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CHAPTER Preface

1

This chapter introduces Cisco Unified CallConnector, describes the purpose of this
document, and outlines the required software. The chapter includes the following topics:

* Purpose

* Audience

* Organization

* Related Documentation

* Required Software

* Supported Windows Platforms

» Conventions

* Obtaining Documentation

» Documentation Feedback

* Cisco Product Security Overview
* Obtaining Technical Assistance

* Obtaining Additional Publications and Information



Chapter 1 Introduction

Purpose

This manual is intended for end customers who will be using the Unified CallConnector to
handle their business calls.

Unified CallConnector has an extensive set of features and customization options to
allow you to adapt its functionality to your needs. This purpose of this guide is to acquaint
you with these CallConnector features and help you get the most out of the system by
providing step-by-step instructions. The document also provides links to additional
product information and the methods and options for accessing support. The last chapter
provides some troubleshooting information to allow you to isolate problems that you
might be experiencing.

Audience

This manual is intended for end-users who will be using the Unified CallConnector to
manage their calls, communication and collaboration needs.

The guide will also be useful to those administering and providing support to the Unified
CallConnector users.

The user guide assumes that you know the basics of using your computer and are
familiar with Windows, using a mouse and selecting items from a dialog box.
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Organization

This guide contains thirteen chapters:

Preface -

Overview -

Installation-

Getting Started -

Popup Window -
QuickSearch -

QuickDial -

Using Toolbar -
Accessing Shortcuts -
Using the Directory -

Viewing Call Logs -

Monitoring Status -
Rules -
Telephone User Interface -

Troubleshooting -

This chapter provides an overview of the User Guide
and describes how to use the manual.

This chapter provides an overview of the Unified
CallConnector and describes the user interface and
screens.

This chapter describes how to install and setup the
Unified CallConnector.

This chapter describes how to install, start, and operate
the Unified CallConnector and its user interface
components.

This chapter provides instructions for setting up and
using shortcut icons.

This chapter provides instructions for setting up and
using shortcut icons.

This chapter describes how to use the QuickDial
features to auto-dial from any Windows application or
from web pages.

This chapter provides step-by-step instruction for the
basic call handling methods.

This chapter provides instructions for setting up and
using shortcut icons.

This chapter explains how to use the directory to find
entries, make calls and updating entries.

This chapter describes how to view information the call
details for all the calls received and made from this
position.

This chapter describes how to access and view the
availability status of the users in the system.

This chapter provides the step-by-step instructions on
how to create and use user defined rules.

This chapter provides instructions on how the Mid-Call
and Dial-In service features can be accessed and used.

This chapter describes the tools and procedures for
troubleshooting problems with your the Unified
CallConnector.
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Related Documents

For more information about the Unified CallConnector please visit the Cisco System site:

http://www.cisco.com/go/unifiedcallconnector

Required Telephone Systems

The Unified CallConnector supports the following Cisco Systems IP PBXs and
telephones. Please visit the Cisco Systems site for the Unified CallConnector for the
latest product compatibility list.

Cisco CallManager Express version 4.0.

Supported Windows Platforms

The following Windows operating systems and application versions are supported by the
Unified CallConnector:

Windows 2000, Windows XP, Windows Vista
Microsoft Outlook 2000, 2003 and 2007
Microsoft Internet Explorer version 6.0 and 7.0
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Conventions

The following conventions are used in this guide:

Convention Description

boldface font Commands and keywords are in boldface.

italic font Arguments for which you supply values are in italics.

[] Elements in square brackets are optional.

{x|y|z} Alternative keywords are grouped in braces and
separated by vertical bars.

[X]ylz] Optional alternative keywords are grouped in brackets
andseparated by vertical bars.

string An unquoted set of characters. Do not use quotation

screen font

boldface screen
font
italic screen font

—

Conventions Used

marks around the string or the string will include the
quotation marks.

Terminal sessions and information that the system
displays are in screen font.

Information you must enter is in boldface screen
font

Arguments for which you supply values are in italic
screen font.

This pointer highlights an important line of text in an
example.

The symbol ” represents the key labeled Control—for
example, the key combination "D in a screen display
means hold down the Control key while you press the D
key.

Nonprinting characters, such as passwords are in angle
brackets.

The following conventions are used in this guide:

Most of the operations of the Unified CallConnector can be initiated by using either the
mouse or keyboard. The user guide provides the instructions for both these methods.

The body of the text describes the operation in more detail.

The names of keys appear in bold capital letters: ENTER

Information that you type appears in small, light typeface: Unified CallConnector

Menu commands appear in bold and are abbreviated in the text. For example the Print
command on the File menu is indicated by File-Print. The names of buttons in dialog

boxes also appear in bold.

Actions you take or procedures for you to follow are indicated by indented and bulleted
steps.
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Terminology

The following terms are used frequently in the manual to identify different kinds of

individuals and objects.

Term
Administrator

uccC
Group

Manager
Database

Record or Entry

Field
Directory

Presence
Server
Users

Dialog
Window

Toolbar

Sidebar

SIP

Meaning

The person responsible for the administration of the
Unified CallController system.

Unified CallConnector.

A collection of users. A group is also displayed as the
department in the corporate directory.

The person responsible for a group of agents.

A database is a file that contains information in a tabular
format.

Each row of the database table is called an entry or a
record.

Each column of the database table is called a field.

A directory is a database that usually contains names
and related information.

Real-time availability status of a user. Presence status
can include availability, location , telephone status and
away messages.

Named directory containing control and data files.
Individuals who are authorized to use the system.
Popup window from which options are selected.

An area of the screen where the application displays
information.

A row of icons on a computer screen that activate
commands or functions when clicked.

A secondary window that can display application
information. A Sidebar can be open and closed without
effecting the contents of the main window.

Session Initiation Protocol — a standardized set of
messages and methods for setting up communication
sessions.
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Using the Mouse

The following terms are used in the manual when describing mouse-based operations:

Term
Point

Select

Click
Right-Click
Double-Click

Drag&Drop

Meaning

Move the mouse pointer on screen to the desired item or
location.

Click on the item of choice.
Quickly press and release the left mouse button.
Quickly press and release the right mouse button.

Quickly press and release the left mouse button twice in
succession.

Click down on item, holding down the button, move the
mouse pointer to desired location, and then release the
button.
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Obtaining Documents

Cisco documentation and additional literature are available on Cisco.com. Cisco also
provides several ways to obtain technical assistance and other technical resources.
These sections explain how to obtain technical information from Cisco Systems.

Cisco.com

You can access the most current Cisco documentation at this URL:
http://www.cisco.com/univercd/home/home.htm

You can access the Cisco website at this URL:
http://www.cisco.com

You can access international Cisco websites at this URL:
http://www.cisco.com/public/countries languages.shtml

Documentation DVD

Cisco documentation and additional literature are available in a Documentation DVD
package, which may have shipped with your product. The Documentation DVD is
updated regularly and may be more current than printed documentation. The
Documentation DVD package is available as a single unit.

Registered Cisco.com users (Cisco direct customers) can order a Cisco Documentation
DVD (product number DOC-DOCDVD=) from the Ordering tool or Cisco Marketplace.

Cisco Ordering tool:
http://www.cisco.com/en/US/partner/ordering/

Cisco Marketplace:
http://www.cisco.com/go/marketplace/
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Ordering Documentation

You can find instructions for ordering documentation at this URL:

http://www.cisco.com/univercd/cc/td/doc/es inpck/pdi.htm

You can order Cisco documentation in these ways:

Registered Cisco.com users (Cisco direct customers) can order Cisco product
documentation from the Ordering tool:

http://www.cisco.com/en/US/partner/ordering/
Nonregistered Cisco.com users can order documentation through a local account

representative by calling Cisco Systems Corporate Headquarters (California, USA) at 408
526-7208 or, elsewhere in North America, by calling 1 800 553-NETS (6387).

Documentation Feedback

You can send comments about technical documentation to:
bug-doc@cisco.com

You can submit comments by using the response card (if present) behind the front cover
of your document or by writing to the following address:

Cisco Systems

Attn: Customer Document Ordering
170 West Tasman Drive

San Jose, CA 95134-9883

We appreciate your comments.
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Cisco Product Security Overview

Cisco provides a free online Security Vulnerability Policy portal at this URL:

http://www.cisco.com/en/US/products/products security vulnerability policy.html

From this site, you can perform these tasks:

Report security vulnerabilities in Cisco products.
Obtain assistance with security incidents that involve Cisco products.
Register to receive security information from Cisco.

A current list of security advisories and notices for Cisco products is available at this
URL:
http://www.cisco.com/go/psirt

If you prefer to see advisories and notices as they are updated in real time, you can
access a Product Security Incident Response Team Really Simple Syndication (PSIRT
RSS) feed from this URL:

http://www.cisco.com/en/US/products/products psirt_rss_feed.html

Reporting Security Problems in Cisco Products

Cisco is committed to delivering secure products. We test our products internally before
we release them, and we strive to correct all vulnerabilities quickly. If you think that you
might have identified a vulnerability in a Cisco product, contact PSIRT:

Emergencies—security-alert@cisco.com
Nonemergencies—psirt@cisco.com

Tip We encourage you to use Pretty Good Privacy (PGP) or a compatible product to
encrypt any sensitive information that you send to Cisco. PSIRT can work from encrypted
information that is compatible with PGP versions 2.x through 8.x. Never use a revoked or
an expired encryption key. The correct public key to use in your correspondence with
PSIRT is the one that has the most recent creation date in this public key server list:

http://pgp.mit.edu:11371/pks/lookup?search=psirt%40cisco.com&op=index&ex act=on

In an emergency, you can also reach PSIRT by telephone:
« 1877 228-7302
1408 525-6532
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Obtaining Technical Assistance

For all customers, partners, resellers, and distributors who hold valid Cisco service
contracts, Cisco Technical Support provides 24-hour-a-day, award-winning technical
assistance. The Cisco Technical Support Website on Cisco.com features extensive
online support resources. In addition, Cisco Technical Assistance Center (TAC)
engineers provide telephone support. If you do not hold a valid Cisco service contract,
contact your reseller.

Cisco Technical Support Website

The Cisco Technical Support Website provides online documents and tools for
troubleshooting and resolving technical issues with Cisco products and technologies. The
website is available 24 hours a day, 365 days a year, at this URL:

http://www.cisco.com/techsupport

Access to all tools on the Cisco Technical Support Website requires a Cisco.com user 1D
and password. If you have a valid service contract but do not have a user ID or
password, you can register at this URL.:

http://tools.cisco.com/RPF/register/register.do

Note Use the Cisco Product Identification (CPI) tool to locate your product serial number
before submitting a web or phone request for service. You can access the CPI tool from
the Cisco Technical Support Website by clicking the Tools & Resources link under
Documentation & Tools. Choose Cisco Product Identification Tool from the
Alphabetical Index drop-down list, or click the Cisco Product Identification Tool link
under Alerts & RMAs. The CPI tool offers three search options: by product ID or model
name; by tree view; or for certain products, by copying and pasting show command
output. Search results show an illustration of your product with the serial number label
location highlighted. Locate the serial number label on your product and record the
information before placing a service call.
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Submitting a Service Request

Using the online TAC Service Request Tool is the fastest way to open S3 and S4 service
requests. (S3 and S4 service requests are those in which your network is minimally
impaired or for which you require product information.) After you describe your situation,
the TAC Service Request Tool provides recommended solutions. If your issue is not
resolved using the recommended resources, your service request is assigned to a Cisco
TAC engineer. The TAC Service Request Tool is located at this URL:

http://www.cisco.com/techsupport/servicerequest

For S1 or S2 service requests or if you do not have Internet access, contact the Cisco
TAC by telephone. (S1 or S2 service requests are those in which your production
network is down or severely degraded.) Cisco TAC engineers are assigned immediately
to S1 and S2 service requests to help keep your business operations running smoothly.
To open a service request by telephone, use one of the following numbers:

Asia-Pacific: +61 2 8446 7411 (Australia: 1 800 805 227)
EMEA: +32 2 704 55 55
USA: 1 800 553-2447

For a complete list of Cisco TAC contacts, go to this URL:
http://www.cisco.com/techsupport/contacts

Definition of Service Request Severity

To ensure that all service requests are reported in a standard format, Cisco has
established severity definitions.

Severity 1 (S1)—Your network is “down,” or there is a critical impact to your business
operations. You and Cisco will commit all necessary resources around the clock to
resolve the situation.

Severity 2 (S2)—Operation of an existing network is severely degraded, or significant
aspects of your business operation are negatively affected by inadequate performance of
Cisco products. You and Cisco will commit full-time resources during normal business
hours to resolve the situation.

Severity 3 (S3)—Operational performance of your network is impaired, but most business
operations remain functional. You and Cisco will commit resources during normal
business hours to restore service to satisfactory levels.

Severity 4 (S4)—You require information or assistance with Cisco product capabilities,
installation, or configuration. There is little or no effect on your business operations.
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Obtaining Additional Publications Information

Information about Cisco products, technologies, and network solutions is available from
various online and printed sources.

Cisco Marketplace provides a variety of Cisco books, reference guides, and logo
merchandise. Visit Cisco Marketplace, the company store, at this URL:
http://www.cisco.com/go/marketplace/

Cisco Press publishes a wide range of general networking, training and certification titles.
Both new and experienced users will benefit from these publications. For current Cisco
Press titles and other information, go to Cisco Press at this URL:

http://www.ciscopress.com

Packet magazine is the Cisco Systems technical user magazine for maximizing Internet
and networking investments. Each quarter, Packet delivers coverage of the latest
industry trends, technology breakthroughs, and Cisco products and solutions, as well as
network deployment and troubleshooting tips, configuration examples, customer case
studies, certification and training information, and links to scores of in-depth online
resources. You can access Packet magazine at this URL:

http://www.cisco.com/packet

iQ Magazine is the quarterly publication from Cisco Systems designed to help growing
companies learn how they can use technology to increase revenue, streamline their
business, and expand services. The publication identifies the challenges facing these
companies and the technologies to help solve them, using real-world case studies and
business strategies to help readers make sound technology investment decisions. You
can access iQ Magazine at this URL:

http://www.cisco.com/go/igmagazine
Internet Protocol Journal is a quarterly journal published by Cisco Systems for
engineering professionals involved in designing, developing, and operating public and

private internets and intranets. You can access the Internet Protocol Journal at this URL:

http://www.cisco.com/ipj

World-class networking training is available from Cisco. You can view current offerings at
this URL:

http://www.cisco.com/en/US/learning/index.html
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CHAPTER

2

Unified CallConnector
Overview

This chapter provides an overview of the Cisco Unified CallConnector. It describes the
key features and the different modes of operations. It also describes each of the
graphical user interface components of the Unified CallConnector.

This chapter describes the following in more detail:

Key Features -
CallConnector Models -
CallConnector Personal -
CallConnector Server -
CallConnector Mobility -

CallConnector Toolbars -

CallConnector Sidebar/View -

Popup -
QuickSearch -
Monitoring Presence Status-

Getting Help -

Describes the key features of the Unified CallConnector.

The CallConnector supports a standalone, server and
mobility components. This section describes these UCC
models.

Provides an overview of the features of the Unified
CallConnector Personal model.

Provides an overview of the additional features available
from the Unified CallConnector Server model.

Provides an overview of the features available from the
Unified CallConnector Mobility.

Describes the components of the Unified CallConnector
Toolbars in Microsoft Explorer and Outlook.

Describes the components of the Unified CallConnector
Sidebars in Microsoft Explorer and View windows in
Outlook.

Describes the Popup applications and its menu.
Describes the QuickSearch user interface.

Briefly describes the Presence capabilities of the Unified
CallConnector.

Describes how to get Unified CallConnector help
information.



Chapter 2 Overview

Unified CallConnector Overview

Cisco Unified CallConnector delivers a new way to handle the everyday task of
communicating with others within the business or with customers and vendors. As a fully
integrated communication management solution with presence (your current availability),
you will find greater productivity and business efficiency leveraging your PC-based data
to initiate voice, messaging or collaboration sessions. Cisco Unified CallConnector is not
just another application for the Windows, but is embedded within your line of business
application such as Microsoft Outlook and Internet Explorer.

The Cisco Unified CallConnector offers these features:

= Simple to use toolbar within Microsoft Outlook and Internet Explorer for
dialing numbers, controlling the call, and setting your availability and location
status.

= Brings together all your contacts (personal, corporate, and Outlook) for
QuickDialing or for starting a new email or Instant Message to the contact.

= Quick Search feature to find a contact quickly with display of all contact
numbers and messaging methods plus location and availability for fellow
employees without leaving your current application.

= Quick Message, an Instant Messaging Client included for short
communications with fellow employees.

= Screen pop for placed and received calls with Outlook contact name allowing
clickable options to take the call, send the call to voice mail or send a quick
message.

= Quick Dialing from any application, including web pages, by highlighting a
number, and selecting dial.

= Quick Presence conveniently displays availability, location and notes for
contacts in directories and search results.

= Optional MobilityConnector add-on providing Single Number Reach call
routing services to allow your business calls to reach you at any number
based on the rules you have set.

Unified CallConnector Models

Cisco Unified CallConnector is available in three configurations:

Personal Delivering call control features for the individual user using
Cisco’s Unified CallManager Express TAPI TSP.
Server Server based application installed at each site giving users call

control plus Presence/Instant Messaging and Rules-based
Automation Services based on a SIP Client Server architecture.

Mobility Add-on to the server application, the Unified CallConnector
Mobility provides single number reach to a number.
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Unified CallConnector Personal

Cisco Unified CallConnector Personal is a separate install on each Windows workstation
with a Cisco Unified IP Phone connected to Cisco Unified CallManager Express. Each
user of Cisco Unified CallConnector Personal delivers the call control features listed in
the table below and is supported with any PC running Microsoft Windows.

Unified
CallConnector
Personal Feature

Call Control toolbars
within Microsoft
Outlook and Internet
Explorer

Features with Cisco Unified CallConnector Personal

Description

Toolbars for easy access to features
without the need for any additional
desktop applications. Can be used
within Outlook or Internet Explorer

Provides easy to use features such
as finding contacts, executing
phone features, and streamlining
communications for the user

CallConnector
Contacts

Within Outlook & Internet Explorer
brings together all personal,
corporate and Outlook contacts,
history of calls and speed dial lists.

Makes it easy to find contacts, view
missed calls from your everyday
applications

QuickConnect from
any Contact

Easy click-to-dial or click-to-send on
any contact with option to show all
numbers (Work, Cell, Home) and
send addresses (email, IM, SMS)
associated with the Contact

Saves time where call is placed in
a few seconds without manual
dialing a number or starting other
communication sessions.

Quick Transfer /Hold
/Conference

Easily transfer, hold or setup
conferences using context menus
within Outlook or Explorer.

Ease of transferring or setting up
conference calls using PC Mouse.
Callback from email or conference
to a number in the web page.

QuickSearch though
Contacts

Use pause/break key on PC to
quickly find contact and then quick
dial number, or send email.

Easy way to search though all
contacts without opening new
applications or switching pages.

Speed dial

Option to create Icon based speed
dials for frequently called numbers.

Common numbers are easy to find
and dial quickly.

Call Popup with
Outlook Caller ID
Lookup

Incoming calls will show a screen
pop with callers name lookup from
Outlook contacts. Clickable Option to
answer or send call to voice mail.

Always know who is calling with
option to answer call or ignore and
send to voice mail.

QuickDial from any
application

Highlight a phone number in any
application like Microsoft Word,
PowerPoint, Email or web page, then
double-click phone icon to place call.

Quick and easy way to place a call
without reading number and
manually dialing. Saves time, and
improves productivity

CallConnector Call
Logs

Missed, Received, and Dialed calls
stored on PC in addition to the IP
Phone. Use Quick Dial to return calls
missed while out of the office

Save time returning calls missed
while away from the office. History
log of calls received and placed
can be used for billing.
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Cisco Unified CallConnector Server

The Cisco Unified CallConnector Server application delivers the features as described
above with the added benefit of Presence and Instant Messaging. The Cisco Unified
CallConnector Server gives your employees information about colleagues location,
availability, and phone status using the same CallConnector toolbars from within Outlook
and Internet Explorer. Using simple icons and colors to show location and availability,
users are able to reach colleagues quickly the first time and reduce phone tag — helping
them to be more productive.

The table below lists the additional features available with Cisco Unified CallConnector
Server.

Cisco Unified CallConnector brings together easy to use call control, presence, instant
messaging, directories and call routing rules to simplify the communication experience,
helping work teams and colleagues share information faster and communicate in real
time.

Similar to popular instant messaging, the user can set his or her status from the Cisco
Unified CallConnector toolbar. This status information is updated automatically for all
users from the Cisco Unified CallConnector Server and can be accessed from the
toolbars in Internet Explorer, Outlook or Quick search results window. Knowing whether
contacts are available helps reduce communication delays between workers, thereby
enabling faster decision making and enhanced productivity.
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Features with Cisco Unified CallConnector Server

Unified
CallConnector
Server Feature

Description

Benefit

Dynamic Presence
Information

Real Time display of users Location,
Availability, IP Phone Status, plus
optional custom message.

Reduces phone tag, and gives
employee’s information of who is in
the office or on the road.

User Selectable
Location

User can set their location shown by
Icon (Work, Home, Travel, and
Vacation) or custom message
displayed to other users.

Allows others (including operator) to
see who is in office, out to lunch or
away on travel.

User Selectable
Availability

User can set their status shown by
color, Available, Busy, Away, other.

Lets fellow employee’s know who is
available to receive calls or Instant
Messages

Dynamic IP Phone
Status

All phones Connected to the Cisco
Unified CallManager Express have
status auto updated for others to
see.

Reduces phone tag providing more
efficient communications

QuickMessaging

Simple Instant Messaging for the
Small Office launched though
CallConnector Contacts Quick Dial.
Option to launch other IM clients
installed on PC though Contacts
Quick Dial.

Easy to use Instant Messaging Client
for productivity gains between
employees. Alternative to use of
external public IM Clients due to
security concerns

Synchronization with
Calendar

Updates your availability status
automatically based on your Outlook
calendar.

Automatically tracks your schedule
and reduces the need to manually
update availability.

QuickSearch with
Presence information

Quick Search results bar shows
Location, Availability and Phone
Status for colleagues in addition to
contact numbers.

Quickly find phone numbers for
colleagues plus presence info to know
if available before calling.

User Customizable
Automation Rules

Set rules for basic call handling and
notification though email or SMS
when calls are received

Gives users option to send notification
to pager, cellular or smartphones
about important calls missed while
away from the office.

Operator or Admin
can change Location
or Availability of
others

Gives key personal option to change
presence information shown to
others

Provides up to date information to
users to improve communications.

Easy Install without
configuring TAPI TSP
at each Workstation

Users receive email invite with
clickable link for easy install from
Server

Users are able to self-install for
reduced installation costs
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Cisco Unified CallConnector Mobility

Cisco Unified CallConnector Mobility brings the business calls to the workers at their
current location and to a phone of their choice. An optional part of the Cisco® Unified
CallConnector family of products, the CallConnector Mobility is an add-on server
application that integrates with Cisco Unified CallManager Express to monitor incoming
business calls and then route or bridge them based on user-specified call handling rules.
Whether at home or from remote locations, the workers can place or receive calls
through the Cisco Unified CallManager Express and leverage the business’s Unified
Communications infrastructure.

Cisco Unified CallConnector Rules Interface allows the workers to setup automation rules
to bring the business calls to them based on their availability and location.

@Pschortecut  [FH Contacts  Silogs =3l Status . Rules

! =

- W] Override all Rules =
= ﬂ If T am at Work
- @ and my status is 'Unavailable'
- @ and my status is ‘Away’
and my status is ‘Busy'

- and my stakus is "Available’
If I am at Home

9 and my status is ‘Unavailable'

B8 and I get an ‘Email
L3 and 1 get a 'Missed Call
L\ and I get a 'Message Waiting'
f=l and I get an 'In Phonebook’ call
: -4 and Tget a Mo Caller-10 call
1.. and I get an ‘External Call —
E----uy and I get an ‘Tnkernal Call
[+ @ and my status is "Bway’
[+ and my status is 'Busy'
[+ & and my status is "Available’
El- GJ IF 1 am on the Road
- @ and my status is 'Unavailable’
- @ and my skatus is Away’
- and my skakus is 'Busy' LI

A= A4 FO|
Q6O 3 R 2

The Cisco Unified CallConnector Mobility is an add-on application to the Cisco Unified
CallConnector for Microsoft Office Server. The solution monitors user’s presence status
(availability and location) and calls placed to their Cisco Unified IP phone. Users can
associate rules with their presence status and location to route selected callers to a
specified number, like a cell phone. As an option, calls can be bridged to both the IP
Phone and the remote phone. When a call is bridged, it appears both at the user’s IP
Phone and the other phone allowing the call to be taken at either device. Calls routed to a
remote phone are announced to the user who is given a choice to accept the call or send
the caller to voice mail.
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The Cisco Unified CallConnector Mobility offers the following features:

Single Number Reach

Cisco Unified CallManager Express users can now provide a single phone number to
their business contacts and be immediately connected to their business calls at the most
convenient and available telephone. Callers can be routed to a home phone if tele-
working or the mobile phone when in transit or any other accessible phone. With the
Cisco Unified CallConnector Mobility, workers can provide more responsive service to
customers without having to distribute multiple and private mobile phone numbers. .

Single Voicemail Box

If the user is unreachable at their specified single business number, the Cisco Unified
CallConnector Mobility will forward the call to voice mail, using Cisco Unity Express or
Cisco Unity. When calls are routed, an SMS (text message) or email can automatically
send notification of the missed call to the user. The single voice mailbox allows the user
to easily manage all business voice messages saving time and money.

User Customizable Rules for Routing

The Cisco Unified CallConnector Mobility is fully integrated with the Cisco Unified
CallConnector toolbars to allow users to setup rules based on availability and location to
specify the reach numbers and routing for business calls. Rules can be easily changed
from everyday used business applications like Internet Explorer and Microsoft Outlook.
The Cisco Unified CallConnector Mobility combines the power of Single Number Reach
with user settable routing rules to provide a flexible and user controlled solution for the
mobile workers.

Integration with Presence

Call handling automation rules can be based on the presence status of the user, where
as the status changes, call routing rules are triggered automatically. The Cisco Unified
CallConnector for Microsoft Office allows users to change both availability (available,
busy, away, unavailable) and location (work, home, on-the-road, etc), which can also set
call routing rules. Using location information, the Cisco Unified CallConnector Mobility will
know if the user is at home and available, can route business calls to their home number,
but when busy the call is sent to voice mail with notification to the user.

Reach At Any Phone

The user can specify any telephone number as their single number reach telephone. This
can be the home phone, the mobile phone or the telephone at their current location. The
different reach numbers can be specified for their different presence locations settings.

Validated Delivery

The Cisco Unified CallConnector Mobility verifies the user at the reach number using a
password to ensure that the business calls are delivered only to the user. The users can
set their own access passwords.

Device Switching without Interrupting Calls

With Cisco Unified CallConnector Mobility, single number reach calls can be bridged on
the IP Phone to allow mobile workers to continue the call after they arrive at the office
and take advantage of speakerphone or other IP phone services. The call can be
continued at either device without interruption, and users can use the best available IP
Phone or mobile device.
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Benefits of Cisco Unified CallConnector Mobility

Cisco Unified
CallConnector
Mobility Feature

Description

Benefit

Simultaneous

The incoming call rings on the

Call rings at both the Cisco Unified IP

Ringing Cisco Unified IP Phone and the Phone and mobile phone. The call can
user specified number. be picked up at either device.

Bridged Calls In bridged single number calls, This allows users to walk into the office
the incoming call is available on and switch the call from the mobile
both the Cisco Unified IP Phone phone to the Cisco Unified IP Phone.
and the remote telephone.

Routed Calls In routed single number calls, the User never misses important calls and

incoming call is transferred to the
remote telephone.

customers are connected instead of
going to voice mail.

Validated User

Users need to enter a password
before the call is delivered to the
remote telephone.

The business calls are always delivered
to the user. If someone else answers,
then the call is sent to voice mail.

Single Voice
Mailbox

If the user is not available then
the call is routed to the business
voice mail box.

User needs to manage only one voice
mail box for their business calls. Less
time is needed for users to check
multiple voicemail systems

User-customizable
automation rules

Users can set rules for single
number reach call handling.

Users setup their own rules for filtering
and routing calls to their reach number.
Different reach numbers can be set
based on availability.

Integration with
Presence and
Location

Allows the automation rules to be
triggered based on the current
user availability and location.

As the user’s availability and location
changes, the calls can follow them to the
most appropriate telephone device.

Switching between
telephone devices

Allows the call to be switched
from mobile to the Cisco Unified
IP Phone and visa versa.

Based on the needs of the moment,
users can take advantage of the
reliability of the wired office phone or the
convenience of the mobile phone.

Privacy for bridged
calls

When the call is bridged, it
cannot be picked up from the
associated desktop phone.

Access to the call from the desktop is
allowed as soon as the remote
connection becomes active. This
prevents the possibility of an
unauthorized person listening in on that
call.
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CallConnector Toolbar Overview

The CallConnector toolbar runs within Microsoft Internet Explorer and Outlook and
provides a unified one-click access to call handling, ability to quickly locate your contacts,
initiate messaging and collaboration sessions. The Contacts button allows you to open
information windows for viewing contacts, call logs or the presence status of your
colleagues.

- ~ #pial 41 Pickup Y Forward 5065 Idle - MR GrPkp v $! Contacts H

4 5 6 7 8 9
CallConnector Toolbar in Outlook

1. Cisco Icon/About Menu provides access to Help and links to more information on the Unified
CallConnector and access to support and problem reporting resources.

2. Availability: Allows you to set your current availability status and publish it to your colleagues.

3. Location: Lets you change your current location and indicate whether you are at work or
away on business.

4. Search Bar: Enter number to make a call or enter text to search for a contact. The pull down
list lets you view the last numbers dialed or contacts located.

5. CallControl Buttons: You can control the call on your phone from these buttons. The buttons
are context sensitive and change with the different call states.

Idle State: The Idle toolbar allows you to dial a new call, pickup a ringing or held call and
forward your line to another number

Ringing State: For an incoming call, you can only answer the call

Connected State: The CallControl buttons change to provide Transfer, Conference, Hold,
Hang-up and Park options

Held State: When a call is on hold, you can resume the conversation.

6. Line Display Menu: The line display is a pull down list showing you the state of the ‘lines’ or
extensions configured on your phone. For each line, it displays the extension number, the call
state and the calling party information.

7. Telephony Features Menu: This provides a list of all the supported telephony features.

8. Action Menu: The Action menu is a contextual menu providing access to the additional
contact numbers, collaboration and communication methods for the currently active caller.
The menu is populated with the caller's contact details.

9. Contacts Button: The Contacts button opens a side window in Outlook and Explorer. These
provide access to directories, logs, presence and availability status of the users,

Note: The Internet Explorer has two additional buttons:
Speed Dial Menu: Pull-down arrow to the right of the dial button displays the speed dial names.

Highlighter: Before the Contacts button allows you to convert telephone numbers in the Web
pages to clickable numbers.
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Handling Calls Using the Toolbar

The CallConnector Toolbar allows you to control the calls on you IP Phone from your PC
using the mouse and keyboard. You have access to most of the telephone features
available on you phone, but now they are integrated with your PC based data and
accessed from a graphical interface.

IDLE STATE:

S065

+ A Dial 1 Pickup fj Forward q.ﬁ.ngwer 5010 Idle -

INCOMING STATE:

57 Dial o Fickup 8 Forward &7 Answer Ringing... - Mike Henandsz [5048] - Line 5 = R GrPkup =

CONNECTED STATE:

065

» &' Transfer €% Conference fl Hold & Hang Up Connected.., - Shahryar Talokd [S065]- L~

HELD STATE:

£ Transfer ﬁ Conference () Resume @ Hang Up Onhold, . .- john chang [S010] - Line 5065 -

Locating Contacts from the Toolbar

You can quickly locate and setup communication sessions with your contacts using the
Toolbar QuickSearch. Communication options include making calls to work or mobile
numbers, launching Email, SMS or Instant Message or opening up collaboration
sessions.

QUICKSEARCH BAR

e @ @] =| #PDial ~ srFickup  fi Forward 55 5065 Idle |
- Richard Parker Cizco Systems
- Rick Doogle Cizon Systems
'_}' ™ Richard Maar BBC Technologies [nc.

|—|:> s Call Work: 5065
Acall Cell: 949-555-0105

#4Call Home: 949-555-0104

[# Take Call Notes
Find Colleagues: Ricky Lanson

5end Email: rlansan@cisca.com
45 5end IM: rlanson
A 5end SMS: rlanson@cisco.com

4 Show Contact Dekail: Ricky Lanson
Search Google: 5065

Setup Reminder
=i Sekup Task
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Accessing CallConnector Applications

The Unified CallConnector provides a suite of contact and presence management
applications that are available from within Internet Explorer and Outlook. The figure below
shows the CallConnector applications in Outlook.
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