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CHAPTER 1

About AltiConsole

AltiConsole is an attendant console application for a client system
or personal computer. It connects to MAX Communication Server
ACM.

AltiConsole can simultaneously support up to 10 operators on the
same MaxCS system. You must purchase an AltiConsole software
license for the number of sessions you want to run.

AltiConsole provides the following call handling functions:
e Placing and answering calls
* Placing calls on hold
* Transferring calls (blind and supervised transfers)
e Transferring calls to voice mail
* Transferring calls to an auto attendant
¢ Conference calls (with up to six parties)
e Parking calls
* Accessing overhead paging (if available on your system)

* Viewing the call status of users on the system (busy, DND, and
SO on)
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CHAPTER 2

Installation

The client system must meet the following minimum
requirements:

IBM/PC AT compatible system

1 GHz CPU or faster

1 GB hard drive disk space

1 GB RAM

Microsoft Windows 8.1 (64-bit) or Windows 10

SVGA monitor (1024x768) with 256-color display, or better
Keyboard and mouse

Pre-Installation Checklist

Before installing AltiConsole, make sure the following is done:

The AltiConsole client should be connected to the Altigen
phone system over the LAN.

MaxCS Release 9.0.1 must be installed on the system to which
the AltiConsole client is connected.

The system administrator must configure the AltiConsole
extension to enable Multiple Call Waiting as an Answering
option, and configure the extension’s Busy Call Handling and
No Answer Handling as desired.

The AltiConsole License Key must be enabled.

Older client programs cannot be installed on the same
computer running MaxCs 9.0.1 client programs.

Installing AltiConsole

1.
2.

Access the MaxCS installation media.

Run Setup.exe from the AltiConsole folder and follow the
installation instructions.
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Auto Upgrade

Each time you start up AltiConsole, a comparison is made with the
version of MaxCS that is running on the server. If your version of
AltiConsole is incompatible with the version of MaxCS that is
running on the server, you are prompted for upgrade permission.
If you automatically upgrade, the AltiConsole startup is terminated
and a software upgrade session is started. Restart AltiConsole to
run the newer version.

Note: For remote AltiConsole users outside the firewall, TCP port
10050 is required to be open to allow automatic upgrade.
Automatic upgrade over the Internet requires the sending
of 15 MB files over the WAN, which may take some time,
to perform the automatic update.

Downgrade Procedure

1. Goto Control Panel > Add/Remove Programs and remove
the AltiConsole 9.0.1 program and ALL OTHER 9.0.1 client
applications (including MaxAgent, MaxCommunicator,
MaxSupervisor, MaxOutlook, and CDR Search).

Reboot your system.

3. Goto <local drive>:Program Files\Altigen\Shared Files\
and remove AlpInterface.dll.

Note: The AlpInterface might be located under
\WinNT\System32\, \Windows\System32\ or some
other location. Use the Search for Files and Folders
feature to locate and remove all AlpInterface.dll files
from the system.

4. Install the AltiConsole software you had installed previously.
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CHAPTER 3

Getting Started

Start AltiConsole by choosing AltiConsole from the Windows
Start menu.

In order to run AltiConsole, the system server must be up and
running. While the system is running, the data you see in your
AltiConsole windows is refreshed and updated. If the system is
stopped in the middle of an AltiConsole session, you will be
prompted to close your session.

Logging In

When you log in, you are prompted for the following information.
Fill in the fields, check the appropriate options, and click Login.

P AliGonsale X

Local Server Info

Server Addiess: 10.10.0.8
Extenzion Mumber: 237
Extension Pagsswaord: st

Options
Iv Save Password

v banitor group call queus

Login | E xit |

Local Server Info:

* Server Address — the IP address of your server
* Extension Number — your extension number
« Extension Password — your extension password

Note: Up to eight unsuccessful login attempts are allowed,
after which login will be disabled for from 1 to 24 hours
(depending on the duration set by your system
administrator).
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Options:

* Save Password — remembers your password for the next
time you
log in.

* Monitor group call queue — lets you see all calls in a group’s
queue, along with waiting times. You can then monitor queues
for every group you belong to.

Note: Your logon information for the current session will be
shown in the Logon Info tab of the Setup dialog box. See
“Viewing the Server, Extension, Tenant ID” on page 33.

If you have trouble logging in, check with your system
administrator to be sure you are using a physical extension.

Other MaxCS Settings Apply to AltiConsole

If you have configured your extension settings by way of other
MaxCS system applications such as MaxCommunicator, those
settings apply when you run AltiConsole on your extension. For
example, if you enable Hands Free Manual Answer Mode by
pressing #82 or #81 on your telephone keypad (which allows you
to answer calls leaving your phone off hook), that setting is active
when you use AltiConsole.

The Hands Free Manual Answer Mode is one setting you'll
probably want to use in a busy environment. See “Hands Free
Handling” on page 17.

About the AltiConsole Main Window

When you start AltiConsole, the main window appears:

6 AltiConsole Manual



altiConsale - 3001 : Alti_telecom [_[C]

ACTIVE CALLS [oF AL Trunk sPEED
Status [ CalleriD [ Mame [ onis [ Duration [ Extension | First Nams | Last hame |
sLD =
® Offhook None 00.00:00 e Extension | FistName | LastName | Status | Activity | Location |
003 Tweede  Dum I1de Local
i M Beris Kaileff Proceedng Local |
Active Calls Panel 2005 Lon Cheney  Proceeding Local
Thansien | | ® 2008 Michasl  Jones Procesding Local
007 Jared Coianich  Idie Local
System Park "\ Line Park 2008 Grace Shin Ide Local
1D [ ParkedE: [ caller D [ Duration [ Paikgd For = * 2009 Gertude  Steiner Proceeding Local
010 Jon Brown Idle Local
® 01 Hawy Yemini Frocesding Local
Parked Calls Panel W2 e P i Locs
OVERHEAD 2013 Giapson  Green Idle Local
PAGING 014 Tenel Trump Idle Local
i 005 Donna Grand Froceedng Local
Call Handllng Buttons ® 006 Rohen sun Proceedng Local
= 017 bwnelte  Bester Idle Local
#2018 Godon Sache Procesding Local
M3 Stewe Sylvester  Idie Local
00 Janey Crbble Ide Local
voice 021 Geoge Cloon Idle Local =
1 | 4l |
WORKOROUP GALL QUELE
Caller ID [ Caller Name [ wait Tme | Group | Group Name |
an N CONFERENCE
N
R EYE Calls Waiting i
{ alls vvaiting in
[ A B ER e amo 9
HANGUP o e ATTENDANT
A Group Queue
sETUP )
MELP )

nfo line Roll Back Button Help Button  Setup Button

The main window contains the following displays and buttons:
e The Title bar displays your extension number.

¢ The Info line at the bottom left displays information on the
current action or information about errors.

* A message waiting indicator (red circle) appears at the
bottom right when a new message is waiting.

¢ The Active Calls panel shows the status and information
about currently connected calls, including caller ID and DNIS
information if available.

If your system administrator has enabled multiple call waiting
for your extension, this panel can hold up to 50 concurrent
calls.

Note: The call statuses shown in the status column in the
Active Calls and other views are described on “Call
Statuses” on page 12.

e The Parked Calls panel shows for whom the call is parked,
who parked it, and the call park ID, a unique number assigned
to each parked call that allows the user to pick up the right
call.
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* The Dial Pad provides answering and dialing functions. The
Dial Pad is disabled in certain circumstances, for example,
when you're connected to a call and haven’t taken some action
to place it on hold.

* The Roll Back button, unique to AltiConsole, has a “cancel
and return” function. For example, clicking it will drop a
Supervised Transfer or Conference Call attempt and reconnect
the original call.

* The Call Handling buttons provide options such as
conferencing, transferring, hold, and park.

* The Setup button opens the AltiConsole Setup dialog box, and
the Help button opens online help.

» The right portion of the AltiConsole window shows a detailed
view of different activities, each represented by a tab. These
views are described in the subsequent sections.

If AltiConsole is logged on with the Monitor group call
queue option selected, it will also show a group waiting call
queue in the lower right pane.

Note: To be able to monitor a group queue, the Operator must
be an agent and belong to the group.

You can pick up a workgroup queued call from the Group Call
Queue window by clicking on the call or you can park your
current call to accept the first available call in the group’s
queue. If you are a member of multiple groups, you can also
specify which groups to monitor. For details, see “"Group
Setup” on page 35.

Note: In order to use this feature, your system administrator
must have checked the Allow Agent to Pick up Call
from Workgroup Queue setting.

You cannot pick up a hunt group call from AltiConsole.

Busy Lamp Field View (BLF tab)

The panel at the right side of the main window contains four tabs.
The first tab is BLF, or Busy Lamp Field. This display lists only
physical extensions in the MaxCS system.
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BLF AL Trunk SPEED

Extension I First Mame I Lazt Name I
Extension First Mame | LastMame | Status Activib Location  «
& 2003 Tweedle Drum Proceeding Local
2004 Boris K.arlaff Idle Local [mf
2005 Lon Cheney Idle Local
2006 Michael Jones Idle Local
& 2007 Jared Critanich Proceeding Local
& 2008 Grace Shih Proceeding Local
2003 Gertrude Steiner Idle Local
200 Jan Brown Idle Local
201 Harry “'emini Idle Local
* 2012 Jogiah Fletcher Proceeding Local
* 2013 Grayzon Green Offhook, Local
2m4 Temel Trump Idle Local
2ms Conna Grand Idle Local
206 Fobert Sun Idle Local
*® 2017 Annette Bester Proceeding Local
2ma Gordon Sachs Idle Local
#* 2019 Steve Sylvester Proceeding Local
& 2020 Janey Cribble Proceeding Local
2021 George Cloon Idle Local _ILI
| | &

You can sort by any of the columns by clicking the column heading.

You can enter data in the Extension, First Name or Last Name
box (above the columns) to find a matching entry quickly.

In addition to the extension and first name and last name of the
extension user, this list displays the status of calls (described in
“Call Statuses” on page 12), the activity state of the extension
(described in “Activity States” on page 13), and the location of the
extension.

At the left of each extension is a colored dot:

« A solid black dot means the extension is in a Do Not Disturb
state.

* A solid green dot means the extension is Idle.

* A solid red dot means the extension is busy — off-hook,
ringing, or on hold.

* A headset icon is beside the extension you are logged in to.

Notes

¢ Only the physical extensions in all monitored servers will show
in the BLF page, while all physical and virtual extensions in all
servers will show in the ALL page.

* The extensions in remote servers will be displayed in blue text,
while local extensions show as black text.
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All Extensions View (ALL tab)

The second tab in the panel at the right is ALL.

BLF AL ., Trunk SPEED

Extension I First Mame I Lazt Name I
Extension | First Ma... | Last Ma... | Status | Type | Activity | Location AI
& 111 Idle Workgroup Local i
200 Idle Physical Local
& 2002 Offhook, Physical Local
2003 Tweedle  Dum Idle Physical Local
& 2004 Boris K.arloff Proceed...  Physical Local
2005 Lon Cheney Idle Physical Local
2006 Michael Jones Idle Physical Local
2007 Jared Critanich  Idle Physical Local
2008 Grace Shih Idle Physical Local
& 2009 Gertrude  Steiner Proceed...  Physical Local
& 2010 Jon Brown Proceed...  Physical Local
& 2011 Harry “'emini Proceed...  Physical Local
2mz Jogiah Fletcher Idle Physical Local
2m3 Grayzon Green Idle Physical Local
#* 2014 Temel Trump Proceed...  Physical Local
#* 2015 [onna Grand Proceed...  Physical Local
#* 2016 Fobert Sun Proceed...  Physical Local
2mz Annette Bester Idle Physical Local
I2D18 Gordon Sachs Idle Fhysical L?cal _ILI
4 3

This panel view displays all extensions—physical, virtual, hunt
group and workgroups—in the system.

In addition to the columns that are the same as that of the BLF
tab described in the preceding subsection, a Type column displays
the type of extension: Physical, Virtual, Huntgroup or Workgroup.

The Extension column shows a black circle next to the extension
number for a huntgroup, workgroup and virtual extensions.

A headset appears in place of a dot to indicate your extension.

You can sort by any of the columns by clicking the column heading.
You can also enter data in the Extension, First Name or Last
Name box (above the columns) to find a matching entry quickly.

Trunk Status View (Trunk tab)

The third tab in the panel at the right is the Trunk tab.
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BLF AL Trunk ~, SPEED

Location | Statuz ;I
© TRKD0000 Not Rieady |
& TRKOE:0007 Mot Ready

TRK0Z:0450 Idie

TRKOZ0451 Idie

TRK0Z:0452 Idie

TRKOZ:0453 Idie

TRKOZ: 0454 Idie

TRK0Z:0455 Idie

TRK0Z: 0456 Idie

TRKOZ:0457 Idie

TRK0Z:0458 Idie

TRK0Z:0459 Idie

TRKOZ:0460 Idie

TRKOZ0461 Idie

TRKOZ: 0462 Idie

TRKOZ:0463 Idie

TRKOZ: 0464 Idie

TRKOZ: 0465 Idie

TRKOZ: 0466 Idie _ILI
1| |

The Trunk view displays Location and Status. The /ocation

identifies the card ID and port (channel) humber on the board. For

example, in location 01:0450, the card ID is 01 and the port

number is 0450. The statuses in the Status column are described

in “Call Statuses” on page 12.

The dots at the left have the following meanings:
¢ A black circle means not ready.
¢ A solid green dot means idle.

* A solid red dot means the line is in use, off hook for some
reason such as on hold, or in an error condition.

Speed Dial View (SPEED tab)

The last tab in the panel at the right is the SPEED tab.

BLF ALL Trunk SPEED ™,

| Extenzion First Name | Last Name |
Extension First Mame | Last Mame | Status
# 918318881212 Fed Foppy Custam
# 93354600 Rose Bud Cusztom
® 912129938787 Daffi il Cusztom
® 97727772 Lilly “white: Cusztom
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If you entered speed dial numbers in the Setup configuration
dialog box, the SPEED tab displays your list. You can use this list
for speed dialing and speed transfers. See “Setting Speed Call List
Entries” on page 33 for instructions on setting up speed dial
numbers.

The SPEED tab displays Extension, First Name, Last Name and
Status, and there is an additional dot indicator: a solid blue dot
represents a custom speed dial number.

You can sort by any of the columns by clicking the column heading.
You can also enter data in the Extension, First Name or Last
Name box (above the columns) to find a matching entry quickly.

Call Statuses

The Status column appears in many of the AltiConsole panels. The
call statuses and their dot indicators [in brackets] can be one of
the following. Generally stated, red means the line is being used,
and green means idle.

* AA (Auto Attendant) [a solid red dot] — a call being
transferred to the auto attendant.

* Busy [a solid red dot] — the called party is busy.

» Conferencing [a solid red dot] — call participating in a
conference call.

» Connected [a solid red dot] — a call that is connected to a call
or extension.

» Offhook [a solid red dot] — the user’s extension is off-hook.
+ Disconnect [a solid red dot] — a call is disconnected.

* DND [a solid black dot] — Do Not Disturb, an extension that
is not available to receive calls.

* Error [a solid red dot] — there is an error, usually with regard
to the dialed number. You must hang up to clear this status.

* Hold [a solid red dot] — a call placed on hold by pressing the
Hold button.

* Hold Pending [a red circle] — a call placed on “temporary”
hold by pressing the flash key from the phoneset.

» Idle [a solid green dot] — an extension with no current
activity and available to make or receive calls.

* In Use [a solid red dot]
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¢ an extension that is busy or in an intermediate state (for
example, during a transfer).

* an extension connected to a trunk that is not ready to
serve.

* Park [a solid red dot] — a call that is parked, being parked or
is in a Multiple Call Waiting queue.

* Proceeding [a solid red dot] — an extension setting up
(dialing) a call.

* Ringing [a solid red dot] — an incoming call that is not yet
answered.

* Voice Answer [a solid red dot] — a call transferred to or in
an extension’s voice mailbox.

Activity States

The states displayed in the Activity column in the BLF and ALL
tabs correspond to the Activity settings configured in
MaxAdministrator.

The first six activity codes are pre-configured as follows:
1 - System (uses system greeting)
2 - Personal (uses personal greeting)
3 - Meeting
4 - Away from desk
5 - Business Travel
6 - Personal Time Off

The remaining three activity codes (7, 8, 9) can be customized by
the system administrator. When the extension user selects an
activity, the name of the activity is displayed in AltiConsole.

Keyboard Shortcuts
General Tips

* You can type extension or phone numbers using the keyboard
number keys or the number pad.

e Once you are in any of the panel views, you can use the
keyboard arrow keys to scroll through and select a desired call
or extension.
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Specific Keyboard Shortcuts

The limitations that apply to all calls also apply to these shortcuts:
while connected to a call, you cannot place another call, but you
can answer another incoming call. To place or answer a call, your
phone must be off-hook.

Note: To use the numeric keypad function, Num Lock (on your
keyboard) must be on.

Call Handling Number Pad
Function/Button Keyboard shurtcut | Shortcut
Hang-up Alt+h .
Dial Alt+d Enter
Roll back Alt+r -
Answer Alt+a +
Blind transfer Alt+b /
Supervised transfer Alt +s *
Park Alt + x

Overhead Paging Alt+o

Hold Alt +v

Voice Malil Alt+c

Conference Alt +u

Auto Attendant Delete

Clear Dialed Number Alt + x

Mouse Shortcuts

You can use several mouse shortcuts. The limitations that apply to
all calls also apply to these shortcuts: while connected to a call,
you cannot place another call, but you can answer another
incoming call. To place or answer a call, your phone must be off-
hook.

* Double-click an extension in any list of extensions to call that
extension.

» Double-click an incoming call (Ringing status in the Active
Calls list) to answer it.
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e Double-click a call on hold (Hold status in the Active Calls list)
to pick it up. You cannot pick up a call on hold while your
phone is ringing.

* Double-click an incoming call to another extension to redirect
it to your extension.

* While you're connected to a call, double-click another call to
put the first call on hold and take the new one.

» If you double-click a call with the Hold Pending status, it is the
same as clicking the Roll Back button. That is, this action
cancels a Supervised Transfer attempt or a Conference
attempt and reconnects you to the original call.

Click a call in the Group Call Queue panel to answer the call.
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CHAPTER 4

Handling Calls

In general, the steps in handling a call in AltiConsole are as
follows:

1. Select the call. An incoming ringing call is already selected
(highlighted) if it is the only call in the list.

2. Select the operation, such as Blind Transfer, Supervised
Transfer, Voice Mail, and so on.

3. Select the destination (extension or outside number) you want
to send the call to.

4. Click the Dial button or press Enter on the keyboard.

Note: Double-clicking the destination numberin step 3 completes
the action and eliminates the need for step 4. Some
actions, such as conferencing, are somewhat more
complex, and some actions need only two steps, such as
Park and Hold.

Note: If you have configured AltiConsole to blind transfer using a
single click, you need not select Blind Transfer. See
“Unattended Transfer” on page 21.

Hands Free Handling

You can perform basic functions such as dialing and answering in
AltiConsole without having to pick up the phone. To do so, you
must enable the Hands Free Manual Answer Mode (#82 or
#81) for your extension. There are two different hands-free
methods:

* The receiver can be off-hook and the speaker phone turned
ON, or

* You can use a headset with the speaker phone OFF.

In the hands-free mode, you can answer calls using the Answer
button or make a call using the Dial button, and you can use the
keyboard shortcut equivalents.

If the hands-free mode is off and you try to answer a call using the
Answer button, or if you try to place a call using the Dial button,
AltiConsole will display a failure message in the INFO line.
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Dialing
In the AltiConsole main window, you can dial as follows:

1. Type a number using the keyboard number keys or the
numeric keypad, or click numbers on the dial pad, or select a
number in one of the view panels (BLF, ALL, or Speed).

2. Click the Dial button, or press Alt+d or the Enter key on the
keyboard.
The Double-Click Shortcut

If you're calling a number in one of the view panels (BLF, ALL, or
Speed), just double-click the number.

If the call is to an outside number, enter the entire phone number,
including the trunk access code and area code if necessary.

Answering Calls

You can answer a call simply by picking up the receiver. Use the
Answer button or double-click to answer calls without picking up
the phone. (You cannot answer a hunt group call using
AltiConsole.)

Answering Calls without Using the Phone Hand Set

If it isn't already enabled, turn on the Hands Free Manual Answer
Mode as discussed in “"Hands Free Handling” on page 17.

* When you get a ring, click the Answer button or press Alt+a
on the keyboard or the + key on the numeric keypad to
answer the call through the speaker phone or headset.

* To answer a call with the Ringing status in the Active Calls
list, double-click it.

Answering Calls when You’re Already Connected

If you take a Ringing call in the Active Calls list by double-clicking
it while you are already connected to a call, that call is placed on
hold while you connect to the new call.

Answering Calls to Other Extensions

You can take calls that were going to another extension under
certain conditions.
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You can't take a call to another extension if you have calls other
than Hold calls in the Active Calls list. You have to handle the
pending calls first.

You can take the call if it shows a Ringing status.

Use the Answer button, Alt+a, and the numeric keypad + key
can also pick up calls ringing to other extensions.

To pick up a ringing call on another extension

1. Select the extension call in the BLF/ALL/SPEED panel view.
2. Click the Answer button or press Alt+a on the keyboard;

or, just double-click the extension call you want to pick up.

Hanging Up
Use the Hang-Up button, or alternatively, Alt+h, to disconnect a
call without having to place the phone back on-hook.

If you want to disconnect a call on hold, you must first select it in
the Active Calls list and then click the Hang-Up button.

Hold and Hold Pending

You can place a call on hold in two different ways:

* Click the Hold button to put the call on hold until you click
Hold again.

* Any time you use one of the other call handling functions such
as Blind Transfer or Park, the call is put on Hold Pending until
the call handling action is completed.

» A key difference between the types of Hold is that Hanging up
will not disconnect a call on Hold but will disconnect a Hold
Pending call.

You can only put a call on hold if you are Connected to it, and not
while it is Ringing. Also, you cannot put active conference calls on
hold, even if you are participating in the conference.

Calls on System Call Park will ring back on your extension if they
are not picked up within the timeout period set by your system
administrator.

To place a call on hold

While connected to a call, click the Hold button or press Alt+o0 on
the keyboard.
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The call is placed on hold, and the caller will hear music or
recorded greetings (if it is configured by the system administrator)
until it is picked up or you get a ring back.

To pick up a call on hold
The call must have a Hold status in the Active Calls list.

To pick up the call, double-click it in the Active Calls list, or select
it and click the Hold button, or select it and press Alt+o.

Transferring Calls

Important: When the Release IP Trunk Tie Link
Automatically check box is selected in the AltiConsole General
setup, the Blind Transfer and Supervised Transfer buttons will
send “"FLASH *” to release a tie trunk if the incoming call is
through an IP tie trunk. See “General Settings” on page 31 for
more details.

Note: Agents using Polycom VVX model phones, refer to the
MaxCS Polycom user guides for instructions on additional
ways that you can transfer calls. The user guides for the
various Polycom models can be found on the Support tab
of Altigen’s web site, at: https://www.altigen.com/

support/.

When You Can and Can’t Transfer Calls

Transfer functions include blind and supervised transfers,
transferring to an auto attendant, transferring to voice mail, and
parking calls. These functions follow simple rules:

* With the exception of transferring to voice mail or auto
attendant, the call being transferred must be Connected in
the Active Calls list. If it's Ringing, double-click it, to connect
to it.

If there is no selection and there is no currently connected call,
the first ringing call is selected.

* You can transfer Connected calls to voice mail or to an auto
attendant.

* You cannot transfer calls with a Hold or Hold Pending status.

* You cannot transfer calls involved in a conference call, even if
you are participating in the conference call.
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Unattended Transfer

An unattended (blind) transfer transfers an incoming call to an
extension without your having to wait for the called party to
answer. For limitations on this transfer, see the discussion, *“When
You Can and Can't Transfer Calls” on page 20.

If you have selected Single Click to Transfer in the Setup >
General tab (see “"General Settings” on page 31), you can select
the extension to which you want to blind transfer a call, and then
single-click the selected call. The call is transferred to the selected
extension. If this feature is not enabled, follow the directions
below.

1. Click the Blind Transfer button or press Alt+b on the
keyboard.

2. Select the destination extension from one of the view panels
(BLF/ALL/SPEED) by clicking it, or just enter the destination
extension number in the Dial Pad.

If the transfer is to an outside number, enter the trunk access
code and the full number.

To use Centrex Transfer, transfer the call using your desk set
dial pad, or:

a. Click the Blind Transfer button OR press Alt+b on the
keyboard.

b. Type “*”; then type the second party’s full outside number
in the number field on the AltiConsole screen; then press
the Enter key on the keyboard or the dial button on the
AltiConsole screen.

c. Now either click the hang-up button or wait to announce the
caller and then click the hang-up button.

Supervised Transfer

Supervised Transfer allows you to transfer a call to another
extension after checking if the called party at that extension wants
to receive the call. For limitations on this transfer, see the
discussion, "When You Can and Can't Transfer Calls” on page 20.

1. Click the Supervisor Transfer button or press Alt+s on the
keyboard.

2. Select the destination extension from one of the view panels
(BLF/ALL/SPEED) by clicking it, or simply enter the
destination extension number in the Dial Pad.
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If the transfer is to an outside number, enter the trunk access
code and the full number.

To use Centrex Transfer, transfer the call using your desk set
dial pad.
Click the Dial button or press Enter on the keyboard.

Note: Double-clicking the destination extension number at
step 2 eliminates step 3.

After connecting to the destination party, verify that the
person wants to accept the call, and depending on their
response, do one of the following:

» If yes, click the Supervised Transfer button or press
Alt+s on the keyboard again to complete the transfer.

« If no, click the Roll Back button or press Alt+r on the
keyboard to cancel the transfer and return to the original
caller.

Transfer to Auto Attendant

You can transfer a connected call to any auto attendant as follows.

This function can make use of the default auto attendant, which is
described in “"Configuring AltiConsole Settings” on page 31.

1.
2.
3.

4,

Select the Connected call in the Active Calls list.
Click the Auto Attendant button or press Alt+u.

If you want to transfer the call to the default auto attendant,
skip to the next step. If the auto attendant ID you want is
different from the default, enter it in the Dial Pad.

Click Dial or press Enter on the keyboard.

Transfer to Voice Mail

You can transfer a connected call to the voice mail of any
extension. If you do not select an extension, the caller is
transferred to your own voice mail.

1.

22

Select the Connecting call in the Active Calls list.

If you do not select a call and then proceed with these steps,
the currently connected call is selected by default.

Click the Voice Mail button or press Alt+v.
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3. Select the voice mailbox of the extension you want to transfer
to. You can select the extension number from the BLF or ALL
panel views or enter the number using the Dial Pad.

4. Click the Dial button or press Enter on the keyboard.

Double-clicking the extension in step 3 eliminates this step.

To transfer users to their own Voice Mail System mailboxes

If a user calls in and wants to be transferred to his or her own voice
mailbox, follow the steps detailed above.

System Call Park

System Call Park allows you to park a call at a public /ocation.
The system announces where the call is parked—a location
number for an extension. After a timeout period expires without
the call being answered, your extension is rung to let you know the
call is still parked. The timeout period is set by your system
administrator.

Up to 100 calls can be parked simultaneously using System Call
Park.

On the phone set, System Call Park is performed by entering
FLASH #41.

For limitations, see the discussion, "When You Can and Can't
Transfer Calls” on page 20.
To park a connected call

* When you have a connected call, double-click the Park
button.
The call will be parked.
OR

* When you have a connected call, click the Park button (or

Alt+P on the keyboard), then double-click on an extension in
the panel at the right of the main window.

The call will be parked and will show Park for the extension.

Parked calls ring back to you after a timeout period if a user does
not pick up the call. The timeout period is set by your system
administrator. Remember to notify users of their parked calls
periodically.
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To pick up a parked call

You cannot be currently connected to any other call when you pick
up a parked call.

1. Select the parked call from the Parked Calls list.
2. Click the Park button or press Alt+P on the keyboard.

Note: Double-click the parked call in the Parked Calls list to
immediately take the parked call.

Line Park

Line Park allows you to park a call at a Line Park group. Line Park
groups are configured in MaxAdministrator, where they are also
assigned to Groups. All Line Park groups, including available park
lines and occupied park lines where an extension has parked a call,
are shown in the Line Park panel. In the Line Park panel, each line
displays the Group, Caller ID, Line Park name, DNIS, Duration and
Line Park group status.

System Pk Linw Pack

0| Guoup | ColesiD | Hame [OMIS | Duation |
» 01 Detwd

® (¢ Delwmit

® 03 Defmat

® M Delouk

# 6 Opsestor

® 08 Opeeator

10 Sandose

® 12 Ewcuves 103 Hersy Yang 000023
® 14 Maketing 000007

The dots at the left have the following meanings:
* A solid green dot means an available Park Line.
» A solid red dot means the Park Line currently has a parked call.

To line park a connected call

* When you have a connected call, double-click a green Line
Park group. The call will be parked.

Parked calls ring back to you after a timeout period if a user does
not pick up the call. The timeout period is enabled and set by your
system administrator. Remember to notify users of their parked
calls periodically.

To pick up a line parked call

You cannot be currently connected to any other call when you pick
up a line parked call.
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1.
2.

Select the parked call from the Line Park list.
Click the Park button or press Alt+P on the keyboard.

Note: Double-click the parked call in the Line Park list to

immediately take the line parked call.

Conference Calls

Note: Agents using Polycom VVX model phones, refer to the

MaxCS Polycom user guides for instructions on additional
ways that you can work with conference calls. The user
guides for the various Polycom models can be found on

Altigen’s web site https://www.altigen.com/support/.

AltiConsole can provide for a connection of up to six parties into a
conference call.

While you are participating in a conference call, you cannot handle
other incoming calls. You cannot mix AltiConsole conferencing with
phone set conferencing in the same conference session.

To conference an outgoing call

While connected to the first conference participant other than
yourself:

1.

Click the Conference button or press Alt+c to call the second
party.

Select the second party’s extension number from the BLF/
ALL/SPEED tab or enter the extension number using the Dial
Pad.

To add an outside caller to the conference call, enter the full
phone number, including trunk access code and area code, if
necessary, using the Dial Pad.

Click Dial or press Enter on the keyboard.

Note: You can also add a party to the conference by double-
clicking its extension in the BLF/ALL/SPEED tab. You
don’t need Steps 2 and 3.

After connecting with the second party and announcing the
conference call, click the Conference button or press Alt+c
to add the call to the conference.

If the party does not want to join the conference call or is not
available, click the Roll Back button or press Alt+r to cancel
the operation.

Repeat the above steps for each party you want to add.
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To conference an incoming call

To add an incoming call to the conference call, click the
Conference button or press Alt+c to add the call to the
conference.

When conference members are reduced to two

When conference members are reduced to two, the conference
bridge is released. The displayed state changes from “Conference”
to “Connected” in AltiConsole. The call can then be transferred,
parked, and otherwise handled as a regular two-party call.

Note: With Polycom phones, if the conference initiator hangs up
and there are only two parties left on the conference call,
then the call reverts to a direct call.

However, if the conference initiator is one of the two remain-
ing callers, the call will remain a conference call. In this sce-

nario, neither party can transfer the call to another party. If

the conference initiator wants to transfer the call, the initiator
must conference in the other party and then drop off.

Overhead Paging

If your system is set up with an overhead paging system, you can
connect to it by clicking the Overhead Paging button. If your
system is not set up with this function, the Overhead Paging
button is dimmed.

You cannot answer a call while engaged in an overhead page, nor
can you place the overhead page session on hold.

Also, you cannot use overhead page during a conference call or
during a supervised transfer.

You must have Offhook status in order to connect to overhead
paging.

Overhead paging options are configured in the Setup screen. See
“Configuring AltiConsole Settings” on page 31.

1. Click the Overhead Paging button.
2. Make your announcement.
3. Click the Hang-Up button to end the session.
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Park and Page

Park and Page lets you park a call and then page using just one
button, the Overhead Paging button.

To park and page

1. Click on the active call you want to park.

2. Click the Overhead Paging button. The Park and Page dialog

box opens:
x
— Park Optian: 0K, I
Tupe: Park for:
Line Park I Cancel |

I~ Plap prompt after call iz parked

r— Paging Optioh

QSR Adio Output (H44)

3. Choose System Park or Line Park.

Enter an extension number beside Park For if you're using
System Park, or choose an ID if you're using Line Park. The
console will show who the caller is parked for. (See next
figures.)

5. Hang up and page.

AltiConsole Manual 27



ACTIVE CALLS
Status | Caller ID | Mame | DMIS | [Diuration |
® Dfthook Nong 0:00:00

Syktem Park ™ Line Pirk
ID\ | Parked By/ | Caller ID | [Diuration | Parked Faor | ™
00 237-Fabara.. 5102526353 00:00:18 223 - Rolandz...

OVERHEAD
PAGING

System Park_| Lind Park

1] | Group \l Caller 1D /l Mame | DiMIS | Duration | « RK
& 02 System

* 03 System

& 04 System

& 05 System OVERHEAD
# 05  System 2
* 07 System

=M Operator
- 12 Operator
& 2| Sales

) Frernnt

& 08 Sustemn [
& 09 Spstem | HOLD
* 10 System

il ... VoicE

;I MAIL

6. If no one picks up the call and you need to reconnect, while
off-hook double-click the call.

Recording a Call

You can record a call from AltiConsole, if your extension is enabled
to do so by the system administrator. The call may be recorded to
your voice mail box or to a central location, depending on the
setting for your extension (ask your system administrator). If
recordings are delivered to your voice mail box, you can retrieve
them the same way you retrieve any voice mail.
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To record a call
1. Right-click an active call, and choose Start Recording.
ACTIVE CALLS

Statuz Caller ID Narne DNIS Duration
L Connected (101228 IEr

Joim T Conference
Drop From Conference

Start Recording
Pause Recording
Stop, Recarding

Sislkm Park_* Line Park

2. To pause or stop the recording, right-click and choose Pause
Recording or Stop Recording.

Using AltiConsole with Polycom Phones

The MaxCS clients have improved integration with Polycom
phones; you can perform many actions via your Polycom phone or
via MaxAgent (or another client). For example, you can do the
following:

« Use additional methods to transfer calls

» Use additional methods to join conference calls and to initiate
ad-hoc conference calls

e Configure various other Polycom options, such as the Use
Polycom phone to make or answer calls option and the
Automatically answer after xx seconds option.

Some of these extra features require a Polycom Advanced
Features license; some features are available only on certain
models of Polycom phones.

Note: Refer to the MaxCS Polycom user guides for instructions on
how to configure Polycom features. The user guides for the
various Polycom models can be found on Altigen web site,

at: https://www.altigen.com/support/.

AltiConsole Manual 29



30 AltiConsole Manual



CHAPTERS

Configuring AltiConsole Settings

Click the Setup button at the bottom of the main window to open
the Setup screen where you can set your extension number, the
default auto attendant, audio and popup behavior, the overhead
paging connection and method, and your speed dial numbers.

If you are a member of a hunt group/workgroup or of multiple
groups, and you checked Monitor group call queue in the
AltiConsole login dialog box, a Group tab also appears in the
Setup screen. If you are an Operator or member of an Operator
workgroup, a BLF List tab appears.

In these windows, you can save your changes by clicking OK.

General Settings

The first tab in the Setup screen is the General tab.

Setup *

General l Logon Info | Speed Call List | Group |

Incoming Call Motification Auto Attendart Number:

; 1 =
v Audio Beep
lUse Polycom phone to make or answer calls:
|Disable J
Auto Answer
[T Automatically answer after 0 _|:| seconds
(Owerhead Paging Advanced
| Audio Output (#44) =l | | I Release IP Trunk Link Tie

[ Single Click to Transfer

On this tab, you can configure incoming call notification, overhead
paging, which auto attendant to use, and whether to allow auto
answer and auto release of an IP trunk link tie.

* Select the Screen Pop check box to have AltiConsole pop up
when a call comes in to your extension.
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* Select the Audio Beep check box to hear a beep when a call
comes in to your extension.

* Select the Auto Attendant number to which callers will be sent
when you transfer a call to the Auto Attendant.

You can transfer individual calls to auto attendants other than
this default, as described in “Transfer to Auto Attendant” on
page 22.

* Use Polycom phones to make or answer calls - Refer to
your MaxCS Polycom User Guide for details.

* Auto Answer - to have AltiConsole automatically answer
calls, check the Enable to auto answer call after check box
and click the arrow buttons to select the number of seconds
(0-30).

* For overhead paging, select one of the following options:
* Audio Output (the same as pressing #44 on the phone pad)

* Trunk Paging (the same as pressing #45 on the phone
pad). If you select a trunk line, use the drop-down list to
select the trunk to be used for the overhead paging.

* IP Group Paging (the same as pressing #46 on the phone
pad).

+ Station Paging

Note: Check with your system administrator about the correct
settings for overhead paging options in AltiConsole.

* Select the Release IP Trunk Link Tie check box to have the
Transfer button send “FLASH *” to release a tie trunk if the
incoming call is through an IP trunk. (Disabled by default.)

Important:Before checking this check box, see your phone
system administrator. If your company is using
multiple systems and the tie trunk feature, the
administrator needs to have used Enterprise
Manager to synchronize the systems.
Otherwise this feature will not work.

Note: The call to be transferred must originate from an
Altigen PBX system running 5.0 or later.

* Select Single Click to Transfer to be able to transfer a
highlighted call using a single click. With this option enabled,
when you highlight an extension and then single-click the call
(or double-click any call), the highlighted call in the Active
Calls list is blind transferred to this extension.
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Viewing the Server, Extension, Tenant ID

Click the Logon Info tab to view the server, extension, and
tenant ID you are using.

The server and extension are those entered in the AltiConsole
login dialog box for this session. The tenant ID of your extension
is set by your system administrator.

Setup 3

General Logon Info lSpeed Call List ] Group ]

Local Server
Server:

10.10.0.8

Display Name:

o

Extension:

ok | Cancel | | Help |

AltiConsole remembers these settings the next time you run it.

Setting Speed Call List Entries

Click the Speed Call List tab to work on Speed Call entries. This
is the list that appears in the SPEED tab, described in “Speed Dial
View (SPEED tab)” on page 11—you can dial or transfer to these
frequently used numbers with a click of a button.
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Setup

General | Logon Info Speed Call List I Group I
Speed Call Entries:
Humber I First Hame I Last Mame | | """""""" A ddl
1004 Alan Shute -
1003 Hancy Levine Edit |
1002 Jay Lee
100 Franklin ‘Wize Remaove |
1000 Bradd Graves
1005 Joan M altese Remaove Al |
«| |+
0k | Cancel | Apply | Help

To add a number
1. Click the Add button in the Speed Call List tab.

Add speed Dial Entry
Mumber: |1 00g 0K I
Firgt Marme: IDennis Cancel |

Lazt Mame: IMcDermotl

2. Enter the phone number, first name, and last name of the
user, workgroup, or external contact, and then click OK.

Outside phone numbers must include all necessary digits such
as trunk access code, long distance prefix, area code, and so
on.

The First Name and Last Name are optional; they can help
you identify the entry. If your system administrator has
configured the system with these names, they will appear
automatically in the Speed Call Entries list after you click OK.

To edit a number

1. Select the number in the Speed Call List tab and click the Edit
button (or double-click the entry).

2. Maodify as needed, and then click OK.
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Outside phone numbers must include all necessary digits such
as trunk access code, long distance prefix, area code, and so
on.

To remove numbers

¢ Todelete one number, select the number in the Speed Call List
tab, click the Remove button and confirm your decision.

¢ To delete all the numbers—that is, to clear the list—click the
Remove All button and confirm your decision.

Group Setup

If you are a member of a hunt group/workgroup or of multiple
groups, you can specify which groups to monitor, and whether
AltiConsole should notify you when calls come into a monitored
group’s queue.

Note: The Group tab is displayed only if you selected the
“Monitor group call queue” option at login.

Setup = x|
General | Logon Info | Speed Call List Group [

Monitor List Avadable for Monitoring

Remove >

Remave Al->

L

[~ Alentwhen new calls come into group queue

To specify group call queues to monitor

In the Available for Monitoring list, highlight the group number
whose queue you want to monitor and click Add (or Add All for
all group numbers). Groups you add are placed in the Monitor
List.

Queued calls for the groups in the Monitor List will appear in your
AltiConsole main window; queued calls for the groups in the
Available for Monitoring list will not appear in your AltiConsole
main window, even though you are a member of that group.
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To remove group call queues from the monitor list

In the Monitor list, highlight the group number whose queue you
don’t want to monitor and click Remove (or Remove All for all
workgroups). The group number is moved back to the Available
for Monitoring list.

Tohave AltiConsole alertyou when a call comesinto agroup queue

* Check this option at the bottom of the Group tab. Only calls
coming into the groups in the Monitor List will cause
AltiConsole to alert you, via a screen pop and a beep. Requires
configuration of popup or beep on the General tab.

BLF List Setup

If you are an Operator or member of an Operator workgroup, you
have access to the BLF List tab where you can choose remote
extensions to monitor.

Generall Logon Info  BLF List ISpeed Call L\stl Groupl

Manitor List (Remote Extension) Manitor Available (Remote Extension)

Number| MName | Number| MName Al
347 Renee Long 349 Travis Burris

348 Travis Burris Melissa Flaming
Chet Hanks

Chet Hanks 2nd

Army Hanks

Adam Cramer

Frank Carbrey J
Marcio TempFa
Marcao Carelli

Marcio Carelli

Matt Bell

BrianB IP

James Alti [P A
N

To choose a remote extension to monitor, select it in the Monitor
Available list and click the Add button. The extension number is
moved to the Monitor List.

L
T

1 (n ¢
Qo Ra

< Add

Remove -

Wi

A& L0 03 L0 G0 Q) Lo G L 0 G0 G C

Default

]l ] @ oo @ 3
BN R AR e T B}

To remove an extension from the Monitor List, select it and click
the Remove button. It is moved back to the Monitor Available
list. You can multi-select by using the Ctrl or Shift keys.

To move all extensions in the Monitor List back to the Monitor
Available list, click the Default button.
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