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2 Voicemail Transcription

2.1 Description

This feature allows voice messages that are left by callers to be transcribed and
included in an e-mail notification along with the .wav file recording. The
transcription text is included in the body of the e-mail. Transcription is also
displayed in ZAC 7 clients.

Zultys transcription service is compatible with the following transcription
service providers, Microsoft Azure, IBM Watson, and Google Speech to Text.

It is the responsibility of the Partner to create and configure a Speech to Text
account for any one of these services. Each provider offers various service levels
from free to paid.

2.2 Operation

Once an account has been enabled and configured and the User Profile setting
enabled, transcription operation occurs automatically. Transcription will appear
in voice mail to e-mail notifications (if configured) as well as in the voice mail
area of ZAC.

2.2.1 Transcription displayed in a voicemail to e-mail:

) mO02 wav

wav|l 47 KB

Charles call me back when you get a chance. Thanks.

Voice mail for: Charles DeTranaltes(734)
From: Ahmad Haghshenas

Received on Feb 26 05:25 PST

{ Message length: 5 seconds
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2.2.2 Transcription displayed in ZAC:
Charles DeTranaltes (+14083280450) 3:23PM

Add comment

O-

Mark as Read

Voicemail Transcript

This is a test rmessage. This is a test message test
message. One, two, three, four, five six, seven eight.

2.3 Security Certificate Requirements
e Current Microsoft, Google, IBM account with Speech to Text enabled on
the account and proper credentials.
e Zultys Speech to Text requires that at least a self-signed security
certificate be installed.
e The corresponding security certificates required by the selected provider
must be installed on the MX system.

Us, New York, Armonk, International Business Machines Corporation, *.watsonplatform.net
US, DigiCert Inc, DigiCert SHAZ Secure Server CA IBM Watson
Us, DigiCert Inc, www.digicert.com, DigiCert Global Root CA

- GOOQIE 1TUSE SETVICES, G156 Gh 101
GlobalSign Root CA - R2, GlobalSign, GlobalSign Google
| US, California, Mountain View, Google LLC, *.googleapis.com

Y,

(stt,speech. microsoft.com

Us, Washington, Redmand, Microsoft Corporation, Microsoft IT, Microsoft IT TLS CA 4 Microsoft

IE, Baltimore, CyberTrust, Baltimore CyberTrust Root
\_

I\

Zultys has loaded the necessary security certificate for each provider on the
support FTP site.

Login to the support FTP server and navigate to >certificates>speech to text.
You may then go to the specific provider’s folder and download the certificates.
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x 0} New item ~ B open - HH select anl
-fj Easy access = Edit Select none
Copy Delete Rename Mew Properties ) )
to - folder - # History DD Invert selection
Organize Mew Open Select
+ support_Ftp » Certificates » Speech to Text w| 5
Y
] Mame Date modified Type Size
Google 472872020 4:04 PM File folder
IBM 4/29/2020 418 PM File folder
Microsoft 472572020 4:24 PM File folder

Add the necessary certificate to the MX system.
MX Administrator>Maintenance>Security Certificate Management

Click Trusted Certificates tab and then click Add trusted certificate.

""' Security Certificate Management

Certificate  Certificate Chain  Trusted certificates |

| D.ﬁ.ddtrusted::erﬁﬁmte... x

Navigate to the folder you downloaded the certificates to and select the
certificate and click Open:

Once you have loaded all the security certificates, you will see them in the
trusted certificate area: (note this example shows all certificates and additional
certificates)
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Certificate  Certificate Chain  Trusted certificates  phone Provisioning Certificates

| DAddh’ushedcerﬁﬁate... X

Certificate name

U5, Let's Encrypt, Let's Encrypt Autharity %3

CN, Fujian, Xiamen, “fealink Network Technology Co.,Ltd.”, yealink.com, Yealink Equipment Issuing CA, support@ye. ..
U5, California, Sunnyvale, Zultys, Zultys, Zultys Root CA, zultys@zultys.com

S, Mew York, Armonk, International Business Machines Corporation, *watsonplatform.net
US, DigiCert Inc, DigiCert SHAZ2 Secure Server CA

US, DigiCert Inc, www.digicert.com, DigiCert Global Root CA

US, Google Trust Services, GTS CA 101

GlobalSign Root CA - R2, GlobalSign, GlobalSign

Us, California, Mountain View, Google LLC, *.googleapis.com

stt.speech.microsaft.com

Us, Washington, Redmand, Microsoft Carparation, Microsoft IT, Microsoft IT TLS CA 4

IE, Baltimare, CyberTrust, Baltimore CyberTrust Root

Security key is QK

¥ Close g4 Help

2.4 Administration

2.4.1 User Profiles
You must enable the transcription feature on a per user profile basis. Assign

this profile to users who want the transcription feature.
Configure>Users>User Profiles
General Tab

Enable voice mail and enable Transcribe voice mails
e i s e e

Enable voice mail
Transcribe voice mails
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2.4.2 Call Groups
You must enable the transcription feature on a per call group basis in order to

have call group voicemail messages transcribed. Enable this for call groups who
want the transcription feature.

[o] & |l
General Members Member Settings Call handing Number s Queue corfi Call dng Webchat Retuming customers
Voice and Fax
FacDD [ | language  [SYSTEMLANGUAGE v| [JKeep Languageon Transfers
Fax group w | Call distribution |Group Longest Idie ~ | Music on Hold | Do not change v

[ call retum from VM [] Prompt for callback number

Miscellaneous
Description

CAD Templates
Inbound ~ Edit Templates. ..
Outbound ~

Voice mails / fax messages / on demand recordings

D Distribute messages to user mailbox of each member Do not save messages to the group mailbox E Transcribe voice mails

Statistics settings
Service Level

Resetat [12:00AM 2 Percentage of calls answered within D < seconds

Relative to [] allinbound calls
answered [ abandoned
[ redirected [[] disconnected

2.4.3 Zultys Service
FUTURE USE

MX Administrator>Provision>System Settings>Cloud Services
Service name: Zultys ASR Proxy FUTURE USE

End point URL:
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© 2020 Zultys, Inc. No reproduction or distribution without permission
Page 8 of 61




2LUILTYS Technical Publications

AAAAAAAAAAAAAAAAAAAAAAAAAAAAAAAA

=Rl >
Automatic Speech Recognition
Enable
Service Name Zultys ASR. Proxy e
End peint URL Rty - u - Tl
Test settings

2.4.4 Google
You must first have a valid Google Account. If you do not, create one

https://support.google.com/accounts/answer/27441?hl=en

1. Login to console.cloud.google.com using your Google account.

2. Activate the Google Cloud Platform (press the Activate button in the top
right corner):
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SlloB] %
& Home-Google Cloud P1- X \\
> C | @ Secure | https;//console.cloud.google.com/home/dashboard?project=zultys-asr&authuser=1 1}‘ roe] [»]
s News [ Distributives (G) vSphere Web Client &3 Jenkins
i": ‘Your free trial is waiting: activate now to get $300 credit to explore Google Cloud products. Learn more DISMISS ACTIVATE

Google Cloud Platform  Select a project

ﬁ Home DASHBOARD ACTIVITY # CUSTOMIZE
¥  Pins appear here @ X -
¥ Merketplace :o Project info H -®- App Engine i & Google Cloud Platform status
Data unavailable Data unavailable Data unavailable
& Billing
API  APls & Services b . .
& Resources i {£} Compute Engine i & Billing i
.
L) Support ’ Data unavailable Data unavailable Data unavailable
O 1AM & admin >
® Getting started = Trace H £ saL H () Error Reporting H
e Security > Data unavailable Data unavailable Data unavailable
COMPUTE
® Getting Started H API APIs i E2 News i
<@- App Engine >
Data unavailable Data unavailable Data unavailable
{2} Compute Engine >
@ Kubernetes Engine > B Documentation :

Enter your country and agree to the terms of service:

Step 1 0of 2

@ Charles DeTranaltes

SWITCH ACCOUNT
. charles.detranaltes@zultys.com
Access to all Cloud Platform Products
Count Get everything you need to build and run your apps,
ountry websites and services, including Firebase and the
. Google Maps API.
United States -

$300 credit for free

Sign up and get $300 to spend on Google Cloud
‘ Platform over the next 12 months.
[ ]

Terms of Service

| have read and agree to the Google Cloud Platform Free Trial
Terms of Service.

No autocharge after free trial ends
Required to continue

\\ We ask you for your credit card to make sure you are
not a robot. You won't be charged unless you

CONTINUE manually upgrade to a paid account.

Click continue
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Enter your information and payment method, click start my free trial

Step 2 of 2
Customer info

8 Account type @ ra

Individual -

E Mame and address @ rd
Chas deT

783 Lucerne Drive
Sumnyvale, CA 94083

United States ‘

How you pay
Gi Automatic payments

‘You pay for this service only after you accrue costs, via an automatic
charge when you reach your billing threshold or 30 days after your last
automatic payment, whichever comes first.

Payment method (0

/=  Add credit or debit card W

i# Card details

Credit or debit card address is same as above

START MY FREE TRIAL

MX Release 16 Revision 3 July 2020
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1 Once the cloud service trial has been activated, you will see the following
screen.
2 Click Select a Project:

[&]=]E] =
&) Home X D
< Cc ‘ & Secure | httpsy//console.cloud.google.com/projectselector/home/dashboard?authuser=18&folder=&organizationld=&proj... & ¥ ‘ Jnev] [»]
s MNews [ Distributives @ vSphere Web Client Q Jenkins
Google Cloud Platform  Selecta project ~
#f Home
¥ Pins appear here @ X
h . .’A Home
W Marketplace Dashboard
& Billing To view this page, select a project
API  APIs & Services >
'ﬁ' Support >
© 1AM&admin »
@ Getting started
\ ’ Security b
COMPUTE
@ App Engine >
{£] Compute Engine >
https://console.cloud.google.com/home?authuser=18&supportedpurview=project

3. Click New Project:

Select a project E3  NEW PROJECT

r Q |Sean::h projects and folders

RECENT ALL

4. Enter the project name, organization is optional.
5. Click Create
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Bll=|Bl] &%
/{0_) MNew Project — Google C X\i \
& Cc ‘ 8 Secure | https://console.cloud.google.com/projectcreate?previousPage=%2Fprojectselector%2Fhome%2F... & 1}‘ S (> ]
=] News [3 Distributives @ vSphere Web Client ﬁ Jenkins
= Google Cloud Platform Q 20 0 2 i N

Mew Project

M¥ Speech To Text [7]

Project ID: mx-speech-to-text. It cannot be changed later.  EDIT

Location *
B No organization BROWSE

Parent organizaticn or folder

6. The console view will appear after the project is created:
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Bllo(E] 33
_/{g') Home — MX SpeechTe T X \{ \
&« & | @ Secure | httpsy//console.cloud.google.com/home/dashboard?authuser=18project=mx-speech-to-textBsupportedpurvie... @, ¥ | [2ce} [»]
s News [T Distributives @ vSphere Web Client Q Jenkins
Google Cloud Platform MX Speech To Text
ﬁ Home DASHBOARD ACTIVITY # CUSTOMIZE
. ¥ Pins appear here @ -
W Marketplace :0 Project info H APL APIs § & Google Cloud Platform status
Project name Requests (requests/sec) All services normal
& Biling M Speech To Text
10
Project ID
APT  APIs & Services > mx-speech-to-text 0.8 = GotoCloud status dashboard
. Project number o
T Support » 150237413857 A Nodatals available for the se sctetitime
frame o () Error Reporting H
© 1AM admin ’ - Go to project settings No sign of any errors. Have you set up
] 02 Errar Reporting?
®  Getting started
0
. 230 3P Ls how to set up Error R til
; , Security R & Resources : —» Learn how to set up Error Reporting
This project has no resources
COMPUTE Go to APls overview H
L EH News i
@ App Engine y We've moved! Come see our new home!
= Trace H Aug 6,2018
{=£}] Compute Engine » No trace data from the past 7 days Last mon?ntuday: July on GCP
Aug 3,2018
@  Kubernetes Engine ? Repairing network hardware at scale
= Get started with Stackdriver Trace with SRE principles
() Cloud Functions 4 Aug 1, 2018
STORAGE ‘...‘,'I Getting Started H = Readallnews

7. Enable the Speech To Text API (press Enable APIs and Services):
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_/HPI API Dashboard - MX Spe. X \i \

& c | @ Secure | https://console.cloud.google.com/apis/dashboard?project=mx-speech-to-text&authuser=1&supportedpurview... @ 1}| @ °

s News [ Distributives @ vSphere Web Client Q Jenkins

Google Cloud Platform 3¢ Mx SpeechTo Text =

API APIs & Services Dashboard ENABLE APIS AND SERVICES

Enabled APIs and services -
Some APls and services are enabled automatically

Activity for the last hour Thour | 6hours | 12 hours | 1day | 2 days | 4days | 7days | 14days | 30 days
Traffic Errors Median latency
Regue: Fercent of requests il

There is no traffic for this time period There are no errors for this time period. There is no latency data.
API v Reguests Errors Error ratio Latency, median Latency, 98%
BigQuery API - - - - - Disable
Cloud Datastore API - - - - —  Disable
Google Cloud APIs - - - - - Disable
Google Cloud 30L - - - - - Disable
Google Cloud Starage - - - - - Disable
Google Cloud Storage JSON API - - - - - Disable
Service Management AP/ — — — — — Disable
Service Usage API — — — — — Disable
Stackdriver Debugger API - - - - - Disable
Stackdriver Logging API - - - - - Disable
a Stackdriver Monitoring API - - - - - Disable
Stackdriver Trace API — — — — — Disable -

8. In the Search box enter “Speech”:
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Google Cloud Platform | 2 SpeechtoText | £ Q  Search resources and products

&« Search Q,  speech| X

3 results

Cloud Speech-to-Text API

IlIII Google

Speech recognition

Cloud Text-to-Speech API

@ Google

Synthesizes natural-sounding speech by applying powerful neural network models.

Cloud Video Intelligence API
Google
Detects objects, explicit content, and scene changes in videos. It also specifies the region for...

9. Select the Cloud Speech API and press Enable:

Allo|E] 88
APT APIs & Services - MX Spe % \\
<« C ‘ @ Secure \ https://console.cloud.google.com/apis/library/speech.googleapis.com?q=5peech&tid =7ae3f475-64e7-4123-880... & ﬁ" @ °

s News [} Distributives (&) vSphere Web Client 3 Jenkins

Google Cloud Platform S MXSpeech ToText ~

& APl Library
Cloud Speech API
Google
II I I I Speech recognition
ENABLE TRY THIS API (7
Type Overview

APIs & services Converts audio to text by applying powerful neural network madels

Last updated About Google
7/2/18,11:35 AM

Google's mission is to organize the world's information and make it universally accessible and useful. Through
products and platforms like Search, Maps, Gmail, Android, Google Play, Chrome and YouTube, Google plays a
meaningful role in the daily lives of billions of people.

Category
Machine leamning

Service name
speech.googleapis.com
Pricing

Cloud Speech API Audio Length

Free §(0 024 $(Q, 02 H
Cloud Speech API Audio Length 0. 0. (
price/minute price/minute price/minute price
processed by video madel
0-60 60-1M ™M - T0M 1
minute/month minute/month minute/month minu

10. The Google Speech API is now in the list of enabled APIs (others are
enabled by default, most of them can probably be safely disabled):
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8l|oE=] 2
RPT API Dashboard - MX Sps X L
& C | 8 Secure | https;//console.cloud.google.com/apis/dashboard?project=mx-speech-to-text&authuser=1&supportedpurview.. & ¥ ‘ [us] [»]
e ] Mews [ Distributives @ vwSphere Web Client Q Jenkins
= Google Cloud Platform 2 MX Speech To Text +
API APIs & Services Dashboard 3 ENABLE APIS AND SERVICES
Enabled APIs and services
Some APIs and services are enabled automatically
Activity for the last hour 1hour | 6hours | 12 hours day | 2days | 4days | 7days 4days | 30 days
Traffic Errors Median latency
Requests/sec Percent of requests Milliseconds
There is no traffic for this time period There are no errors for this time period There is no latency data
API ~ Requests Errors Error ratic Latency, median Latency, 98%
BigQuery AP| - - - - - Disable
Cloud Datastors AP| - - - - - Disable
Cloud Speech API - - - - —  Disable £
Google Cloud APIs - - - - - Disable
Google Cloud SOL - - - - - Disable
Google Cloud Storage - - - - - Disable
Google Cloud Storage JSOM API - - - - - Disable
Service Management API - - - - - Disable
<l Service Usage AP| - - - - - Disable
-

11. To access the just enabled Cloud Speech API from the MX, you have to
create an APl key. This is done from the API & Services | Credentials
screen by selecting API key from the “Create credentials” drop down box:
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[a][o]=] sz

/HFI Credentials - MX Speech X \'\_. \

&« 2> C | @ Secure | https://console.cloud.google.com/apis/credentials?authuser="18&proj... & ‘i}| 7] 0o :

cs Mews [§ Distributives @ vSphere Web Client E Jenkins

= Google Cloud Platform &+ MX SpeechTo Text

API APIs & Services Credentials

Credentials OAuth consent screen Domain verification

APls
Credentials

You need credentials to access APls. Enable the APIs you plan to

use and then create the credentials they require. Depending on the
AP, vou need an AP key, a service account, or an JAuth 2.0 client
D. Refer to the AP| documentation for details.

Create credentials -

AP key
Identifies your project using a simple API key to check quota and access
OAuth client 1D

Requests user consent so your app can access the user's data

Service account key

Enables server-to-zerver, app-level authentication using robot accounts
Help me chooze

Asks 2 few guestions to help you decide which type of credemial 1o use

<l

12. The API key which the MX must provide to authenticate itself for Google
Cloud has been created:
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[a][o]=] sz
API Credentials - MX Speech X \D
« > C | & Secure | httpsy/consolecloud.google.com/apis/credentials?authuser=1&proj.. & ﬁ'| & DR » |

cs Mews [§ Distributives @ vSphere Web Client ﬁ Jenkins

API| key created

Use this key in your application by passing it with the key=API_KEY parameter.

Your API key
AlzaSyCSFi2bK4BMTTwMBaImfCfonjPdmsWTdmI

d& Restrict your key to prevent unauthorized use in production.

CLOSE  RESTRICT KEY

13. Itis a good idea (optional though) to add API key restrictions to restrict
the API key use only for Cloud Speech API:
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[a][o]=] sz

/npr APl key - MX Speech To~ X \i N\

& (& | @ Secure | https://console.cloud.google.com/apis/credentials/key/3256

L
M
w
[=s]
I
—
[¥¥)
o
ot
(]
v

cs Mews [§ Distributives @ vSphere Web Client ﬁ Jenkins

= Google Cloud Platform §* Mx Speech To Text «

& APlkey (¥ REGENERATE KEY i DELETE

This APl key can be used in this project and with any AP| that supports it. To use this key in your application,
pass it with the key=API_KEY parameter.

Creation date Sep 11, 2018, 3:54:571 PM
Created by tzu7523@gmail.com (you)
AP key
4TzaSyCSFiZbKABMTTwHBoImfC FbnjPdnsKT |'|_:|

Name

M ASR AP key

Key restrictions

Restrictions prevent unauthorized use and quota theft. Learn more

Application restrictions: None AP restrictions: Cloud Speech API

Application restrictions AP| restrictions

APl restrictions specify which APIs can be called with this key.

APl restrictions

Cloud Speech AP|

| Select API =

Mote: It may take up 1o 5 minutes for settings to take effect

- [

Once saved, the key is ready to be used from the MX to enable the voice mail
transcription feature. It is a good idea to refresh the API key periodically to limit
unauthorized use if stolen.
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EEEl=E
API Credentials - MX Speech X '\
&« > C | @ Secure | https://console.cloud.google.com/apis/credentials?authuser=18&project=mx-speech-to-text&supporte... & 1}| oev] 0

cs Mews [Y Distributives (5) vSphere Web Client 3 Jenkins

= Google Cloud Platform 3 MX SpeechTo Text =

API APIs & Services Credentials

Credentials  OAuth consent screen Domain verification

Create credentials ~ Delete

Create credentials to access your enabled APIs. Refer to the API documentation for details

API keys
Nzme Creation date Restrictions. Key
MX ASR AP key Sep 11,2018 1 AP AlzaSyCSFi2bKABMT7yMOsJmfCionjPdmswTdml D ”»
|

<

MX Administrator>Provision>System Settings>Cloud Services
Service name: Google Cloud

End point URL: https://speech.googleapis.com/v]

APl Key: Your generated API key

Automatic Speech Recognition
Enable
Service Mame Google Cloud ol

End point URL |https:ffspeem.gnogleapis.mmfvl |

API key [omom e e e meaii 7T

ser

Password

Test settings
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Click Apply
Click Test Settings
You can go to the Syslog and view the test results.

Successful:

Incorrect security certificate:

1E AR P .

40 4{24/2020 11:52:32 AM Warning Cloud Service error: Google Cloud - communication error. HTTP code:Q

Incorrect API key:

80 4/24/2020 12:51:13PM Errar Can't open URL: Description = [], URL = [https://speech. googleapis.com/v 1/speech:recognize?key =\nMIIEVQIEADANBgkat

©B1 af24/2020 12:51:13PM Warning Cloud Service error: Google Cloud - API key not valid. Please pass a valid API key. HTTP code:400
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2.4.5 IBM Watson
You must first have a valid IBM Account. If you do not, create one:

https://cloud.ibm.com/catalog/services/speech-to-text

1. Click Sign up to create:
Speech to Text

Summary

Author: IBM » Date of last update: 04/24/2020 « Docs = API docs Speech to Text
Plan: Lite
Create About
Pricing plans
Displayed prices do not include tax. Monthly prices shown are for country or region: United States
3
<
<
Plan Features Pricing H
u
u
u
Lite 500 Minutes per Month Free ]

The Lite plan gets you started with 500 minutes per month at no cost. When you upgrade to a paid plan, you will get access to
Customization capabilities.

Lite plan services are deleted after 30 days of inactivity.

Sign up to create

Standard Standard Minutes Click to view tiers and oricing detail

2. Enter your e-mail and password. You will be sent a code via e-mail to

confirm. Enter the code and click next
viedLe dil deLuulil

1. Account information - Edit &

W eCRUliidnL LT

2. Verify email

We sent a 7-digit verification code to chas_beck@hotmail.com. This code is valid
for 30 minutes. Want to create this account with a different email? Edit email

Verification code

Verification code is required.

Next J Resend code

3. Ener your personal information and click next:
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3. Personal information

Lite plan services are always free, guarantead. You'll be charged only if you use any

billable plans. Learn more

First name Last name

chas|

Country or region

United States v

MNext J

4. Verify your information and click Create Account:

3. Personal information ~ Edit &

Personal account
chas de
EN-US

Create account b

5. Review the privacy rights and click Proceed:

Acknowledgement

I acknowledge that I understand how IBM is using my Basic Personal Data and I am at least

16 years of age.

Cance! Slgn "
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6. At the Dashboard page, click create a resource:

IBM Cloud Q Catalog

oo
oo
_  Dashboard
=] Resource summary
()
Welcome!
P
ﬁ) Get started with IBM Cloud by creating services and other resources.
@ Create a resource —
-‘(‘5 +
"
@®
+ Try spinning up an app using starter kits

7. Type speech in the search box and press Enter:

IBM Cloud Q Catalog Docs Support

:
Catalog

Featured

Search results for ‘speech’ 2 resuts

Services

Software

Category r
Speech to Text Text to Speech
1BM - Services = AI IBM = Services = AL
Low-latency, streaming transcription Synthesizes natural-sounding speech from text.
Lite « Free = IAM-enabled Lite = Free = IAM-enabled

Provider

8. Select the Speech to Text box:

MX Release 16 Revision 3 July 2020
© 2020 Zultys, Inc. No reproduction or distribution without permission
Page 25 of 61




CI'\J ZULTYS Technical Publications

INNDOVATE | COMMUNICATE | COLLABORATE

9. Select your region and desired plan. Note that if you select a paid plan
payment information will be required. Click Create when finished

IBM Cloud Q Catalog Docs Support

Summary

Speech to Text

Author: IEM + Date of last update: 04/24/2020 » Docs = APLdocs Speech to Text
Region: Dallas
Plan: Lit:

Service name:

Create About

Resource grou

Select a region

Select a region

Dallas ~

Select a pricing plan
Displayed prices do not include tax. Monthly prices shown are for country or region: United States

Plan Features Pricing Create
Lite 500 Minutes per Month Free (]
Add to estimate
The Lite plan gets you started with 500 minutes per month at na cost. When you upgrade to a paid plan, you will get access to @ View terms

10 Copy the API key using the icon to the left of the key box. This is the key
you will enter into MX Administrator:

Resource list |

Speech to Text-ap @#cive Addags 2

| Manage | ‘ Getting started tutorial [ API reference

Getting started

Service credentials

Credentials
Plan
Download Show credentials @

Connections

API key:

............................................ )
URL

https://api.us-south.speech-to-text.watson.cloud.ibm.com/instances/3f880fb5d-ed7b-4847-9b75- )
< g
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MX Administrator>Provision>System Settings>Cloud Services
Service name: IBM Watson

End point URL: https://stream.watsonplatform.net./speech-to-text/api

API Key: NOT USED
User: apikey
Password: your API key copied from your IBM account

11. Click Apply

Automatic Speech Recognition

[+] Enable

Service Mame |]:BM Watson et |

End point LURL |https:Hstream.watsonplatForm.netfspeedﬂ—to—textfapi |

APL key

Lger |apikey |

PaSSWOrd | ......................................|
12. Click Test Settings

Successful:

Incorrect APl credentials

51362 4/27/2020 1:30:23PM Errar Can't open URL: Description = [], URL = [https://stream. watsonplatform.net/speech-to-text/apifv 1frec...

51363 4/27/2020 1:30:23PM Warning Cloud Service error: IBM Watson - Forbidden HTTP code: 403

Incorrect Security Certificate:

27 4f24/2020 11:51:49 AM Warning Cloud Service error: IBM Watson - communication errar, HTTP code:0
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2.4.6 Microsoft Azure
Azure account (note free account setup is shown in these examples)

https://azure.microsoft.com/en-us/free/
https://docs.microsoft.com/en-us/azure/cognitive-services/speech-
service/get-started

1. Click Start Free:

m Microsoft Azure corsciszes R, seacn Q Myaccount  Portal  Signin

Overview  Solutions Products~ Documentation  Pricing  Training  Marketplace~ Partners~  Support~ Blog More v

Create your Azure free account today

Get started with 12 months of free services

2. You may enter an existing account (Outlook/Hotmail/Skype) or create a new
one.
Existing:

B® Microsoft
Sign in

|Ema' , phone, or Skype

Mo account? Create one!

Can't access your account?

3. Create: Enter an e-mail, phone or create a new e-mail address:
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BS Microsoft

Create account

ISO meone@example.com

Use a phone number instead

Get a new email address

4. Create a password:

BS Microsoft
< chasdet@gmail.com

Create a password

Enter the password you would like to use with your
account.

Create password

] Show password

5. Verify the confirmation code:
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BE Microsoft
<« chasdet@gmail.com

Verify email

Enter the code we senttg - - 7 . Lzom. If
you didn't get the email, check your junk folder or try
again.

|Enter code

| would like information, tips, and offers about
Microsoft products and services.

Choosing Next means that you agree to the Microsoft Services
Agreement and privacy and cockies statement,

6. Verify the captcha information and select new:

BY Microsoft
€& oaise v Pt enmy
Create account

Before proceeding, we need to make sure a real
person is creating this account.

Q! \ New
\ = U |
eJE :
Q) fie

Enter the characters you see

7. Enter the payment information
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3 Identity verification by card ~

We ask for your credit card number to verify your identity and to keep out
spam and bots.
You won’t be charged unless you upgrade.

We accept the following cards:

visa B @D o

Cardholder Name

Card number

Expires

ww

‘ What is a CVV?
Address line 1

Address line 2 (Optional)

City

8. Check the Agreement box and click sign up:

4 Agreement ~

| agree to the customer agreement and privacy agreement.

| will receive information, tips, and offers from Microsoft or select partners about Azure and
other Microsoft products and services.

9. Click Go to Portal:

You're ready to start with Azure

Go to the portal >

10. At the dashboard page, type speech to text in the search box and
select Cognitive Services:
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£ speech to text] > I
Services See all Marketplace
@ Cognitive Services £ speech to Text

== Storage accounts Documentation See all

(™) Monitor i )
Speech-to-text documentation - Tutorials, API Reference ...
4 Content Moderator _
Evaluate accuracy for Custom Speech - Speech service ..

=
== Storage explorer . . . .
- 9 P Regions - Speech service - Azure Cognitive Services ...

Automation Accounts - L -
{I’ Speech-to-text - Speech service - Azure Cognitive Services ...

i [y Data factories

i Resource Groups

S8 My customers

Mo results were found.

Managed Desktop

o Logic Apps Custom Connector

Resources
Mo results were found.

Searching all subscriptions. Change

11. Click Add in the upper left corner:

All services > Cogpnitive Services.
Cognitive Services =z X
Default Directory
b Add €5 Manage view ~ () Refresh  Exportto C5 @ Assign tags O Feedback
| Filter by name | ( Subscription == all | | Resource group == all @ Location == all @) ( 7 Add filter )
Name T Kind T, Location T Custom ... TJ Pricing ti.. T, Status T Created ... Ty

No cegnitive services to display
Embed the ability to see, hear speak, search, understand and accelerate decision-making with Azure Cognitive Services.

Learn More @' Documentation &

Create cognitive services
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12. Click $pee;h to text in the Marketplace search box. Select Speech:

= Microsoft Azure P Search resources, services, and docs (G+/)

All services > Cognitive Services > Marketplace

Marketplace

My Saved List [o speech to Tex] Pricing

Recently created

Service Providers

Showing All Results

Categories
Z Free trial
Get Started
Speech to Text Speech Sest
Al + Machine Learning
Zoom Media Microsoft seste
Analytics About Zoom Media Speech An Al service that enables you to Spee
Recognition Automatic Speech embed human-like speech Sest
Blockchain Recognition, or Speech to Text, capabilities inta your apps
Compute
<o <
Containers
13. Select Create
All services > Cognitive Services > Marketplace > Spe
Speech
ficresoft
Speech: o icioriict
@ Microsoft
Overview Plans
Transcribe audible speech into readable, searchable tex
build speech-enabled apps and services using the prog
14. Enter the required information and click Create:

e Give a unique name for your new resource. The name helps you

distinguish among multiple subscriptions tied to the same service.
e Choose the Azure subscription that the new resource is associated
with to determine how the fees are billed.

e Choose the region where the resource will be used.

e Choose either a free (FO) or paid (S0) pricing tier. For complete
information about pricing and usage quotas for each tier, select View
full pricing details.
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e Create a new resource group for this Speech subscription or assign
the subscription to an existing resource group. Resource groups help
you keep your various Azure subscriptions organized.

15. Click Go to Resource

Delete & Cancel [T Redeploy 'T_) Refresh

Your deployment is complete

(<

] Deployment name:  Microsoft.CognitiveServicesSpeechServices  Start time: 4/30/2020, 10:13:12 AM
Subscription:  Azure subscription 1 Correlation ID:  4297baef-3061-498b-8315-bcd943a2deea

(6

Resource group:

~  Deployment details (Download)

“ MNext steps

Go to resource

16. Click Keys and Endpoint.

= quicroso‘ft Azure L Search resources, services, and docs (G+/)

All services > Microsoft.CognitiveServicesSpeechServices | Overview > ChasStoTxt | Keys and Endpoint

ChasStoTxt | Keys and Endpoint

Cogritive Senices

|p ‘ « O Regenerate Keyl © Regenerate Key2
~ COPY TO CLIPBOARD
ﬂ Overview
NAME
& Activity log [ chasstomt

“o Access control (IAM)
ENDPOINT

& Tags
| https://westus2.api.cognitive.microsoft.com/sts/v1.0/issuetoken [T} |

/? Diagnose and solve proble..

RESOURCE MANAGEMENT
& Quick start o These keys are used to access your Cognitive Service APL. Do not share your keys. Store them securely— for example, using
Azure Key Vault. We also recommend regenerating these keys regularly. Only one key is necessary to make an AP call.
_ When regenerating the first key, you can use the second key for continued access to the service.
Keys and Endpoint

(4 Pricing tier
KEY 1

FES
Metwarking ad 5a12a04c270720fal D

& dentity
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MX Administrator>Provision>System Settings>Cloud Services
Service name: Microsoft Azure

**End point URL:
https://<REGION_IDENTIFIER>.stt.speech.microsoft.com/speech/recognit
ion/conversation/cognitiveservices/vl

APl Key: Your generated API key 1

o B [mEsw|
Automatic Speech Recognition
Enable
Service Name Microsoft Azure fd

End point URL |htuzls:Hwesms?_'.stt.speed1.microsoﬂ.comfspeed’1jrecog|

APT key |ﬁ,;-;; T et seenl |

‘ Test settings

**The region identifier is located in your API/Endpoint page. Do not use the
entire URL from the endpoint page! Simply add the region in the URL to the
above string in MX Administrator.

Successful:

‘ JEL AfLjLau OL220UU BT mouLeE DY SLEI CONTgUnguon widniges SAUmmnsy dus = SUimrsy auar

Incorrect API key:

i I P e NI ARR WALy Sl el ¥l el I I L A e I I A 1 1] e I L

33 4302020 3:47:54FPM Notice Cloud Service settings test: result: SERVICE_KO, HTTP code:401
34 40302020 3:50:05PM Notice Administrator logged out: Administrator = 'Administrator'; Source IP address = 10,191,119,

a4ar ri4 ann nLAnLAn AR [ T I [ T P S PR I T P Y TS|
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Incorrect Region selected:

306 4/30/2020 2:50:51PM Error Can't open URL: Description = [], URL = [https: //westus.api,cognitive microsaft. com/language =en-US&profanity=rawaformat=simple]
307 4/30/2020 2:50:51 PM Warning Cloud Service error: Microsoft Azure - Not Found HTTP code:404
W8 430/020  Z50:51PM Notice Cloud Service setfings test: result: SERVICE_KO, HTTP code:404

2.5 Conditions

e The selected ASR Service will be used for all User’s and Call Groups for
which transcription is enabled.

e Voicemail transcription is supported on a user profile or call group basis
only.

e Only voice mails can be automatically transcribed. To transcribe an on
demand recording, user can forward it to the same or different mailbox -
forwarding of an on demand recording will automatically convert it to a
voice message and make it a subject for transcription.

e Transcription is performed in the same language as the voice mail
announcements which were played for that call. There is nho mixing of
languages.

e Messages which are already in the mailbox at the moment the
transcription feature becomes enabled are not subject for being
transcribed. Messages with no transcription at the moment of MX start
are not subject for being transcribed. Messages which have not been
transcribed because the ASR service was temporarily unavailable are not
subject for later transcription

e Voice Mail transcriptions are not included in the MXarchive at this time.

e Transcription is applied to any notification call handling rule that has the
'attach message' flag checked, the transcribed text must be added to the
notification message. In the event there is a delay in the transcription
service of 45 seconds or greater, the notification will be sent with
“Transcription request failed” as the notification text.

e Transcription is limited to the first 55 seconds of a voice message. After
the 55 seconds, transcription will display <...>.
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3 Security Features

3.1 Description

These security features are utilized to configure a Zultys MX system to meet
certain Technical Safeguards as required by HIPAA. The features cover
password complexity, expiration time, length requirements, and forced changes
on next login. PIN length requirements and Data Retention is also added.

A Security Audit log feature is added for audit log requirements.

Note: It is the responsibility of the Partner to be HIPAA compliant and
understand all HIPAA requirements when proposing non-Zultys Clouddesk MX
systems to customers requiring HIPAA compliance. It is also the Partners
responsibility to execute any Business Associate Agreements directly with the
end user.

Zultys only executes Business Associate Agreements directly with end users for
Zultys CloudDesk customers only.

A separate manual “How to configure the MX for HIPAA compliance” must be
utilized for all HIPAA installations.

3.2 Administration
Provision>System Settings>Security
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a Systemn Settings

Company

Contact Infa

IP Addresses
Servers

Proxies

TTS

LDAP Configuration
Web Services
Cloud Services
External Messaging

Miscellaneous

W Apply # Close

Password

Technical Publications

(o] & |mSn

Password

Default [zultys |

Minimum length =

Expires EI = days (0 - never)

Force users to change passwords

PIM

Default 1479

Minimum length =
Data Retention Policy

Retention Period EI = days (0 - never)

Backward compatibility mode

&) Help

Default - You may set the default password for users in this field. This

can be a mix of letters, numbers, and characters.

Minimum length - This specifies the minimum length of letters, numbers,

and characters that a password must contain.

Expires - This determines the expiration time of passwords. After this

expiration date, users will be forced to update their password.

Force users to change passwords - This button will force all users to
change their passwords on their next login. This enables a per user

setting for all users.
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PIN
Default - You may set the default PIN for users in this field. This field
must contain numbers only.

Minimum length - This specifies the minimum length of numbers that a
PIN must contain.

Data Retention Policy
Retention period - This determines the length of time (days) that the MX
will store data that contains ePHI(call recordings, voice mails, faxes, CDR
records, instant messages). A value of 0 disables this. For HIPAA
installations this value should be set to 30 days.

Backward compatibility mode was introduced in Release 15 and determines if
TLS 1.0/lower ciphers will be supported or not.
Provision>System Settings>Security

MX Administrator>Users>Edit User:
HEELdonYm | |

[ Juze LDAP Authentication [ ] Change password on login

You may set a change password on login on a per user basis. The user will be
forced to change their password the next time they login.

3.3 Conditions

e Users will be forced to change their first-time/temporary password upon
first time log-in.

e New passwords cannot be the same as any of the last four passwords that
were used.

e Password complexity is enforced when the password is set from client
devices.

e Authentication failures will provide a generic error message to the user.
For example, "incorrect login," would be given as opposed to "incorrect
password".
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4 Security Audit Log

4.1 Description

The security audit log provides a record of activity in the MX system that is
recorded when access to the system that contains or uses electronic protected
health information (ePHlI) is done.

4.2 Administration
To view the Security Audit log:

MX Administrator>View>Security Audit Log

{8 Security Audit Log =N ==
Time Interval- From 4/26/2020 9:25:19 AM to present Quickfiter: [ | | " Change Fier
1D MX Time Object Operation Source User Role Reported address Remote address Local addres: ~

444 4/30/2020 7:41:37 AM USER LOGIN LogonAsMXAdminAdmin Administrator Administrator 10.1.91.119:62948 10.1.91.119:62949

445 4/30/2020 10:19:41 AM CONFIG CHANGE From AdminUT Administrator

446 4/30/2020 10:21:09 AM CONFIG CHANGE From AdminUT Administrator

447 4{30/2020 10:22:05 AM CONFIG CHANGE From AdminUL Administrator

448 4/30/2020 10:22:29 AM CONFIG CHANGE From AdminUT Administrator

449 4/30/2020 10:24:24 AM CONFIG CHANGE From AdminlI Administrator

450 4/30/2020 10:26:20 AM CONFIG CHANGE From AdminUT Administrator

451 4/30/2020 10:28:50 AM CONFIG CHANGE From AdminUT Administrator

452 4/30/2020 10:30:53 AM CONFIG CHANGE From AdminlI Administrator

453 4/30/2020 10:35:02 AM CONFIG CHANGE From AdminUT Administrator

454 4/30/2020 10:36:43 AM CONFIG CHANGE From AdminUL Administrator

455 4/30/2020 10:38:12 AM CONFIG CHANGE From AdminUL Administrator

456 4/30/2020 11:01:04 AM CONFIG CHANGE From AdminUT Administrator

457 4{30/2020 11:01: CONFIG CHANGE From AdminUL Administrator

459 4{30/2020 PM CONFIG CHANGE From AdminUT Administrator v

aeen ataniannn 1 PR Pr— e e At Mttt

You utilize the filter to display the last X days or a specific date range for events
you wish to view:

Edit Security Audit Log filter

(®) Show messages of the last IZI days

() Show messages in the following time frame:

From: | 5/ 4/2020 | [10:08:56 15|

To: | 5/ 42020 | |10:08:56 2]

() Show all Security Audit Log messages

v o
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4.3 Conditions
e Storage events are kept for 1 year.
» Restoring a database that includes Extended Configuration information
will overwrite any existing audit logs and replace them with the logs from
the restored database.
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5 SMS External Messaging Configuration

5.1 Description

This feature allows the configuration of ITSP services that provide SMS (in SMPP
format) to interface with Zultys UC clients (ZAC/Mobile Communicator). ITSP
providers that provide SMS service on DID numbers may be added to the MX
system for this purpose.

This service allows individual users to send and receive SMS messages using
their SMS enabled DID number.

NOTE: This service does not support DID numbers to a call group. SMPP is the
only supported format for external SMS message support.

5.2 Administration

5.2.1 Provision>System Settings>External Messaging

G system Settings [=e &=

Company SMS
Contact Info
IP Addresses

Gate Zultys SM5 Gateway ~

1. No “sms’account exists in System Services

Servers

Proxies

TTS

LDAP Configuration
Web Services

Cloud Services Temporary DID numbers

External Messaging o = |

Miscellaneous DID Number

Securiy |

' Apply K Close ¥/ Help
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Gate: This option selects the desired SMS service provider that the MX will
interface with. The options are:

e None
e Zultys SMS Gateway
o External SMPP

None - No SMS service is utilized. (default)

Zultys SMS Gateway - This option is for Zultys personnel who configure
MX systems for use with the SMS service Zultys offers with the Zultys
Cloud Desk service offering.

Zultys will also enable an account in the System Settings area as well.

External SMPP - This option allows SIP ITSP SMS enabled providers to
integrate with the MX system. In order to configure an External SMPP
provider, the following information from the provider must be entered in
this area:

The information to be entered in MX Administrator is provided from your
specific ISTP SIP SMS service provider:

e Account Name: string;

e Account Password : string
e Server IP: IP or FQDN

e Server port

5.2.2 Individual DID Operation
Each user is assigned a DID number (SMS enabled from the provider) in the

Voice DID area of MX Administrator.

MX Administrator>Configure>Users>Edit User

e R BIVRET - I
-

Voice DID 5551234567

The user DID configured is sent as the number the external SMS responds to.
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The DID number should be configured with 1+ 10 digit number.

5.2.3 Temporary DID Numbers
In cases where the use of individual DID numbers are not utilized, numbers

from a bulk temporary list can be used as sender number for a recipient to
respond to. The MX system maintains a list of sender-recipient associations for
proper routing of messages. This is typically used for outbound only type SMS
messages where the need to maintain sender-recipient is not required.

These temporary numbers are provided by your SMPP provider.

e DIDs from this list will be used as the “From” number when sending SMS
messages from users who do not have an assigned DID number.

e SMS recipient can respond back to the same number and response will be
delivered to user who sent the message.

e The MX stores 10000 pairs of recipient-sender pairings for an unlimited
time. After 10000, the MX will overwrite pairings.

MX Administrator>Users>Edit User

Enter the SMS enabled DID associated with the user in the Voice DID entry:

L T R T e o S P I T FELETIEr dLs
Extension | 103 |
Voice DID | |

5.3 Conditions
e The transport is TLS for the Zultys SMS gateway. The security certificate is
signed by Zultys key and must include the system serial number.
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6 Emergency calling from Zultys Mobile Communicator
(non-cellular network)

6.1 Description

This feature allows devices running Zultys Mobile Communicator (softphone
must be enabled) that do not have cellular broadband connectivity and are
running on the corporate WiFi network to place Emergency calls on the MX
system.

In such situations, Locations can be configured using the IP Range/subnet
configuration that will allow the mobile device to make Emergency calls.

6.2 Administration
MX Administrator>Provision>Locations

R Locations F= =]
Location Name Time Zone Emergency Callback MXmobile 911 Park ID Pattern Caller ID Caller Name Emergency Routing
H Number Di... Route Number Transmitted
NewLocation America/Los_Angeles [m] 200 | BH TSP : Proximi | 911
IP Ranges for Location
IP Range
192,168.1.75 - 192,168, 1.125
« Apply K Cancel ) Help

Create a specific location.

Enable the MXmobile 911 checkbox
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M¥maobile 311 |
| |
] :

Right click in the IP Ranges for location area and select New:

IP Ranges for Location

___l_ Mew Ins
1 Edit  Enter
Delete Del

Enter the specific IP Ranges or Subnets that are associated with the mobile

softphone.
Mew IP range
l:@:IIPF‘.angpa
(_)subnet
IF . . . Subniet  |255.255.255.254 |4 »
T
Click OK

Click Apply to save all Location information.

6.3 Conditions
e Enabling Mobile emergency calling requires that location be explicitly
configured and have IP ranges/subnets configured in the location.
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e Emergency calls are only allowed IF the softphone IP or subnet address
matches the IP/Subnet that is configured for that location.

e This feature does not route Emergency calls if the user is on a public WiFi
network.
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7 Web Based ICC Wallboard

7.1 Description

The web based wallboard was introduced with Release 15.0.3. In Release 16 the
wallboard has now been enhanced so that multiple queues (groups) can be
displayed on a single web page.

7.2 Operation

From a web browser, enter the MX IP address or domain name to access the MX
landing page:

Enterprise Media Exchange

Version: 14.7.10300

Applications for Users Applications for Administrators

Click Web Applications.
Enter your username and password and click Log in:

NOTE: You must be a Supervisor of an ICC group to access both SuperView and
the Wallboard.

)

ZULTYS
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Click Open on the Wallboard area at the Web Application start page:

Web Applications

Work Anywhere. Work Everywhere.
True All-in-One Office Phone System of the Future.

7 '| o
= MIX
v -

Call Recordings SuperView Wallboard MX Homepage
Automatic call Real-time queue Contact Center Home

recordings monitor statistics Links to additional MX
. ) PR applications and software

s}
&

OPEN

7.3 Operation
The wallboard will display a single Group and widget when first opened.

= Cozuays = Main Layout - @ NewGroup R
<» GROUP TITLE :
New widget

Each widget is a character window that can be configured to present specific
group data. The widget is associated with a group and multiple widgets can be
placed in a group.

You may create multiple groups and add widgets to each based on the needs of
the contact center.
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7.3.1 Creating Widgets
To create a specific widget from the default screen:

Click the + icon in the new widget:

<» GROUP TITLE

New widget

@

A new widget that is ready to be configured is created:

<» GROUP TITLE

New widget

0
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7.3.2 Creating groups
To create a group from the default screen:

Click the icon in the upper right corner:
< GROUP TITLE ;

New widget

0

<+ GROUP TITLE :

New widget

CH

A new group is created below the default group and is ready to have widgets
added to it.

7.3.3 Configuring Widgets
Once a widget is created, there are several options available for configuring the
widget:

“» GROUP TITLE

New widget

0

H = Move the widget

u = Delete the widget. Confirm deletion.
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E = Settings

Settings is utilized modify all parameters of a widget.

Click the settings icon:

Widget settings
Widget caption Name font size
New widget 18px v .
10/ 256
Value font size
Source * -  30px -
Must be selected
Call Group * Aggregation
Amazon_Support * value -

New widget
[C] Enable alerts

0

Cancel Save

Widget Caption -The name that will be displayed at the top
Name font size - The size of the title font (New Widget)
Color - The color of the name font (white by default)

Value font size - The size of the value font (0)

Color - The color of the value font (white by default)
Background- The color of the widget background.

Note: It is not recommended to utilize red, yellow, green as these are
used for Alerts
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Call Group - The specific Call group you want to display the statistic for.

Note that as you modify, font, colors, titles you will be given a preview as
you make the changes:

Widget settings

Widget caption Name font size

Avg Wait 32px M ) o
8/256

Source * Value font size

Group calls wait avg all ~  30px -

Call Group * Aggregation

Amazon_Support ~  value v

Enable alerts

Condition Value

none * 0 E .
Condition Value

none ~ 0 *
Condition Value

none * 0 * .

Source - The actual group statistic you want to display. Choose from the
drop down list:

General Stats:

Groups Quantity - Displays the total number of all groups being
reported on

Group agents available - Displays the total number of available
agents for all groups.

Group agents total - Displays the total number of agents for all
groups.

Maximum session wait time - Displays the maximum wait time
encountered for all groups.
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Group Stats:

Average hold time - Displays the average hold time for the selected
group.

Total hold time - Displays the total hold time for the selected
group.

Current call/chat wait time - Displays the current call/chat wait
time for the selected group.

Maximum number of calls in queue - Displays the maximum
number of queued calls the selected group has.

Unsuccessful callback requests made by agents - Displays the total
number of unsuccessful callback requests agents of the group
have.

Total number of calls in queue - Displays the total number of calls
in the queue for the group.

Group active calls - Displays the number of active calls for the
group.
Group agents logged - Displays the total number of logged in

agents for the group.

Group calls abandoned - Displays the number of abandoned calls
for the group.

Group calls answered - Displays the number of answered in agents
for the group.

Group calls disconnected - Displays the number of disconnected
calls for the group.

Group calls inbound - Displays the number of inbound calls for the
group.
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Group calls overflowed - Displays the number of overflowed calls
for the group.

Group SLA - Displays the service level for the group.
Note that the service level is configured in MX Administrator>
Configure>Operator and Call Groups>ICC general tab.

Group calls talk time average - Displays the average talk time for
all calls the group has handled.

Group calls talk time hold - Displays the hold time for all calls the
group has handled.

Group calls total - Displays the total number of calls the group has
handled.

Group calls waiting average abandoned - Displays the average wait
time prior to a caller abandoning the call.

Group calls waiting average - Displays the average wait time for
calls in queue.

Group calls waiting average answered - Displays the average wait
time prior to the call being answered.

Group calls calls waiting max - Displays the maximum number of a
call that waited in queue.

Group calls queue calls - Displays the amount of calls that were in
queue.

Group queue longest wait - Displays the longest wait a call had
experienced in queue.
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Chat Stats:
Active chats - Displays the number of active chats in a group.

Chat agents logged - Displays the number of logged in agents that
can handle chats for the group.

Chats abandoned - Displays the number of chat sessions that have
been abandoned for the group.

Chats answered - Displays the number of chat sessions that have
been answered for the group.

Chats disconnected - Displays the number of chat sessions that
have been disconnected for the group.

Chats inbound - Displays the number of inbound chat sessions the
group has received.

Chats overflowed - Displays the number of chat sessions that have
been overflowed out of the group.

Chats SLA - Displays the service level for all chat sessions the
group has handled.

Chats talk time average - Displays the average chat time for all
chat sessions the group has handled.

Chats talk time total - Displays the total chat time for all chat
sessions the group has handled.

Chats calls total - Displays the total number of chats the group has
handled.

Chats wait time average abandoned - Displays the average wait
time a chat session waited before abandoning.

Chats wait average all - Displays the average wait time of all chat
group sessions.
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Chats wait average answered - Displays the average wait time
before a chat session was answered for the group.

Chats wait max - Displays the number of chat sessions that have
been abandoned for the group.

Queued Chats - Displays the number of chat sessions that have
been abandoned for the group.

Agents:
Available - Total number of agents that are logged in and available.

Not available - Total number of agents that are logged in and not
available.

Busy - Total number of agents that are logged in and busy.
Logged out - Total number of agents that are logged out.

Total hold time - Total hold time for all agents in the group.

Sessions:

Total number of sessions to queue - Displays the number of total
sessions for the group.

Sessions answered - Displays the number of answered sessions for
the group.

Disconnected sessions — Displays the number of disconnected
sessions for the group.

Sessions abandoned from queue - Displays the number of
abandoned sessions for the group.

Sessions sent to queue overflow - Displays the number of sessions
that were sent to overflow destinations for the group.
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Total sessions talk time - Displays the total talk time for all
sessions for the group.

Average wait time for answered sessions — Displays the average
wait for answered sessions for the group.

Average wait time for abandoned sessions - Displays the average
wait time for abandoned sessions for the group.

Average wait time for all sessions - Displays the average wait time
for all sessions the group has handled.

Enable Alerts - Enables a visual alert to indicate that a parameter setting
has been met.

Parameters - Select the desired parameter to meet: less than, greater
than, equal to or less than, equal to or greater than, etc.

Red/Yellow/Green - Enter the desired number in which to display the
corresponding alert.

Enable alerts

Condition Value
none hd 0 4
Condition Value
none v 0 4
Condition Value

none * D $ .

Click Save when you have finished configuring the widget.
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7.3.4 Edit mode
Edit mode allows you to add and configure groups and widgets. Turning Edit
mode off removes the ability to configure groups and widgets.

To enable/disable Edit mode:

Click the < icon

Slide the control to enable/disable Edit mode.

(6 oo SR

' . Edit mode 1 Edit mode

Dashboards settings Dashboards settings

Logout Logout

7.3.5 Templates
Templates allow you to save a configured layout for easy reuse/selection.

To save a layout template once it has been created:

Click the < icon

Select Dashboard settings

o
l . Edit mode

Dashboards settings

Logout

Type the name of the layout and click Add
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Dashboards settings

New layout
ChasTest 1| x Add

o

Dashboards settings

New layout m
e (3

Click Save
Selecting a layout template:
Click the layout drop down and select the desired layout to display:

13RS VI ALNICT LWOURI TN RS

Main Layout

ChasTest 1 Layout
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7.3.6 Examples
Single group line with multiple widgets for different ICC groups:

“* SALES AND SUPPORT :

Sales Agt Avail Sales CIQ Sales Abn Support Agt Avail Support CIQ Support Abn
0 0 0 0 0 0
o

Multiple group lines representing different ICC groups:

Sales CIQ Sales Abn
0 0
Support CIQ Support Abn
0] 0
o
7.4 Conditions

* The user must be an ICC Supervisor to access the wallboard.

v |

“» SALES

Sales Agt Avail

0

“* SUPPORT

Support Agt Avail

0

« Templates are specific to each supervisor.
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