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1 Introduction to Zultys Outlook Communicator

1.1 Feature Description

Companies that have installed a Zultys MX IP phone system and that have agents/users that use
Microsoft Outlook can integrate the two systems using the Zultys Outlook Communicator
Adapter. After an agent installs the adapter software, from within Outlook that person can
make, receive, transfer and disconnect calls through the MX, and automatically obtain a caller’s
contact information in a pop-up Outlook window. Additionally, at a call’s conclusion, Zultys Out-
look Communicator automatically can open a Microsoft Outlook journal window to document
the call.

1.2 Zultys Outlook Communicator Requirements

Following requirements must be met for Zultys Outlook Communicator to function properly:

e The agent’s computer is running Microsoft Windows 8, Windows 7, Windows Vista, or
Windows XP.

e A 32-bit or 64-bit version of Microsoft Outlook 2007 Service Pack 2, Outlook 2010, Out-
look 2013 is installed.

e Zultys Outlook Communicator Adapter software is installed.

e Zultys Outlook Communicator license is present on the MX.

e The MX system is running Release 7.0 or above.

e The user has Desktop Integration option enabled in their Profile in MX Administrator.

e Install a digital security certificate on MX via Maintenance | Security Certificate Manage-
ment.

e Required TCP/IP ports are 7778, must be open for inbound connections.

e Digital Security Certificate installed on the MX

The following MAPI providers also are supported: Microsoft Exchange 2003/2007/2010,
both cached and non-cached, and PST.
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1.3 New Features in Zultys Outlook Communicator Adapter V.2

e Role/Group Login window added on login to Zultys Outlook Communicator Adapter, if at
least one role is available.

e Change Roles button added to the Zultys Toolbar.

e Active Role and Bound Device or Bound Phone Number now displayed on the bottom of
the Zultys pane.

e Ability to change Active Role for making outbound calls added.
e Bind Setting and Automatic Presence Change sections added to the Settings window.

1.4 Installation of Zultys Outlook Communicator Adapter

1. Microsoft Office is available in both 32-bit and 64-bit versions. Download the appropri-
ate Zultys Outlook Communicator Adapter setup software for the Outlook version being
used. This determination is independent of the version of Microsoft Windows you are
using whether 32-bit or 64-bit. The adapter software is in a Microsoft MSI Installation
format.

2. Run the setup software to install the Zultys Outlook Communicator Adapter on the
agent’s computer (Note: Microsoft software installation rights are required).

3. The Zultys Outlook Communicator Setup Window opens.

4. Click on the Next button.
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ﬁ Zultys Qutlook Communicator = %

Welcome to the Zultys Outlook Communicator
Setup Wizard

The inztaller will guide pou through the steps required to install 2ultyz Duthook, Communicator on your
computer.

WARMIMG: This computer program is protected by copyright law and intermational treaties.
Unauthorized duplication or distribution of this program, or any portion of it, may result in severe civil
or criminal penalties, and will be prosecuted ta the maximum extent pozsible under the law.

L B
# Zultys Outlook Communicator E‘_lﬂ

Select Installation Folder

The installer will install Zulbys Dutlook. Communicator ta the follawing folder.

Tainztal in this falder, chick "Mest”. To install to a different folder, enter it belaw or click. "Browse'".

Folder:

C:\]zershOwnerdppD atah B oaming'Cultys " Eulbys Outloak, Cormmunic Browse...

l Cancel ] l < Back ] [ Mext » ]

5. A Select Installation Folder window opens. Use the default folder location or browse to
a different folder.
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6. Click on the Next button.

-
ﬁ' Zultys Cutlook Communicator =1 —

Confirm Installation

The installer is ready to install Zultys Outlook. Camrmunicator on your conmputer.

Click "Mest" to start the installation,

Cancel ] l ¢ Back ] [ Mext > ]

7. A Confirm Installation window opens.

8. Click on the Next button.

Zultys Outlook Communicator: User Guide (0000000344)/Revision 15
January 12, 2015

© 2015 Zultys, Inc. No reproduction of distribution without permission

Paie 7 of 34




9. The installer will install the Zultys Outlook Communicator adapter.

ﬁ' Zultys Cutlook Communicator | = 2

Installing Zultys Outlook Communicator

Zultys Outlook, Communicator is being inztalled.

Fleaze wait...

10. An Installation Complete window opens.

-
ﬁ Zultys Qutlook Communicator = —

Installation Complete

Zultyz Jutlook, Communicator haz been successfully ingtalled,

Click "Cloze" to exit.

Cancel < Back
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11. Click on the Close button.

1.5 Silent Installation of Zultys Outlook Communicator Adapter

A silent installation option is available to an Administrator, which uses a distribution service
such as SMS server or equivalent. The silent installation permits the installation of the Zultys
Outlook Communicator Adapter software on agents’ computers without any prompting or key-
board input.MX Configuration

When installing Zultys Outlook Communicator on end users Windows PC, the MX must have
been set up properly as well.

1.6 Installing Outlook Communicator license

1. Open MX Administrator and log-in

2. Go to Maintenance and select Software Licenses

3. Enter License

4, Copy the text file representing your Desktop Integration license and paste it into the
window
Click OK

6. Confirm that the license list is correct

7. Click OK

1.7 Digital Security Certificates

Zultys Outlook Communicator clients use a Transport Layer Security (TLS) secured connection
between the Outlook Communicator and your MX. A digital security certificate is required to

enable a connection to the MX. A security certificate is a digital document assuring users that
their transmission is encrypted, secure and connected to the right server, and it also informs

the company that the callers are who they claim to be.

If that certificate has been signed and approved by an independent certification authority (CA)
then the Zultys Outlook Communicator software accepts the two endpoints as legitimate and
proceeds with the connection.

Alternatively, the digital security certificate can be self-signed by the company and not vali-
dated by a third-party certification authority. In essence, a self-signed certificate conveys the
message, "You can trust me", but forces the user to acknowledge and accept that trust when-
ever connecting to the phone system.*
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* Optionally, you can e-mail to the user a copy of the certificate and have the user install it on
their Outlook Communicator. In so doing, the Outlook Communicator will confirm the MX serv-
er's identity eliminating this step for the user. Please refer to your Outlook product documenta-
tion for further details of how to store a self-signed certificate.

Of the two types of certificates, the third-party certificate from a certificate authority is pre-
ferred.

Section 2.3 describes how to generate a security key

Section 2.4 describes how to generate and install a self-signed certificate

Section 2.5 describes how to generate a request for a certificate from a certificate authority
Section 2.6 describes how to install a certificate received from a certificate authority.

1.8 Generating a Security Key

Generating a security Key is a precursor to generating any one of the certificate types.

1. Go to Maintenance | Security Certificate Management.

o [Mangerance| Yiew Soppen_Wadow H
B 3y Bacup IR
) Restore
ﬁ Scheduled Backup

i]! Archive

g Syslog Configuration
B Scftware Lcenses

Secunty Certificate Menagement

s Update Femware
Rollback to Okd Firmevare
@ Irstall Language Pack
{ﬁ Install New MXmobile Software
Install New Reports
o Clean Instalt

W Parch Managet

B Shutdown MX
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2. Click on Generate, and select Security Key from the dropdown list.

§% Security Certificate Management EI
Certificate |Certiﬁmte Chain | Trusted certificates
MX has no certificate. You can generate or upload it. -
( 3

MX doesn't have security key. Please generate or upload one.

[ ¥ Close ]l Generate |Vl[ Remave |V][ Download |V][ Upload IV] l{)lHelp

| Security Key... |
Certificate Request...
Self-5igned Certificate...

3. Click OK to the following popup message.

Security Certificate Management £3

. You are going to moedify security key on MX, All certificates are going
J_“\ te be verified and removed in case of incompatible.

e J[

4. Verify Security Key is successfully installed.

Once the Key is generated, the screen will update to reflect this information.
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a Security Certificate Management EI
Certificate |Cert’ﬁmhe Chain I Trusted certificates
MX has no certificate. You can generate or upload it. -
4 b
Security key is OK
[ ¥ Close ] [ Generate IV] [ Remave IV] [ Download IV] [ Upload IV] E:{é] Help

1.9 Generate and Install a Self-Signed Certificate

1. Go to Maintenance | Security Certificate Management.
o T et
t (Maponance | Yiow Soppon_Windom
4 Backup ]
W} Restore
V8 scheduled Backup
m Archive

8 Sydog Cenfiguration
B Software Licences
W) Securty Cesthicate Management

(0 Update Firmware
. Rodback to Old Femmere
g‘ atal Langusge Pack
(8 wetab New hMoimobie Scttware
1+ Wstab New Reponts
2 Clean Instalt
LGl Patch Mansger

,E_’ Shutcown M
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2. Generate Certificate.

a Security Certificate Management EI

Certificate |Certiﬁmhe Chain I Trusted certificates
MX has no certificate. You can generate or upload it. -
4 3

Security key is OK

[ ¥ Close l [ Generate IV] [ Remove IVI [ Download IV] [ Upload IV] I{JI Help

3. Click on Generate, and select Self-Signed Certificate from the dropdown list.
[ L e )L -
Security Key...

Certificate Request...
| Self-Signed Certificate...

4, Fill in the necessary information.
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a Generate New Certificate

General Info
Country Code us] -
State or province Ohio
Locality Middlefield
Organization Mame Zultys_CLE

Organization Unit
Days 365 =

Host Address 192,168.15.154 -

Alternative Host Addresses

Delete
[ Generate Certificate ] [ 3 Close l lq:)nHelp
5. Click Generate Certificate.
6. Click OK to the warning popup up message.
rGenerate New Certificate ﬂ

% Warning! Alternative addresses you entered will be used to generate
’Lﬁ_ X509v3 Subject Alternative Name data. Please be advised that some
systems do not recognize that information and will verify certificate

based on Host Address information only.

L 0K ] [ Cancel

7. Click OK to the confirmation popup message.
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' Generate New Certificate ﬂ

f0| New certificate successfully generated.

8. Click Close.

a Security Certificate Management EI

Certificate |Certiﬁmhe Chain | Trusted certificates

»

Certificate:
Data:
Version: 3 (0x2)
Serial Number: 777 (0x309)
Signature Algorithm: shalWithRSAEncryption
Issuer: C=US, ST=0hio, L=Middlefield, O=Zultys_CLE, CN=192.168.15.154
Validity
Hot Before: May 9 13:16:30 2014 GMT
Hot After : May 9 13:16:30 2015 GMT
Subject: C=US, §T=0hio, L=Middlefield, O=Zultys_CLE, CN=192.162.15.154
Subject Public Key Info:

|

Ll

Security key is OK

H Close ][ Generate IV]I Remove |V][ Download IVII Upload |V] l{)lHelp
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1.10 Generate a Request for a Certificate from a Certificate Authority

1. Go to Maintenance | Security Certificate Management.

Archive

Saftware Licences

o
2 Sydog Cenfiguration
L
w

Secunty Cestficate Management

3 Updete Firmware
. Rolbeck to Old Femmware
g tal Langusge Pack
[¥  wctan New hoimobie Scttware
1+ Wstab New Reponts
¢ Clean Instad

@] Patch Manager

(@ Shutdown MX

2. Generate a Certificate Request.

a Security Certificate Management EI

Certificate |Cert’ﬁahe Chain I Trusted certificates

MX has no certificate. You can generate or upload it. -

4 F
Security key is OK

[ ¥ Close ][ Generate IV][ Remove IV][ Download IVH Upload IV] I{JIHeIp

Security Key...

| Certificate Request... |
Self-5igned Certificate...

3. Fill in the necessary information.
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a Generate Mew Certificate

General Info
Country Code s] -
State or province Ohio
Locality Middlefield
Crganization Name Zultys_CLE

Organization Unit
Days 365 z

Host Address 192,168.15.154 A

Alternative Host Addresses

Delete

Generate Certificate ] ’ ¥ Close ] l{)nHeIp

4, Click on Generate Request.
5. Click ok to the warning popup.

a4 3
Generate Certificate Request —— M

& Warning! Alternative addresses you entered will be used to generate
_:lé X509v3 Subject Alternative Name data. Please be advised that some
systems do not recognize that infermation and will verify certificate

based on Host Address information only.

| ok || cance

6. Save the generated Certificate Request.
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[~ BT
_ o : S 1w Do et Dianitee » tesches
S
[ S—r— Y Documents fibrary .
W Cemecp teathe
& Dwarioady
u Recent Plces
W Owcccp
o Likranes
! o Docurrarty
o' Masic
- Pt
M Ve
o} Hemegreuz
e e (TR -
Zeve m Yype | Centdbeaton Segquent (*carf -
* M Ssigen 1' Seew | Careat
7. Purchase a certificate from a Certificate Authority online. When requested, upload
the above CSR file.
8. The certificate authority will issue a certificate based on the request file provided.

1.11 Install a Certificate from a Certificate Authority

1. Go to Maintenance | Security Certificate Management.

a Security Certificate Management EI

Certificate |Certiﬁmte Chain | Trusted certificates

MX has no certificate. You can generate or upload it. -

I 3
Security key is OK

[ M Close ][ Generate |V][ Remave IV][ Download IVI[ Upload IVI I{JIHelp

1.11.1 Upload | Certificate
1. Navigate to certificate file location and select the file.
2. Certificate will be displayed. Check that the data shown is correct.
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3. If required, upload a certificate chain

1.11.2 Upload -> Certificate Chain
1. Navigate to certificate file location and select the file.
2. Outlook Communicator connectivity is now enabled.

1.12 Enabling Users

1. Go to Configure | Users

2. Select a User.

3. Click the Profiles button.

4, Check the Enable Desktop Integration item located in the General tab.

5. Repeat for each User Profile that is related to a User requiring Outlook Communica-
tor access.

6. Ensure a User Profile with Outlook Communicator enabled is set for each user re-

quiring Outlook Communicator access.

2 Zultys Outlook Communicator Interface

After the Zultys Outlook Communicator Adapter is installed, Outlook displays a new MX
Communicator tab

' 8% Login “.¥ Change Role 1% Settings (@ About e

Clicking on the MX Communicator tab allows an agent to perform an MX Login, MX Logout,
set Settings, Change Role the user is currently logged in under, and obtain information
about the Zultys Outlook Communicator version currently being used.

In addition to the MX Communicator tab, Zultys Outlook Communicator’s Control Pane dis-
plays in the left panel of the Outlook window. The Zultys Outlook Communicator’s Control
Pane sets Presence status, lists recent calls, permits call control through the Zultys MX IP
phone system, and displays line and Caller ID information.

Zultys Outlook Communicator: User Guide (0000000344)/Revision 15
January 12, 2015

© 2015 Zultys, Inc. No reproduction of distribution without permission

Paie 19 of 34




-
srzurys (D) Avaisble A LTZATYS (5, OnPhone #
A 405 [ pial |+ 2 405 | S
S 1l ;
Rbcentouila " L1 | WIRELESS C... - | T P
M 11:32am - 0110, ALEX A RecentCalls &
R 11:27am - 01/10, 7033 M 11:32am - 01/10, ALEX A
R 11:27am - 01/10, 7033
v v
Active Role: User 00085D225863 Active Role: User 000850225863

User’s current Active Role and Bound Device or Phone Number are displayed at the bottom
of the pane.

The size of the Zultys Outlook Communicator’s Control Pane can be changed by clicking on
the top or right border of the pane and dragging it.

3 Zultys Outlook Communicator Setup

1. Under the MX Communicator tab, click on the Settings icon.

‘q,

Settings

2. A Settings window opens.

3. Inthe Credential Settings block, complete the entries for agent’s MX Login, Password,
the IP address of the MX and the agent’s callback phone number

4. Inthe Bind Settings block, select the option for your bound device. Use Current keeps
the existing binding from the agent’s MXIE client. If Device ID or External Number is se-
lected, valid device ID or phone number must be entered below for the binding to be

completed.
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&% MX Communicator Settings M

Credentials settings

. Login: jjones
-Li\ Password: eese

URL: 162.255.255.255

Bind Settings

) @ Use Current
@k
@ ") Device ID

() External number

Application settings
[¥] Auto login on Outlook startup
S tﬁ |¥] Automatically reconnect on connection loss
(.-' [¥] open call log record on call end
[¥] caller name lookup on incoming calls

Automatic presence change

+ 1 minutes of no activity results in an automatic presence change

S K .
@- ! M 1 “*! to Be Right Back when my current presence is Available.
@ 2 minutes of no activity results in an automatic presence change

to Not Available when my current presence is Available,

5. In the Application Settings block, click on the checkbox next to each applicable option to
enable it.

6. Inthe Automatic Presence Change block, enter the time interval of agent inactivity that
will trigger Be Right Back and Not Available status changes. The checkbox next to the
timer enables the automatic presence change.

7. Click on the OK button.

4 Zultys Outlook Communicator Login to MX

1. Under the MX Communicator tab, click on the Login icon.

Lagin

Zultys Outlook Communicator: User Guide (0000000344)/Revision 15
January 12, 2015

© 2015 Zultys, Inc. No reproduction of distribution without permission

Paie 21 of 34




2. An MX User Login window opens.

3. Change any data, as applicable

4. Click on the OK button.

s ~
&% MX Communicator User Login @Iﬂ
. Login: jjones
@ Password: T
LRL: 195,255, 2555, 255|
[ O ] [ Cancel ] l Help
]

5. An MX Communicator window opens.

e el
#* MX Communicator m

= [V] selfadvacD

=

/| SelfHunt

(V] selfacD1

>

Coc ) Lo

" J

6. Select the checkboxes for roles to login as
7. Click on the OK button.

8. The Presence status indicator in the Zultys Outlook Communicator’s Control Pane
changes from Offline to Available.

ranTys () Offline SrzurYs () Avaiable

5 Zultys Outlook Communicator Logout from MX

1. Under the MX Communicator tab, click on the Logout icon.

-

Logout
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2. The status indicator in the Zultys Outlook Communicator’s Control Pane changes from
Available to Offline.

Lrzurys () avalable yanTYs () Offline

6 Making an Outbound Call Using Zultys Outlook Communicator

6.1 Calling from the Outlook Contacts Folder

NOTE: To make calls from the Outlook Contact Folder, the format of a phone number stored in
Outlook must conform to a dial plan configured for the MX system. Contact system administra-
tor if calls from Outlook Contacts Folder fail.

1. Click on Contacts to display the Microsoft Outlook Contacts folder.

&;J Contacts

2. From any view, click on the contact being called.

Smith, Sally
Sally Smith
ABC Company

3567 Work:
[703) 555-1234 Home
ssmith@abccompany.com

123 Main 5t.
Anytown, US 12345

3. Click on the Call icon at the top in the Communicate group.

L @
AW

;1 More Call

v v

Communicate
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4. From the dropdown menu, select the phone number being called.

Business —
; % Smith, Sally
ome . B Copy
Sally Smith o
ABC Company i@ Quick Print
3567 Work EY Forward Contact *
[703) 555-1234 Home
ssmith@abccompany.com Create L4
123 Main 5t. & cal | »
Anytown, US 12345 %:; WX Call » Business
BY  categorize 3 Home %
Fallow Up 3
(23| Move 3
@ Onelote
X Delete

Alternatively, right-click on the contact being called.

5. From the dropdown menu, select MX Call.

6. From the second dropdown menu, select the phone number being called.

6.2 Calling from the Dial Window

1. The dial window is located in the Zultys Outlook Communicator’s Control Pane.

sozuerys () Avalable 2

B8] (B

2. Enter a phone number directly into the dial window.

srzurys () Avalable 2

£ | 703-555-1234 [ pial |+
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3. To switch the Active Role from which the call is made, right-click at the arrow near the
Dial button or the role title at the bottom of the pane.

-e‘::l ZULTYS () Available #
@ '?‘;J’ Dial vI
Recent Calls User

M 11:3Zam - 0110, ALEX | @ SelfAdvACD
FL 11:27am - 0110, 7033
SelfHunt

SelfACD1

-

Active Role: SelfadvacCD 000850225863
4. Drop-down popup list opens.

5. Select the required role.

6. Clickonthe | %@ | putton.

6.3 Calling from an Address Book

1. Click on the address book button in the Zultys Outlook Communicator’s Control Pane.

sozuerys () Avalable A

8| [0l -]

2. A Select Name: Contacts window opens.

3. Navigate to an address book and click on the contact being called.

F —— — ™
Select Mame: Contacts M

Search: @ Mameonly () More columns  Address Book

Go Contacts - Other Address Books - Advanced Find

MName Display Mame E-mail Address

Sally Smith (ssmithi
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4. Click on the OK button.

5. The called number is inserted within the dial window.

'::;’Z.LTYS @ Available A
B | 703-555-1234 [ pial |~

6. Click onthe . ®@ |putton.

6.4 Calling from the Recent Calls List

1. A 10 days history of recent calls in displayed in the Zultys Outlook Communicator’s Con-
trol Pane.

LrzuTys () avalable A
B | [ pial |+
Recent Calls -]
™ 09:55pm - 0112, 4155556593 ~

M 11:55am - 01/10, WIRELESS CALLER, 4157...
N 11:32am - 01/10, ALEX
B 11:27am - 0110, 7033

This list shows:

Icon indicating call’s origination - outbound or inbound, and if the call had been
connected

Time

Date

Caller ID

Contact name (when available).

Typing a number into the dial window will filter the Recent Calls list by that number.

2. The Recent Calls list can be expanded for viewing by clicking on the Zultys Outlook Com-
municator’s Control Pane’s separator bar and dragging upward.

t
iy
Eozurys () Avalsble %

3. Click on the contact being called in the list.
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srzuTys () Available %

[} | 4155556553 [ Dial
Recent Calls

| ™ 09:55pm- 01712, 4155556593

™ 11:55am - 01/10, WIRELESS CALLER, 4157...
™ 11:32am - 01/10, ALEX

R 11:27am- 01710, 7033

L)

> |

4. The phone number is automatically inserted into the dial window.

5. Click on the 52 | pytton.

6.5 Zultys Outlook Communicator’s Control Pane View after Call Connection

1. After the called party answers, the Zultys Outlook Communicator’s Control Pane changes
and displays the line number, the called number and call control buttons.

£ ZULTYS (-, OnPhane 2
a| | pial ¥
L1 WIRELESS C... - 0 B

2. The agent’s Presence status also changes to On Phone.

7 Receiving an Inbound Call in Zultys Outlook Communicator

7.1 Call Notification

When a call is received, a notification pop-up alerts the agent to the call and provides infor-
mation about the Caller ID.
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7.2 Answering an Inbound Call

1. When the call is answered, The Zultys Outlook Communicator’s Control Pane changes
and displays the line number, the Caller ID, the contact’s name and call control buttons.

L JZLATYS (-, OnPhone 2
@ ‘ ‘FJ Dial :']
L1 | WIRELESS C... - | T B

2. The agent’s Presence status changes to On Phone

7.3 Caller’s Contact Record Pop-Up

When the Caller ID is identified with a contact in the Microsoft Outlook Contacts folder, that
contact’s information window automatically pops up if this option has been selected under
MX Communicator/Settings.

L | ~
G HY e+ 9|+ Sally Smith - Contact | B [
File Contact Insert Format Text Review o2 e
Full Name... [ sally Smith | Sally Smith
Company: |ABC Company | ABC Company
Job title: | | a 3567 Work
] [703) 555-1234 Home
File as: |Smith, Sally | - i ssmith@abccompany.com
IABEINEE -oocroressssrorems s 123 Main 5t.
& E-mail... - |ssmiﬂ1@§bccomﬁnx.com | Anytown, U5 12345
Display as: |Sally Smith (ssmith@abccompany.com) | o
OtES corrmeerermnre e
Web page address: | | ETQ
IM address: | |
Ty Y T TN 1 R R e
Business... 7 |ﬂ |
Home... -~ | |[703)555-1734 |
Business Fax... ~ | |
Mobile... - | |
A B B R
Business... - 123 Main 5t
Anytown, US 12345 5 =
This is the mailing
address Map It
0 See more about: Sally Smith. @ A
[
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8 Call Handling Functions

Call handling functions are provided by the control icons in the Zultys Outlook Communica-
tor’s Control Pane allowing the agent to put a call on hold, retrieve the call, transfer a call,
park a call for pick up at a different phone, or end the call.

£ ZULTYS (-, OnPhone A
B | 2 pial |~
L1 | WIRELESS C... - | @

ih
™l Press this icon during a voice call to put the call on hold.

The . %3 | putton becomes active and another call can be placed or answered on a differ-
ent line, if desired.

@ Press this icon to retrieve a call on hold.

Ifl Press this icon during a voice call to transfer the call to another user.

To perform a blind transfer

1. Click the Ifl button while on an active call.

2. A Call Transfer window opens.

&% MX Communicator Transfer Call M

@ Transfer phone: |

[ Ok J[ Cancel ]

&% MX Communicator Transfer Call @I&J

@ Transfer phone: | 323|

[ OK ]’ Cancel l

[ - = ]
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3. Enter the transfer phone number.

4. Click on the OK button.

5. The call is transferred.

6. The agent’s Presence status changes to Available.
To perform an attended transfer:

1. Place an active call on hold.

2. Enter a number in the Dial Window.

3. Clickon the 52 | pytton.

4. Speak to the person.

EJZULTYS [, OnPhone &
8 | [ ol -]

L1 | 05 @ 0~ ®
L2 | 4155E51212 M| 4551212

5. To transfer the call on hold to the person on an active call, click on the arrow next to

the Ifl button and select the desired call from the list.
6. The call is transferred.

7. The agent’s Presence status changes to Available.

IEI Press this icon during a voice call to park the call.

1. The callis parked

Zultys Outlook Communicator: User Guide (0000000344)/Revision 15
January 12, 2015

© 2015 Zultys, Inc. No reproduction of distribution without permission

Page 30 of 34




2. A parked call pop-up window opens revealing the retrieval number of the parked
call.

| ¢ i
"@uonec [

Call has been parked with

D "01",
To retieve it by phone dial
«m1n
3. The agent’s Presence status changes to Available.
4.

If the parked call is not retrieved within the MX system’s time parameter (typically
two minutes), the call will rebound to the agent.

Press this icon during a voice call to disconnect call.

9 End-of-Call Journal

1. Whenever a call ends, whether by hanging up, transferring the call, or by parking it, a

Journal Entry window automatically opens if this option has been selected under Zultys
MX Communicator/Settings.

File Journal Entry Insert Format Text

Subject:

Review b 9

| Phone: 7035551234 | Username: ?035551234|
Entry type: |Phone call

|*' Company: | |

Starttime: | Mon 5/16/2011 | [11:47 am - | Duration: |10 minutes

4

] w | &

= - Zultys Qutlook Communicator

Phone: 7033047 Caller's Mame: 7033047
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2. If the caller is in the agent’s Outlook Contacts folder, the Journal will be saved in that
contact’s database.

3. If the caller is unidentified, the agent can create a new contact record and save the jour-
nal in the new contact’s database.

10 Changing Presence Status Indication

10.1 Changing Presence Using Zultys Outlook Communicator’s Control Pane

1. To change Presence, in the Zultys Outlook Communicator’s Control Pane, click on the
Presence indication.

-E::}Z‘I.I._T"IE O Available Ix

O Avaimle

() Mot Available
ma DBusy

ﬂ At Lunch

§ ' InaMeeting
(L3 BeRight Back

() Appear Offline

2. From the dropdown menu, select new Presence indication

ErzuTys () Avaisble

(D Available

(\) Mot Available
% Busy

ﬂ At Lunch

'- In a Meeting

(L3 BeRight Back %

() Appear Offline

3. The Presence status is changed.

£ 7zurys § InaMeeting
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10.2 Changing Presence Using Outlook Calendar

1. When scheduling an appointment, meeting or event in Outlook Calendar, the Outlook
ribbon displays a group called Zultys Outlook Communicator with the command Show
Presence As:

r— ; e,
Sl - ¢ Board Mesting - Appointment 0 e
| Appeintment Intvert Format Tent Hywws 0
e = - _
I® J Cxiencar PRy ] 3 Private V' Shaw Fresence As
X s« ] | B @Srenmw - O @ B2 \
| i % Forvars - > - ! High trmpartsre U0 Nt Orange ~ |
Saer & Duwlete Copyto My 3 Appuidned Lchedaang & Resunden 15 minutes Recunenie  Terne Megwis Ise
Clote calendse ANl Onetiote oz Zane . § Low Importance D Mt Chaege
o0 fag {anm '3 Avadptio il |
() ot assilany
Subyjet Boaid Meeting ‘) e
A DUy |
(ocation Mar Cenference Hoom "
AL Luneh
Start time | Mon 6/20:2011 - B00AM . 401 day evers §) n s Mreetmgy
g : o 230 '3 B2 Right Baday"
£0d time Man 6/20/2011 = 230PM : Ny
Appesr Oftlime =

2. The default indication is Do Not Change, which means the presence indication will not
be altered automatically at the time of the appointment, meeting or event.

3. Click on the Presence indication. From the dropdown menu, select the new Presence in-
dication to be shown.

Show Presence As:

",I In a Meeting =

Zultys Outlook Communicator

4. The agent’s Presence will be changed automatically to that selection when the event
starts, and will change back at the event’s conclusion.
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11 Troubleshooting

11.1 Agent is unable to install Zultys Outlook Communicator Adapter software.
Installer must have Microsoft operating system software install privileges.

11.2 Zultys Outlook Communicator adapter is installed but the MX Communicator tab
does not appear in Outlook

Check that the correct version of the Outlook Communicator adapter software is installed --
32-bit or 64-bit. The correct version to be used is dependent on the version of Outlook being
run. It is not determined by the bit-level of the Windows operating system being used.

11.3 Zultys Outlook Communicator Adapter does not integrate with the MX
Check that the adapter has the correct IP address of the MX.

11.4 Zultys Outlook Communicator’s MX Log-In Failed.

Check that your MX agent’s log-in information is correct.

11.5 Zultys Outlook Communicator fails to start

Verify the Add-In is “enabled” in Outlook. In Outlook 2013 Add-Ins is located under File | Op-
tions | Add-Ins

e ——
| — ,

ew and manage Mucrasaft Cffice Add-ins

Add -in Optiem
‘ b s Launch Add-in optiom dialog: | Add-in Dptions.

Akt v

Name Locaton Type
[/&m« Agrplic ation Add i |
Kioud Outlook Add-in CAUCeAARLZODSZ A COM Add-in
Micronofs Exchange Add-in CA AImOuticokAddin M COM Add-in
Microweft ShaeeP cint Server Celleague Ivpont Add-in CA A Colaaguelmpen. i COM Addin
Onefdote Notes about Outlook Rer Ch ficel H\00EnOLdN  COM Add-n
Outiook Change Notifier G angeNctfiedddndtl  COM Add-n |5
Outlock Secul Cennectar 2013 CAIALCONNECTORDLL COM Addn
[[Zikys Dutiook Communicator CA.tonZukysOutiookdll  COM Add-in

ChnesOutiookAddindll  COM Add-n
» Outlpck Add-im for Deta Cobection and Publshing A, DD CLEOU COM Add-m

Microsoft VBA for Outlook Adde CALOINS\CUTLVBADLL COM Add-in
Add-m Wioud Outicok Add-n
Publisher Apple Inc
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