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Icecom SwitchBoard software is based on technology developed by Icecom Ltd. Icecom
reserves the right to make changes in the content of the software. The company is not
obliged to give notification of any possible changes. Icecom accepts no liability for any
possible errors in the software. Icecom is not responsible for the operability of the
software with all kinds of hardware; nor does it guarantee protection against possible
computer viruses or any attempts against security.

This manual was made for Icecom SwitchBoard version 2.0.

Icecom Ltd reserves the right to change the content of the publication without special
notice.

The names and phone numbers used in the publication are fictional.

Copyright © 2005 Icecom Ltd. All rights reserved.

PostgreSQL Database M anagement System
(formerly known as Postgres then as Postgres95)

Portions Copyright(c) 1996-2002, the PostgreSQL Global Development Group
Portions Copyright(c) 1994, the Regents of the University of California

Permission to use, copy, modify, and distribute this software and its documentation for
any purpose, without fee, and without a written agreement is hereby granted, provided that
the above copyright notice and this paragraph and the following two paragraphs appear in
all copies.

IN NO EVENT SHALL THE UNIVERSITY OF CALIFORNIA BE LIABLE TO ANY
PARTYFOR DIRECT, INDIRECT, SPECIAL, INCIDENTAL, OR CONSEQUENTIAL
DAMAGES, INCLUDING LOST PROFITS, ARISING OUT OF THE USE OF THIS
SOFTWARE AND ITS DOCUMENTATION, EVEN IF THE UNIVERSITY OF
CALIFORNIA HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGE.

THE UNIVERSITY OF CALIFORNIA SPECIFICALLY DISCLAIMS ANY
WARRANTIES, INCLUDING, BUT NOT LIMITED TO, THE IMPLIED
WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR
PURPOSE. THE SOFTWARE PROVIDED HEREUNDER IS ON AN "AS IS' BASIS,
AND THE UNIVERSITY OF CALIFORNIA HAS NO OBLIGATIONS TO PROVIDE
MAINTENANCE, SUPPORT, UPDATES, ENHANCEMENTS, OR MODIFICATIONS.
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INTRODUCTION

This manual was made for Ilcecom SwitchBoard version 2.0 and directed to switchboard
attendants. This manual gives instructions on functions linked with using the system.

The pages of this manual describe the operations of the Icecom SwitchBoard and give
instructions on using them. The manual includes clear and detailed instructions as well as
pictures for illustrating the instructions.

At the end of the manual there is avocabulary with a collection of the most essential concepts
and terminology used in the manual.

In the manual, the names of buttons have been written with font, and the names of
windows and pages have been written in italics.

SwitchBoard Attendant”s Manual
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1 ACCESSLEVELS

There are four kinds of access levels:
System administrator
Switchboard attendant
Virtual Switchboard attendant
Power user

System administrator has the rights to connect the system to the Icecom SwitchBoard
server, add new users and set up call messages and number groups. The system administrator
can also make additions to the phonebook from Excel tables, set up the CallCenter service for
the switchboard attendant’ s use and change the night switch number.

Switchboar d attendant has certain defined number groups for internal and external numbers.
Two phone numbers must be defined for the switchboard attendant, an individual number for
each switchboard and a common, general switchboard number for al of them. This is the
number that is called from outside the company. Besides the normal switchboard operations,
the switchboard attendant has the rights to edit the contents of the phonebook. In addition,
he/she can monitor phone call data and edit his/her own presence information.

Virtual Switchboard attendant is configured only for retransferring the cals that are
arriving to the main switchboard number, to switchboard attendant(s). The number designated
for this use can not be a phone number of any user in the system. However, al outside calls
are made to this number. Virtual Switchboard attendant’s number must be the main switch
number (for example 555-555 1000).

Power user level is used for defining the UserBoard users residing in the system. A power
user can use his’her own UserBoard to execute normal phone call operations and edit his/her
presence information.

The web users of Icecom SwitchBoard are al switchboard attendants and power users.

2 LOGGINGINTOTHE SYSTEM

When the system’s Login page (Figure 1) is opened, the user is asked to type in the username
and password to the respective fields. After typing them in, the button is pressed.

The users of al the accesslevelslog in similarly through the Login page.

SwitchBoard Attendant”s Manual
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Username
- ~ Administrator instructions
Pagsword ]
e o S I PYPE—R—— |

Figure 1. Login page

The Login page a so includes the instructions for system administrator, switchboard attendant
and power user.

3 SETTINGS

In the Settings window, it is possible to add phone numbers to the phonebook, edit them or
delete them from the phonebook. The Settings window also allows editing a user's own
presence information (Available, Occupied, Out to lunch, Do not disturb or Will be back
soon), and selecting the clear queue function as either semiautomatic or out of use.

In the drop-down menu in the Connection timer settings section, it is possible to change the
default value of how many times the system tries to connect to a transferred number before
the call is returned to the switchboard attendant. The transfer attempt takes ten seconds at a
time.

[ ICECOM ]

Buniay Anna Ulhrich (123) By Sz
Boneary Jason Smith (234) Banvay Ge
Baiay Henry Brown (345)

Settings button

Figure 2. Settings button on the switchboard table

The Settings window is opened by clicking the button on the switchboard table
(Figure 2).
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Add phonebook entries
Real name

Fumber

Type

Additional info

ndd

Setting for the connection timer Queus options

3 2 off

Figure 3. Settings window

3.1 Adding, editing and deleting a phone number in the phonebook

Through the Settings window, a switchboard attendant can edit the contents of the phonebook.
When adding a new number to the phonebook, the name number and type of the person are
typed in the fields under the header ” Add phonebook entries’. Type here refers to the type of
phone number (such as GSM). Information about the person’s skills and status can be written
in the ” Additional info” field. The information helps the switchboard attendant who may have
to connect the call to an expert of a certain field. The information is shown on the phonebook
when clicking the mouse once on the name of a person. When the information has been added

to thefields, click the button.
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- Close Window

Ilser entries for Waihde

m

Risto Rinne 0401234567 GEM
Lisa Holmberg MK AT FSTH
Tom White A 9T 2 PSTH
Gearge Sandell 391 SIF
Alexander Bell 393 SIP

——B

Figure 4. " Edit phonebook entries” window

A phone number can be edited or deleted from the phonebook in the Settings window by

selecting the button. In the window that opens (Figure 4), select
the number to be edited or deleted from the phonebook. The information can be changed in
the opening fields and accept the change by clicking the button (Figure 5). When
wishing to delete a selected number from the phonebook, click the button.
Real name |Rist|:| Rinne
MNumber 0401234567
Type | GSM
M arketing J

Additional info

[ |
- Change - cancel
~ Remove

Figure 5. Editing information in the phonebook

SwitchBoard Attendant”s Manual
Copyright Icecom Ltd. 2005



|cecom SwitchBoard 2.0

4 PLACING AND ANSWERING CALLS

A phone call can be placed alternatively with a phone or through the switchboard table. The
call appears on the switchboard table also when calling with a phone.

Placing a call through the switchboard table (Figure 6) can be done in two alternative ways:

- Method 1: By clicking twice on the name of a person in the phonebook (clicking only
once will display the person’s presence information)
Method 2: By entering the phone number of the person in the text field at the bottom right
corner of the page and clicking twice the button (When clicking only once, the
person’s presence information will display. If the phone number is not in the phonebook,
the notice “Number not found in phonebook” will display.)

Busy -~ lLogout.
Atlunch b f| S
Phoneboo Narme Number . Search |
Aoy Anna Ulhrich (123) Ay Sara Wikcholm (456) Ay Tina Tigerholm (111) Ay Rafael Rosberg (222) -
fway | Jason Smith (234) George Goodman (567) Lena Lindberg (678 Maria White (333)
Away Henry Brown (345) =
S |
GEM Jacqueline Bouvier (567890) SIp Lenny Wathen (444) PSTH Lisa Simpson (345678) GSM Marjorie Bouvier Simpson (1234568) =
PETM Milhouse Wan Houten (876348) GEM Moe Szyslak (301234) GEM Mrs. Edna Krabapple (678301) BIP Med Flanders (432456) |
PSTN. MNelson Muntz (456789) SIP Patty Bouvier (BEE) SIP Selma Bouwier (555) GEM Seymour Skinner (TE5456)
PSTN Waylon Smithers (789012) vE
- Refreshing. |8
Method 1
Active call Qutgoing line
LTI ooocal
i ; Method 2
Figure 6. Switchboard table

The user’s own phone will ring first. Picking up the receiver will start connecting the call to
the selected number (Figure 7).
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QOutgoing line
Receiver Thomas Watson
Number 393
Status  Dialing user

Figure 7. Call placed through the switchboard table by using method 2

Status information of an active call tells to a switchboard attendant a status of connecting the
phone call. A status can be either Ringing, Up or Dialing user (Figure 7, Dialing user). A
status is shown in context of incoming calls and called calls.

Please note!

When placing a call through the switchboard table, the receiver must be at its place on the
phone. When the receiver is up, the phone is in the occupied status, and the switchboard
table cannot be used to place or answer acall.

When the receiver is in place on the phone, and no active call isin progress, the phone is
in the available status.

Anincoming call isanswered by picking up the receiver. The call is shown in the Active call
window (Figure 8), which also shows the buttons for the functions to cut off a call, transfer it
to another number, or put it on hold.

5 CALL QUEUE OPERATION

When the switchboard is occupied, all new calls are transferred to the Incoming calls queue.
Cdlls already handled by the switchboard attendant are transferred to the Queued calls queue.
These calls are queuing to a transferred number or back to the switchboard attendant, if the
attendant has put the call on hold without answering it.

Both the call queues have music playing on the background. With the call queue function, a
caler can wait for his’her turn when the switchboard is occupied. The caller will also stay on
line when his/her call is about to be connected to another number.

The Incoming calls queue has an button. Normally it is
advisable to keep the button set on "Refreshing”, which will automatically update the
Incoming calls queue. When the button is set on ”Not refreshing”, the system does not update
the queue. This works as an aid when there is a very large number of calls coming in
simultaneously and a scroll bar has aready appeared by the call queue due to its length. Then
the call queue will not bounce up and down with the incoming calls.
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Please note!

The system administrator can change the settings of the clear queue timer. The timer can
be set from 3 to 10 seconds. Clear queue timer defines the time the system waits after a
call before it connects the next call from the queue.

5.1 Putting acall on hold

An incoming call, which the switchboard attendant has selected as active, can be put on hold
by clicking the button located in the Active call window at the left side of the
switchboard table (Figure 8). Then the call is moved to the Queued calls queue (Figure 9).
The call is queuing back to the switchboard attendant and Switchboard is marked as the
receiver.

An active call can be put on hold in the same way.

Active call

Attendant
Caller  Alexander Bell
Number 393
Status  Ringing
*— ” ”
ne—— Hold" button
~ Transfer

Figure 8. ” Active call” window on the switchboard table

5.2 Answering and cutting off a call on hold

A call is answered in the Incoming calls queue by selecting a number in the queue, which
changes the call into an active call, and the phone will ring. The call is answered by picking
up the receiver of the phone. The call can be cut off in the queue by clicking the button
or putting down the phone receiver.

A cal in the Queued calls queue (Figure 9) is answered in the same way by first picking up
the call from hold. A call on hold is cut off by clicking the button in the Active call
window.

Glueued calls

aller Recelver

Alexander Bell Attendant Transfer
George Sandell 345 Transfer

Figure 9. Queued calls queue
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5.3 Clearing a queue

The Clear queue function is a tool that makes a switchboard attendant’s job easier. A queue
can be cleared semi-automatically, in which case the next call rings automatically after the
previous call has ended, when the receiver has been put down.

The Clear queue function can be set in the Settings window (Figure 3) alternatively:

- Off: al incoming calls are automatically transferred to the Incoming calls queue, where
they can be answered.
Semi-auto: the first incoming call will ring, and other calls are automatically transferred to
the Incoming calls queue. When the receiver is put down, the next call becomes active and
the phone starts to ring. (N.B! The system administrator can change the time the system
waits before connecting a new call from the queue. The time can be set from 3 to 10
seconds.)

Please note!

If one or more calls have been put on hold (Queued calls queue), semiautomatic queue
clearance will not make a new call active until the user sinherself selects the call from the
Incoming calls queue.

6 CALL TRANSFER

6.1 Normal transfer

An active call istransferred to another number in two ways:
Method 1: By clicking twice in the phonebook on the name of the person to whom the call
isto be transferred (clicking only once will display the person’s presence information)
Method 2: By entering the phone number of the person in the respective text field in the
Active call window and clicking twice the button (Figure 10). (When clicking
only once, the person’s presence information will display. If the phone number is not in the
phonebook, the notice “Number not found in phonebook” will display.)

Active call

Attendant
Caller  Alexander Bell
Number 393
Status  Ringing
~ Drop ~ Hold
| Transfer 4 Transfer button
\ Text field for the number to which

Figure 10. Transferring an active call thecall isto betransferred
SwitchBoard Attendant”s Manual
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The call is moved to the Queued calls queue. The system tries to transfer the call to the
selected number in ten second intervals as many times asis defined in the timer settings. If the
cal cannot be connected to the transferred number, the call is returned to the switchboard
attendant and moved to the Incoming calls queue.

In both the call queues, thereis an asterisk in brackets after the name of the receiver, when
an Icecom SwitchBoard web user does not answer a call transferred by the switchboard
attendant or rgjects atransferred call.

When there is the word "busy” in brackets after the name of the receiver, the number
receiving the transfer is occupied at the time. "Busy” is also shown in brackets when some
other user besides an Icecom SwitchBoard web user does not answer a transferred call or
rejectsit.

Theword “invalid” in brackets means that the chosen phone number does not exist.

Please note!

A transfer can also be made on the phone by using the phone's own transfer features
(Timed transfer or Always transfer) or the Call group and Pickup group features of the
Icecom SwitchBoard server. For more specific instructions, see the phone’s own manual.

However, the switchboard attendant must not make the transfer on the phone to his/her
own number group, for then the transfer would be directed to his/her own number!

All users (except attendants) must always make the transfer through the phone to the
switchboard number (global number).

6.2 Attended transfer

The transfer is made as an attended transfer, when an incoming call is put on hold and the
switchboard attendant calls the receiving person before the transfer. The transfer can be made
when the switchboard attendant has an active call with the number to which the transfer will
be made. The transfer is made by clicking the button on the person on hold. This
will transfer the call to the active number.

7 UNANSWERED CALLS

Information on the switchboard attendant’s unanswered calls can be displayed by clicking the

! " button at the top of the switchboard table. The opening Unanswered
calls window (Figure 11) shows the phone number from which the call was placed as well as
the date and time of the call.
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When a call has arrived to the switchboard number and none of the switchboard attendants
have been logged in, the call has an extra note (NS) or (busy) in the unanswered calls
window. If the night switch was turned on, the (NS) note will be shown after the number of a
missed call and this means that the call was redirected to the night switch message. If the note
shows (busy), the night switch wasn’t turned on.

Caller Date Time

390 (Busy) 2004-12-22 10:85:27
394 (MS) 2004-12-22 1005514
391 (Busy) 2004-12-22 10:63:45
390 (Busy) 2004-12-22 10634
393 2004-12-22 1005336
394 (ME) 2004-12-22 100833
393 (MS) 2004-12-22 10063145
393 2004-12-22 10:49:00

Figure 11. " Unanswered calls” window

8 CALL INFORMATION

A switchboard attendant can monitor the call information of him/herself or other users in the
Call Log window (Figure 12). The window is opened by clicking the button at the
top of the switchboard table.

In the Call Log window, it is possible to browse the call information of any calls placed. The
information is searched by choosing the desired search criteria and clicking the #
button. The calls of a certain user can be displayed by selecting By caller as the search
criterion and entering the username of the user in question in the text field beside it. After this
the # button is pressed. When searching for information according to date, select By
date as the search criterion and choose the date from which the search starts (year, month,
day). After this, click the # button, and the system will display the information after
the selected date on the screen. The search can also be done with a part of a series of letters or
numbers.

When a call has arrived to the switchboard number and none of the switchboard attendants
have been logged in, the call has an extra note (NS) or (busy) in the call log view. If the night
switch was turned on, the (NS) note will be shown after the number of a missed call and this
means that the call was redirected to the night switch message. If the note shows (busy), the
night switch wasn’t turned on.

When the letter m (m=music) is in front of the receiver’s number (Figure 12, Called), in the
cal log view, theincoming call has been in the queue, but the call was not answered.

Please notel
The duration of the call is shown in the table in seconds.
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Close Window
Search
] Bycaller |
By date 1 % January v |2004 Submity
2004-12-22 10:86:14 ] 394 [
2004-12-22 10:86:17 7 380 [
2004-12-22 10:86:15 g 383 HHHH
2004-12-22 10:85:40 2 )| A
2004-12-22 10:585:38 1 393 A
2004-12-22 10:85:27 4 380 (Busy) R,
2004-12-22 10:65:22 2 393 HH
2004-12-22 10:845:18 2 380 R
2004-12-22 10:85:14 2 384 (MS) A
2004-12-22 10:585:049 1 391 A
2004-12-22 10:54:03 a] 393 i
2004-12-22 10:84:M f 394 R
2004-12-22 10:83:45 1 381 (Busy) HHH
2004-12-22 10:53:41 3 380 (Busy) A
2004-12-22 10:83:3H 1 384 (NS R
2004-12-22 10:583:268 1 3 R,

Figure 12. Call Log window

9 PRESENCE INFORMATION

An Icecom SwitchBoard web user can select either ”Available”, "Busy”, ”At lunch”, "Do
not disturb” or "Be right back” as his/her presence status, so that other users know if the
user is available. When the status of an Icecom SwitchBoard web user is "Away”, he/she is
not logged in to the system.

Updated presence information is shown on the phonebook. The presence is shown in the
"Additional info” field opening for every name (Figure 13, Available) when clicking the
mouse once on the name of the user.

Marne Thaomas Watsan
FHumber 391
Status Availahle

Additional info Product manager and Computer Expert.

SIF Thomas Watson (391)

Figure 13. " Additional info” field
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Information about the person’s skills and status are also shown in the ” Additional info” field
(Figure 13, Product manager and Computer Expert). The information helps the switchboard
attendant who may have to connect the call to an expert of acertain field.

The presence information for Icecom SwitchBoard web users is a'so shown in coloured boxes
before the names of the users. In the coloured boxes of the users in the user entries is shown
the type of phone number (Figure 13, SIP) replacing the presence information.

The colours of the boxes before the names descripe the presence information of the users. The
colour is green, when the user is available. The colour changes from green to yellow, when
the user is busy. When the colour is blue, the user is not available.

A switchboard attendant can change his’her presence status at the top right corner of the
screen on the switchboard table. The presence information is changed by selecting the desired
option from the menu. If necessary, a system administrator can also change the presence
status of other users.

10 NIGHT SWITCH

The switchboard attendant who leaves work last has the possibility to activate the Night
switch function when leaving work. When the function is activated, all the calls coming to the
switchboard number are automatically directed to the night switch number.

The Night switch function is activated by clicking the P button on the
switchboard table. Then the text “Night switch has been turned on! (number)” will appear at
the top of the switchboard table (Figure 14). The number where the calls are directed is shown
in brackets after the text. When the night switch is turned on, the button reads “Night switch
off”. Then the night switch can be turned off by clicking the button. If necessary, the system
administrator can change the night switch number being used.

[ ICECOM | o st

Phonebook Night switch has been turned on! [XXX)

By Anna Ulhrich {123) Barvay Sz

Py Jason Smith (234) Aeay Ge
Poneay Henry Brown (345)

Figure 14. Message stating that the Night switch ison

11 LOGGING OUT

Logging out is done by clicking the # button at the top right corner of the switchboard
table. After logging out, the Login page will open (Figure 1), and anew user can log in.
SwitchBoard Attendant”s Manual
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Active call Call that is active on the switchboard table.

Additional info field Displayed when the mouse is clicked once over the name of a
person in the phonebook.

Attended transfer Switchboard attendant transfers a call to another number by
putting the call on hold and calling the number first.

Available status User islogged in to the system, and is not occupied at the time.

Away status User isnot logged in to the system at the time.

Busy status User islogged in to the system but is occupied at the time either
by phone or for some another reason.

Bypass Queued calls.

Call group Icecom SwitchBoard server feature, meaning call group.

Call queue The term comprises both the Incoming calls queue and Queued
calls queue.

Hold Call can be placed on hold to wait for further actions.

Icecom SwitchBoard Server, where the switchboard software resides.

server

Icecom SwitchBoard All switchboard attendants and power users.

web user

Incoming call New call coming to the system.

Incoming calls queue All new calls are transferred to this queue along with calls that

were unsuccessfully redirected to another number.

Info message Number message is an extra qualifier created to help the
switchboard attendant, containing additional info on the number
to which a call was placed. System administrator defines the
info messages.

Normal transfer Switchboard attendant transfers a cal to another number
without calling it first.

Number group Numbers under the supervision of a switchboard attendant
(specified by system administrator).

Phonebook The phonebook is used to save the information about the users.
SwitchBoard Attendant”s Manual
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Pickup group

Power user

Presence status

Queued calls queue

Switchboard attendant

Switchboard number
(Globa number)
Switchboard table

System administrator

Timed transfer

User

UserBoard

Virtua Switchboard
attendant

SwitchBoard Attendant”s Manual

Icecom SwitchBoard server feature, referring to call pickup
group.

UserBoard user.

User's presence status is shown in the phonebook on the
switchboard table. The possible presence statuses are:
Available, Busy, At lunch, Do not disturb, Be right back, and
Away.

Queue to which calls handled by the switchboard attendant are
transferred.

User with defined number groups for an internal and external
number.

Phone number that is called from outside of the company; the
number is common to all switchboard attendants.

Switchboard attendant’ s WWW browser based user interface.

User with rights to connect the system to the lcecom
SwitcBoard server, add new users, set up call messages and
number groups, make additions to the phonebook from Excel
tables, activate the CallCenter service for the switchboard
attendant and change the night switch number.

Feature of the phone, alowing definition of how long the phone
will ring before being redirected for example to an answering
machine.

Thetermisused in thismanual to refer to all users.

Power user’s WWW browser based user interface.

The user level that is configured only for retransferring the calls

that are arriving to the main switchboard number, to
switchboard attendant(s).
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