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Following short form is used: c2d5 = click2dial5
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Sign In
Starting the client there are two types to sign in. The options which are available depend on the
configuration of the c2d5 server.

o ©Windows Credentials
The signed in ©Windows user will be signed in at c2d5 automatically.

o Manual Registration
Regardless of the ©Windows user who is logged in, the user can sign in with the own login

data.

) Windows Credentials
® Manual Registration

1 User

@p Pazsword

Save Login Data

> Save

Sign In

The login data can be saved.

Logout

Logged in users have the option “Logout” in the profile in the Home Tab.

o 9o ¢ —- -
B @coias 8\ &4 20
Profile Logout

Mame
Stefanie Schuster Logout
Login from c2d5
s.schuster

Mail
sschuster@systel.de

A security request follows. If the logout is not confirmed within 10s, the user remains logged in.

f Do you really want to log out user "s.schuster' 7

Yes Mo (&)
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Logging out is also available by right-clicking on the c2d5 Icon in the taskbar: H

click2dial3 (Version 5.6.8150.20146)
Logout from c2d5
» Logout
a Configuration
K7 Resetview
L Manual
@ Bug Report o

B Exit H

A security request follows. If the logout is not confirmed within 10s, the user remains logged in.

Quit Client

To quit the client, click on the cross H in the upper right corner of the Main Window.

A security request follows. If c2d5 should not be closed, a confirmation of “No” must be given within
10s, otherwise the client will be closed.

f Do you really want to quit click2dial3?

Yes (&) Mo

Quitting the client is also available by right-clicking on the c2d5 Icon in the taskbar: H

click2dial5 (Version 5.6.8150.20146)

Logout
¢ Configuration
7 Reset view

Quit c2d5 - Manual
@J. Bug Report ]

B Exit H

No security request follows. The client is closed immediately.

v
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Main Window

Overview Window Options

Display ‘logged on’ Settings
for Call Center

Quit c2d5

clich 2dial5
Logged on 113
Status Processing Group 'EP Gruppe'
pf Online = & Agent@302n) ~ N we (5
O Enter search term or number
Search Line

A2 @ oo 0 G B 4 2 %

Tabs

Sync Contacts

¥ 5/24/2022 11:03:07 AM : OK

Search Line
The search line is always available regardless of the selected tab.

If a phone number is entered in the search line, it can be directly called by pressing the enter key.

In the settings there is the possibility to empty the search line after one minute. See the chapter
Settings/Configuration -> Further Display Options.

When entering names, company, and phone numbers, depending on the selected tab these are
searched in the Contacts Tab or in the Journal Tab and displayed if available. Different criteria must
be separated with a space.

Example:

JO systel schuster 0151 )

If you had searched in the Journal, you could search for the entry directly in the Contacts by pressing
the enter key.
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Window Options
Overview

Pin to Top
D.ock onto left Undock from desktop Quit c2d5
side of desktop l

click2dial5

Dock onto right T T Minimize/Hide
side of desktop

E Dock Left — The window is displayed on the left side of the screen.
E Dock Right — The window is displayed on the right side of the screen.
E No Dock — The window can be placed anywhere on the screen.

! Minimize — The window will be hidden.

With a click on the c2d5 Icon E in the taskbar, it is displayed again.
E Always on Top — The window is kept permanently in the foreground and is always displayed.
H Exit — The window is closed and c2d5 is quitted.

E Configuration — Opens the client settings menu. See chapter Settings/Configuration.

Change Window Size

To resize the client window, you first must undock the window from the desktop. E Resize the
undocked window by dragging the edge of the window with the mouse. When the window is docked
again, it keeps the changed size.
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Status Indicator

Overview

|Bonline ~ & Agent (@9115) ~ I

1} 4 T
Online State I WrapUp

(Only to see at call center)

Withdrawn

(Only to see at call center)

Current phone line displayed

Agent login/Logoff

(Only to see at call center)

Online State

The Online State can be changed to “Online”, “Be right back” or “Offline”. If the user is inactive for a
certain period of time, the status automatically changes to inactive. The time after which this
happens can be configured on the c2d5 server. The next time the user is active, “Online” will be
displayed again.

IGnIine - <
§ Onling

. Beright back
| offline

Selection Menu

The color of the Online State is displayed in the Team Tab and written in the Team Note.

Schuster Frank % 3y

[ 1:30 PM-2:00 PM Telke Upgrade
»[2) Online

112 Idle

Team Note

green = active

g

Schuster Stefanie

t'l 373072022 Home Office (Free)
@ Be right back

116 ldle / Legged ('01:51:327

R

Gremmelmaier Andy 8 3
[ 1:00 PM-1:30 PM Forwarding
— [3) offline

114 Idle

yellow = inactive

red = offline

==

)° 5o Jo

10
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Current Phone Line

The current used phone line is displayed on top. If the user has several phone lines, it’s status can be
seen here. Active lines can be chosen.

{ Agent (89116) ~ I Show phone lines

&, Agent (89116) |
/N Bire (116)

{, active line is free . active line is busy /N out of order

CCD Login

Clicking on the CCD Login Icon 0 in the Main Window opens a window to choose different logging
on options. Choose one and click the Sign In button to log in agent at call center.

click2dial>
I_I:IEIEIEI:' Off
CCD Login
IGnIinE - t Office (113} - G < :
O Enteq
® Intern 113
2L
ﬂ ': ) Extern
Selection Menu
) PC Mode

l Processing Group
Processing Group  EF Gruppe (88121 -

Sign In i
» Signin  Cancel
® Intern Use your office phone to make calls.
(® Extern Use an external phone number to login. Calls will be received on this.

® PCMode Usethe PCand ahead set to make calls without an extra device.

After signing in the logging information is shown in the top of the client. Example:

Phone Number Logged On

Logged on 113

Processing Group 'EP Gruppe'
f Online = & Agent (39027) ~ Fﬁ -

Active Line T \_)_}

A

a—

Processing Group Signed in

Call Center Options

11
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Intern
Enter your office phone number to sign in.

Enter Office o Int s
[ 1
Phone Number & ntem
() Extern 00157 s
Selection Menu
() PC Mode

l Processing Group
Processing Group  EP Gruppe (28121) -

Sign

» Signln  Cancel

Extern
To sign in with an external number, type a 0 in front of the used number:

) Intern 113
Enter External
Nomb » (@ Extern 00751 xoo
umber Selection Menu
1 PC Mode -
l Processing Group
Processing Group  EP Gruppe (25121) -
Sign
n » Signin  Cancel

Incoming calls can be accepted on the registered external device. If calls are made, this device rings.
Accept the call to start the conversation on this device.

Select Processing Group
Agents with the right to choose the processing group they sign in, have a drop-down menu to select

from. If an Agent wants to sign in without being assigned to a processing group, they choose: ---- ()
® Intern 113 ‘
) Extern Selection Menu
O PC Mode l Processing Group
Processing Group  EP Gruppe (89121) -
===
CCD Test1 (895001)
EP Gruppe (89121)

12



Telefon: +49 7031 416168-0

SYSt EI O Telefax: +49 7031 416168-68

Kommunikation mit System E-Mail: info@systel.de

PC Mode

If you signed in your call center agent in PC Mode, a yellow bar is shown in the top of the client.

Mute / Unmute

L I[ngd on PC

Processing Group 'EP Gruppe'
fonline ~ € Agent@3027) ~ N we (5]

Active Line I Processing Group Signed in

Call Center Options

To activate/deactivate muting of the microphone or speaker, click on the corresponding icon:

activate muting: E/ :] deactivate muting: E/

To quit PC Mode, log off the agent by clicking on this icon: E[

Call Center Options

Click on the icons to do following actions:

{:} CCD Login - Agent will be signed in at call center.

L";[ CCD Logoff - Agent will be signed off at call center.

! Withdrawn — Agent is not available for CCD. Team gets message that he is taking a break.

Q‘ WrapUp - Agent is not available for CCD. Team gets message that he is doing after call work.

Contact Sync

Contact Sync Date and state of Last Sync

Voo

| O 19.01.2022 08:06:01 : OK

To start Contact Sync, click on this icon in the bottom of the window: *

13
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Settings/Configuration

Clicking on the gear E in the Main Window will open the Settings Menu.

Configuration

click2dial5

Right-clicking on the c2d5 Icon ﬂyou can also find the Settings Menu.

click2dial5 (Version 5.6.8150.20146)

Logout
Configuration . :
¢ Configuration
K7} Resetview
L. Manual
@. Bug Report o

B Exit I

General
Overview

General Tab

di :k2dial5 - Configuration

R e
General
Language E== Englizh (US) -
Theme [ [ Default _
Status  [] Online _
B Popup online state of favorites
- Show client in taskbar
B Show info messages
B Show popup on missed calls
B Show the Journal' tab for missed calls
B Show tab 'Outbound' for missed calls to the CCD
- Delete search input after one minute
- C'o not deactivate home warkstation when exiting the client
Client Zoom |:|
Save Cancel

14
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Language
Following languages are available:

Language M= English (US)

Selection Menu

L .

English (UK)

= £ngiish (US)

e
l I French

The client must be restarted to apply the new setting.

Color Theme

To change the window colors following themes are available:

Theme [ I Default

I:. Default

l . Basic

B o=rkMode (Blue)

B DarkMode (Cyan)
l I DarkMode (Green)
l . DarkMode (Orange)
B DarkMiode (Purple)
[ =N

l . Green And Blue

l I Meutral

B night And Day
l . Orange Accent

P subdued

Selection Menu

Examples:

l . Basic
LI 1M  Angemeldet 'EP Gruppe (89121)' _ ¥ QX

[ verfiighar ~ € Agent (39116) ~ ) @ (5
,O Suchbegriff oder Rufnurmmer eingeben

e®e L. .7 oe
A e . i ¢ 41 2 Ye
Profil Abmelden

MNarmne

Stefanie Schuster
Anmeldung
s.schuster

E-Mail
sschuster@systel.de

Ankommende Leitungen
B3 Baro (118)
“ Heimarbeitsplatz (Deaktiviert) 0
PC (Deaktiviert)
Rufnummeranzeige (CLIF)
Haotline (+43 7031 416168-0) ~
Rufumleitung

0 keine Rufurnleitung -

Kalender

Montag, 21. Marz 2022

08:30 - 12:30 Jetzt
Home Office (Beschaftigt)

l . DarkiMode (Blue)

Angemeldet 'EP Gruppe (89121) _ # & X
rfigbar i

9 y

rL o [ \\'

Profil
Stefanie Schuster
s.schuster

sschuster@systel.de

Ankommende Leitungen

Rufnummeranzeige (CLIF)
Hotline (:
Rufumleitung
(J keine Rufumleitung
Kalender

Montag, 21. Marz 2022
08:30 - 12:30

15
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Status
Here you can choose which online state is displayed when starting c2d5.

Status [ Online -

Be right back

[ csiine Selection Menu
u Letzter Status

Further Display Options

In the General Tab following display settings can be made and popups can be activated:

B Show client in taskbar

If you set this, the client icon is shown in the ©Windows taskbar when it’s active:

B Show info messages

Program hints of the client can be set here.

Example of info message:

4 dick2dial5

click2dial5

B Popup online state of favorites

If you set this, a little popup window shows up on the upper left of your screen when favorites
change their online state.

Examples:
Schuster Frank Schuster Frank
Be right back Online

16
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B Show popup on missed calls

If this is set, a popup appears when you missed calls. Otherwise, these are only in the Journal Tab.

Wednesday, June 1, 2022

W Today - 11:29 2 Seconds
) Stef Handy (2)
Click to 49 151300000¢_ (Deutschian)
start call * ‘9 [
A
Apply to Favorites T
| Delete Journal entry
Create ©Outlook
contact
Callback mail

Close window

A

Mark as read when closing oK

If this is not set, the entry in the Journal Tab stays
as “Unanswered incoming (New)” in the list

B Show the “Journal’ tab for missed calls

If the client should switch to the Journal Tab automatically when there are missed calls, this has to
be set.

B Show tab "Outbound' for missed callz to the CCD

If the client should switch to the Outbound Tab automatically when there are missed call center
calls, this must be set.

B Delete search input after one minute

If this is set, the search input will be deleted after one minute.

Active Home Workstation
B Do not deactivate home workstation when exiting the clisnt

If this is set, the home workstation will not be deactivated when exiting the client. The nomadic
connection can still be used after quitting the client. This does not work for call center agents.
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Client Zoom

Client Zoom |:|
The client zoom can be used to adjust the font and icon size. The further to the right the controller is
pulled, the larger the display is.

Examples:

Client Zoom

l Online ~ § Agent (89027) ~ ¥} we (2]

,O' Enter search term or number

G € o &

® M &= Ye
A e @ & o

Client Zoom |:|

Bonline ~ § Agent@sozn) ~ N we (5

O Enter search term or number

AL &

2 o 2t e
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Contacts

Overview

For each available contact database, it has an own tab. Which contact databases are available, is
configured on the c2d5 server. By setting checkmarks the directories are chosen. Chosen directories
are available in the Contacts Tab of the client.

Contacts Tab

dick2dial5 - Configuration
&
RO He

Contacts

..
F

4 Microsoft Qutlook

4 sschuster@systelde
[] ExternalContacts
[] Firmen
[] GAL Contacts
Kaontakte
[] Organizational Contacts
[ PeopleCentricConversation Buddies
[] Persantetadata
[] Recipient Cache

4 (Offentliche Ordner - s.schuster@systel.de
systel Software

Tabs contact databases

Save Cancel

Possible client contact databases are: © Outlook, ©IBM Lotus Notes, and ©DasTelefonbuch.

Extra
Start c2d5 with © Windows

If the client should start with © Windows, you can set it here.

Extra Tab

dick2dial5 - Configuration

R 2 )\ %o
Extra

B Start click2dial3 with Windows

Save Cancel
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Media
Here you can choose and test media devices and ringtones for the PC-Mode and system tones.
Available media devices depend on your system.

Overview

Media Tab

Device selection

dick2dial5 - Configuration

o
K gl LR ﬁ'ﬂ
Media
Speaker Kopfhdrer (AH 21 U) - p
Mikrophone Mikrofon (2- AH 21 1) -
Ringtone Speaker  Kopfhdrer (AH 21 U) '
Klingelton Electrical Sweep-Sweeperwav —> -
Popupton Pling.wav Tone selection - p
Neue Chatnachricht Pling.wav "
Sle Cancel

Play test tone

Hotkeys
The right to choose or adjust hotkeys must be configured on the c2d5 server, otherwise this window
is greyed out.

To define a key combination, click in the input box and then press the key combination you want to
use. In this example LeftCtrl+2 to hang up. Make sure that the hotkey is not used by other systems.

Hotkeys Tab

dick2dial5 - Configuration
R
Hotkeys

Call/Answer [LefiCirl] = D1
Input box

A

Hang Up [LeftCtrl] + D2

Search [LeftCtrl] + D3

Save Cancel
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Call, Answer, and Hang up

Calls can be done as usual by dialing on your desk phone or softphone.

At outgoing and incoming calls, a popup appears:

Outgoing Call X
Blend out +49 152X XXXXX
popup

+49 15xx ¥x¥xxx  [Deutschland)

DTMF Dialing

Options ﬂo c

Answer/
hang up

o —
v -

To accept or hang up a call, click on the Telephone Receiver Icon:
t answer &= hang up

Or use the configured hotkey. See chapter Settings/Configuration -> Hotkeys.

Click 2 Dial

Calling is from any application possible that allows copying a marked text to the clipboard. Mark the
telephone number that you want to call and press the configured hotkey. See also chapter
Settings/Configuration -> Hotkeys

Telefon 07031 4161680 =» For example: left ctrl+1

The formatting of the number is recognized automatically by c2d5.

Telephone Links
Telephone links on the internet can be clicked to start calls with the client.

+49 7031 416168-0

Enter in Search Line
In the Search Line entered telephone numbers can be called by pressing the enter button.

JO +497031 216168 0f o
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Call Client Contacts

To make calls you can also click on phone numbers in the c2d5 window or double click on team
members in the Team Tab.

Example Contacts:

Schuster Frank
systel GrmbH
ir (L =@ =
Call by 112
click  L——— [ g9028
1141
fechuster@sys-tel.de

Example Journal:

W Heute - 11:43 1 Minute
Schuster Frank
Call by systel GrmbH
- » 112 {Intern}
click
Live @
112

[=]

9028

1
1

EE]E ;

L
3=}

Example Team:

Schuster Frank 9 3%
m 00:00-00:00 click2dial

B Verflghar
Double click team 112 Frei
member to call
n I

Pick Up Calls

Calls can be picked up from team members by double clicking on the called person.

v

Calls per Command Prompt Console
To make calls with console insert the command -dial + telephone number:

Example:

BX command Prompt
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Hold

To put conversations on hold, press the Hold Icon in the caller popup: E

DTMF Dialing

b,
To send key tones use DTMF Dialing by clicking on the Note Icon: _,

A keyboard appears. Here you can dial per mouse click:

1]2

ter Stefanie (116) 00:00:06

thland)

* |~

H (O OO|W

5
8
0
SHE.®

T DTMF Dialing

Automatic Callback

Permission is required for this function. If the called c2d5 user is busy or doesn’t answer, you can
click this icon = in the Caller Popup to set an automatic callback. If the called user hangs up, your
phone will ring, and you can start a call by answering the call. Unreached user’s phones will flash to
indicate a callback request.

Busy - Schuster Frank (112)

Schuster Frank
systel GmbH

112 {Intern)
Tilsiter Strafie 3
71065 Sindelfingen
Deutschland

S8 gt
L B

T Automatic Callback
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Record Conversations
If the user has an answering machine and the permission, conversations can be recorded. Click on

the Record Icon . in the Caller Popup to record them. The recordings will be on the own
answering machine as messages from the user himself. See also chapter Answering Machine.

In Conversation Stefanie (116) 00:01:07 X

Schuster Frank
systel GmbH

112 {Intern)

Record Conversation

ﬂ"i‘"
=R i

Connect / 3-Party Conference

At another conversation another caller popup appears. Now it is possible to transfer the call or start
a 3-Party Conference.

00:02:22 X
Stef Handy
First Conversation
+49 151 xooooo: (Deutschland)
ﬂo - Second Conversation

In Conversation 00:00:23 X
+49 T144 xxxxxx

+49 7144 woooose (Marbach am Meckar)

g
e | i-aigh

Transfer Start Conference
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Blend out/in Caller Popup
Clicking the arrow, | the caller popup is blends out. A bar remains, by clicking on the arrow Litis
blended in again.

Close and Open Caller Popup

Clicking on the cross H the caller popup closes.

To open it again, click on the c2d5 Icon in the taskbar in the right lower corner: E

Video Call and Desk Sharing

At calls with other c2d5 users there is Video Call or Desk Sharing as an additional function. For video
calls an integrated or connected camera is needed. To start a video call, click on this icon @ in
the Caller Popup.

In Conversation - Schuster Frank (112} 00:00:04 X

Schuster Frank
systel GmbH

112 ({Intern)
Tilsiter Strale 3
71065 Sindelfingen

Ceutschland
ol o B
=

Start Videocall

The called person gets an invite for the video call. This must be accepted in the next 10s or the video

call will be rejected.:
Video Call

o User 'schuster’ would start a video call.

Yes Mo (4)

25
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If the called user rejects the video call you receive a message.

Video Call

Video call was from “Schuster Frank’ declined!

0.k

If the video call is accepted, a window will open to choose by clicking on the picture if the camera or
the desktop is shared.

Switch to Full Screen

Picture of

called user
No Video

Own image

HP HD Camera

Own
desktop

Kamera: HP TrueVision HD Camera

The marked window has a green outline. This content is seen by the other person.
If you don’t want an image to be transmitted, click on “No Video”.

To set the window on full screen click on m To return to normal screen size click on E
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Options

Create ©Qutlook Contact
Clicking on this icon, ﬂo a window to create an ©Outlook Contact opens.

In first choose where the contact is saved:

click2dials
+42 555 o000
Save as:
s.schuster@systel.de _
Kontakts
oK < Auswahlmeni

When clicking OK ©Outlook opens. The contact can be edited before saving.

Open ©O0utlook / ©IBM Lotus Notes Contact

If the contact is already saved, you get the opportunity to open the business card of the contact by
clicking on the corresponding icons:

B Open ©Outlook Business Card 71t Open ©IBM Lotus Notes Business Card

Please Call Back E-mail

Clicking on this icon a new email with the existing data of the caller is created. The format for
this can be configured on the c2d5 server. To edit and send the e-mail, click in the taskbar on it to
open it.

Example:

Betreff 112 - Schuster Frank asks for callback

=1 Schuster Frank
gCKBu er rran iy

hlame: Schuster Frank
Company: systel GmbH
Mumber: 112
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Tabs
Home click2dial5
. Cnli b Office (113) =
Overview Jeulie iz
O Enter search term or number
Home Tab W i
» - L L ]
. Qo imk & \T £85 ﬁ‘ﬁ 2= ‘e
Logout
Marne
. Stefanie Schuster
Profile )
Lagin
sschuster
dail
sschuster@systel.de
B Incoming Lines
B3 Office (116)
Incoming lines B \iobile (Deactivated) €3
'ﬂ" Homeoffice (Deactivated) ﬂ
= PC (Deactivated)
Calling Line ldentification Presentation (CLIP)
Externally Hotli 497031 416168-0
displayed number otline (+ 0
Forward
Call forward » (% NoForward ~
Calendar
Appo|ntments TIJE’SIda I, JunE‘ 21, 2“22
> 8:30 AM - 12:30 PM In 3 Days
Home Office (Free)
Profile
In the Home Tab you can see the profile information.
Overview
Home Tab J » o P T .
A @coia £\ &4 2nve
Profile Logout

Mame

Stefanie Schuster
Legin

sschuster

Pail
s.schuster@systel.de

Profile Picture

Take Photo T T Delete Photo

Search Photo
28
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Change Profile Picture
In the Home Tab the profile picture can be taken, changed, or deleted.

1 Take photo — Take a photo for the profile picture.

dick2dial5 - Camera X

Take picture

g HP HD Camera ~ N«

Select camera

Cancel
take a new photo

> ) —

oK
use picture

mSearch photo - Use an existing photo on your PC as your profile picture.

dick2dial5 - Kamera

Edit cutout

Use cutout

Delete photo — Delete profile picture.
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Incoming Lines
In the Home Tab you can choose with a click on which line you want to accept calls. The incoming

lines, which are available, are configured on the c2d5 server.

Example: Incoming Lines

B3 office (116)
B obile (Deactivated) 3
ﬁ Homeoffice (Deactivated) O

=] PC (Deactivated)

E_j Office (116) The standard used line is the office line.

PC Mode

__ PC (Deactivated) In PC Mode you can make calls with c2d5 without a telephone set. The client
acts like a softphone in this case. To choose this line, click on it in the Home Tab. You can see a
yellow bar in the top of the client, if the PC Mode is active. This PC Mode cannot be used as a call
center agent. To use PC Mode as a call center agent, see chapter Main Window-> CCD Login-> PC

Mode. Mute / Unmute

PC Mode Active . . e ! ‘ X

Jonline = & Office(113) ~ €)

,O Enter search term or nurmber

Home Tab ® — Deactivate
A 12 . ao ias 8° \+ £ 2L % PC Mode
Profil Logout

Marne

Stefanie Schuster
Leagin

s.schuster

P ail
sschuster@systel.de

Incoming Lines

B3 office (116)
B \Mobile (Deactivated) €3

Activate 4% Homeoffice (Deactivated)
/Deactivate

(£] pc (za321)
PC Mode

To activate/deactivate muting of the microphone or speaker, click on the corresponding icon:

activate muting: U/ m deactivate muting: ﬂ/

To quit the PC Mode click on the cross E:'a or choose an other incoming line.
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Home Office — Nomadic
" Homeoffice (Deactivated) €3 When using this line, the first time, a telephone number must be
inserted to take calls at. For this click on the Gear Icon, £! enter a phone number and press the

enter key.
Incoming Lines
B3 Office (116)
B [obile (Deactivated) €3 Insert Telephone Number
’ﬁ‘ Homeoffice (Deactivated) ﬁ<—|
2 0151000000 —— L]
Stef Handy Enter telephone number here
Bl +49 15100000

If there is already a telephone number registered, the Home Office Line can be activated directly by
clicking on it.

If the Nomadic Connection is active, the used telephone number is displayed in a bar in the Main

Window.
] L1 dlick2dial5 —¥0X
Home Office  areri | - rdedmera D \ X
active ™ omeoitice andy Stefanie (+49 13 x000000)
J online ~ & Office(116) ~ ()
O Enter search term or number .
Deactivate
Home Tab -~ s a® ¢ s Home Office
v @ co iz £ 4 & 4 %e
Profil Logout
Marme
Stefanie Schuster
Leagin
s.schuster
Mail
s.schuster@systel.de

De-/activate
Home Office Incoming Lines

B3 Office (116)
[ Mohile (Deactivated) ﬁ

> A Homeoffice (+49 15 wooox ) 3

PC (Deactivated)

To deactivate the Nomadic Connection, click on the cross E or choose an other incoming line to
accept calls at.

By clicking on the Gear Icon, £ the phone number for the Nomadic Connection can be changed.

To use this line the user must not be logged in at a call center. To use Nomadic as a call center agent,
see chapter Main Window-> CCD Login-> Extern
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Remote Extension
The Remote Extension is used to make calls on a mobile device.

B Mobil (Deaktiviert) £} If the user has a remote extension installed, he can switch it on and off in
the Home Tab underneath Incoming Lines. This is not able for call center. To activate/deactivate click
on ,,Mobile”.

To enter the number of the used mobile device, click on the Gear Icon. &
Incoming Lines
B3 office (116)

- B Mobile(+49 151x000x ) €3
active .
A Insert Mobile Number

Remote Extension

If the Remote Extension is active, incoming calls can be accepted on the deposited mobile phone.

If outgoing calls are made, the deposited mobile phone rings, accept this call to start the call on this
device.

Handover Call to a Mobile Device
With an installed remote extension, it is possible to handover calls to a mobile device without
interruption. To do this, the user must not be logged on to the call center.

In the Caller Popup you have the option to handover to a mobile device while being in a
conversation.

Click on this icon: “ and choose the remote extension line.

In Conversation - Gremmelmaier Andy {114)  00:00:34 )(

Gremmelmaier Andy
systel GmbH

114 (Intern)

89116 - S.Schuster ACD <

H 0116 - Stef GSEM Schuster
— a k
v - .

Handover to Other
Device

Choose Remote Extension Line

The deposited mobile phone rings now, accept the call here, to carry on the conversation on this
device.
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Displayed Phone Number (CLIP)
Depending on the configuration on the c2d5 server, users have the option to change the extern
displayed phone number on the Home Tab. The rights to do this also are set on the c2d5 server.

Different profiles can be created.

Calling Line ldentification Presentation (CLIF)

Pbx Configuration (Own Number) = <

Selection Menu

Calling Line ldentification Presentation (CLIP)

Pbx Configuration (Own Mumber) -

Anonymous (Secret)
Pbx Cenfiguration (Cwn Murmber)
| Hotline (+49 7031 416168-0) |

Following options can be available:
Anonymeous (Secret] - No phone number is transmitted.

Phx Canfiguration (Own Murmber]  The number configured in the phone system is transmitted.
Standard is the own phone number.

Hotline (+49 7037 416162-0) Example for a phone number configured on the c2d5 server.
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Call Forward
A call forward can be set in the Home Tab. To set a call forwarding, the user must not be logged in as
a call center agent. Following call forward options are available:

Forward Selection Menu
(% Mo Forward = 4—'

| (Y Mo Forward |

| O Forward immedizte |

J Forward busy Jetzt

¥ Forward after time

§ Forward busy/time

{7 Me Forward Calls will not be forwarded.
( Forward immediate Calls will be forwarded immediately.
" Forward busy  Calls will be forwarded when the line is busy.

" Forward after time Calls will be forwarded after a certain time. The time is configured on the
telephone system.

" Forward busy/time Calls will be forwarded after a certain time and when the line is busy.

Forward
(% Mo Forward -
O 117 [x]

Enter Search Term or Number | Schuster Frank I
systel GmbH

Select where the calls are forwarded to Eﬁ 112

If the call forward is active, you can see it in the red line on the top of the Main Window. To

deactivate it, click on the cross or set the call forward to “no forward” in the Home Tab.
LICAE click2dial5
Call Forward ) ) ) . Deactivate
- (3 Forward immediate =% Schuster Frank (112)
active Call Forward

Logged Off
J online ~ & Office (113} ~ )

O Enter search term or number
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Calendar

In the Calendar you can see the ©Qutlook appointments. This function is configured on the c2d5
server. Depending on the setting the appointments of the next 3, 5, or 7 days are displayed.

12:00 AM - 12:00 AM Jetzt
» Hotline (Free)
Remote
Friday, July 8, 2022
8:00 AM - 5:00 PM In 5 Days
Homeoffice (Free)
Homeoffice

Current
Appointment (red)

Example:
Appointment Schuster Stefamg " -
t'l 8/25/2022 Frei Uberstunden {Abszent)
Entry )
B Online

The current or next appointment is also displayed in the Team Tab and for team members visible.
113 Idle / Legged ('03:45:30")

S |

If the mouse cursor is moved over the Calendar Icon [™] all appointments of the next 3, 5, or 7 days,
depending on the configuration on the c2d5 server, are displayed.

Example:

» tl 12:00 AM-12:00 &AM Hotline (Free)
Friday, July 1, 2022
12:00 AM - 12:00 AM Jetzt
Hotline (Free)
Remote
12:00 AM - 12:00 AM in 2 Days
Hotline (Free)
Remote
12:00 AM - 12:00 AM in 3 Days
Hotline (Free)
Remote

Show J Gremmelmaier Andy f® I I
Appointments
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Contacts

Overview

Contacts Tab |——ﬁbﬂ.!. . l'i'i ({T‘ il u'.: ‘e

*E = - Account
Display Opti = = pI3/633 < Displayed/Total
Isplay Options [ | Schuster GSM

systel GmbH
*Fm

Bl sa12

Schuster IDS Frank
systel GrnbH

* =
B2
Schuster 51P
systel GrnbH

Contacts List @ =
Bl
Schuster 5IP2
W@
Bl ot

schuster sip2@systel.de
Schuster Stefanie

O™

4 16
4] 89116

s.schuster@systel.de

v

CrAS—TITommoOOmrH*

1
=

Direct Selection
First Sign

N

<S<CHOWIAPDTVOZ

P

Display Options

Overview
Filter
F . —_—
avorites P fr——
wEX = - 0/633
7Y
View
Group
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Favorites
Change the selection with clicking on the star:

* Not selected
All contacts are displayed.

< selected

]

Only favorites are displayed.

Group

Contacts with the same name, which are found in several address books, can be grouped to one
entry. By clicking on the Grouping Icon & this is activated/deactivated.

Example:

&% not grouped & grouped

Schuster Frank
systel GrmbH

e,

1] 12
1] 89028
1 141

f.schuster@sys-tel.de
Schuster Frank

I =
E s612

Schuster Frank
systel GmbH

%@ m
] n2

J 89028

] 141

] 6612
fachuster@sys-tel.de

Filter

By clicking on the Filter Icon,’i a menu opens to choose the address books from which the contacts
should be displayed.

- -
* [ i T
— L1
Kontakte (Outlook)
. — [of] syzoxe (OpenTouch)
Selected with |_ ysoxe (PBX)
systel Software (Outlook)

check marks

When the filter is active, the icon looks like this: T

These databases are supported: ©Outlook, ODBC, ©Das Telefonbuch, LDAP, ©IBM Lotus Notes,
Open Touch, OXE Enterprise

37



systel

Kommunikation mit System

Telefon: +49 7031 416168-0
Telefax: +49 7031 416168-68
E-Mail: info@systel.de

View

Die representation of the view of the Contacts Tab can be detailed or compact.

* Fﬁ i P T | Selection menu

Example:

& Details

=E: Compact

i

_L} .
8 Details

Schuster Frank
systel GmbH

W~ r &,
J 12

J 83028

1 141

1 6612
fischuster@sys-tel.de

Schuster GSM
systel GmbH

wEm
Bl a2

Schuster |DS Frank
systel GrnbH

"=
B2

Contacts List
Overview

EEE Compact

Schuster Frank
systel GrnbH

W~ % g =

Schuster GSM
systel GmbH

wl@Pm

Schuster 1DS Frank
systel GmbH

wl@Pm

Name

Company

Contact options |_.

State of line

Schuster Frank
systel GrnbH

W e @ m

] nz2

J 89028

] 141
f.schuster@sys-tel.de

Schuster Frank

i @ = dir

Bl 512

Schuster Stefanie

Contact data

. P Wart - Mo - Fr 8.00 - 17.00 Uh
Contactinfo [ SCung e Tl t

O m

1] 116
1] 89116

s.schuster@systel.de
@ http:/ fwerw . systel.de

&% Musterstrasse 54 71063 Sindefingen

State of team

members

Contact
picture
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Contact Data
Contacts can have following data:

B Telephone number
E-Mail address
£ Web address
st Address
By clicking on the telephone number, the contact is called immediately.
By clicking on the e-mail address a new email to the contact is opened in the e-mail program.
By clicking on the web address the internet page of the contact will be opened in the browser.

By clicking on the address of the contact © Google Maps will be opened in the browser and a route to
the contact can be planned. The Address Icon can be configured on the c2d5 server.

Contact Info
Contact entries can have further information as text. These can be copied in the clipboard by clicking
on the text. For example: ,,Maintenance: Mo — Fr 8.00AM — 17.00PM*“ or ,,Customer number 1234

State of the Line
{, Active line free {, Active line busy {, Out of order

'n Call Center Agent free &_# Call Center Agentbusy () CC Agent out of order

Picture of Contact
At team members the profile picture is displayed. At other contacts the pictures can be stored in the
database, for example company logos.

Contact Options

By clicking on the icon:

*/ 77 Remove from favorites / add to favorites
11 Open OLotus Notes business card

B Open ©Outlook contact

B° Make an ©Outlook contact

¥, Open contact details
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Contact Details
The Contact Details show further information:

Info Tab 0 ‘ H

Schuster Frank

Database from systel GmbH
. Online
which the L o o
’5 sysoxe (OpenTouch), sysoxe (PBX), Kontakte (Outlook)
contact entry
. & <8
is from P Sos

Agdresses:

Calling List/Journal

If calls were made with this contact, a Journal Tab is available in the contact details. Here you can see
a list with calls made with this contact. Company intern missed calls, while the user was busy, are not
registered.

Journal Tab .»@ “

Tuesday, August 23, 2022

K, Today - 10:02 1 Minute
Schuster Frank
systel GrmbH

112 {Intern}

— 17 e L - B sk

> Today - 09:28 2 Minutes
Schuster Frank (2)
systel GrmbH
Shows State 112 {Intern)

of the Line .!_ i . &g - ik

Type of Call

Options

The different types of calls are displayed like this:
K answered outgoing K, unanswered outgoing

™ answered incoming ™ unanswered incoming s conference
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Options
See chapter Journal-> Contact Options

Calendar

At team members the Calendar Tab is available. Here you can see the @Outlook appointments of
the next 3, 5, or 7 days of the contact. Depending on the configuration of the c2d5 server.

Calendar Tab “

Wednesday, August 24, 2022

5:00 PM - 9:00 PM In 1 Day
Update OTMS (Employed)

Journal

In this list made calls, answered calls, and missed calls are displayed. Intern of the company missed
calls are not displayed.

Overview

Logged In 'EP Gruppe (89121)°

Bonline ~ & Agent(39116) ~ N @ (5
,0 Enter search term or number

Journal Tab

4 diw
A2 o s £ U B 4f 20 %@ JD?$23223f55327
b SRy, N 169/222
> &, Today - 09:35

Schuster Frank

systel GrmbH
112 {Intern}
Busy

> 1 r r
Monday, June 20, 2022

im Yesterday - 09:30
Schuster Frank

systel GrmbH
112 {Intern}
+49 711 {Stuttgart)

Conference

~r% @

K, Yesterday - 07:58 1 Minute
Schuster Frank
Telephone systel GmbH

112 {Intern}
Number

~r %@

List Options

2 Seconds
Call Info

Ll

Contact
Options

24 Minutes
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Telephone Number
Telephone numbers in the Journal can be called directly by clicking on them. To copy the number,
click with the right mouse button on them.

Call Info

Call info like call type, date, time, and durance of the call are displayed here. The different call types
are displayed like this:

K answered outgoing K, unanswered outgoing
\ answered incoming ‘ unanswered incoming

s conference

Journal Options

Export journal Delete all entries
U
= i TS — 258/325
. = |
Group Filter by call type
Filter by date
Group

Clicking on the Grouping Icon =-_E calls with the same contact are grouped and displayed as one
entry. The info of the last call is shown, and the number of calls is displayed after the name.

Example:
&%, not grouped & grouped
Tuesday, August 23, 2022 Tuesday, August 23, 2022

K Yesterday - 09:30 6 Minutes i ———>| & Yesterday - 09:30 & Minutes
Gremmelmaier Andy Gremmelmaier Andy (2)

systel GmbH systel GmbH 1

114 {Intern] 114 {Intern]

DOk Fr Ok @Fc

™ Yesterday - 09:30 13 Seronds
Gremmelmaier Andy

systel GrmbH

114 {Intern}

O

Amount of
grouped calls

42



Telefax: +49 7031 416168-68
E-Mail: info@systel.de

O. Telefon: +49 7031 416168-0
\

systel

Kommunikation mit System

Filter by Date

By clicking on the Calendar Icon, E the calendar will open to filter the journal by date. Choose the
date which calls you want to be displayed. To deactivate the filter, click on the Filters Off Button.

%ﬁ Ii. N '
4  September2022
-

Sch Su Mo Tu We Th Fr Sa

sy'si 28 22 3 N 1 2 3
112 £ 5 6 7 & 0
M 12 13 14 15 16

™u
+44

. 49

No Filter -~ -

e Filters Qff

If this filter is active, the icon looks like this: E

Export Journal
By clicking on this icon, -, the journal can be exported as a .txt-file.

Example:

| testbet - Editar

File Edit Forraast View Help

l]ate- Time Direction Humber HName Company Duration

6/21/2022 9:35:13 A Unanswered cutgoing 112 Schuster Frank systel GmbH 2 Seconds
6/28/2822 9:38:54 AM Conference 112 Schuster Frank systel GabH 24 Minutes
/28,2822 7:58:36 MM Answered outgoing 112 Schuster Frank systel GmbH 1 Minute
6/17/2022 18:37:58 AM Answered outgoing 112 Schuster Frank systel GmbH 4 Minutes

Delete all Journal Entries
By clicking on the Trashcan Icon,  the complete calling list will be deleted. A security request

follows:

Are you sure you want to delete all journal list
entries?

Yes Mo
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Filter by Call Type

The Journal can be filtered by call type. Following call types can be selected:

SR N -

Selection Menu
Tuesday. June 211 WySTPTS
K Today - 09:3! MW Answered incomming
Schuster Frank
cystel GmbH ™ Unanswered incoming (New)
ﬁ:“nwm: ‘ Unanswered incoming

~ 17 R, Answered outgoing

Monday, June 2( R, Unanswered outgoing

h Unanswered incoming (Mew)

Unanswered incoming new calls that haven’t been read yet (new) are marked red in the Journal.
Clicking on the green checkmark + marks them as read.

Mark all calls as read

=mb VN 1707223

New Call " Today - 10:29 1 5econd
» Stef Handy
+49 151 __. . {Deutschland)

L@

The amount of new missed calls is displayed in the Journal Tab Icon: @
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Contact Options
By clicking on these icons, following options are selected:

_ Show all telephone numbers, these can be called by click
(team members #= / call center#_})

*!’ ﬁ':? Remove from favorites / add to favorites
¥® Chat - only available for team members
Write e-Mail
[@° Make ©Outlook contact
B Open ©Outlook contact
71t Open ©Lotus Notes business card
£ Show websites. By clicking on the link, they will be opened in your browser.

C Make a please call back e-mail. For more see chapter Call, Accept, and Hang up -> Options ->
Please Call Back E-mail

Delete single journal entry

&% Open ©Google Maps in browser, to plan a route to the address of the contact.
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Conference
Overview

Conference tab

l

At @i ¢ af 20 %
ot

1
Create a new T T Delete all expired conferences
conference

Create a New Conference
Clicking on this icon Zgt opens a window to create a new conference.

Cancel

MNew Conference

Save
( g Name of the conference
Subject Mew Conference < I
Typ One-Time Conference < | Type selection menu
Profil MEETIMNG ~ < |
Start \Wednesday, June 15, 2022 8:42:00 am [&] | LProfile selection menu
Duration 1:00 AM E Date/Time
B @ Mo Password selection
() Automatic Password
™
Password ) Own Password
settings Web Password
Audio Password

Enter the conference name in the subject input box:

Subject Mew Conference
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Choose the conference type:

Typ One-Time Conference ~ < | Type selection menu
Profil One-Time Conference |
Start Recurring Conference 00 AN

Reservationless Conference

One-Time Conference Is taking place once

Start \Wednesday, June 15, 2022 8:42:00 AM [ v |

Fecurring Conference Daily, weekly, or monthly repeating

Start | Wednesday, June 15, 2022 8:42:00 AM 2] + |
End Friday, July 15, 2022 8:42:00 AM 3] + |

(® Daily

) Weekly

) Monthly

Fezervationless Conference This conference can stay up to six months. It is allowed to call in any time
you wish with the same login data.

Start \Wednesday, June 15, 2022 2:42:00 AM [ + |
End Friday, July 15, 2022 2:42:00 AM £ + |
Select duration of conference: Duration 1:00 AM

(Except for “Reservationless Conference”)

Choose conference type:

The right to choose different profile types is configured on the c2d5 server.

Profil MEETING ~ . .
| Selection menu profile
Start MEETING
WEBINAR
TRAIMNIMG
Duration COMFCALL
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MEETIMG The profile corresponds to a standard meeting. The main characteristics of such profile are:
- Callers names are recorded and announced when joining the conference.

- No limitations on conversation between members (except the ones specific to leader / participant
role).

- All members can control their audio (mute / unmute ...).

- All members can join on their preferred way (audio only, web only, audio and web).

WEEBIMAR This profile is designed for a webinar session. The main characteristics of such profile are:
- Only leaders can interact with participants. Participants can not see each other.

- Participants join the audio conference as muted and can not change it.

- The audio conference will end as soon as the last leader leaves.

- Callers names are not recorded, nor announced (not even join tones).

COMFCALL This profile corresponds to an audio only conference session.

TRAIMIMG This profile is designed for a training session. The main characteristics of such profile are:
- The presentation is led by the owner (the 'trainer').

- Trainees join the audio conference as muted, but they can not change it.

- The audio conference will end as soon as the last leader leaves.

- Callers names are recorded and announced (no join tones).

Set a password
® Mo Password No password needed to participate conference

(®) Autornatic Password A password is set from click2dial5

Web Passwort  eesssses

Audio Passwort sessssss

® Own Password Set an own password for the conference

Web Passwort  eessssss

Audio Passwort eessssss

Save the conference by clicking on the green checkmark: v
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Created conferences appear in the list:

gt

6/21/2022 6/21/2022 pMNeaw Conference
12:18:00 PN 1:18:00 PM
One-Time Canference

Duration P %
1 Hour L] '@ @ .‘.'r m.
5/19/2022 5/19/2022 PpPrisentation c2d5

TR0 AM 1ZTRO0PM e Conferance

Duration ey Conference options
1 Hour ﬂ'@:. @ i' m < d

h |

Invite Participants

To invite participants by e-mail, click on the envelope or create an ©Outlook appointment by
clicking on the clock. w

The invitations can have these types:

Invitation Audio (Participants)
Invitation Web (Participants)
Invitation Web & Audio (Participants)
Invitation Audio (Leader)

Imvitation Web (Leader)

Invitation Web & Audio (Leader)

Audio — telephone call conference
Web - participation by website

The invited participants receive via e-mail or ©Outlook appointment the access data. These are
configured on the c2d5 server.

Example:

tonference ‘New Conference'

Start: 6/21/2022 12:18:00 PM
End: 6/21/2022 1:18:00 PM
Duration: 1 Hour

Weblink

https://conference.sys-tel.de/call/0188543

Web Password

2Kv7Kb8?

Participate with one click on your smartphone:
+4970314161688870

Audio Password

—AAm s s
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Conference Details
To open the Conference Details, click on this icon: &£}

Name of the conference

Info Tab
i JEO

Subject New Conference
Profile MEETIMG
6f21/2022
Start 12:18:00 PM
62172022
End 1:18:00 PM
Duration 1 Hour
Recurrence One-Time Conference
Weblink https://conference.sys-tel.de/call /0188543

Leader Access Code 0127030
Participant Access Code 0183543
Web Password 2Ky 7EbET
Audio Password 78229444

Add Participants

In the Users Tab :.f- of the Conference Details participants can be added to the conference per
drag and drop from the Contacts List. Also, you can select a participant to be the conference leader.
You can search in the Contacts List for names. To delete participants, click on the Trashcan Icon.

Name of the conference

Integration CCD Dashboard

Select to be
conference leader

Users Tab ot
-
Users
Name Contacts Conference participants Delete
Search 0 Schuster i o articipant
Schuster Frank Schuster Frank .=
systel GrmbH /!}‘Stf‘-' GmbH -
fschuster@sys-tel.de fschuster@sys-tel.de I
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Files
At the Files Tab B of the Conference Details files can be added to conferences by drag and drop.

Mew Conference

Files Tab . a0 E

7 c2d5.pptx —

A popup appears to choose how the files are provided to the conference.

Upload Conference Document as ...
_ Presentation

aaa

% Attachment

u % Presentation & Attachment

asa

Uploaded files appear in the list.

MNew Conference

@B
Files
You can drag & drop files 1

I files.png

ias Presentation

% Bedienungsanleitung click2dial5.pdf
saé Presentation & Attachrment

To-Do.docx 1
Attachment =

Delete file

Yy Open file

Download file
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Participate Conference
To participate click on the icons of the conference in the list of the c2d5 Conference Tab:

#= Participate by phone 43 start web conference

Or follow the link in the e-mail invitation to start the web conference. To participate by phone, call
the number saying in the invitation.

The conference leader has its own access code. You can see it in the Conference Details.
Example:

Leader Access Code 0161310

Edit Conference
To change conferences afterwards, click on the Pencil Icon: f

Delete Conference
To delete all expired conferences, click on the Trashcan Icon in the Conference Tab:

An@®dthidsoce

3t 1

Delete all expired conferences

A security request follows:

Are you sure you want to delete all expired
conferences?

Yes Mo

To delete single conferences, click on the Trashcan Icon of the single conference in the list. A
security request follows.

Expired

37/2022 5/17/2022  |ntegration CCD Dashboard
11:20:00 AWM 12:20:00 PM
One-Time Conference

Duration N Delete Conference
1 Hour ﬂ'&' @ p' m\ < |
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Answering Machine
If the user has an answering machine, it can be handled with this tab.

Overview
Answering Machine Tab

A .é:ﬁi ® &4 &

ACtlve_>AltemativeGreeting1[ﬁdi“*‘-‘l - 1 | IL O 0/0

. L
Greeting A

Greetings Selection Menu

Delete Voice Mails

Upload Greeting

Forward calls to
Answering Machine

Delete Greeting

Call Mailbox

Activate Answering Machine
To activate the answering machine a call forward to the answering machine must be set. Click on the
Call Forward Icon {3 and choose when the call forward is active.

A e . Qo iat £ O+ & 4] 20 %
Name (Aktiv) ~ | (N

Mo Forward
Forward immediate
Forward busy

Forward after time

GGGGG

Forward busy/time

Otherwise set a call forward in the Home Tab to the number of the answering machine. See chapter
Tabs-> Home-> Call Forward.

If a call forward to the answering machine is active, you can see a bar in the Main Window.

Info
Mailbox

0 Forward after time == Mailbox (8871}

is Active Bonline ~ § Agent(29027) ~ N} @ (]
'D Enter search term or number

Quit
Forwarding

@ Qo iat £ O &4 20 %o
Mame (Active) ~ 1, | 'L (&) 0/0
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Voice Mails

The amount of new voice mails is shown in the Answering Machine Icon of the tab. 0_9

Recorded calls are in the list as a voice mail from the user itself.

LA click2dial5
(% Forward immediate =% Mailbox (8871)

Logged Off
J online = & Office(113) ~ )
,O Enter search term or number
P 0D 0 (. & .
(LA i By 2o

Mame (Active) ~ T, | L O 1/1

Tuesday, September 20, 2022

New ao Today - 11:10
——
message Stef Handy

+49 151 KNNKK _ (Deutschland]

w @ D
> 11 W oo:o0:00 | 00:00:03

Further options

Voice Mail options

Voice Mail Options

Following possibilities are started by clicking on the corresponding icons:
I A call to the answering machine follows to play the message.

[ Pause playing message.

[ Stop playing message.

While playing a message it can be fast forwarded or rewinded by holding and drawing the slider with
the mouse.

Further Options
By clicking on the corresponding icons:

1/ Add/remove from favorites 11T Open OLotus Notes business card
0] Open ©O0utlook business card B° Create an ©Outlook contact
Delete Voice Mail ¥® Chat (only possible with c2d5 user)
/{:} Call Write e-mail
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Upload/Change/Delete Greetings

If there is no greeting uploaded the caller hears the standard greeting from the telephone system.
Then the client shows you that the Default Greeting is active.

Active
Greeting

Default (Active) = t U

As standard the answering machine asks you to record your name when it is installed. If this is done
the active greeting is the Name Greeting.

nr:..o._S’a ® G &

Active Name [Active] - | 'L A

Greeting

n

On the answering machine you can record several voicemail greetings. Alternative Greeting 1+2,
Extended Absence Greeting, Personal Greeting and Personal Greeting for Internal can be selected.
If an announcement is stored behind a greeting, the font of it is bold. To choose a greeting click on it

and activate it by clicking the green checkmark. " Default can only be chosen if there are no other
greetings stored.

Selection Menu Greetings

2\ . 0_9 & aax "
A IR VR R
\ Zuma
Name (Active) ~ | L O 171
Greet | Default .
S e (;ng Alternative Greeting 1
tore Alternative Greeting 2
Extended Absence Greeting
Personal Greeting
. Personal Greeting for internal O0:00:03
ACtNet Name (Active) |
Greeting
Aus [
A @i 0 & B 4 22w
Alternative Greeting 1 V/in | L O 171

Activate Greeting Delete Greeting

Upload Greeting

To upload a voicemail greeting, it must be in .wav format. Choose the greeting und click on this icon T,
to choose the file which you want to upload.

By clicking on the Trashcan Icon uploaded voicemail greetings are deleted.
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Team

Teams are configured on the c2d5 server. Single c2d5 users can be added to several teams. For each
team there is an own tab.

) Team Tab
Overview

Team Note

A\ . . L ( FEY E
™2 ao iat £ ﬁ“::,'ﬁﬁ'&-r. Urdock
- n

-B Mote for your team Llﬁl - oc
m— a Window

o)X [ |5 -4 -

systel

Schuster Frank % %

(™ 5:00 PM-2:00 PM Update OTMS (Employed)

[ Online <
112 Idle

A 4

Team
Options

Team Tabs

Online State

Chapter: Main
Window ->Status
Indicator

-

Schuster Stefanie
m B/25/2022 Frei Uberstunden (Absent)

Team List 2 online
—_— 113 ldle / Logged ("02:52:247)

R

Gremmelmaier Andy f® 3
m 8/25/2022 Homeoffice (Free)

B COnline

114 ldle / Logged ("02:51:197)

R

Team Note

In the Team Note line you can write a short note for your team. This info appears instead of the
online state. Entering is released with the enter button. To delete the note click on the cross =+ .

Example: _ —— Delete Team Note
E | am in a meeting till 11 O'Clock e
Schuster Stefanie
m 8/25/2022 Frei Uberstunden (Absent)
Team Note

:B lam in a meeting till 11 O'Clock
113 Idle / Logged ('02:44:36")
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Undock Team Window
Clicking on this icon I'_ﬁll undocks the team window. Instead as a tab in the Main Window the Team
Window is now in a separate window.

Logged In 'EP Gruppe (89121)"
Bonline ~ & Agent(8%027) ~ I\ @ (]

,O Enter search term or number

Name

Stefanie Schuster
Login

s.schuster

Mail
s.schuster@systel.de

LCOCIOE  dlick2dial5 - Team
@ Note for your team
systel

Schuster Stefanie Undocked Team Window

A

™ No Appointment

@ Online

113 Idle / Logged ('25:58')

Next to the window options you already have in the Main Window, the Team Window can be
docked to the upper top of the desktop by clicking on this icon. E

If the Team Window is closed u it will be a tab in the Main Window again.

The complete view can be reset to default. To do this click with the right mouse button on the c2d5
Icon H in the taskbar to reach the Taskbar Menu and choose Reset view.

Also see chapter Taskbar Menu.

click2dial3 (Version 5.6.8150.20146)

Logout
] a Configuration
Reset view b ) Reset view
L. Manual
@. Bug Report 0

B Exit H
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Team Options

Time Monitoring

Activate/Deactivate Sorting
Monitoring i v
_LJ
oo [ |3 -3l -
A A
Team Chat T View

Activate/Deactivate beep on incoming
call on monitored team user

Monitoring

To monitor calls, click on this icon & at the team member. If the monitoring is active the icon looks
like this: «»

Activate/Deactivate
Monitoring

Schuster Frank % 3
[™1 a/29/2022 OTC (Employed)

@ Online

112 ldle

'

If the monitored user gets a call a popup appears on which the call can be answered:

Monitored User

Schuster Frank
112 Ignore
Incoming Call r ;:T:g C:" v
> ef Handy
L +49 151XXXXKX (Deutschland) ‘. X
A
Answer Call

To activate/deactivate a beep sound, click on the Bell Icon: \ /., (off/on)

To set the time after when the popup should appear, click on the slider, |:| and hold it to drag.
The time can be adjusted between 0 and 30s.
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Call Forward

By clicking with the right mouse button on a team member or yourself, you can set a call forward.
Move the mouse cursor over the arrow to see the selection menu and choose the needed call
forward option. Also see chapter Tabs-> Home Tab-> Call Forward.

-

Schuster Stefani
CusteEr ame Selection Menu

™1 No Appointment

B Online
113 Idle/ Logged ('03:16:337
£
Mo Forward |H Set call forwarding L |

O
Forward immediate
© ly T By
| Forward busy 1 PM
1 | Forward after time
| Forward busy/time (42:117 ‘

There are following call forward options:

(7 Mo Forward Calls are not forwarded.

(J Forward immediate Calls are forwarded immediately.

( Forward busy Calls will be forwarded when the line is busy.

([ Forward after time Calls will be forwarded after a certain time. The time is configured on the
telephone system.

(_ Forward busy/time Calls will be forwarded after a certain time and when the line is busy.

After choosing an option, a window opens. Enter a number or search term and choose where calls
are forwarded to by clicking on the entry.

Set call forwarding "Schuster Frank'
L 13

Search Line

v

Schuster Stefanie
systel GmbH

Ej 113
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Team View
To display the team there are various options:

Selection Menu

wox [ |54 -

systel

Schuster Frank T 3%
"1 9:00 AM-9:30 AM c3

__L] ;
Em2 Details

== Compact

@ Online == Compact with photo
L L] -
112 Idle 222 Mini
LL L]

==® Mini with photo

Examples:

- .
= & Details

Monitoring
Name
» Schuster Frank ¥ iﬁt
Team Note [ 1:30 PM-2:00 PM Telko Upgrade
> B Online
112 dle Profile Picture
Status of the Line
> | A™h
Schuster Stefanie |

Next Appointment
PP t'l 5/30/2022 Home Office (Free)

B Be right back
116 ldle/ Logged ('01:51:327

Chat 0
v

Gremmelmaier Andy 8 3%
[ 1:00 PM-1:30 PM Forwarding

\ 4

Online State

Telephone Number 1'%4?::'“”&
and Status - .
%

By double-clicking a team member or clicking on the Line Status Icon you start a call to this person.
The Line Status can have following appearance:
&2 free t busy Out of Service 0 Call Forwarding active

0 Call Center Agent free 0 Call Center Agent busy 0 o CC Agent Private Call

Appointments can be seen when the mouse cursor is moved over the Calendar Icon. [
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== Compact

Appointments

Monitoring
\ 4
Phone Number 112 t L= 113 -
Name : .
» Schuster Frank Schuster Stefanie
Online Online
N oo
Online State Kammerer Georg John Doe
» Cinline Offline
Line Status 155 ] I |
> ™% ) 0 ®
Jane Doe Mast Wolfgang
Offline Offline

== Compact with phote

g Salal [P -

Online State

Schuster Frank Schuster Stefanie
Online Online
EEE Mini EEE Mini with photo
Gremmelm... Kammerer... Schuster... Gremmelm...
114 t' 2 t'l 113 t'l 114 tl
x N D o
-~ R =
Mast Grit Schuster.. Schuster... John Doe
15 = 112 =1 1z ™ 124 ™
- o
~ |~ 2 |21
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Sorting
These sorting how the team members are sequenced in the view are available:

Selection Menu

won [ @8
systel |%.LName

Gremmelm.. Schuster... A
114 r= 112 r i 2 24 Rufnummer

g‘j l l %J,Gnline&-‘.l'\lame
QL %J,Gnline&ﬁufnummer

%J, Drag & Drop

2 L ame Sorting names in alphabetical order.
2| Rufnummer Sorting phone number numerically.

2 | Online & Name Sorting by online status and name. Team members which are offline are shown in
the bottom of the list. The names are sorted in alphabetical order in each online state.

2 | Online & Rufnummer Sorting by online status and phone number. Team members which are offline
are shown in the bottom of the list. The phone numbers are sorted in numerical order in each online
state.

21 Drag & Drop The list can be sorted individually by drag & drop. Click on the team member and
hold the mouse button to move the entry on a position you wish.
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Chat
Overview
Chat Tab
Logged In 'EPF Gruppe (89121)
Bonline ~ § Agent(29027) ~ ) @ (5]
JO Enter search term or number
" ® ¢ Y .

AR @om L B4
Show
—— 2 — il
Chat List - =

Undock Window

Clicking on the Chat Tab Icon opens the last chat.

In the Chat List 4= are all existing chats.

Blend out };

Chat List
Monday, August 29, 2022
Schuster Frank
Monday - 10:51:34
Kammerer Georg
Manday - 09:18:51
Team ‘systel’ (8 Members)
Monday - 08:30:05

Clicking on the respective chat opens it. E-Mail
Call Delete Chat History
Y v
Schuster Frank =

Monday - 09:05:11

. Own Message
! A we have a meeting at ten ] l

Received Message T Monday - 09:05:22

= A

Enter Message

Choose
—_—
Emoji =

Y 8/31/2022 3:47:59 AM : OK

Own messages that the addressed person has received have a green checkmark. ¥ If the message is
read, two green checkmarks %" can be seen under the message. To be registered as read, the

addressed person must move with the mouse cursor over the message or switch to the
corresponding chat window.
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To start a chat, click on the Chat Icon #® at c2d5 users in the Contacts Tab or the Team Tab.

Example Contacts Tab:

Schuster Frank

systel GrnbH
Tl m
Chat
0 39028
1141
fachuster@sys-tel.de
Team Chat

Each team has an own team chat.

To open the Team Chat window, click on the Chat Icon #® in the corresponding Team Tab.

2% . ® i »
AnRQ@uoumL B yn%e
B Mote for your team |'_?|_I|
Team Chat T
ooX | [ -4 -
systel  <€——
Team Tab
Or click on the Team Chat in the Chat List:
£ | Monday, August 29, 2022
Xampe »| Team “systel’ (8 Mitglieder)
Team Chat Monday - 08:30:05
Thursday, July 21, 2022
Gremmelmaier Andy
T2172022 - 09:35:24
Team 'systel’ (9 Mitglieder) <

Team Chat
Participants

I Delete
Gremmelmaier Andy | John Doe || Schuster Stefanie |

Chat History
Kantimm Ralf | Nast Grit ] Nast Wolfgang ]| Schuster Frank <

o
L

Online State
6/3/2022 - 13:56:31

‘ Have a nice weekend everybody! #‘
‘ g

632022 - 13:5%:43

Mast Grit
l Th, you too!

©]= |

Select
Emoji

Enter Message

\ 4

A

64



Telefon: +49 7031 416168-0

SYSt EI O Telefax: +49 7031 416168-68

E-Mail: info@systel.de

Kommunikation mit System

Undock Chat Window
Clicking on this icon I'f'—ll undocks the chat window. Instead as a tab in the Main Window the Chat
Window is now in a separate window

click2dial5
fOnline ~ § Agent (82027) ~ &Q

O Enter search term or number

il iw
A @com £ B
B Mote for your team |'_',|—|I
ooX [ |SF-3 -
systel

Schuster Frank f 3y
[™] 2:30 AM-11:00 AM Besprechung Anpassung

B Online
112 In Conwversation
dick2dial5 - Chat & 4 '
-

Schuster Frank L=
» Undocked Chat Window
) Today - 09:05:35~ <
Hey Frank, please call me when your back
from the meeting. Thx. ‘
v

[©]+

Next to the window options you already have in the Main Window, the Chat Window can be docked
to the upper top of the desktop by clicking on this icon. E

—_—

If the Chat Window is closed H it will be a tab in the Main Window again.

The complete view can be reset to default. To do this click with the right mouse button on the c2d5
Icon ﬂ in the taskbar to reach the Taskbar Menu and choose Reset view.

Also see chapter Taskbar Menu.

click2dial5 (Version 5.6.8150.20146)
Logout
a Configuration
Reset view b i) Reset view
L Manual
@; Bug Report 0

B Exit H
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Outbound

This tab is configurable on the c2d5 server for call centers.

Overview Outbound Tab

ﬁ!:.:i'.d»rﬁﬁ':.:f.

& 0/0

Start automatic outbound call

Outbound List
Call center calls, which are hung up while ringing or in the waiting queue, are listed here.

Also, there is the option to import contact lists to be called. The assignment of users to different lists
can be done on the c2d5 server. Contact lists can come from ODBC databases, CCD of the PBX or
from the IVR of the sys-Voice Gateway. If an ODBC database is used, predefined data can be written
back to the database after hanging up the call. The results will be monthly summarized and saved as
a CSV-file on the c2d5 server.

The next call can be started automatically or by hand.

Logged In 'EP Gruppe (89121)"
fonline = § Agent(83116) ~ N\ we (5

Amount of outbound calls

O Enter search term or number ¥
10 @@ aas
A 2 . o it £ t.‘P“::,' /i'.}l' 2t e

@ - | Start automatic outbound call _1n
Normal priority (Neu)

Today - 12207 2 Seconds

Stef Handy
+49 1510000 (Deutschland)
Aufgelegt in Warteschlange {Zentrale)

>

Start
processing

Automatic Outbound Call
Clicking on this icon,@ starts the automatic outbound call.

A countdown of 15s will start before the editing window opens.

@ 00:11

When the editing window is closed the countdown starts again and a new editing window is opened.

To stop the automatic outbound calls, click on the icon again: @
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Edit an Outbound Call

Example of an outbound call: Caller Status info
Name \Stef Handy < | |
Infa |In Frocessing (Schuster Stefanie) < |
Creation date |6/14/2022 11:36:16 AM |
Mumkber |+49 157 sooooo |
| Start call
State Successfully closed -
Infa
Save Cancel

To start the call, click on the Telephone Receiver Icon: £

The processing can have these types:
Selection Menu

State Successfully closed 5

Successfully closed
Unsuccessfully closed
Mot reached

To finish editing the info field must be filled. To end the processing press the save button.

Infa

Save Cancel

While editing an outbound call the other group members are informed about the processing state:

State of the
Editing

In processing

Today - 10:53 1 Second

Stef Handy

+49 151 o0y {Deutschiand)
In Processing {Nast Weolfgang)

t
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CCD Dashboards

To see clear information and statistics about pilots and processing groups, dashboards are available
for call centers. Dashboards can be configured on the cd25 server. Each dashboard has its own tab.

CCD Dashboards

Overview
: click2dial5
Bonline ~ & Agent (29027 ~ 1
Adjust JO Enter search term or number
View
A @coim £+ & 4f 2%
o D El U‘ndock
4 Window

| Tab Change after Time

Undock CCD Dashboards Window

Clicking on this icon I'_*"Tl undocks the CCD Dashboards Window. Instead of the CCD Dashboards Tab
in the Main Window the CCD Dashboards Window is in a separate window.

Bl=|e click2dial5 - CCD
! systel systel WS
Pilot Queus
. Service Level Efﬁclenqr Ringing Calls Wiaiting Calls ACD a Wallmg Waiting Calls Current Expected
O ﬁ Conversatio... ﬁ Waiting Time Waiting Time
. o o O m o : | e -
systel BG
LLCL A [Dany Stats) Processing Group
Without With Waiting Blocked General Call Incoming Qutgoing Logged-in Free agents Ringing
‘ Waiting ‘ \ \ Forwarding Complete K agents 0 agents
73 (43%) 30 (18%) 3 (2%) 6 (4%) 112 (65%) 59 (35%) n .
1 2 0
\ All Calls @ Ringing Time m Waiting Time @ Talking Time 0 8 0 ]
ACD nACD 1 Withdrawn
171 (100%) 00:00:14 00:00:35 00:09:25 C C B agents
25 ‘ 2 [ I 0
2 0 0 7 ]
. ® WrapUp
12 o'clock aoents
@ Wwithout Wating 2 1000%
g1 @ With Waiting 3 1500% 0
k] 0 General Call Forwarding 0 0,00 % 0 7
@ Blocked 3 1500%
10 @ Outgoing 12 60,00 %
3
Todes:  Godes:  Sodecs  0cces st llsdem liddes: lécdess lSodens Jfodhns 17sdess 18 sten

Next to the window options you already have in the Main Window, the CCD Dashboards Window
can be docked to the upper top of the desktop by clicking on this icon. E

If the CCD Dashboards Window is closed H it will be a tab in the Main Window again.
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The complete view can be reset to default. To do this click with the right mouse button on the c2d5
Icon H in the taskbar to reach the Taskbar Menu and choose Reset view.

Also see chapter Taskbar Menu.

click2dial3 (Version 5.6.8150.20146)

Logout
a Configuration
R view
esetvie » ) Resetview
L Manual
@; Bug Report 0

B Exit H

Element Pilot

Here you see general current information about conversations. The data Efficiency and Service Level
are taken over from the CCS.

v
! Filot

o Service Lewvel Efficiency O Ringing Calls Waiting Calls ACD @ Waiting
- :i{l' Jﬁ O Conversatio... Period

00:00:05
DD () ¢)C
o 10 o 10

Service Light
The Service Light shows the current state of the dashboard elements. If, for example, agents are
online and free the Service Light is green. !

Service Light

i

Current Calls/Conversations
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Element Pilot (Daily Stats)

Detailed information about calls and conversations are displayed here. If the mouse cursor is moved
over a bar, details to the respective hour is displayed.

'ml Pilot (Daily Stats)

:;t'::‘u‘t ‘ With Waiting ‘ Blocked :s::::‘l’ i'C:ell g::\‘ientge ‘ Outgoing
73 (43%) 30 (18%) 3 (2%) 6 (4%) 112 (65%) 59 (35%)

~ All Calls @ Ringing Time & Waiting Time g Talking Time
171 (100%) 00:00:14 00:00:35 00:09:25

12 0'clock
@ Without Wating 2 1000%
@ With Waiting 3 1500%
() General Call Forwarding 0 0,00 %

@ Blocked 3 1500%
@ Outgoing 12 60.00 %

B o'dlock 9 o'dlocx Wedkee 1lodock 1lodeck 13gciock 14gw iSogdlock 16 g'dlock 17 o'diock

ma

Info From Chosen Hour

Element Queue
Current statistics to waiting conversations are displayed in this overview.

' systel WS
Cueue

Waiting Calls Current Expected
Ja ‘Waiting Time Waiting Time
[ | 1 00:00:11 00:00:06
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Element Processing Group (Agents)
Current information about agents is displayed here.

systel BG
Processing Group
Logged-in O Free agents Ringing
agents agents
‘ 7 l ‘ 2 0
0 8 0 7 0 T
OA(D nACD ) Withdrawn
Conversation Conversation ! agents
‘ 2 [ 0
0 0 7 0 T
% WrapUp
=) agents

\ 4

Demo Agent 1 Schuster Frank
89134 89028
Free In Conversation
Schuster Stefanie Test Agent Stef
89027 89138
@
. - —
0! <+ = Wrap Up
Pause
Tab Change after Time

If there are several dashboards, you can set on the slider |:|

after which time the view

changes to an other Dashboard Tab. (0-60 seconds). To move the slider, click and hold to drag.
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Adjust Dashboard View

Clicking on the Gear Icon Q opens the view settings. The sorting and size of the dashboard
elements and the display of the instruments can be set here.

Move Element to the Left Enlarge Element Horizontally
Move Element to the Right EX3 Shrink Element Horizontally
Move Element Up Enlarge Element Vertically
Move Element Down E Shrink Element Vertically

The presentation of the instruments can be changed to following:

360" View (Donut) |
180° View (Donut)
360° View (Pointer)
180° View (Pointer)
Filling Indicator
Mumbers

Selection Menu

Examples:

360° View (Donut) 180% View (Donut) Filling Indicator

O Free agents 0 Free agents O Free agents
' &

2
0 3
360° View (Pointer) 180° View (Pointer) Mumbers
Lﬂgged in O Logged-in 0 Logged-in
agerrls agents agents

O\ NN 3
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Internet Phonebook
A connection to ©DasTelefonbuch can be set on the c2d5 server, so this tab is available. Then access
to an actual telephone number database is enabled.

Overview
Tab Internet Phonebook
il
“ e . a?.'i'. PhEo%
3 DasTelefonbuch
Alles in einem
Search j O Name/ Phone Number
Fields L O City / ZIP / area code
0

To search enter name, telephone number, city, postcode and/or phone prefix in Search Fields and
press return.

Browser
Websites like a ticket system or time management tool can be integrated here. On the c2d5 server
this tab can be configured.

Overview
Browser Tab
- L J
| L QLB
Website Tabs —_—

P Ticketsystern  RAINBOW

R

Connect to Rainbow

Please enter the e-mail address associated with
your Rainbow account

Website

A

k-n"ail address

Don't have an account? Sign up!

¥ 05.05.2022 10:23:13: OK
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Taskbar Menu

To reach the Taskbar Menu click with the right mouse button on the c2d5 Icon on the right in the

taskbar: H

Overview Info Software Version
L
dlick2dial3 (Version 5.6.81 5D.2ﬂ146}
Logout
a Configuration
K7 Resetview
L. Manual
@ Bug Report _

B Exit H

Legout The user will be logged out. See also chapter Logout.
ﬁ Configuration The Settings menu will be opened. See also chapter Settings/Configuration.

7)) Resetview The view settings of the client will be reset to the origin settings. This is helpful
when you can’t find the c2d5 window anymore, for example when using a second monitor which is
not available after a new login.

|- Manual This is a link to the systel knowledge base website.

&n BugReport Thisis a link to the systel bug report website, to report errors of the software. We
also appreciate suggestions to new features.

B Exit c2d5 will be quit without a security request.

Taskbar Info

New missed calls, outbound list entries, voice mails on the answering machine or chat messages are
shown with a blinking number in the Taskbar Icon of the client:

bl
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Busylight
c2d5 automatically recognizes a connected Busylight by USB. This light shows your colleagues your
communication status visually. Depending on the status it changes the color of the LED.

Following color standard is used:

blinking green = incoming call
red = active call

blinking blue = new message
Yuard?

Busylights can be bought at systel.

Door Camera

c2d5 supports the usage of door cameras. Pictures of the door camera can be assigned to users with
the c2d5 manager. Then the door camera is an extra tab in the Browser Tab.

If the doorbell rings, the door cam picture appears in a separate popup window and the caller popup
appears. By accepting the call, a conversation to the door intercom is made. By clicking on the Door

Opening Icon in the door cam picture the door can be opened. Also, by the predefined DTMF Tones

the door can be opened. See chapter Call, Answer, and Hang up-> DTMF Dialing

Door (112)

Open Door
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