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The Networked Operator Console

Introduction

The Networked Operator Console professional (NOCpro) allows efficient
and effective handling of incoming calls. It provides a wide range of call
handling functions, whilst displaying information about callers and their
desired transfer extension.
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— NOCpro Server PC + NOCpro Server Software:
This PC links your telephone system and computer network together.
A program on it called "NOCpro Server" controls communications
between the two.

— NOCpro Client PC + NOCpro Client Software:
The NOCpro is a client program that runs on a Windows 95/NT PC.
|t talks to the telephone system via its network connection to the
NOCpro Server. A licence on the INDeX controls how many NOCpro
clients can run at the same time. The current maximum is five
NOCpros.

— Server and Client on the Same PC:
The NOCpro Client software can run on the same PC as the NOCpro
Server software. In this case the maximum recommended number of
NOCpros Clients is four.

— Operator's Telephone:
Each NOCpro client needs a phone working in parallel with it to
provide the operator's speech path. The preferred telephone is an
INDeX DT5 equipped for headset working.

— Operator's Headset:
Each NOCpro client needs a phone capable of headset working. It is
recommended that, where more than one operator uses the same
NOCpro console, each operator has their own headset.

= Operator's
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The Console Screen

The picture below shows the major features of the console screen. You
can customise the console screen and operation in many ways (see

page 30).
\’, INDeX NOCpro
File Settingz  Profies Meszages Auto-Dial Directory  Help
A Side \/ B Side
13:53
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All the key symbols on the screen have keyboard equivalents (see page
8). You can either use the mouse to click on the screen or you can use
short-cut keys. This guide concentrates on using the keyboard, for
example:

1.

Pressing Alt and an underlined letter will select a menu

e.g. Alt and F together will display the FILE menu. Within the text of
this guide this is written as Alt+F (File) where Alt+F are the short-cut
keystrokes and (File) is for the mouse.

Repeated pressing of tab will step you through each menu’s options.
Pressing carriage return < will accept a menu'’s setting and return
you to the main NOCpro Console screen

Pressing and holding Alt with repeated pressing of tab will step you
through the Windows Task bar menus. Release Alt when required
menu is displayed.

For details of the NOCpro Console screen, see:

— A-Side & B-Side Displays on page 5.
— Call Queues on page 6.
— Hold Queue & Hold Bays on page 7.
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A-Side & B-Side Displays
When you answer a call, the console displays information about it in the
A-Side box. This includes information about the line on which the call
arrived. For external calls arriving over a network this will include both
the original exchange line and the network line details.

LINE 758
Avaya

0707392200

Details of the number that you wish to transfer the call to are shown in
the B-side box.

The A-Side and B-Side box surround colour indicates the call status:

- Blue = Connected and talking to you.
- White = Connected but not talking to you.
- Green = Extension free.
- Red = Extension busy.
- Cyan = Unobtainable.
User's Guide Page 5
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Call Queues

The console presents each call in one of several call queues. The queue
presented depends on the type of call and the line on which the call
arrived. New calls appear as a green block. If the call waits longer than
a set time (the time delay is set on the telephone system) the block
changes colour from green to red.

- Int: Internal calls to the operator.

- Recall: Calls held or unanswered for a long time
eventually recall to this queue.

- Ring Ann: Calls waiting for an announced transfer to a

busy extension, appear here when the

extension they require becomes free.
EXT1,2& 3: External call queues. You can change the

external queue labels (see page 32).

—Queues

Irit I
Recall I
Ring Ann I
Ext 1 I
Ext 2 I
Ext 3 I

Wit

The total number of calls in each queue appears next to the on-screen
Queues answer buttons. The column labelled Wait shows the time of
the longest waiting call in each queue.

Multiple NOCpro consoles can be used simultaneously to process calls..
Any additional console(s) can be put into Standby Mode (see page 11).
When either the Call Waiting Time or the Total Number of Calls in a
Queue exceed predefined limits, the console(s) in Standby Mode is/are
invited to process these additional calls by a message being 'popped' on
to their screen.
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Hold Queue & Hold Bays

The console can hold calls in two ways. Both display the line number
and allow other extensions to pick-up those calls by dialling that number.

— Hold Bays:
The console has 3 Hold Bays. Each holds just one call, but displays

the full call information including any call annotation added.
Hold 2
[

— Hold Queue:
The Hold Queue can contain several calls, but only displays the line
numbers of the 6 longest held calls.

—Haold Queue

External calls put on hold and left there too long reappear at the console
in the Recall queue. The time calls stay on hold before recalling is set
on the INDeX system.

User's Guide Page 7
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Keyboard Overlays
Selected keys on the PC keyboard match those shown on the console
screen. Avaya provide two keyboard overlays with the console to show
these key functions. If you have no console overlays, you should contact
your INDeX System supplier.

Speak ) Speak ) h ) h
A-Side B-Side Release Hold Transfer
e S | s S b T ) [ L SN

Answer
Next

— e
Answer
Internal J

Ny Ny
[Directory [Retrieve
l—--..__‘__.__..--—' l—--..__‘__.__..-—'

) Rjngs'.ﬂ\nnouncn?
Transfer
l-!-_-‘_.-_._..—l-l

Throughout this guide these keys are referred to by their overlay titles,

for example:
End = Answer Internal,
/ = Release,
+ = Answer Next, etc.
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Using the Console

Starting the NOCpro Server

The NOCpro Server is the PC that physically links the computer network
and the INDeX telephone system. The NOCpro Server program
controls, via an Access Manager, communication between the two
systems.

The NOCpro Server must be running before any NOCpro client can
work. Normally the Server PC is configured to automatically run the
NOCpro Server program whenever it starts.

The Server PC can also be used to run the NOCpro program and take
calls.

When NOCpro is operating with a BLF screen/terminal the Delta Server
software, which enables communication between the BLF, INDeX
NOCpro and the Access Manager, must be running. See page 28

Checking if the NOCpro Server is running:

1. Atthe Server PC, display the Windows task bar (containing the Start
button).
One of them should say Access Manager.

2. Clicking on that icon will display details of the NOCpro Server. These
features are meant for engineers only.

Starting the NOCpro Server:

1. Atthe Server PC, display the Windows task bar (containing the Start
button).

2. Click on Start. Select Programs, then INDeX CCM and click on
INDeX Access Manager (NOC) icon.

3. When the INDeX Access Manager (NOC) screen appears, minimise
it.

User's Guide Page 9
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Starting the NOCpro
1. Click on the Start button in the Windows task bar.

2. Select Programs and then click INDeX NOCpro.

Starting INDeX NOCpro

AVAYA

communication

INDex MOCpra
Werzion 1.0 beta 11
Copyright © 2000 Avaya

¥ ‘Re-connect ta Last Known Access Manager

"Notes: 1. If you cannot find the INDeX NOCpro program,
see page 38.
2. If the message "No connections remaining"
appears, then there are more NOCpros
running than allowed by your site's licence.

3. If the system has started correctly, the console screen appears. The
display phone associated with the console displays "PHONE IN USE
AS OPS CONSOLE".

4. If the system cannot connect to the NOCpro Server a warning screen
appears. Click on the OK button and contact your System Manager.

Stopping/Pausing the Console

The console operates in two modes:

In-Service: The console displays and can answer/make calls.

Out-of-Service: The console does not display calls. It can still be
used to make calls. The call queue area displays
"Out of Service".

To go in/out-of-service:
1. Press the In/Out Service (F6) on the keyboard to go in or out of
service.

WARNING: Do not do this whilst on a call.

Page 10 User's Guide
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Standby Operation.

It is possible to place the console in a Standby mode. This will allow the
user only to take calls when a programmable call threshold is reached
(see page 33). While in Standby, users can undertake non-console
related work until they are alerted to calls waiting. (Please note that with
multiple PC applications opened PC performance will be affected.)

To place the console in Standby Mode.

1. Press Alt+F (File)

2. Press Alt+S (Standby) and the Enter Standby Mode box will
appear.
Enter Standby Mode B |

@ Are you sure you wigh ta put the Operator's Conzale into standby mode?

3. Press Y (Yes) and the console will go in Standby Mode and no
further calls will be taken until the call thresholds are reached.

Restoring Console back into service

This may be achieved in two ways — manually or automatically when the
call threshold is reached:

Manually

1. Press and hold Alt. Press tab until NOCpro Console appears on
the Windows Start taskbar. Release Alt.

Automatically

2. If the call threshold is reached following dialogue box 'pops' onto
their screen.

. MOC RBesume Mormal Operation
A call queue trip threshold has
heen exceeded.

Do you wish to lgnore or Resume
&= &n operator?

{Resume | Ignore |

3. Press < (or click Resume) to restored the console to service. By
clicking the Ignore button the call threshold is increased by one and
the console remains in Standby mode. E.g. if the threshold was 5
calls this will be increased to 6 calls.

User's Guide
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Night Service

Night Service is automatically operated on a timer basis or manually by
entering a code (**11RELEASE) on the keyboard.

Exiting the Console Program
Both methods of exiting the console program described below
automatically take the console out-of-service. Before switching the
console off, ensure that the telephone system is either in night service or
that another extension or NOCpro is available to take calls.

WARNING:

If your NOCpro is running on the same PC as the NOCpro Server,
do not switch the PC off or close the NOCpro Server program as
this will stop all NOCpro Clients.

To close the console:

1. Press Alt+F (File) and then Alt+x (Exit Console) or double-click on
the close-symbol at the top-right of the console window.

Making Calls

From your NOCpro console you can make calls in several different
ways:

e From the console keypad

(on right hand side of keyboard)

From the associated terminal

From the Auto-Dial Directory (see page 23)
You can automatically initiate e-mail transmissions from the Auto-
Dial Directory entries (see page 23)

From the INDeX Directory (see page 25)
From, if equipped, the BLF screen (see page 29).

Call handling from your NOCpro console is detailed in the following
paragraphs.

Page 12 User's Guide
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Answering Calls
Calls appear in one of the six call queues. For each queue the NOCpro
Console displays the number of calls and how long the oldest call has
been waiting.

Each call is also represented as a block on the display. A block changes
from green to red when the call has been waiting too long. The timer for
this (called PC Console red alert) is set on the telephone system; its
default setting is 20 seconds.

Int Queue:
Displays internal calls from other extensions on the telephone system
(see below).

Recall Queue:

Display calls that have been transferred but then not answered (see
page 16).

Ring Ann Queue:

Display calls that were waiting for an announced transfer (see page 16).
External Queues:

External calls appear in any one of the 3 bottom queues. Which queue
depends on which trunk the call arrived and this is configured on the
telephone system. The name used for each queue can be changed See
below and page 32).

To answer an internal call:

1. Press Answer Internal.
The caller details appear in the A-Side box. The blue highlight shows
that you are connected to that caller.

CAUTION: The Answer Next key will not answer internal calls.
To answer an external call:
1. To answer the longest waiting call press Answer Next.

2. Otherwise press the corresponding call queue key; Ext.1, Ext.2 or
Ext.3.

3. The caller details appear in the A-side box. The blue highlight shows
that you are connected to that caller.

User's Guide Page 13
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Unannounced Transfers

This is a quick way of handling callers. Use it when the call recipients do
not need or want to be warned about the identity of their caller before
taking calls.

Making an unannounced transfer puts the caller on hold and rings the
transfer number if it is free or sends it a call-waiting message if it is
busy. If the call rings unanswered or waits at a busy extension for too
long, it reappears in the console recall queue. When you answer it, the
console displays all the information of the original extension to which
you tried to transfer the call.

To make an unannounced transfer:
1. Dial the number the caller wants.

— Information about the number appears in the B-Side box. Note
that you are still connected to the caller.

— The box highlight may also show the number's status (unless on
another site on the telephone network): green = free, red = busy,
white = connected but not active, cyan = unobtainable.

2. If free: Press Transfer to transfer the caller.

3. If busy and the caller asks for another destination: Dial the new
transfer number. The B-Side box changes to show the status of the
new transfer number.

4. If busy and the caller wants to hold: Press Transfer. The call
transfers to the busy number (which receives a Call Waiting
warning).

5. If busy and the caller will try again later: Press Release twice to
end the call.

Page 14
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Announced Transfers
Use announced transfer when the call recipient wants to be warned
about the identity of callers before taking (or rejecting) calls. You can to
talk to the intended recipient without the caller hearing. If they accept the
call, you can press Transfer to transfer it. For external calls, if the
recipient is busy, using a Ring/Announce Transfer puts the call on
hold. It reappears in the Ring Ann queue when the recipient extension
becomes free (or it has been on hold for too long).

To make an announced transfer:
1. Dial the number the caller wants.
— Information about the transfer extension appears in the B-Side
box.
— The box highlight may also show the extension status (unless on
another site on the phone network):
green = free, red = busy, white = connected but not active, cyan =
unobtainable.

2. If free: Press Speak B-Side to announce the call to that extension.
The box highlight changes to blue to confirm which side you are
connected to. The caller in the A-Side cannot hear you or the other
extension.

— Use the Speak A-Side and Speak B-Side keys to toggle
between the two calls.

— Ifthe call is accepted, press Transfer.

— Ifthe call is not accepted, press Release and Speak A-Side.
Inform the caller and ask if they want to talk to someone else,
leave a message or try again later.

— Dial the new number or press Release.

3. If busy and the caller asks for another destination: Dial the new

transfer number. The B-Side changes to show the information about
the new transfer number.

4. If busy and the external caller wants to hold: Press
Ring/Announce Transfer. The console holds the caller until the
transfer number becomes free. Then the call returns to you in the
Ring Ann queue (see page 16).

5. If busy and the caller will try again later: Press Release twice to
end the call.

User's Guide Page 15
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Answering a Recall Queue Call
External calls transferred previously or held may reappear in the Recall
queue for several reasons.

To retrieve a call from Recall Call Queue:
1. Press Answer Recall. The original call details reappear, showing the
caller in the A-Side and reason in the

B-Side. The reason will be as following:

Ringing Recall: Call transferred to a free extension but
unanswered within time-out period.

Busy Recall: Call transferred to a busy extension to wait, but not
answered within time-out period.

Recall From Hold: Call left on hold for too long.

How you handle the recalled call depends upon what the caller requires.
— Unannounced Transfer: See page 14.

— Announced Transfer: See page 15.

— End Call: Press Release as appropriate.

Answering a Ring Announce Recall Call
External calls waiting for an announced transfer to a busy extension
appear in this queue when the extension becomes free or if it stays busy
for too long.

To answer a ring announce recall:

1. Press Ring/Announce Answer. The original call details reappear,
showing the caller in the A-Side and the transfer number in the B-
Side. The console automatically dials and rings the transfer number.

2. When answered, announce the caller to the transfer extension, the
caller in the A-Side cannot hear you or the extension.

3. Use the Speak A-Side and Speak B-Side keys to toggle between
the caller and the transfer extension.

4. If the call is accepted, press Transfer.

9. Ifthe call is not accepted, press Release while still in the B-Side.
Inform the caller and ask if they want to talk to someone else or try
again later.

6. Dial a new number to transfer to another recipient or press Release
to end the call.
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Adding Call Annotations

With Call Annotation selected (see page 39), you can type a short

annotation (or note) into the call box while talking to an external caller. If

you transfer the call to a suitable display terminal, the first 16 characters

of the annotation (up to 31 characters) appear on the terminal.

The console retains a call's annotation until the caller is released. E.qg. if

a call you transferred returns as a recall, the call information shows your

original annotation (unless transferred over a network link). Entering a

new annotation overwrites any existing annotation.

To add a call annotation:

1. Simply start typing, a Call Annotation box containing the text
appears automatically.

2. To cancel the new annotation, press Esc.

3. To enter the annotation, press <.

Making Page Calls

You can page any extension on the system that is free or phones in a
group that are free. Anybody near those phones will hear the page. The
recipients do not have to answer their phones to hear the page.

To make a page call:

1. Press Page key.

2. Dial the number of the group or extension that you want to page.
3. Speak and after the page, press Release.

Retrieving a Transferred Call

After transferring an external call, you can retrieve it whilst it is still
unanswered. This only applies to the last external call you transferred
from the console.

To retrieve a transferred call:
1. Press Retrieve. If successful, the original call details reappear.

User's Guide
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Creating Conference Calls

You can take part in and form conference calls between one external

and two internal parties. You may be asked to create a conference and

then exit from it yourself.

To create a conference call:

1. Make a first call (or answer a call). Tell the party that you are setting
up a conference.

2. To add a party, dial their number and press Confer, the console
automatically puts the party in the A-Side on hold.

3. If the other party agrees to the conference, press Confer again.

4. If they do not answer, press Release to drop the call and return to
the A-Side party.

5. Repeat the above steps to add further parties to the conference.

6. Press Release to exit from a conference. This will not affect the
other members of the conference.

Hold and Answer Next
This option allows you to rapidly answer and hold a series of external
calls. It puts the current call on hold and answers the longest waiting
external call.

To hold & answer next:
1. While speaking to the caller, press Answer Next.

Page 18 User's Guide
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Holding and Retrieving Calls

The console allows calls to be held (for later retrieval) in two ways.

— The Hold Queue: Controlled by the Hold key. This can contain
several held calls. At any time it displays the six longest held calls,
showing each by its line number.

— Personal Hold Bays: These are controlled by the Hold 1, Hold 2
and Hold 3 keys on screen. Each holds just one call but displays the
call details including call annotations.

You or any other extension can retrieve calls the console puts on hold

by dialling the held call's line number. This allows you to put a caller on

hold, and then make a page call for somebody to pickup that line.

To hold a call:

1. While speaking to the caller, press the required hold key.

To retrieve a held call:
1. Press the appropriate hold key to retrieve a call from the Hold Queue
or Personal Hold Bays.

2. Alternatively, dial the appropriate line number.

Leaving Call Messages

If the extension called is an AT1, DT phone or TT 'phone, you can leave

a message. The system lights that phone's lamp and stores your

extension number for a return call. However you cannot leave a

message for another console user.

To leave a call message:

1. Dial the extension number.

2. Press Message to end the call and light the phone's message
indicator as a prompt to recall the operator and retrieve their
message(s). See page 21.

Note: Itis advisable to leave yourself an aid-memoir within the
NOCpro Message Centre (see page 20).

User's Guide Page 19
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Message Centre

Using the Message Centre

The Message Centre allows the operator to type textural messages as
aid—memoirs to remind them that they have a message for certain
extension users. The operator is automatically reminded of the waiting
message when the extension user calls the console or the console calls

the extension user.

To record a text message for extension user

1. From the main console screen press Alt+M (Message). When you

have the screen below press Alt+N (New).

Mew | Ecit | Delete | close |

All Extensions

- 2001
B 2002
= i
i-Please call the ...
~Paul Smith calle...

2. The screen below will be displayed. The called extension’s number is

shown; you can change this if required. Press tab to move into the e-
mail field.

This e-mail address can be the one associated with the extension
number (appears automatically if entered into the Auto-Dial
database, see page 23) or any other

e-mail address.

Destination Extension Email Address
|2DD? | hamithid@ayaya.com
Message
|UHGENT: Please call back to office and talk to Andrew.

submit | Email | cancel |

. Press tab to select the Message box. Type the required message.

Once finished press either Alt+E (EMAIL) to initiate sending the e-
mail message and/or Alt+S (SUBMIT) to add message to the
Message Centre lists.

Note: For the e-mail facility to operate it must run in conjunction
with an appropriate email package, e.g. Microsoft Outlook
or Outlook Express. Email accounts must be set-up on a
Email Server e.g. Microsoft Exchange Server.

. The Message Centre screen will have been modified as below. The

date and time of the message is displayed, together with the
message, in the lower box.

Page 20
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INDeX NOCpro Meszage Centie

mew | et | et [ ciose |

All Extensions

2001
2002
e Olayn from ADSHOT
- 2004

- Please call the ..

e Paull Srrith calle

ion: 2003 |

Date/Time: 15/09/99 10:03:49

Dawn from ADSHOTS called to say that your proofs are ready

=

9. Messages can be edited. In the All Extensions box, click on the
message to be edited. Press Alt+E (Edit). The Edit screen is shown
(similar to the New Message screen). Perform steps 2 & 3 above to
edit a message.

Giving the message to a User
When an extension that has a message(s) waiting calls a yellow
Message prompt appears next to the A-side box (a green Message
prompt appears next to the B-side box.

2 INDeX NOCpro
File Seftings Profiles Messages Auto-Dial Directary  Help
[ B Side
EXT 2001
ROGER TALBOT Q'
= Messages I
15/09/99
HOLD 1 I HOLD 2 I HOLD 3 |
—Queues T — Hold Gueue 4
Recall | ||
Ringann_| ||
Bt | ||
Bxt2 ||
B3 |
F2 - Hold 1 | F3 - Hold 2 F4 - Hold 3 F5 - Message Fb - Service | F7 - Directory |
' .
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To display and give messaqges

1. When the Message prompt appears against a called/calling
extension (see page 21), press Alt+M (Messages) to display the

Message Centre screen.

INDeX NOCpio Message Centre
mew | Eoi | Delete | close |

All Extensiong

- 20071
------QDDQ
- -Dawn from ADSHOT...
- 2004
Please call the ...
‘- Paul Smith calle. .

ion: 2003

Date/Time: 15/09/99 10:03:49

Diawn from ADSHOTS called to say that wour proofs are ready

|

2. By clicking the plus sign next to calling user (highlighted in Blue) all
the messages are expanded to view. The date/time of the message
and the previously recorded text are displayed the lower box.

3. Messages are deleted by highlighting the user and clicking the delete
key. A new box will appear allowing the console operator to delete

all messages for that user.

L T |

@ Are you sure you wizh to delete all meszages for 3704

Page 22
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The Auto-Dial Database

Using the Auto-Dial Database

Auto-Dial allows you to quickly search and dial from a database of
numbers/names stored on the console’s PC. These numbers can
include both extensions and external numbers as well as e-mail
addresses. You can use a centralised database and/or build up your
own Auto-Dial Database (see page 24). The Auto-Dial Database is
separate from the INDeX Directory (see page 25).

To Automatically Start Auto-Dial Searches

You can select to have Auto-Dial and an entry appear whenever you
start typing a name/number on the keyboard (see both Selecting Display
Options below and page 35).

To Manually Start Auto-Dial:
1. From the console screen, press Alt+A (Auto-Dial):

—Search
I " Eorename {* Surname = Department ¢ Extension, /
Mumber

" Email Close

Forename | SLFNEme | Department Extensions Mumber | Email |

Jane Marzhall Accounts 2004 JMarshalli@sd:d.com
tdark Gallagher ‘Wigh Design 2002 Publicity@sdcplc.com
Len Harriz Cleaning 2204

SalesRichardi@avaya..

To Select Display Options:
Once inside the Auto-Dial screen you can opt to select entries by:
— matching forename; press Alt+F
— matching surname; press Alt+S
— matching department; press Alt+p
— matching extension or external number; press Alt+x.
— matching e-mail address; press Alt+e.

To Dial Selected Auto-Dial Display Entry:

1. With the required entry highlighted press Alt+l.
If an e-mail entry was selected your normal Outbox is displayed for
you to type and send your e-mail as per normal.

2. Press Alt+C (Close).

User's Guide
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Modifying the Auto-Dial Database

Using the console you can add, delete and update entries in the Auto-
Dial database. You can also add to the Auto-Dial Database from any
other database within your PC or from an external PC.

To Modify the Auto-Dial Database:

1. From the console screen, press Alt+A (Auto-Dial).

Search
€ Forename * Surname " Department g TG i
Mumber
" Email Close

I Forename | Surname | Department | Extension) W Mumber | Email |
i Publicity@sdople .com

&n
Richard small Sales (rtertnational) 2401 SalesRichard@avaya
Roger Stubbs Tech Pubs 20m DocumertationiE@ayays

Adding to the Database from another database

1. Use Windows Access to copy the required database.

2. From Access, copy and paste the new data into the appropriate
Auto-Dial Database field.

To delete an entry:

1. Highlight the entry to delete and press Alt+D (Delete).

To add a new entry:

1. Press Alt+N (New).

Forename Email

Surname

Department

Phone HNumber

cancel

2. Type the details required. Use tab to move between boxes. The
forename, surname, department and/or
e-mail address can be inserted to register the extension/phone
number.

3. When completed, press Alt+O (OK).

To edit an entry:

1. Highlight the entry to change and type in the required changes. Use
tab to move between entry boxes.

2. To undo the change, press Alt+C (Cancel).

3. When completed, press Alt+O (OK).

To exit to NOCpro Auto-Dial Window:
1. Press Alt+C (Cancel) or (Esc).
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The INDeX Directory

Using the INDeX Directory
The console can display the extension numbers from the INDeX
directory. This directory is separate from the
Auto-Dial directory that is stored on the console’s PC (see page 22).

You can use the INDeX directory to dial numbers. You can also use the
directory to remotely check and change the status of extensions. For
example, to put an extension in a group, cancel no calls, and alter an
extension's divert numbers, etc. (see page 27). To change the INDeX
Directory you must close NOCpro and open the System Administration
facility.

To display the directory:
1. Press Alt+D (Directory) or F7. The directory screen appears.

Directory

| Job Title / Dept. | Location | Humber | Status

Searchingfor [ |

F3 - Status B - Hodify Ei - Delete

2. The directory entries are Name and Number (the system does not
currently use the Job Title/Dept. and Location entries). The current
status of each extension is also shown.

To exit the directory:
1. To exit the directory, press F7 or click Exit.

User's Guide Page 25
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To display an alphabetic section:

1. Click on the required letter key (these appear at the left-hand edge of
the directory listing).

B
D
F

nmn=|

2. The directory displays all entries beginning with that letter.

To display a name or number range:
1. Type the name or number required, the console displays your typing
in the Search box.

Searching for: | |

2. Press <.

3. The directory displays the entry/entries that match the text/number
typed.

To dial an extension:

1. Use the up and down-arrow cursor keys to move the highlight over
the extension required.

2. Press F2 or click Dial.

3. The Directory closes automatically after dialling.

Page 26
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Altering a Terminal's Status

Through the Directory you can display the settings of any extension.
You can also change those settings (except to take ACD turrets in/out of
group).

To change an extension's status:

Highlight the directory entry required.

Press F3 or click Status.

The Modify Terminal Status box appears. This displays the
extension details.

Press F1-7 or click on the mode required:

1.
2.
3.

F2 (In Group): Available to answer group calls.

F3 (Out of Group): Answer direct calls only.

F4 (No Calls): Not available. Selecting this option deletes the

terminal’s Divert All setting.

F5 (No Calls Divert): Not available, divert calls to the Divert All

setting.

F6 (Diverting Calls): Send calls to the Divert All number.

Note: If you select No Calls Divert or Diverting Calls and
the terminal has no Divert All setting, the console
requests a Target? Enter the target for diverted calls

and press
Modify Terminal Status
" Select required status [ESC to exit]

" Terminal Details Divert Al
Extension Number 0 Dirvert Busy
Mame Dhivvert MNfA
Job Title O In Group
Call Status ) Dut of Group

C No Calls
) No Calls Divert
- C) Diverting CALLS
F2-InGroup | F4-NoCalls |  FG - Divert Calls|
F3-Outof Gip| FS-NoCallsDwt|  F7-Dial |

The Divert All number can be altered if the status is Diverting Calls
or No Calls Divert. (You cannot change Divert Busy or Divert N/A).
When finished, press F8 (using Esc to exit does not save any
changes).
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The Busy Lamp Field (BLF)

Introduction

The Networked Operators Console has the ability to display up to 100

extension users on a Busy Lamp Field. Before the BLF can be used

both NOCpro and the Access Manager must be running (see page 9).

The Delta Server Software

The Delta Server software may be installed on any WinNT PC on the

network and links the BLF with the INDeX and Access Manager. The

Delta Server must be running before you can use BLF.

The BLF Screen

Starting the BLF:

1. Ensure that both the NOCpro Server and the NOCpro are running
(see pages 9 and 10).

2. The Delta Server must also be running. On the Windows task bar, if
the Delta Server icon is not shown select Programs, INDeX CCM
and double click on the INDeX Delta Server icon. Minimise the Delta
Server screen.

3. Click on Start in the Windows task bar. Select Programs, then click
on INDeX NOCpro icon.

4. The BLF Screen will be displayed.

File DOptionz Help
A0 I R CR ER
ROGER TALEOT
Fre=
MBRHK GALLAGHER
Free
| I |

Each of the tabs 1-5 displays up to 20 extension users.
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To Add an Extension:

1. With the BLF screen displayed, use your mouse to select the
required key.

2. Press the right hand button on your mouse and then click the Assign
option to display the Select Directory Numbers screen.

+ Select Directory Humber E

Available Directory Mumbers

Mar AdamsALD Agent-4821 | (s I

Marc Allen-ACD Agent-4697

Marc Fobinsar-4CD Agent-4362 I™ SuperGroup ¥ Agent

Maria Ciampa-aCh Agent-6702 .

Mark Birt-400 Agent-2259 I Group ' Teminel

Mark Gallagher-ACD Agent-4311 [ Tunk Gioup W Trunk

MARFK, GATES-4CD Agert-2336
Mark Gibson-AC0 Agent-4630
Mark Japcocks-DT5-3761

Mark M aszsingham-ACD Agent-4170
Mark Miller-4Ch Agent-4621

— Order By

= Number * Ngma = Tupe
114 I LCancel |

3. You may now select which user you wish displayed under your
chosen key by highlighting the name or DN number.
To Remove or Edit an existing entry

1. With the mouse chose the entry you wish to change and the right
click on the mouse. A small dialogue box will be displayed allowing
you to Assign, Remove or Edit. You may then amend the BLF
display, as you require.

LT

Using BLF with the NOCpro Console.

You may use the BLF either just an indicator of the status of extension
users or as an integral part of the Console. If the BLF button is Red this
means the user is using the handset. In the space beside the BLF
button the status of the phone, “on divert” etc., is displayed.

By using the mouse you call an extension by clicking the BLF button for

that user.
"I INDeX NOCpro uJa PC Busy Lamp Field [_ O] %]
File Settings Profiles Messages Auto-Dial Diectory  Help Fie Options Help
B Side 1| z s s |5 ]
EXT 2002 ROGER TALBOT
MARK GALLAGHER B - ' B
T WORK GOLLAGHER
RINGING Ringing
< Messages |
| - -
HOLD 2 | HOLD | ‘ ‘
Guenes Hold Quews ‘ i ‘ H
Wit
(—' W - H
! |
' .
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Console Customisation

Introduction
e Your NOCpro console can be customised to suit your own particular
requirements.
To customise the Console:
1. From the console screen, press Alt+S (Settings). The Settings
options menu is displayed.
2 INDeX NOCpro
A
|V Languages #
2. You can customise your console to change:
e The time/date (see page 31)
e External queue labels (see page 32)
e Standby settings (see page 33)
e Console ringing (see page 34)
e Configure the keyboard for
Call Annotation or Auto-Dial working (see page 35)
e Change the associated terminal (see page 36)
e Change the console language (see page 37)
e Customise the console profile (see page 38).
Page 30 User's Guide
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Changing the Date & Time - Page 31

Changing the Date & Time
The console displays the date and time as set on the INDeX. Changing
the console values also changes the INDeX clock settings.
To change the date & time:
1. From the console screen, press Alt+S (Settings).

2. Press Alt+C (Config). The Time and Date screen is displayed.

[ Ringer I Keyboard Action T Auto-Dial
Time f Date I GCleLes I Standby Settings
—IMNDeXDate ——————— ~INDeX Time
15 Septemnber 1999 j \\
e =
15:50:47 =
Click to change [NDeX Time or Date | B
OK et |

3 Use the up down arrow to amend the time or the drop down box to
amend the date.

4. When finished, press Alt+N (Change Now) to save the changes or
press Alt+C (Cancel) to exit without saving the changes.

5. If no other changes to configuration are required press Alt+O (OK).

User's Guide Page 31
INDeX NOCpro 38DHB0002UKDB - Issue 2 (12/00)



Page 32 - Changing the External Queue Labels

Changing the External Queue Labels

You can give each of the external queues a label name (other than their
defaults of Ext.1, Ext.2 and Ext.3).

To change the external queue labels:
1. From the console screen, press Alt+S (Settings).
2. Press Alt+C (Config).

3. Press Alt+Q (Queues) tab. The Queues screen is displayed.

INDeX HOCpro Configuration

[ Ringer I Keyboard Action T Auto-Dial

Time | Date | ‘Queues! I Standby Settings

User Definable Gusue Names

(e S R (11 characters max)

Q5- [Ext 2 (11 characters max)

Q6 - [Ext 3 (11 characters max)

Gueus Colours

TMarmial

Alert

Dk | Cancel | Al |

4. Enter the label names required and amend the queue colours as
required. Note that the console only displays upto 11 characters

5. When finished press Alt+0 (OK) to exit.
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Changing the Stand-by Settings
You can change the threshold settings of the Standby mode allowing
different consoles to restore to service with different numbers of calls
queuing to the operator group.
To change the threshold settings.
1. From the console screen, press Alt+S (Settings).
2. Press Alt+C (Config).

3. Press Alt+S (Standby Setting). The Standby Settings screen is
displayed.

[ Ringer I Keyboard Action T Auto-Dial

Time / Date T CIELES

Total Queusd Callz Trip Level I 5

—Independent Gueue Trip Levels
Marmal Alert
Irit
Recall
Ring Ann
Ext1
Ext 2
Ext 3

T
THH

Cancel | Al |

Note: The Total Queued Calls Trip Level indicates the total
number of all types of call queuing on the NOCpro. The
other six independent queues are summed to make this
total.

4. Settings may be amended as required.
5. When finished press Alt+0 (OK) to exit.
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Changing the Console Ringing
You can change the console ringer used to indicate new calls.

To change the console ringing:
1. From the console screen, press Alt+S (Settings).
2. Press Alt+C (Config).

3. Press Alt+R (Ringer). This displays the Ringer screen.

INDeX MOCpro Configuration

[ Time / Date I CIELIES T Standhy Settings
Ringer: I Keyhoard Action I Auto-Dial
—FRing Preference
" Short Ring
& Long Ring
" Ringer OFF
Ok | Cancel | Al |

4. Select the type of ringing required.
5. To exit, press Alt+O (OK) when finished.
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Configuring Call Annotation or Auto-Dial

While talking to a caller, typing on the keyboard can have one of two
effects:

- Auto-Dial: Search the Auto-Dial database using on the text that you
type (See page 22).

- Call Annotation: Add the text that you type as a call annotation (see
page 17).

To select Call Annotation or Auto-Dial:

1. From the console screen, press Alt+S (Settings).

2. Press Alt+C (Config.)

3. Press Alt+K (Keyboard Action)

[ Time / Date I CIELIES T Standhy Settings

Ringer | Keyboard Action; | Auito-Diel

Default Keyvboard Action

& Caller Annotation

& muta Dial

Ok | Cancel | Al |

4. Select either Caller Annotation or Auto Dial.
5. If you wish to amend or define the user definable fields (used for
DDI, fax Nos., e-mail addresses, etc.) press Alt+A (Auto-Dial).

[ Time / Date I CIELIES T Standhy Settings

Ringer T keyboard Action I “.&utolllal

User definable column names

Extra 1 I
Eutra 2 I
Extra 3 I

Columnz to display

¥ Eorename ¥ Emsail

[¥ Surname ™| Extra il
[¥ Department " | Extra 2
[¥ Extensions Number " | Extra

¥ Dizakle futo Hide

Ok | Cancel | Al |

6. Amend as required and press Alt+O (OK) to exit
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Changing the Associated Terminal
The Network Operator Console can be associated with any display
phone on the INDeX communications platform. The associated phone
provides the speech path for handling operator calls.

Caution:  Changing a console's associated telephone will require
reprogramming of INDeX. Only an approved system
maintainer should perform this programming. To
receive calls the directory number of the associated
terminal must also be programmed into the operator
group (and any previous number removed).

To change the associated terminal:
Ensure that you have taken the console out-of-service, by pressing F6.

WARNING:

Do not do this whilst on a call.
1. From the console screen, press Alt+S (Settings).
2. Press Alt+n (Connections).

3. Press Alt+A (Associated Terminal). This displays a dialogue box,
which tells you the currently associated terminal number.

Current Aszociated Terminal is 2000

Changing the aszociated terminal will require the INDex NOCpra to be restarted. Do you
wizh to proceed?

4. Press Alt+Y (Yes) only if you want to change the associated
terminal, otherwise press Alt+N (No).

Terminal |dentification

Please Enter Teminal to be used with this O perator's

Conzale
Cancel |

5. Enter the directory number of the terminal (a DT-3/4/5/6 or TT-3/5) to
associate with the console. Then press Alt+O (OK), otherwise press

Alt+C (Cancel).
6. The console program automatically closes. Restart the console (see
page 10).
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Changing the Console Language
You can switch the console to your preferred language.
To change the console language:
1. From the console screen, press Alt+S (Settings).
2. Press Alt+L (Languages). A menu of the languages available
appears.

& INDeX NOCpro
il Profiles  Messages  Auto-D

Canfig I
Connection PI
Languages »| Ophions
v Englizh
E zpafiol
Francaiz
MHederlands

Swvenzka

3. Move the cursor over the language required and when it is
highlighted release the mouse button.

— The Options choice displays a menu of buttons from which to make
the language selection.

Note: If the console does not have all the phrases it needs in the
language you select, it will prompt you to enter the text to se
for each missing phrase.

User's Guide Page 37
INDeX NOCpro 38DHB0002UKDB - Issue 2 (12/00)



Page 38 - Customising the Console Profile

Customising the Console Profile
Multi-users of the console can customise the size and shape of the
console screen to their preferred profile.
To customise the console profile:
1. With the console screen displayed, use the mouse to change the
screen profile, e.g. to full screen, half screen, etc.
2. From the console screen, press Alt+P (Profile)

‘3' INDex HOCpro

File  Setting: WEEEEN Meszage: Auto-Dial  Directory Help

2
A Side I B Side -
2

Delete P Save az.. 3
Be-fpply Current | B # |

3. Press Alt+S (Save), Alt+n (Save as new) and name the
personalised screen profile.

4. To exit, press Alt+O (OK) when finished.
To select a personalised console profile:
1. From the console screen, press Alt+P (Profile)

2. Press Alt+L (Load) and then select the named personal profile you
wish to use.

4. To exit, press Alt+0 (OK).

Find Server/Locate File
You can display which server the Account Manager software is
operating and locate the file in which the NOCpro Server software is
located. These options are meant for engineers only.

To find the Server:
1. With the Console screen displayed, press Alt+S, Alt+C followed by
Alt+S. The Find Server screen is displayed

To locate the NOCpro file:
1. With the console screen displayed, press Alt+S, Alt+C followed by
Alt+D. The Locate File screen is displayed.
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Help

Help
Selecting Help displays this user guide on screen as a Windows Help
file.
About
This option displays information about the NOCpro. Click on OK to
close.

About INDeX HOCpro

AVAYA

communication
N
Nt

IMDeX MoCpro
Yersion 1.0 bets 11
Copyright @ 2000 Avapa

Warning: Unauthaorized reproduction ar distribution of
this program, or any porion of it, may result in severe
civil and criminal penatties, and will be prozecuted to the

maximum extent poszible under [aw.
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K
Keyboard
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Keyboard Overlays 8

L
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M
Making Calls 12
Message Centre
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e-mail 20
Giving Messages 21
Recording 20
Messages 19

0
Out-of-Service 10
Overlays 8

P
Page Calls 17

Q
Queue names 32
Queues 6

R

Recall queue 6
Retrieve 17

Ring Ann Queue 6

S

Screen 4

Service 10

Terminal 27

Stop 12

Switching the Console Ringer
On/Off 34

System directory 25

T

Terminal 36

Transfer
Announced 15
Unannounced 14

W
Wait 6
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