Operator solutions

BusinessPhone Operator Suite is busi-
ness software that provides a unified
working environment for telephone
operators, integrating powerful call han-
dling, directory management, messag-
ing, absence information, and adminis-
tration functions on a single PC.

ERICSSON 2

It works with the BusinessPhone tele-
phone system through a computer-
telephony (CT) link to enhance personal
and business pro-ductivity. The opera-
tor can make more effective use of
time and provide a higher level of serv-
ice to callers and extension users —
helping to build a positive reputation
and image for the organization.

BusinessPhone
Operator Suite

Overview

BusinessPhone Operator Suite is a
software package running under
Microsoft Windows NT, Windows
2000 or Windows XP and featuring a
built-in SQL-compatible database
management system. In a single, cost-
effective package it contains every-
thing needed to provide advanced call
handling, messaging and support
functions:
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Operator Workstation — Maln Wlndow

e Operator Workstation (OWS) is the
call-handling application for the
operator’s PC.

e Directory Manager (DMG) is LDAP
V3 compliant to perform searches
on 3rd party LDAP directories and
can be read/accessed by exter-nal
applications (e.g. Directory Browser
or BMS).

¢ D.N.A. Mobile Executive (DME)
gives the mobile worker access to
the corporate directory, D.N.A. mes-
sages and message diversions from
his/her WAP-enabled handheld
device.

e Dynamic Network Administration
(D.N.A.) Server acts as the common
data storage medium and commu-
nications interface for Operator
Workstation and Directory Manager.

e D.N.A. Director Browser (DDB) is an
optional, web-based module that
allows corporate intranet users to
access the company phone book.

BusinessPhone system users may
install up to three Operator
Workstations, and these may be locat-
ed at any telephone extension, on any
PC. Only one Directory Manager and
D.N.A. Server are needed.

BusinessPhone Operator Suite has
been developed from the D.N.A. suite
for Ericsson’s MD110 business tele-
phone system, and has a similar look
and feel. The system can be used by
organizations with a standalone
BusinessPhone system, in a
BusinessPhone network, or in a net-
work containing a mixture of
BusinessPhone 250, BusinessPhone
128i, BusinessPhone 50 and MD110
nodes.

BusinessPhone Operator Suite has
been tailored to the needs of small and
medium-sized companies. For
instance, a programmable Busy Lamp
Field (BLF) shows at a glance the sta-
tus of trunks and extensions, and
where the operator also fulfils other
tasks, the PC can be used simultane-
ously for applications such as word
processing.

The package is also scalable. It has
Microsoft Data engine (MSDE), a royal-
ty free, de-featured version of SQL
Server 7, built in, which makes it cost
effective. Migration to Microsoft SQL
Server 7 is possible without the need
to update databases, or copy tables,
indexes and so on.
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MS Outlook™ — Calendar Integration

Information such as directory data
can be shared with other similar
BusinessPhone solutions, including
those for call centres, ensuring inter-
operability, minimizing set-up time and
reducing administration costs in larger
telephone networks. The
BusinessPhone Operator Suite sup-
ports the open LDAP directory proto-
col, and allows integration with a wide
range of external applications, such
as Microsoft® Outlook™, and enables a
web-based Directory Browser.
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Operator Workstation — Absence Information Dialog

Operator Workstation
features

BusinessPhone Operator Workstation
is the main application in the suite,
integrating call management, directory
assistance and message handling. All
functions are handled from the PC. For
instance, the operator can answer an
incoming call, see at a glance that the
requested extension user is out at
lunch, enter a text message and for-
ward it to the user’s PC via the com-
pany email system with just a few key-
strokes or, if preferred, mouse clicks.

Administration

The operator can log on to the sys-
tem, with a username and password,
from any PC in the company’s net-
work. All operator-configured options,
including the appearance of the desk-
top, system settings and function key
assignment, are saved with the pass-
word, so each individual operator has a
personalized version of the system.
The operator can switch between "on
duty" and "off duty" settings or put the
system into "night" mode.

A user-configurable "pop-up" function
enables the Operator Workstation
screen to appear automatically when a
call arrives, so the operator can carry
out other work on the PC when the
switchboard is not busy.

Busy Lamp Field

The main screen simulates the appear-
ance of a regular operator telephone
console. It includes a "Busy Lamp
Field" (BLF) that gives the operator a
familiar way of viewing the status of
the telephone system, and provides a
simple to use interface between indi-
vidual extensions and the functions of
the BusinessPhone system.

The BLF can include all extensions,
accessed by scrolling up or down the
screen, or selected extensions,
arranged in any order. The operator
can program the BLF to display infor-
mation on specific extensions, for
instance name and number, colour-
coded status details, and any absence
information left by the user. A double
mouse click on any extension window
dials that extension, and a right button
click brings up a menu of call-handling
options.

When the operator needs to search
the directory database, the Busy
Lamp Field automatically switches to
display directory search fields.

The main screen also displays the
incoming call queue and call status
information.
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Integration with external
applications

BusinessPhone Operator Suite inte-
grates with Microsoft® Outlook™ and
Lotus Notes to improve the level of
information within a company.
Absence information entered in a
user’s Outlook™ or Lotus Notes
Calendar is forwarded to the
BusinessPhone

D.N.A. Server and broadcast to the
Operator Workstation application.

Absence information recorded in
Operator Workstation is forwarded to
the Outlook™ Calendar of relevant
users.

BusinessPhone Operator Suite is also
LDAP V3- compliant, enabling many
other software applications to be inte-
grated with and accessed from
Operator Workstation. LDAP
(Lightweight Directory Access
Protocol) is an industry-standard, ven-
dor-neutral protocol that allows multi-
ple applications to access central
directories. An LDAP client can query
and update an LDAP server. An LDAP
server responds to client requests,
performs replication with other LDAP
servers and refers requests to other
LDAP servers. BusinessPhone
Operator Workstation can read exter-
nal directories with an LDAP interface
and can search third-party directories
as well as the D.N.A. Server directory.
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Operator Workstation — Message Dialog

Operator Workstation
Functions

Call management

All call-management functions sup-
ported by the BusinessPhone system
can be accessed from the PC screen
and a standard digital telephone.
Functions include:

e Dialing — via PC keypad, Busy
Lamp Field, Outbound Dialer func-
tion, Directory Assistance

e Qutbound Dialer — operator "clip-
board" for telephone numbers

e Extend — put call through with or
without announcement

e Answer — automatic or manual

e Call splitting — operator can speak
to either or both of two connected
parties

e Intrusion — in an emergency, opera-
tor can intrude into a call on a spec-
ified exten-sion.. Intrusion is
announced with a warning tone

e Hold — up to three calls in a loop

e Notify — a busy extension will be
automatically connected to the
operator on completion of a call

e Monitor — while handling other traf-
fic, operator can continue to listen
to a caller who is on hold, giving
more help if necessary

e Serial call — put callers through to
more than one person sequentially

e \/oice paging — the operator can
access the BusinessPhone voice
paging function

DTMF signalling — for access to
various auto-attendant services

e |dentify — the operator can identify
either party on a connected call

e Tracing malicious calls — to identify
source of unwanted incoming calls
(in co-operation with the public net-
work operator)

e Conference call set-up
e Call metering

Information and messaging

The operator can set up, view or
delete any information provided by the
BusinessPhone Information System.
Individual extension users or whole
departments can leave details of their
whereabouts, using pre-defined or
custom messages.

This information can be automatically
programmed to repeat each day, or for
a future date and time. The infor-mation
appears in the Busy Lamp Field and
also pops up when calls are put
through, so the operator can give accu-
rate information to incoming callers.

The operator can also take messages
from callers and forward these to an
extension user in a number of ways.
Pressing a function key enables the
operator to key in a message and for-
ward it to the user’s telephone display.
The system automatically recognizes if
the telephone doesn’t have a display,
and lights the phone’s "call operator"
lamp instead. Text messages can be
sent to the user via email, using the
Windows MAPI interface or SMTP, and
can also be printed out. In addi-tion the
operator can send SMS mes-sages to
internal DECT SMS cordless phones.
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Visitor Registration

Absence information can also be man-
aged and viewed from within the
Directory Browser application.

If a key customer calls, the informa-
tion that has been entered in the
external database is presented by
using CLIP.

Directory assistance

The directory assistance screen of
Operator Workstation gives access to
internal and external directories, and
allows many call-handling functions to
be performed:

e |dentify and dial an internal or exter-
nal number

e Search by name — progressive
search by first or last names. Users
may be given up to four first names
and four last names, for instance, to
include phonetic or alternative
spellings

e Search by department — progres-
sive search. Individual extension
users can be assigned to more than
one department

e Search by keyword — an unlimited
number of keywords can be
assigned to individual users and the
result can be displayed alphabetical-
ly by user OR by keyword

e Search by information or message
waiting fields

e Search by user-definable fields —
any additional fields defined in the
directory

e Multiple name search on external
directories



Dwecleny Mamages © [Local NA Serom]

r__;z_— jramtes e = Sdueal ﬂ"'_l""_‘ﬁi“"
:l = elel eieit] sielo) 2iol
[CEficssonfusia LasName | Friehome | Misde Name | Hon | Evemien | Depatme
e TCPAP dbem HImExanmal T £
P— T i L Developrment Debwt (v E weee
o i B s -
Lo 1o deni v i =] i (F1:-]
= (s b = (3] __1":1-_ E:pg‘mg 4 |veboren e 1202 [
’ P st Irtaractve 5 Eumcn
— - G
Augia
Aursiralin
UEA,
N | | =CLogiste
Directory Manager — Main Window
e | B S AL it g
T £ S g 00K
F Fart Lty E e ke il
[of | coes | W |

Directory Manager — Subscriber Configuration

e Remote search function key to
search quicker in a remote data-
base

e Retrieve user information — last
name, first name, alternative names,
department(s), extension, keywords,
photograph, projects, skills, confi-
dential information etc.

e Take messages
e Set absence information. .

Many of these functions can also be
accessed using Directory Browser.

Other features

Other Operator Workstation features
and functions include:

e Context-sensitive help

e Programmable function keys to dial
secretary or selected number even
with calls waiting

e A function key for redialing the last
external number

e Single-key access to other Windows
applications °

e Customizable user interface with °
preferences retained wherever .
operator logs on

e Security via operator "permissions" .

e Support for open and closed num- °

bering plans for networked systems
[ ]

e Visitor registration for assigning a
contact person within a company °

Directory Manager

The Directory Manager application
provides a graphical user interface
and tools for administering information
in internal and external directories. The
operator can add, delete, view and
amend all directory information.

Features and functions include:

Tree format — for display of depart-
mental hierarchies

Spreadsheet format — for display of
internal and external directories,
with sort by column

Password log on
Context-sensitive help
Up to 100,000 directory entries

Names with up to 60 characters
(for function and room type)

User-defined fields — for additional
information such as home numbers

Add subscriber by using previous
subscriber’s data

Multiple user types
Display users by priority

Choose subscribers to be
displayed/hidden in DDB and OWS

Unlimited keywords

Photographs of users

Search and find/replace

Search in D.N.A. external directory

Direct import of data — from
BusinessPhone directory book or
other files

Drag-and-drop — to move users to
other extensions or locations

Multiple select/change and
find/replace

User-defined directory structures for
Operator Workstation directory
assistance

Variable security levels — for
specific data fields

Database repair — built-in utility

External database can be used by
other CTl applications

Enhanced visitor registration utility:
ability to print ID badges.
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Directory Browser

Dynamic Network
Administration (D.N.A.)
Server

The D.N.A. Server provides system-
wide services for security, log-on,
data-base access and set-up. It pro-
vides support for multiple
BusinessPhone PBXs if required.
D.N.A. directory infor-mation can also
be accessed by exter-nal applications
using the Lightweight Directory
Access Protocol (LDAP).

The D.N.A. application suite installa-
tion program will support two types of
installation - Customisable or
Pre-con-figured. The Customisable
version works the same way as
previous versions.

[ |

Directory Browser

D.N.A. Directory Browser is an option-
al Operator Suite module. This LDAP
application, based on HTML, extends
access to the real-time corporate
directory to users of a cor-porate
intranet. For instance, Directory
Browser enables a company phone
book to be published on the intranet
so that users can search and dial
numbers directly from a familiar Web-
browser interface. Absence informa-
tion can also be viewed and managed
within Directory Browser.

D.N.A. Mobile Executive
(DME)

D.N.A. Mobile Executive gives the
mobile worker access to the corporate
directory, D.N.A. messages, and mes-
sage diversions, all from WAP enabled
handheld devices. DME extends the
operability of three (3) key
D.N.A./BusinessPhone features to the
mobile WAP enabled device:

e Allows the user to access and
search the D.N.A. directory to
retrieve user information such as a
phone number

e Allows the user to initiate, set rea-
son for the diversion, or cancel a
message diversion. This initiation of
a message diversion will immediate-
ly divert the extension and update
the data base thus allowing the
operator, or DDB user, to notify the
caller why the user is not available

e Allows the user to view and delete
D.N.A. messages sent from the
oper-ator

Using the D.N.A. Mobile Executive, the
user will have easy access to key com-
munication features while away from
the office, thus enabling optimum effi-
ciency for the mobile workforce.
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Technical data

System requirements

BusinessPhone 250, BusinessPhone
128i or BusinessPhone 50 4.0 or higher

Any Digital Telephone Set
(except Dialog 3210 (Basic) and Dialog
4220 Lite)

Hardware requirements
Server IBM-compatible PC with:

e Processor: minimum Pentium |l
266MHz or better

e Memory: 128MB for NT4/SQL7

e Monitor and graphics card: SVGA
(1024x768), 256 colours

e CD-ROM drive: 24x (for installation)

e Floppy drive: 3.5in 1.44MB
(for licence upgrading)

e Network card: LAN network card
(Ethernet)

e TCP/IP network protocol

e COM (serial) port: one required only if
BusinessPhone BusinessLink NT
server is installed on the
BusinessPhone Operator Suite server

e LPT (parallel) port: one required for
connection of the software protec-
tion device if BusinessPhone soft-
ware licensing server service is
installed on the BusinessPhone
Operator Suite server

e Microsoft Windows NT 4.0 (SP6a) or
Windows 2000 (SP1)

e Microsoft SQL Server 7
(SP 3)/MSDE or Microsoft SQL
Server 2000/ Microsoft Desktop
Engine (offered at no cost with this
release)

Operator Workstation — Detailed User Information

Client
IBM-compatible PC with:

e Processor: minimum Pentium
200MHz or better

e Memory: 64MB (128MB for
Windows 2000 and Windows XP)

e Monitor and graphics card: SVGA
(1024x768), 256 colours

¢ LAN network card (Ethernet) — not
required for a standalone installation

e TCP/IP network protocol

e Floppy drive: 3.5in 1.44MB
(for licence upgrading)

e Microsoft Windows NT 4.0 or
Windows 2000 or Windows XP

D.N.A. Directory Browser/IIS
IBM compatible PC with:

e Processor: Pentium Il 450MHz or
better

e Memory: 128MB
(256MB recommended)*

e Monitor and graphics card: SVGA
(1024x768), 256 colours

e CD-ROM drive: 24x
(for server PC only)

e Floppy drive: 3.5in 1.44MB
(for licence upgrading)

e Network card: Ethernet or Token
Ring adapter (not required for stand-
alone system)

*If one PC is used for both D.N.A. Server and
Microsoft Internet Information Server (IIS), more
memory is needed.

Software requirements
Operator Suite — Server/Client

e Microsoft Windows NT version 4.0,
Service Pack 5

e Microsoft Windows NT network
using TCP/IP for network communi-
cation

e BusinessPhone BusinessLink for
Windows NT V2.1 or higher

¢ BusinessPhone Software licensing
V1.1 or higher

e Microsoft SQL Server 7 (SP
3)/MSDE or Microsoft SQL Server
2000/ Microsoft Desktop Engine

Directory Browser*

e MS Internet Information Server (MS
IIS) Version 4.0 — if DDB is installed
on a Windows NT Server

e MS Personal Web Server (MS PWS)
— if DDB is installed on a Windows
NT Workstation

*DDB requires an installed D.N.A. Server/Client
installation.

D.N.A. Outlook™ Integration and Lotus
Notes integration

¢ MS Outlook™ 98/2000

¢ | otus Notes 4.6/5.0.2B

Capacity

Maximum three operators per system.
Each operator position can be

e Operator Telephone

e BusinessPhone PC Operator (with
Operator Telephone), or

e BusinessPhone Operator
Workstation (with any Dialog
telephone except Dialog 3210 and
Cordless).

Windows, Windows NT, Windows
2000 and Windows XP are registered
trademarks.
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