminder Message by calling a

. Phone € Pager & Extension " Cuskom App

v -] |
For Phone and pager options, choose the trunk access code and
enter the number in the edit box[e.g."14155551212"]

—

44 Cancel Apply

Y ou can set these notification options:

» Thetypes of messages about which you want to be alerted: none,
urgent voice messages only, or all voice messages.

e Schedule—Select during what hours you want to be alerted.

» How and whereto notify you—Select an option in the Notification
or Reminder M essage by calling section. If you want to use an
outside number, use the drop-down list to select the trunk access code,
and then type in the number.
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* VoiceMail Groups—Y ou can set up and edit voice mail groups.

Note: Y ou can also configure M essage Notification through the AltiGen
Voice Mail System.

Working with Voice Mail Groups (Distribution Lists)

Y ou can set up voice mail groups (distribution lists) to forward messages
to multiplerecipientsat the sametime. Y ou can set up to 100 personal voice
mail (VM) groups, each with 64 members. Group members can be any
extension or another voice mail group.

There are two types of voice mail groups you can Use:
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e System-based groupsare set up by the system administrator. Y ou can
use but not edit these listsin MaxOutlook. Y ou can, however, add a
comment that is displayed in your MaxOutlook.

« Personal groupscan be set up and modified in MaxOutlook or in your
AltiGen Voice Mail System.

Working on Voice Mail Group Lists

To work on your personal voice mail groups, on the Message Natification
page, click the VM Group Edit button. The following dialog box appears:

WYMGroup | Mumber | Marme | Comment l;
Personal 0o

Personal 01 Test BT

Syskem oo Tech Su...

Syskem 01 TS Frem...

System 0z TS NY &Tx

Syskem 04

Syskem os Kew

Syskem o7 western,,,

Syskem 13 test lisk13

Syskem 91 Group 1

Syskem 9z Group 2

Syskem 93 Group 3

Syskem 94 Group 4

Syskem 95 Group 5 |
Syskem 97 Group 7 =
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To create a personal voice mail group

1

To change a personal voice mail group
1

Click the New buttonin theVM Group Edit dialog box. The Create
Group dialog box opens.

Create Group E

Group ID o1 -

Mame | |

Comment | |
| Type | Mumber Mame -

r Ext 100 Enterprise Desk

M Ex 101 Gilbert Hu

r Ex 102 Jimmin Yao

- Ext 103 Carolyn David

r Ex 104 JimminYao MabilePhane

 Ex 105 vi Duang

O Ext 107 Jenrifer Scheller hd

Click the drop-down list to select a Group ID.

Enter the VM Group Name and any Comments. These are optional
but will help you identify the group.

Select the member extensions by selecting the check box next to each
extension.

When finished, click OK. Click the Clear button to deselect all
extensions or click Cancel to exit without saving your edits.
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Click the VM Group Edit button. The VM Group Edit dialog box
opens.

Select the group you want to change, and click the Change button.

Make any changes you need to make for the group name, comments,
or members. To add or remove amember, select or desel ect the check
box next to the extension.

Click OK.
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Call Alert Options

If you want MaxOutlook to inform you when you have a call, specify your
desired method(s) in the Configuration window’s Options > Alert screen.

v Ll | l
4 7 p.
[ i S - |
Alert Type
' Disable
" Screen Pop

" Inbound call alert
[T audioBeep [ Auto Close

OF Cancel Apply

Y ou can set these alert options:
» Disable—Disables screen pop.

¢ Screen Pop—When anew call comesin, the MaxOutlook main
window pops up. Y ou can then answer the call or perform other
MaxOutlook actions.

e Audio Beep—Y our PC beeps you when you have a call.

Voice Mail Play Options

Choose Options> Play Voicemail in the Configuration screen to set voice
mail play options.
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e, . "
(N }{P/ (/L

Voicemail

' through handset

" through soundcard

P
&)

[a]4 ‘ Cancel | Apply |

Y ou can choose to play your messages on your phone set, or play them on
your sound card and speakers. If you choose to play them on your sound
card, you can have the message play asit downloads, or you can download
it completely and play it on an external media player.

CRM Integration

M axOutl ook can access phone numbersfrom your Microsoft Outlook 2003
or Outlook 2007 CRM database.

Y ou can aso integrate MaxOutlook with your Microsoft Office
Communications Server (OCS) account for instant messages. The OCS
contacts can be imported from Microsoft Outlook client.

Configure CRM integration in the Configuration window’s I ntegration
screen:
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o
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=
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Q
=
o
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— Ogr i

Spe‘éi v the source CRM application, Outlook, Outlook Express etc, to use with AltiGen MaxOutlook and
allow changes in Contacts tab windaw

Select current database: l:l

™ Update database when dick "Ok" button ™ ForScreenPop  Match Digits I? 3:

] Enable S client
Sign in URL | | Sampla. uremane@OCsdoman

Server | |

[ Use ‘Windaw default credentials

Domain | |

User Mame | | Sample. urername. Do not aod domain prefir

Passward | |

ok | Cancel | Apply |

Use Database Sel ector—Check this check box to allow integration of your
company’s Microsoft Outlook CRM database with your MaxOutlook.
When this operation is complete, contacts in the Microsoft Outlook
database will appear on your MaxOutlook Contacts tab.

Update database when click “ OK” button—When you check this check
box, MAX Communication Server refreshesthe data M axOutl ook accesses
from the database.

Note: MAX Communication Server will load all the subfolders and data
in your main Microsoft Outlook Contacts folder, which will take
afew moments. Once the datais loaded, you can close the
Configuration window, reopen it, and click the Select Folder
button that now appears to choose which Contacts subfolders you
want to use.

For Screen Pop—Select this check box if you want the Microsoft Outlook
contact window to pop up when you receive acall from someonefor whom
you have arecord in the Outlook contact directory.

Match Digits—Select the number of digitsto match for caller ID.
Matching starts from right and moves left. This optionisfor callsthat go
through IPand for international callsthat haveadigit prepended, like 0. For
example, if you choose 7 (the default) in the Match Digitsfield, and the
number is 10.10.10.6- 915102529712, M axOutlook would match thelast 7
digits, or 2529712, to identify the caller for you.
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Enable OCS Client—Check this box to enable the Microsoft OCSclient,
which allows you to initiate instant messaging from MaxOutlook.

e Signin URL—The URL of the Microsoft OCS client
» Server—The P address of the Microsoft OCS client

Use Windows default credentials—Either check this check box to use
Windows default credentials, or enter the OCS domain, account name, and
account password in the appropriate fields.

Note: The OCS needsto bein the same domain as MAXCS, and your
OCS server must be configured to allow connecting via TLS.

Tab Layout

Y ou can choose which tabs you want to display in MaxOutlook by right-
clicking in the space to the right of the tabs in the main window and
selecting the tabs you want to show. When no tabs are displayed inthemain
window, you can click Voicemail (which displays the Voicemail tab). Or
you can configure the tabs in the Configuration window’s Customization
> Tab Layout screen.

o\ SQP;‘l(L

Tab windaow Fitle
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Woicemail

Speedbial

Direckary

History

LinePark

Greeting

MeetMs

Manitar

?I?ITI—I?ITI?I?Il

Contacks

™ Restore to default layout

OF | Cancel | Apply |

Check the tabs you want to display in MaxOutlook, and click OK.

Torestore al call control buttons and tabs to the default settings, check
Restoreto default layout, and click OK.
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IPTalk

If you're using IPTalk, set the optionsin the IPTalk configuration screen:

-

B o B\
i N\ S{P/ ({L

IPTalk Option
[ Echa Suppression
S —
Yaice Thraugh | - ‘
Ring Through | - ‘
SIP Transport
’7 O s I~ sRTR

oK | Cancel | Apply |

68

Echo Suppression—Check this check box if you are experiencing
echo.

ToS(Hex)—The ToS byte indicates the type of service. For IPTalk,
you need high priority service, and the default of “0” set hereindicates
high priority service. However, if your company router supports DSCP
EF, then set thisfield to “AQ”. The ToS value is gateway-based. For
guidance, see your system administrator.

802.1—This setting is related to the priority given to voice packets
traversing your network. For guidance on setting this value, see your
system administrator.

From the Voice Through drop-down list, choose the sound card that
will carry theincoming and outgoing voice. It could beasound card in
your PC, or it could be a USB-based sound card in your headset
system.

From the Ring Through drop-down list, choose the device that will
carry the incoming ring. When you' re away from your desk, you may
prefer the ring to come through your PC speakers, rather than your
headset system.
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» SIP Transport—These settings secure the SIP signaling messages and
the RTP. SIPsignaling is secured using transport layer security (TLS).
RTP or SIP-associated mediais secured using the secure RTP (SRTP)
protocol. For guidance with these settings, see your system
administrator.

Log

If you want the system to keep error logs for troubleshooting, check the
appropriate box in the L og screen in the Configuration window. Logs are
stored in your \\Documents and Settings\username\Local

Settings\A pplication Data\AltiGen\MaxOutlook directory.

A an }{P/\ (/L

Log Settings

™| Enable IPTialk Lag

V' Enable Application Lag

oK | Cancel | Apply |

The Enable IPTalk Log check box is available only if you're using
IPTak. The Application log is for MaxOutlook.
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CHAPTER 6

Using MaxCall

MaxCall isintended for agentsinvolved in marketing campaigns and other
campaignswhere the same message must be delivered over and over. Using
MaxCall, you can record scripts, called phrases. Then, whenyou dia acall
and the other party answers, by clicking abutton you can hand the call over
to the MAX CSsystem, which then playsthe phrase you selected. Thisfrees
your extension to make the next call. The feature is available on the
MaxCall tab.

A MaxCall license must be assigned to your extension before you can see
the MaxCall tab.

Logging in to MaxCall

When you log in to MaxOutlook, check the Enable MaxCall check box.

A

ALTIGEN

“ MaxOUTLOOK

Server Name: 10.30.9.46 -
Extension: [ 3anp |
Password: [ eeee |

[ Enable IPTalk softphone  [vl Always save password
[l Enable MaxCal

When you are logged in, the MaxCall tab is available to you.

The MaxCall Tab

The MaxCall tab looks like the following figure.
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[-‘ﬁl Direckory [4‘9 Histary T: Contacts T Voicemail ]E Monitar TQ LinePark l: Speed Dial Fj MestMe [D Maxcall

Phrase ‘ Date | Duration | Notes

D Transfer to Phrase Campaign Transmit CID: (SN

= AddfReview Phrase

The MaxCall tab has four columns;

Phrase—L.ist of phrases, or scripts, that you have recorded. These are
stored on the MAXCS server.

Date—The date the phrase was recorded or last modified.
Duration—The duration of the phrase in hh:mm:ss format.

Notes—Notes you enter about the phrase. Double-click the Notes cell
to enter notes.

Thedrop-down list at the bottom displays campai gn names and the transmit
caller ID for each campaign.

Using a Phrase

1

From the Campaign Transmit CID drop-down list, select the
campaign applicable to your call. If the callee’ s phone displays caller
ID, his display will show the caller ID configured for this campaign
instead of the actual caller ID.

Make acal.

If you get the other party’ s voice mail, click the Transfer to Phrase
button. MAXCStakes control of the call and playsthe selected phrase.
Y our phone is released so you can make another call.

Note: Instead of selecting the phrase before making a call and then

clicking the Transfer to Phrase button, you can double-click on a
phrase after the call is connected.
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Recording a Phrase

To record amessage to add to the phrase lit,

1. ClicktheAdd/Review Phrasebutton. The Add/Remove Phrasedialog
box appears.
=

—Add / Review Phrase
* Recod

Phrase Name:

 Review / Delete

Phrase Name: -

Fo. Y e =
Record | Review M | Delete o | Stop

Select the Record button.

Enter a name in the Phrase Name text box.
Click the Record button. Y our phone will ring.
Answer the phone and record the message.

S L e G

Click the Stop button. The message is saved as a phrase on MAXCS,
and MAXCS notifies you and adds the new phraseto the phraselistin
MaxCall. The length of the phrase is added to the Duration column.

Reviewing a Phrase

Toreview aphrase,

1. Clickthe Add/Review Phrasebutton. The Add/Review Phrase dialog
box opens.

Select the Review/Delete button.
Select a phrase to review from the drop-down list.

To delete the phrase without listening to it, click the Delete button.
Y ou receive a confirmation message. The phraseis deleted from
MAXCS and from the MaxCall list of phrases.

To review the phrase, click the Review button. Y our phone will ring.

Answer the phone and listen to the phrase.
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7. You can delete the phrase after listening or simply exit the dial og box.
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APPENDIX A

Errors and Troubleshooting

The following errors may be displayed as login or connectivity errors.

Error Message

Description

Solution

MAX Communica-
tion Server connec-
tion limit has been
exceeded.

No license was found
OR more than allowed
number of MaxCom-
muni cator/M axOut-
look users have
attempted to log on.

Maintain the number of Max-
Communicator license keys or
add additional session licens-

ing.

Cannot connect to
AltiLink. Please check
server name or net-
work connection.

You are not connected
to MAX Communica
tion Server.

Check the server field (IP
address or DNS name) by:

1. Pinging the network server
address OR

2. Try using the | P address of
MAX Communication Server
(if using the DNS name in the
server field).

Cannot access voice
mail list while mail
box in use.

Mail box isin use by
the AltiGen Voice Mail
System and is tempo-
rarily unavailable.

Wait awhile, then try again.

Mail serviceis
unavailable. Please
check with your

Voice mail serviceis
not enabled on MAX
Communication

Make sure voice mail service
is started.

(regsver32 Alplinter-
face.dll).

administrator. Server.
Please register MaxOutlook usesthis | Re-register thisfile. Typein
Alplnterface.dll dll to communicate DOS command window,

with MAX Communi-
cation Server. It should
be registered in user
system.

regsver 32 Alplnterface.dll
Change directory to MaxOut-
look directory, type regsver 32
Alplinterface.dll

You have entered an
invalid password.
Please try again.

The password isincor-
rect.

Enter your extension pass-
word.
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Error Message Description Solution

Cannot use “1P Exten- | You tried to log in with | Confirm that your extension is
sion integrated with | the IP extension option | set up as an |P extension with

IPTalk.” without being assigned | dynamic | P addressand that an
an |PTak License. IPTalk License has been
assigned.

Theversion of Max- | Theinstalled version of | Upgrade MaxOutlook to match
Outlook on your desk- | MaxOutlook does not | the current running version of
top isout of date. match the version of MAX Communication Server.
MAX Communication
Server on the system
Server.

Troubleshooting IP Connectivity from a Remote
Location

If problems occur connecting to your company’s MAX Communication
Server from aremote location, they may be due to afailure to connect to
your ISP or due to firewalls at your office preventing direct access to the
MAX Communication Server.

Asatest, you can choose Run from the Windows Start menu, then enter
Ping <IP address> [ENTER]

where <IP address> isthe MAX Communication Server system you
want to connect to. An example of the IP address format is
123.234.231.143

If you do not get aresponse, contact your LAN administrator for support.
Also, check to verify that the necessary ports are open.
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