Test

Comdial (which Comdial OEMs from COM3. Although COM3 has a different

. - Aurora Systems); wideopen.call; and/O port address than COM1 and COM2,
WIdeopen-Ofﬂce, wideopen.group (which Comdialit shares the same interrupt as COM1
i OEMs from Q.SyS). (IRQ 4). This is what caused the hard-
W!deopen.ca“, And Wideopen.call and wideopen.groupvare conflict. We changed the modem to
W|deopen.group are both CTI applications that give youRQ 2, and everything worked fine.
full call control capabilities, such as If not for the bad phone wire and the
Comdial answering, transferring, and conferencmodem conflict, the hardware installa-
1180 Seminole Trail ing calls. They also provide screen pogion would have been quite easy. In
Charlottesville, VA 22901 functionality with database connectivity.fact, later on, when we needed a proxy
Ph: 804-978-2478; Fx: 804-978-2319 The wideopen.group software is veryserver installed near our Comdial DXP,
Web Site: www.comdial.com similar to Q.SyS’s PhoneWare product.we had no problems during our

In this review, we will focus on (re)installation of wideopen.office on
Comdial's wideopen.group and wide-our new Windows NT 4.0 machine.
comdial has outdone itself with itsopen.call applications. (For a quick On the client side, we began by

wideopen.office server (whichrundown on these two programs, semstalling the wideopen.office client disk,
integrates with the Comdial DXP Table 1.) We will save the FastCallwhich is required to communicate with

and DXP Plus) and its wideopen.grougproduct for a future review. the server. This installation went very
and wideopen.call client software. The smoothly. We then installed a CTI appli-
client applications encompass severdNSTAllATmN cation called wideopen.group on several

aspects of CTI, including screen pops, We began by installing the Windows 95 machines. We were up and
database connectivity, and several diawideopen.office server software onto oneunning in no time. We also installed
ing methods and capabilities. of our Windows 95 testing machines. Ouwideopen.call on a few machines.

Wideopen.office, Comdial’'s own only problem occurred when we tried to Overall, we gave all three applications
telephony server, connects to one of thget the server’s serial port to communia 4.90 rating for installation. Our only
DXP’s serial ports and allows TSAPIcate with the Comdial DXP, which didn’'t recommendation is that Comdial provide
applications to run in all popular LAN work at first. We figured we chose aa few tips for resolving hardware con-
environments. It is TCP/IP andCOM port that was being used by ouflicts on the COM ports. When the
NetBIOS compatible, and it works withserial mouse. We changed the COM poswitch refused to work, we weren't sure
most PC operating systems, includingetting on the wideopen.office softwaravhat to do first. Was the phone cable still
Windows 95 and Windows NT. Since itfrom COM1 to COM2, but it still could- bad? Was the dongle bad? Did we had a
is client-based and doesn’t require &'t detect the DXP. hardware conflict? Was one of the COM
separate PC, wideopen.office is We decided to test the phone cable coports shorted? Although we were able to
extremely flexible and cost-effective. Itnecting the DXP and the special adaptesolve our hardware conflict pretty quick-
is an ideal solution for small and medithat was attached to one of the COMy, sometimes even the most experienced
um-sized businesses that want tports. When we used the cable to hook udlS staffer, computer engineer, systems
implement high-quality CTI solutions an analog phone, the phone didn't give mtegrator, etc., can take some time to
at a reasonable cost. dial tone. So, it appeared the phone winesolve a hardware conflict.

Since wideopen.office is a TSAPI-was no good. But when we switched to a A “splash screen” of troubleshoot-
compliant server, it allows TSAPIphone wire we knew worked, we stilling suggestions could be useful should
applications to connect and communieouldn’t get wideopen.office to commu-the server fail to log onto the DXP
cate with Comdial’s fully digital DXP nicate with the DXP. switch. Such suggestions could
phone switch. These TSAPI applica- We popped open the computer andhclude “remove any modems,” “test
tions include: FastCall Professional foisaw that a modem inside was set tthe phone wire,” “test your other COM
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port by changing your mouse to thatmentation was contained in the online ¢Contact List Whdow: The Contact
port,” etc. help, which was a little skimpyFor List is a simple personal database, or
such a feature-rich program, we expecPIM (personal information manager),
DOCUMENTATION ed more documentation. (Rating: 3.90.phat you fill with the names, telephone
*Wideopen.ofice: Of the three .wjdeopen.groupThe wideopen.group numbers, addresses, etc., of your-con
Comdial programs we reviewed, this wagnanual was the most elaborate piece ¢dcts. You can use the built-in Contact
the least complex, and hence it demandeghcumentation. It had an excellent tablgist, or you can use another brand of
the least in terms of detailed documentayt contents and index, and it provided apersonal ~ database  outside the

tion. Nonetheless, the installation instrucample assortment of screenshots threugivideopen.call window If you have

tions were well ayanized and well illus - yt. Each feature was described in detadialler ID, a contacs call will trigger an

trated with screenshots. in its own chapter(Rating 4.95.) automatic display of the information
Although the documentation includ you have on the caller

ed a troubleshooting page, several keynrs «Telephone Vihdow: The Tlephone
troubleshooting techniques (includinm,ldeopen.ca“ Windovfshows incoming and gonnect
some of those we just mentioned) werem————— o cglls. Using your mouse, you can
missing. The techniques that were-listFEATURES

o g click on menu items or the toolbar to
ed, howeverdid include useful sugges <Graphical User Interface:The carry out call control functions such as
tions. (Rating: 4.75.)

wideopen.call displays a main window anghytting a call on hold, hanging up,
*Wideopen.call:-The manual briefly three secondary windows within the maifransferring, and conferencing. Drag-

explained each of the icons, but didn'window (Figure 1). All three secondaryang-drop functionality for these func
get into specifics, particularly the datawindows can be displayed at oncejons is also available.
base functionalityMost of the docu although only one is active at any one time. «ca|| Log Wndow: The Call Log

window shows completed calls, inchud
ing information you can copy to a

Table 1. Wideopen.call And Wideopen.group: A Comparison

Wideopen.call Wideopen.gr oup Remarks
GUI Every main compo- |Lacks a Windows 95 Wideopen.call has a slight edge here with its well-
nent (dialing and call |“look and feel.” Bubble | organized main screen. Also, this program has a
control; contact help and an option to slightly better GUI for entering contact names.
names; and call log) |have contacts on first
is on the same screen would improve
screen. GUI.
Built-In P ersonal | Yes (Better overall) |Yes Wideopen.call's PIM can store multiple phone num-
Information bers for each contact (home, work, pager, etc.)
Manager However, if you plan to use your own PIM or data-
base for customer contacts, these advantages may
be unimportant.
Call Log Yes Yes (Includes a statistics | Even though wideopen.group lacks complex report-
button; uses Microsoft ing features, you can open the log file in Microsoft
Access format) Access and do your own reporting. (Reports could
include “which number was called most often” or
“how much time was spent on the phone in
January.”)
Repor ting Yes (But seems to use | Yes Wideopen.call might benefit from an export feature
Capabilities a proprietary format) such as ASCII delimited, DBF, or Access.
Monitoring No Yes If you don’t need to monitor other people’s exten-
Extensions sions, or if you would like to withhold this feature
from employees (for security or other reasons), you
may prefer wideopen.call.
Database Yes Yes Nearly identical.
Connectivity
Application On incoming calls On incoming and outgo- | For outgoing calls on wideopen.call, you need to Alt-
Restore ing calls Tab to the application or select its minimized icon.
Dial Last Number | Yes (Indirectly) Yes If you click on the name at the top of the call log
(assuming you have this window displayed), you
can perform this function in wideopen.call.
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|Ma.rk Hoag
Mark Hoag

Contact List. Information in the Call

Log includes caller location, phone

) Hame = Phone I
number (caller ID), status (inbound, geesntret b

outbound, conference call, DUSBIC. ), | i —

length of call, date and time of call, ag R Touskns ¥150
. . ich Teheani XN

well as other useful information.o¥ | SaaSikes 148
. Tain Keating #1489

can also edit, delete, save, and crea| vahiHashemisn ¥155

new call logs.

eDialing And Storing Phone
Numbers: This feature is particularly
useful. You can enter the country code
area code, numbeand extension for
each phone numheEach number can
be associated with either work, home
fax, mobile, pageror alternate (Figure
2). Each of these dédrent phone num
bers can have specific dialing instruc
tions, which are defined in the Numbe
Setup advanced screen (Figure 3).

eConfirmation Notices: You can

Wideopen.call: Main
screen showing the
call log, the contact

| Caller

(Locstion  Phone

receive confirmation after deleting a

contact, conferencing, transferring

holding, etc. ¥u can also arrange to
have a .\RV file play when there is a
message waiting on your voice maihumber home
system (Figure 4).
«Call Control: The call tab on the work number
Application Options screen gives youfax, and mobile
several call handling capabilities. Omumber Address
an incoming call, you can animate thénformation can
minimized icon, restore the entirealso be stored,
wideopen.call application, or restoreas well as the
just the simple telephone window contacts e-mail
Notification and database lookup prefaddress. Wh
erences are also on this tab screemideopen.call,
(Figure 5). you can store
Other call control features aremany ways of
accessed via the location tab undeareaching your
Application Options. This tab is used tacontacts, which is
modify your North American Dialing a plus. Notes can
Plan, access theelephony Control also be attached
panel, and add dialing dixes. Wthin to each contact.
the Telephony Control panel, you canAlso, notes can be
change the dialing properties, such asttached to each
adding a “9” to the dial string (Figurephone call in the
6). (See the sidebar entiti@tefix Fix Call Log.
With Wideopen.call) We also liked
eDatabase Connectivity:With the the drag-and-drop
Wideopen.call program, you can hoolkconferencing
into several types of databases for- creeapability Having
ating a screen pop. These databasassimple confer
include Polaris PackRat 5.0, Symanteencing method is
Act 2.0, TeleMagic 2.0, GoldMine, and a big plus because
Access, as well as DDE-compliantconferencing on
databases. Options for generatinghany phone sys
screen pops are shown in Figure 7. tems involves
complex and awk
OPERATIONAL TESTING ward procedures.
We really liked the ability to assignHowever, with
multiple phone numbers to each eonwideopen.call, we
tact. You can store a contastpager were able to set
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list, and the dialing | F I o
Greg Eschoo COMW [B00) 454-6754 Inibsourd
:(t)?.ltl"usegoltee atpea'icn a Rich Tebrans ™M 1 Inbound
on  Unknown Caler 8526800 Conlerence
f p p " d ';’: Rich Tehrani TMC M Conlerence
conrerence call an @ VahidHathemisn TME %155 2 Transtened to Rich T
i #  Rap Tompking TMC x50 Conference
that one person is ;.? ny!nmm M 46 Dutbound
on hold. % Hilary Inman THC ¥146 Conference
}a Mark Hoag TMC ®147 Conference
wh  GaaShkes TMC 148 Coriference
Rich Tehrari TMEC 1 Dutbound
3 Rich Teheani TMC A1 Dutbound
Press F1 for help
= Jeff Marcil [_ [ ]x]
. Usually at Home
phone number || efMarci (B60) 745-0480
Mame = Phone | Address || Actions | MNotes |
won [COVEIE () ety
Home: |(860) 745-0480
Erx: Number Setup
. =
= |

\
s |

Filename: |

Figure 2. Wideopen.call: Screen showing how

you can associate multiple phone numbers
with a single contact.

Phone Numbers

[Work | Home | Fax | Mobile | Pager | Attemate |

~ Phone Number

Country: Area:
|| Isun

Number:
|?3Hzaa

Ext.:
|?2?a

~ Dialing

¥ Dial Number
I¥ Dial Extension

I¥ Dial as Long Distance

Number Dialed: | 9 1 800 736-4239...7278

o]

Figure 3. Wideopen.call: Advanced screen for
number setup. Here, you can set up dialing prop-

Cancel | Help |

erties (and provide for such things as extensions
or whether the number is long-distance).




Application Options [ x]

{"Preferences | Call | Lacation | Driver |

. . Confirm Before Contact Card
up a four-person conference call with I Exiting Applicetion Default Page:
just a few clicks (Figure 1.) ¥ Deleting a Card
We didnt like the default that used a :
I Deleting a Log eniry ~Message Waiting Motification -

double-click on a contact record to gc
into an “edit” mode. Of course, $thice
to be able to edit your contacts. But if

¥ Sorting by Column Heading

¥ Deleting an Action item ¥ Blink Lamp and Play Sound

X I" Di i
general, you dial your contacts morg¢ rﬁ;:?:;?::rgo:;:ll Eilename: M
frequently than you edit them. So, ou 5 Transtarring & Call |

preference is to use the double-click fo
dialing contacts and the “right-click”
for editing. In fact, this is the arrange

ment found in many software programs oK | cancel | Help |
With wideopen.call, howevedialing

CREVINOEYEIVQUIRUERIIES Eigure 4. Wideopen.call: User-definable preferences and options.
name followed by a click on the smal

O O A NP A pication Options o E
the contact onto theefephone Widow, |Gl ACEICIRS TS [ x]
Of the two methods, we preferred th{ — pcences | call | Locstion | Driver |

latter But we still think a double-click
to dial would be better still.

¥ Conferencing a Call

— On Incoming Call

Of course, a diérent arrangement may ¥l O et
make sense in the Call Log screen, whe| | © Restore Telephone [ Pop Application Contact Card
you usually want to modify the Call Log " Restore Application ¥ Bring Telephone Window to Top

entry and perhaps add a note. In this cas
a double-click should bring you into
“edit” mode rather than “dialing” mode.| | .
Now; if a double-click “dials” within the | | Niicaion Enabied Play Delay (ms): [0

Contact List windowand a double-click . [CAWINDOWS\RINGIN.WAY ) =
“edits” within the Call Log, then this | | o =
could cause some confusion, not to me
tion accidental phone calls.

Perhaps preventing this sort of confu ok | _comcel | Hew |
sion is what Comdial had in mind whe
it created the phone icon for dialing
Nevertheless, we'd like to be able to se
tis option ourselves. Thus, we'd Ik (T =
see separate user-definable prefereng
(dial or edit — right-click or left double-
click) for the Contact List and the Call| = ¢Ti stit
Log within the application settings. This Country: Area: Number: Ext:
gives the user the best of both worlds. v | [z03 i [s52-6800 149

We should also note that in order t
answer a call, you have to click on th
Take Call icon. Double-clicking on the To modify Country. Area or Prefix click Telephony Control Panel.
incoming call doesmhiwork, although you

—Audible Caller Notification

MNorth American Dialing Plan... | Telephony Control Panel... ‘ %

: Dialing Prefi | Dialing Suffi
can click and drag the phone call onto th = : =
Take Call icon on the toolbdrdowevey Outside line: 9 Local: |
we feel a double-click to answer the cal Longdiswmes: |8 Long distance: |
should be allowed in the next version. ,
ROOM FOR IMPROVEMENT o il esmi| s

Although the wideopen.call program is

SESACRVCIaNRuJIEeeiniEic. Figure 6. Wideopen.call: Setup screen for modifying dialing
[epReeileSch Sy ypleVoniy NN properties, complying with the dialing plan, and accessing the
online help, the main source of “decuBy={[=Ye]jl6)s\Aele] 1A el No1) (= B
mentation,” was very good, althoug
here, too, we noticed a few omissions. Another “drag-and-drop” issue: we'dnot be added to the conference.

We liked the drag-and-drop call con like to be able to select multiple internal We realize such options arépart of
trol, but we would have liked the optionextensions and “drag” them all togetheTSAPI or TAPI. Furthermore, thers’
of simply double-clicking to perform to create a conference. If an extension i$o saying any particular phone sys
certain call control functionality not answered, then the extension woultem’s design would allow these
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ple contact databases (which can be
open when necessary), but we'd prefer
Product name: None | OK using folders, which is much quicker

PIM DDE Server - than switching between database ¢con

Startup command: |5 4 ic PackRat v5.0 - ;
SmamtacAcaZll tact) files. Wth folders, we could g@a

Personal Database Options

(NOERMO IS CIORENN 1 | o magic for Windows v2.0x = Setup nize our contacts into such categories as
internal, friends/familyhotlist, vendors,
Lookup action:  Don't look up caller Help and technical support.

il

" Display caller name only -
@ Display full caller record Wldeopen group
/ °
L ________—

Closing action: € Keep database window open after call FEATURES

€ Minimize database window after call *Graphical User Interface: The
' wideopen.group program consists of a

: _. preview window and a call windovin
Figure 7. Wideopen.call: Database connectivity features and addition, there is a toolbar on top and

options for handling lookups for screen pops. an assortment of phone icons at the bot
tom (Figure 8).
options. (For example, with our PBX,noticed that it soon became so full of <Inbound Dialing Features: The
each extension needs to be called amghone numbers and contacts that entri@sbound option allows your configura
added to the conference one at a timesjarted to scroll éfthe window We tion to reflect whether the area code
Nonetheless, we thought we'd raiseealized that if we kept adding contactsshould be stripped from all incoming
these points in case any readers wefinding any one of them could becomecalls. Stripping df the area code will
thinking of ways to improve the currentdifficult. Thus, we'd like to see folders create the number that will be used for
CTI standards. within the Contact List. The programdatabase preview and screen pop action.
We liked the Contact List, but wedoes give you the option of using multi *«Outbound Dialing Features:The

1] - 1
refix Fix With Wideopen.call

hile testing wideopen.call, we When we try to use one of our A quicker solution would be to

discovered that we were unable dial-up connections on our modem, have a system that would automati
to associate di¢érent dialing prefix it adds a “9” prefix to the phone cally omit (or add) the prefix as
preferences with diérent telephony number which we have to select andneeded. W should be able to associ
devices. This limitation, which delete before clicking on the Connecate individual dial-up connections

derives from the way Wdows 95 button. Certainlya system that auto with certain dialing properties. And
handles telephony drivers, forces younatically adds a prefix is self-defeat we should be able to associatdetif
to accept all-or-nothing options, suching if the user must delete the prefix ent telephony drivers/devices with
as always — or never — adding the before dialing out. different dialing properties. Then, the
“9” prefix. Windows 95, howeverdoes allow computer would handle all the dial

In our ofice, many of our comput you to create multiple locations to  ing variations and do all the work for
ers have two telephony drivers. In accommodate diérent dialing rules. us. (As it should be!)
these two-driver computers, we typi This helps when you are on the road In the interim (while Microsoft
cally have a modem (which uses thewith a laptop. For example, you can fixes this problem — we hope), we

Unimodem Service Provider for dial change your calling plan. recommend that Comdial add an
ing) and a TSAPI Control Panel Unfortunately changing your “loca  option within wideopen.call for
Bridge (which connects tion” requires that you go into adding prefixes. Then, wideopen.call

wideopen.call to the wideopenfisce  Control Panel, then Modems, and  wouldn't have to rely on \iidows
TSAPI server). The modems are  then Dialing Properties. Then you 95 to determine dialing prefixes.eN
hooked up to standard analog phoneenter a change in the drop-down boxcould just set the prefix to None in
lines, not our PBX, so they ddn’ to select a new location. A tedious the Telephony control panel and rely
need a “9” prefix for dialing. On the procedure, and unsuitable for stationon wideopen.call to add dialing pre
other hand, our digital phone-sets, ary desktop PCs. It would require  fixes. In fact, the other Comdial
which are hooked up to the Comdial you to change your dialing location product we reviewed,

DXP, require a “9” prefix to make an each time you changed from using wideopen.group, does usesibwn
outgoing call. the modem to using your telephone. interface for determining prefixem.
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outbound option allows you to deciddET T ]
Fis Edit Call Growp Options ‘Window Hslp

area code in outbound calls. There of L[] =3[ 2] [2][@][2]

three options: always include the are Call far 149 Farwardad

pode, never include the area code, (. S T A

include the area code according to you | @ @ Ex.  Poy |Durtion |Hald Durntion

configuration preferences. ' S o
Taking the last option can help you b =

conform to the North American Hald  Voics Mot

Numbering Plan. For example, the pro ¥

gram allows you to configure which Transter

exchanges should be treated as loc
toll, and which exchanges should b
treated as long-distance. (All othe
exchanges are treated as local.) .

When wusing this option,|

wideopen.group will determine howg  OGowMembes
number will be treated. s 2 s 2 2 8 8 8a 2 e @ =
In the case of a local UMb e | E e e I

wideopen.group will remove the ared- -
| 1Acive 10nHald | 25-Jan-97 16:45

code (if necessary); in the case of

e URTlIINTINICRIRVINCINCOERUCE Figure 8. Wideopen.group: Main screen. Note the display

CYCCRo NIRRT MERY shows two calls (one is live; the other has the caller on hold).
a prefix; in the case of a long-distanc

number it will add the area code (if
necessary) along with a prefix of 1. IOPERATIONAL TESTING It seemed as though the client wasn’
addition, the program applies the local *Log-Off Bug: You cannot change logging of of the wideopen.dite TSAPI
prefixes and stikes that have been the wideopen.group’telephony appli server properlyPerhaps the server thought
defined in the normal dialing options. cations while logged onto the programit was still connected. In any case, when
*Other Features: If you try, wideopen.group will issue awe tried to go back into wideopen.group,
-Built-in personal directory (See warning and ask if you want to logfof we got several database errors, which we
Figure 9 for the personal directoryto continue. At this point, when wehad to clear with the OK button. (One such
screen.) clicked on “Yes,” we got a log-out error read “Error #3279 occurred in mod
-Drag-and-drop  call control. time-out failure, and the applicationule: PERSDIR.BAS:PersDir_CallDB.
(Includes putting a call on hold, as welcrashed. (W saw an error message jusDatabase engine has already been initial
as answering, transferring, and confelbefore the crash that read “Logouized.”
encing a call.) Failed (Timeout) Telephony  Similar  errors  occurred  for
-Database connectivityAllows you Disabled.”) Calllog.bas and Parent.bas, as well as a
to have screen pops showing a cédler

information using data from your own| B R e
database‘) File Edit Cal Group Options ‘Window Help
- Application restoration. (Brings up ‘ﬂ ?\‘
the application on incoming calls ang
outgoing calls. If you pick up your
handset to make an outgoing call, an  LestNeme [keatng  [[#] FirstName [Tom o
access an outside line, the applicatio
will pop up on your screen.) Compeny o)
-Phone number testing. ¢ dont Title  —
actually have to make an outgoing cal| waork Address Home Address |:] Delete
to test a phone number to make sure Work City Home ciy |
dials correctly) e Home Ssts =
. . O L] ome
-Hold time and duration of call real-
time statistics. wladlide el |
-Redial last phone number Work Couny [JA__| HomeCouny [T
-Function keys. (¥u can use func work Phone HomePhone [ |
tion keys instead of the mouse to e

form call control. This feature should
appeal to call centers, since functio
key access is faster than mouse acce

Figure 9. Wideopen.group: Screen

for entering contact information.
See Figure 10 for the prograsmisplay . 2 dani 0

of function key definitions.)
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record is being locked or (more likely)/is = wideopen.group - [Calls]

that the connection isnbeing released | Eile  Edit Group  Options  Window  Help

(and that wideopen.ife still thinks = Answer - -

the user is logged on). HEN
Rather than do a “full shutdown,” we, i_;'ﬁ] \ Make .. e Pop! 4 =

decided to do a “shutdown” (“close all Conference F3

programs and logon as new user?”g W Hold F4 5 for 149 Forwarded

figured doing so would sfi€e to break Back to Held F5

the network connection and allow us

back into wideopen.group. (Besides Hang Up Fe

we didnt feel like waiting two minutes — | Zoceiviai] @ @

for the computer to shutdown and do Transfer Fa

full reboot!) As it turned out, the semi- SWer Hang Up

shutdown worked, and we were able t Screen Pop F9 @

reenter wideopen.group. !
Oddly enough, when we closed Teke Notes On Call ..

wideopen.group and then got back i Forward Calls To .. ald S e Aas

without logging onto the server (we
clicked on Cancel to avoid logging on)
we were able to change the telephon
features without crashing. Evidently

Call Information ...

Bedial Last Number

the problem isr’a matter of accessing| ||~ Redial One of Last Numbers * \nsfer

the telephony features; ratheheres Speed Dial L4

something amiss with the automati

logoff. Group Members

*Configuration: A centralized, easy- ) . .
R e s vy Figure 10. Wideopen.group: Call menu showing a list of func-

the way you want it. Note the screen
shot in Figure 1, which shows how colors mean. This legend could be posielected entryThis didnt work, either
dialing should dect the tioned at the top or bottom of the screen Just by chance, we found that dou
wideopen.group application. and could be turned on orfotlepend ble-clicking on an entry would put us
«Using The Mouse For Call Control: ing on the usés preference. into edit mode. This method is not very
In order to put a call on hold, hang up, An example of the prograsiuse of intuitive (especially since the speed dial
etc., you have to drop a call preciselgolor is shown in Figure 8, where sevuses a grid which normally doesn’
on the icon. (A little too preciselyMe eral extensions are being monitored ancquire a double-click to modify an
think the coordinates should be leosassigned color indicators according te@ntry). A more intuitive method may
ened up a bit to allow for a quick drag-extension status. A yellow phone icommrequire wideopen.group to conform
and-drop.) means the phone extension is ringingnore closely to standard iMdows 95
We noticed that if you put a call ongreen, the extension has either takeinterfaces. (See Figure 12, which -dis
hold, you can still drag the caller to thehe call or has accessed an outside linplays the speed dial GUL.)
hang-up icon without bringing up theblack, the phone is on-hook and not in It appeared that the speed dial feature
standard “unavailable” symbol (a blackuse. D indicate ofhook status on interprets pause characters (such as
circle with a line through it). The internal extension calls, the handset ooommas) as part of the phone number
absence of the unavailable symbothe phone icon will still be black, butwe had our waydialing a phone num
would seem to indicate that you carthe handset will move up a bit. ber such as “1-800-555-5555,,,1234"
hang up on a caller who is on hold, but *Speed Dialing:We loved the speed would include a pause to allow time for
in fact you cart. You have to answer dial capabilities in wideopen.group.a connection to be established and for
the call first, and then hang-up. With just two mouse clicks you can callan auto-attendant to pick up. Then, after
In general, 5 best if the display your spouse, your brokeyour favorite the pause, wideopen.group would auto
somehow reflects the options that arsuppliers, etc. \& did have one preb matically enter the extension.
available to you. Thus, it might help iflem, howeverwhen we tried to modify ~ Unfortunately wideopen.group
the hang-up icon could be “grayed outbne of the speed dial entrieseWidnt seems to interpret a number with pause
with respect to a call on hold.see an edit button. characters as an international number
Alternatively, a warning message could We tried clicking on it and then doingso it adds a (Ll prefix. Evidently the
appear to remind you that you musa single-click, which is how Wdows commas count toward total phone nrum
pick up a call that has been put on hol&xplorer and many other Mlows 95 ber length, the property that
before you can hang up. programs allow you to rename file/datavideopen.group uses to decide whether
«Colors: We would like to see a leg entries. The single-click method ditin’ a call is international.
end or key indicating what the tifent work. We tried hitting Enter on the The only workaround we could come
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up with for this bug is to turn bthe |[FErIIIEEL HE o

“Use Dialing Options when Making a
Call” option in the Configure screen. =
Then, you make sure you always enté¢ ‘ v X
the correct phone number exactly a

you would dial it by hand, including| /%P [[|repkeRton Xtp iy Options
prefixes, area codes (or no area codq |_p:in9 = User Name: | |
etc. This solution, howevgmbs you of Application _ % Show Title Screen at Startup
the some of the programpower and SOLEK e Limich Applicalios Butions
flex!blllty by disabling the I_Dlalmg. wEdamalCS. .. File Nome] | ser.. |
Options (such as the automatic parsin Scraan Pop = ER —
of area codes or the removal or additio|  [=Grawe 1 | Came
of prefixes and sfikes). Gty Menkiess EheHame] | _set.. ||
Fixing this bug by modifying the | ||~ e o dow S e :
source code would be a simple jobe W Sereen Pop O Never
encourage Comdial to implement thig | "5 ne Soroe C On Incoming Calls
suggestion in wideopen.grosp’next M Bompte ;g:z':ﬁ::ﬁ"
release, and thereby avoid havin Eeasiosi : '
phone numbers misinterpreted as beir| Telephony Server = ¥ Minimize After Call Treatment
international. '
Another problem is that wide- i e e

open.group doeshallow for pauses in
the dial string. Comdial told us that Figure 11. Wideopen.group:
they are aware of this issue and meras “100 Chris,” “101 John,” and “O LESAVCaitiR=1iRVETg ig (=il [\
tioned that it has to do with the TSAPIOperato’ What's great about this fea [elileltleld(e]iRo (=TT RN 13 (
specification and not their programture is that the phone icons actuallyzlelellleciileliReleliiile]Vl= dle ] N}
(For more on dialing options, see thenove and change colors. If one of thdeLl=liL\ Al Tl Re E e E)YTe B
sidebar entitledn A Connecticut State persons on your “favorite extension list’
Of Mind.) picks up their handset, you will actuallymanagers who need to monitor their
 Adding ExtensionsOne of the neat see the handset on the phone icon lift upgents. I8 also great for anyone who
est features of wideopen.group is th&hen, if that person presses a button taeeds to talk to a co-workelf you
ability to add frequently called exten access an outside line (“9” or “8” ornotice that the person you need is on
sions to the bottom of the screen. Thesanother button on the phone), the phorie phone, you dohhave to waste your
numeric extensions can also be assignéebn will actually turn green. time dialing their extension. ot can
names. So, you might see numbers suchThis feature will appeal to call centerwait until the phone icon goes back to
it's on-hook state.

Besides saving time, this feature can
prevent a lot of aggravation. Most of us
know how distracting it is to be on the
phone and have the same person call

d your extension every two minutes
Ad checking to see if you arefdhe phone
yet. Often these internal calls include a
Number: series of beeps or tones that can disrupt
your current conversation.

This feature alone emboldens us to
recommend it to just about anyone who

' Speed Dial Options

" Speed Dial Member Information

Name:

' Speed Dial List can aford it. Co-workers in our dite
___________________________________ who have tried it now refuse to do with
Number i Delete out it. (See Figure 8, which shows the
1-860-777-7777 ’ - color-coded phone extensions at the
Jefftheater 1-860-777-1234 bottom of the main windoyy
YWork-rmain 203-852-6800 *Call Log: This is another feature
Greg Eschoo-CDW | 1-800-736-4239 call center managers will find useful. It
Luiski Int' 800-454-8754 keeps a log of every call (Figure 14).

The Call Log is also useful to the agent,
who can use it to monitor his or her per
o formance. The only drawback to the
Figure 12. Wideopen.group: GUI for adding Call Log is securityThe Call Log can
speed dials to wideopen.group. be reset by anyone using the program,
including the call center agent. There is
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no password mechanism that wouldtive. We've been told that refinementsthe group member icons by name.
limit access to the call center manageto implement a more consistent ¢More Buttons: There should be a
(This is definitely a Room For Windows 95 “look and feel” were in button on the toolbar for customizing

Improvement item.) the works. and changing speed list numbers with
eMultiple Group Member Lists: out having to go into the “Configure”
ROOM FOR IMPROVEMENT We'd like to see multiple “group mem screen. A Conference button should be

*Windows 95 GUI Compliance: ber” lists (such as department groups available, should the user not wish to
Issues include wideopen.groapise of personal groups to hold the phone Arundrag-and-drop.
a lage X icon for cancel, a check-markbers of friends, familyetc.) that could It's possible that a Conference button
icon instead of an OK button, and somée changed on-the-fhAlso, we’d like was omitted by design, to encourage
other strange icons. Bubble help wouldo be able to rearrange (drag-and-drop)sers to take advantage of the drag-and-
have been helpful. Also, as mentionethe Group Member icons at the bottondrop functionality (Other options for
earlier a double-click to edit the fieldsof the main screen to suit the user conferencing, such as a function key
for speed dialing seems counterintutastes. Current)yall you can do is sort and a menu option, are unlikely to

n A connecticut state Of Mind exchanges within our state, this
option is impractical.
We suspect the wideopen.group
software was developed in a state
e encountered a problem with ~ 838-4070, should be dialed as 838- that has rules diérent from those in
dialing options that we might 4070. Wdeopen.group, however Connecticut. Although the softwase’
have missed were we not located in added a “1” prefix and dialed it as 1- dialing options are flexible enough to
Connecticut, a state where you may 838-4070, which is actually how we get every state to work, entering
have to pay long-distance chas used to dial long-distance numbers  every local exchange can be quite a
even if you make calls to numbers  within our state. W also tried dialing a chore. Instead, we would like to see
within your area code. In addition,  long-distance number within our area a check box for turning on an
you have to use the area code for angode (203-734-5644). MEopen.group “exclude” mode. What this would do
long-distance call, even if the numberchanged the number to 734-5644, s reverse the logic on just the long-
you are dialing shares your area codewhich is incorrect. The program treat distance exchange box, which cur
In our area, some local exchanges ed the call as a local call because of rently uses “include” logic. The logic
are considered local calls; and others, the 203 area code (Figure 13). would then be, “if the number exists
long-distance. \Wadded a couple of The only way around these dialingin the long-distance exchange box,
the local exchanges (852 and 838) to problems would be to add all the  then exclude this number as being a
the local exchange box within long-distance exchanges in our statelong-distance numbgrBetter yet,
wideopen.group. A call to a number to the long-distance box. Since therethe program could have an option
with one of these exchanges, say 203are hundreds of these long-distance box to include or exclude the area
code for a local exchange, and anoth
== wideopen.group - [Advanced Dialing Plan] er option box to include or exclude
the prefix “1” for a local exchange.
@ This would be a much more user-
friendly and intuitive solution.
Out of all the products we have

Eﬁs:ﬂ:i:u Code : I“:r(::]n:::ixchanges;lnd Prefixs Se.en '_thUS fa'the beSt in te.rms Of .
r——— stripping area codes, adding prefixes,
— Inbound o - etc. is Widcard's SatisRXtion-On-
R Demand (reviewed in vol. 2, no.1).
— Outbiound We suggest programmers and devel
E;‘z‘:; el s opers look at this prograsimodel
@® Include Based On Local Exchanges Add | Delete | for dlallng u
1 Vi
C Local Toll ~Test Dialing Plan - N Figure 13. Wideopen.group:
@ Long Distance Test Number.  [703-734-5644 ] Powerful dialing setup
B roeeon B0 screen, which modifies
I phone numbers (based on
Add | Delete | |[ Test Qutbound g Test Inbound | whether they are "|ong dis_
- i tance”’ or “local”) to ensure
29-Jan-97 1707 they are dialed COI"I"eCtly.
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== wideopen.group - [Call Log]
File Edit Call Group Options Window Help

e EsPEE

1/28/97 1/28/97 |00:00:03 149 |Qutbound ~ |External | Unknawn -1
B:16:10 PM 6:16:13 PM .
1/28/97 |1/28/97 |o0:00:04  |149 |Outbound  |Intemal | Intemal 164 Figure 14. Wideopen.group:
?i’zﬁaﬁg?PM ?iﬂaﬂg?m e T T T o™ Call log screen, which can be
1/28f! 1728/ 001 14 utbound Intermal Internal 11 i H
22957 PM | 73007 PM | | | used for reporting and moni
1/29/97  1/29/97 000424 |14 Outbound  Intemal  Internal 150 toring.
125005PM |12:5429PM | _ | |
1/29/97 1429797 00:04:24 149 Cutbound | Internal | Intermnal 148
125005PM  [12:54.29PM | L | S| S S
1429497 1429497 | 00:03:49 149 | Outhound | Intemal | Intermal 147 147
125035PM | 12:5424PM | _ | [ | | |
129497 1429497 00:00:37 149 Outbound  |External | Unknawn -1
44156 PM | 44233PM | | | _ |
129497 1/29/97 00:00:03 149 Outbound  |External | Unknown -1
443:27PM  |44330PM | I L
1729497 1729497 | 00:04:27 149 QOutbound  |Intemal | Internal 150 150
44530PM  44357PM | | | | |
1/29/97 1/29/97 |o0:04:27 149 Outbound | Intemal Intemal 147 147
44530PM | 44957PM | ; | | | | _
1/29/97 1/29/97 |o0:0427 149 Outbound  |Intemal  |Intemal 146 146
445:30PM  (44957PM | . | | | | . |
1729497 1/29/97 00:02:21 149 Outbound  |Intemal Internal 146 146
446:05PM | 4:48:26 PM | | |
»

| 23-Jan-97 | 1659
divert users. But a conference buttoifQNCLUSION We will implement wideopen.group at
could lead people to fget all about the  goth wideopen.group and every desktop very soon. 8\will also

drag-and-drop.) Still, our philosophy iswideopen.call are excellent productsinstall wideopen.call on several machines
that users (or at least system admini®Both are easy to use, and both are gredid leave it up to the users to decide
trators) should be able to satisfy theiproductivity enhancers. Although weWwhich program they prefer

own preferences. ThUS., we'd like Userguggested improvemehts throughout
to be able to show or hide a ConferenCﬁ]is review we did so out of our enthu

button at their discretion. After a”,siasm for the products_ They are s

drag-and-drop, which is admittedly acjose to perfection, thinking of ways to Amanda@Work.Group

great feature, is not for everyone.  make the products a little more perfec
+Phone Icons:We found that the pro js almost too easy

gram was a bit finicky in accepting Wwideopen.group encompasses seve

“dOUb'?-C"CkS” on phone_ icons to d|a|a| aspects of CTI, inc|uding screer

extensions. Sometimes it took two Oi)ops7 database Connectiviand sever

three tries (double-clicks) to make a calla| dialing methods and capabilities.

Most of these features are nearly-pel

m fect. The only thing that may need a lit
tle work concerns the dialing methods.

The Automatic Answer (tAR)

27121 Calle Arroyo, Building 2200
San Juan Capistrano, CA 92675

Ph: 714-661-2660; Fx: 714-661-0998
E-Mail: sales@taa.com

Web Site: wwwtaa.com

Wideopen.office Keep in mind, howevethat many CTI
Installation: 4.90 products haven’ even attempted to manda@Wrk.Group, the Automatic
Documentation: 4.75 tackle the problem of stripping areaAAnswel‘s entry-level product for
codes, figuring out if a call is local, etc peer-to-peer messaging envifon

These products usually have you mamments, is a user-friendly and feature-
ually edit the number before dialing. Orich voice and fax messaging system.
they simply dial incorrectlyAt least (Amanda stands for Automated
wideopen.group makes an attempt tdessaging and Answering.) It allows

Wideopen.call
Installation: 4.90
Documentation: 3.90

Features: 4.90 correct phone numbers. you to perform call control from a PC.
GUI: 4.85 Thus, we cam’complain too much if Instead of a phone, you use simple,
the dialing methods ardan’perfect. Windows-based menus and commands
Wideopen.gr oup Nevertheless, if Comdial and Q.SySo answer calls, perform conferencing,
Installation: 4.90 implement some of our suggestions foput calls on hold, accomplish transfers,
Documentation: 4.95 the dialing methods, then wideopen.groupnd access other call control features.
Features: 4.75 will receive even higher praise from our Version 6.01 (revision A) of
GUI: 4.80 CTl Labs team! Regardless, we ardmanda@Vérk.Group expands upon

extremely impressed with this producttAA’s Amanda@\W’rk through its LAN
Subscribe FREE online at www.ctimag.com CTI™ Vol.2(2) 4l
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EIEEELE

Figure 15. Amanda@Work.Group: Administration screen.

The Automatic Answer's Started: Tue Feb 04 1997 01:31:49 =
Amanda@Work.Group Shutdown: Tue Feb 11 1997 01:30:00 —
Call Processing System Time: Tue Feb 04 1997 14:05:52
~VYersion ~ Mext Motify ~Fax
Software: 6.01 User ID: NONE
Voice ‘When: NEVER
Board Driver: 5.54
Disk space free.  32h 58m Busy count: Mo. of calls taken: 8
CPU free: 98% 0 Mo. of users on system: 108
Port Type Status User ID Calls Last Used
[0 Answer RECORDING 149 8 Feb 04 14:05
2 Answer IDLE NOMNE 1} MEVER
1 2
For Help, press F1 131301

Clients” disk and a “User Clients” disk.

The installation of the client software
was very straightforward. Basicallgll
we had to do was indicate which folder
we wanted to copy the files to.endid
encounter dffculty, howeveywhen we
tried to access the Amanda server
fact, this problem is what accounts for
the product 4.25 installation rating.
(For all the details, see the Operational
Testing section of this review

DOCUMENTATION

The documentation was excellent. It
included a thorough index table, lots of
screenshots, detailed explanations of
each function, and a glossaAlso, the
manuals included diagrams that
explained conceptually how the
Amanda system works, which was a
nice touch.

The online help had lots of informa

access to clients, giving you CTIple informational (audiotext) attendanttion, but we sometimes had fititilty
capabilities. So, if you addAmanda@Verk.Group supports up to finding what we needed.ofreview the
Amanda@Verk.Group to a network 24 ports. The \WMdows NT version, available topics, which were listed one-
server client PCs will be able to dis called Amanda@Lage.NT, will handle by-one on various menu screens, we
play and play phone messages, eith@nany ports for lage corporations.

through a phone handset or over spea
ers on a multimedia PC.

k
INSTALLATION

found ourselves doing a lot of scrolling.
Also, many of the menu screens had
several features and options. When we

Amanda can be configured as your The Amanda server we used to tegtlicked on Help in these menu screens,

primary attendant to answer all incomdrive

Amanda@Wrk.Group was We were confronted with help screens

ing calls, to direct calls, and to takeshipped to us by tAA with the serverthat presented tons of information.

voice mail if an agent is unavailable software fully installed. & basically

We'd like to suggest that tAA intro

Amanda can also be configured as a sebiad one of their turnkey systems. Thugluce help screens that have screenshots
ondary attendant, anfafuty attendant we didnt have to install any softwarein them. (This sort of help is already
(24 hour access to messages for emplogn the serverOn the client side, we available with several software pack
ees), a voice messaging centera sim

#. Amanda Mezzenger - Meszage Statistics

System Edt Miew Messages Play Fax Options Window Help

D] [

L.

Feb 04 13:49:53| Outside
. New Messages

Feb 04 13:56:07
Feb 0% 13:57:2y)

Bf Mezzage Statistics

Mumber of Cunrent Messages:

Number of New Messages:

Number of Fares:

Number of Urgent Messages:
New + Current Totals: Seconds
Overall Total Messages: !
Figure 16. Amanda@Work.Group: Messenger’'s message statistics.

42 CTI™ Vol.2(2)

installed two disks, an “Administrative 8ges.) Then, you could access informa

tion on a given feature by clicking on

the appropriate area within a screen

shot. Regardless, the documentation
was impressive overall, and we gave it
a rating of 4.90.

COMPONENTS

e Amanda Administrator: This pre
gram allows you to monitor CPU idle
time, busy counts, number of calls
taken, startup and shutdown times,-cur
rent status of lines, etc.

* Amanda MessengenVith this pre
gram, you can play your voice mes
sages as well as display or print your
personal faxes. In addition, you can
configure up to ten notifications for
messages. Such notifications include
call you at a certain numhegrage you,
etc. You can set multiple notifications
as well as determine when certain noti
fication methods will be in &ct. For
example, you can schedule your pager

Subscribe FREE online at www.ctimag.com



to only work on weekdays, 24 hours ¢ Mlnlmum SVStem Requlrements

day between 9:00 am and 5:00 pm, et¢ « Dedicated PC
* Intel 486SX or faster processor

* Amanda Dialer: This program lets <4 MB RAM
you dial a number that is located ir «170 MB or lager hard disk drive
another application. Basicallyou just (maximum access time should be no greater than 14 ms.)
select the phone number with you «VGA video
mouse, click on the Amanda Phont «3.5” floppy disk drive
Dialer icon (which always appears or «\boice boards: Rhetorex RDSP2132, Rhetorex RDSP4132
top of other windows), and right-click « Optional: Class 2 fax modem
on the selected phone numb&hese
actions trigger the appearance of a dia
log box that allows you to dial the
selected number(A nice feature, but
copy/paste would work just as well.)

e« Amanda Monitor: This program
indicates the status of each port on tr
system, as well as the activity at eac
port. (This prograns interface is
shown in Figure 15.)

FEATURES
Amanda offers an impressive array of
customization capabilities, many of

which are described belown addition,

Amanda has a pretty decent and use

friendly GUI. The main GUI screen,

which handles calls, e-mails, voice f—
mails, faxes, etc., is shown in Figure 1€

* Amanda And The TUI: Amanda
Messenger and the TUI (telephone ust

interface) have nearly identical fea
tures. With Amanda Messengeryou
use the mouse; with the TUI, you ust
the touch-tone keypad. The feature
these interfaces share include the fo
lowing:

Continuous Play/DeletéA user may

request continuous playback of all mes
sages. Also, the user may opt to contir
uously delete all messages once pla
back has ended.

Date And Tme Stamp:Every mes
sage can give the date and time it we

recorded. It can be configured per mail
box and played back automatically, or
at the usés request, per message.

Forward/Copy: After hearing a mes
sage, the user can forward a copy of it t
another userA message prefix can alsc
be recorded and sent with the messag

Future Deliver: After a message has
been recorded, Amanda can be tol
when to deliver it to the usebelivery
times can be set in minutes, hours
days, months, or years.

Guest IDs:Users may create mail
boxes (if configured in system) for
guests, providing private communica
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tions between the user and the guest. your newest messages first by pressingdan provide callers with various
Lists: Each user can build seven privater 4 on the phone keypad, respectivelyoptions along with this greeting.

lists to allow them to forward existing or Safe Message Ruyg: You can pre Call Queuing: Amanda gives the

new messages to many users at one tinggam Amanda to delete old messagesaller an option to hold after reaching a

Lists may also be built on-the-fly and to issue a warning before doing sdousy extension. Callers holding for the
Message NotificationAmanda can You can listen to old messages beforextension are then transferred in order

notify a user many ways (by turning orthey are pwged, or you can re-save themfrom the queue.

a message waiting light, by calling a Un-Delete Message¥ou can retrieve  Call Sceening: When enabled, this

digital pager etc.) The number accidentally erased messages. feature will request the name and com

Amanda notifies can also be changed. Urgent Message#A message can bepany of your caller before transferring
Multiple User Geetings:Each user recorded for a user with a priority headthe call to you. If you answgyou may

can record seven (i#frent greetings. er, which will make it the first messageaccept or forward the call or have

These greetings may be changed by thike user hears. Amanda take a message.

user at any time or can be scheduled toVolume Contol: You can increase or Chaining: The three types of chain

change automatically by time of daydecrease the playback volume of a me#g include: Done, Ring No Answer

and day of week. sage. and Busy After processing a call,
Playback Conil: While listening to Amanda can chain the caller to another

a message, you can fast forward or « Automated Attendant Features:  user or box.

rewind it in five-second increments. Automatic SchedulerThe system Do Not Disturb:When enabled, this

Private MessagesMessages can beadministrator can schedule whichfeature will make sure calls are not
recorded for a user such that only he/stgreetings to play and which extensiortransferred to your extension. Callers
may hear them. They cannot be-forto ring. Also, you can change the “dammediately hear your greeting, and
warded to another user/box accidentallyiot disturb” or call screening attributesAmanda takes their messages.

Receipt ¥rification: When sending a that will be in efect at diferent times,  Foreign Language RPmpts:Amanda
message to a usenr list of users, the days, and dates. can speak to your callers in any number
sender can request that Amanda sendAudiotext:Information-only mailbox of languages you choose.
back a message verifying the messages can be set up to provide callers with Group Patitions: You may define
was received. answers to frequently asked questions.which boxes, callers, and users can

Retrieval Contol On The TUI:After Busy Geetings: You may record a access Amanda. This prevents acciden
selecting 1 to play your messages, yocustom greeting to let your callerstal access to confidential information.
may play your oldest messages first dknow you are on the phone. Also, you Greeting BypassBy pressing the #

sign twice, a caller can bypass your greet
_ ing and begin recording his/her message.
Greeting Restdr After Amanda
processes a call (takes a message, plays
H = audiotext, or checks messages), a user
|9Ctromc SEt Emlllatlﬂn can chain back to the main system
greeting for further system access.
Port Selectable Ggetings Amanda

AA’s product development compared to the digital integration may answer with diérent greetings on

emphasizes electronic set emula offered by the proprietary telephone a per-port basis. This feature allows
tion, advanced system integration, equipment manufacturer you to have more than one company on
text-to-speech, speech recognition,  Electronic set emulation is a tech  a single machine.
upward compatibilityand enter nology that seamlessly integrates Single-Digit Menus:With this fea
prisewide messaging solutions. tAA’s voice processing systems ture, callers can enter a single digit to
Electronic set emulation, in particu with selected manufacturerhost route themselves through the system.
lar, differentiates tAAs Amanda telephone equipment. The integra Basically this feature makes Amanda

from the kinds of products f&fred tion is accomplished such that tAA  an easy-to-use call processor
by telephone equipment manufac Amanda voice processing functions Universal Pots: You may use one or

tures. Historicallythese manufactur appear as if they were accessed more of Amanda ports to answer calls
ers devised proprietary architecturesdirectly from a hoss own propr as well as perform message notification
to discourage the use of telephone etary electronic telephone sets — tasks.

sets or voice processing systems regardless of manufacturer \obice Forms:Amanda can ask callers
offered by competing companies. This technological innovation a series of up to 20 questions, take a

In most instances, a competitor makes it possible for tAA to serve message for each, and store them for
must connect its system to the host previously closed market segments  playback as one continuous message.
telephone system via an analogteledominated by companies likeT&T,

phone interface. This analog tele  Nortel, Rolm, and NEC. Electronic * Enhanced Features:

phone port is often an expensive  set emulation is a powerful strategy Automatic Maintenance:/Amanda
alternative that makes the competi that will significantly contribute to automatically checks disk usage, time
tor's ofiering less attractive when  tAA's plans for rapid growtm drift, voice processing boards, and-sys
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tem functions on a regular basis. T1, DID, And SMDI Supptr Network Bindings were the source of
Fax-On-Demand:With Amandas Amanda@Veérk.Group can be installed the trouble. & thought the TCP/IP pro
Token Programming language, you caand integrated with virtually any com tocol might be interfering with the

create unique fax-on-demand applicamunications system. NetBEUI protocol. So, we went into the
tions that allow callers to retrieve infor Network portion of the Control Panel
mation stored on disk. OPERATIONAL TESTING and changed the properties of NetBEUI

Fax Mail (Stoe-And-Foward): « Connecting D The ServerWhen to make it the “default protocol.” After
With the Token Programming lan we first ran the Amanda Administratorrebooting, we still got the “server
guage, Amanda can be configured tand entered the password, we receivachavailable” error message, so we
store faxed documents for individuala “server unavailable” error messageremoved the TCP/IP protocol entirely
users. They can then retrieve th&Ve thought the network wire might beWe still couldnt access the server
fax(es), up to 20 at one time, from aad, but it checked out fine.oTsee @ We called Amanda’ technical sup
remote location. This feature can bevhether the problem was the networlport, which that same day had a confer
useful if you are on the road and needonnection, we installed NetBEUI onence call with Microsoft about the very
to check your messages. one of our Vihdows 95 test machines.problem we were having. (Lucky for

Programmable Dial Strings:You (At present, the Amanda server runsis, since we were running out of ideas.
may have specific dial actions proonly with the NetBEUI protocol. If we had called earlieAmandas tech
grammed to access virtually limitlessTCP/IP is in the works.) nical support might have been as-baf
call handling actions. We ran the command “net diag” onfled as we were!) It turned out the

Remote Acces¥our system may be the Amanda server (which usesource of our problem was a bug with
accessed remotely by your installer t&orkgroup for DOS to provide network Microsoft's “Dial-Up Adapter” in the
make changes and system update®nnectivity) and on the Wdows 95 Network Bindings.
without visiting your site. client, and we determined that the two It appears that the order in which you

Repoting: You can request reportsmachines were able to see each othadd the Dial-Up Adapter (in relation to
detailing information about calls over the network. So now we knew thehe other network protocols) can have
processed, messages taken, and otl@oblem wasr’the network connection. some strange consequences, such as the
parameters measured by Amanda. Next, we considered whether theabsence of certain kinds of network

NOBLE R{\ARk}'
B/W
4/C
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functionality It has something to do
with the “binding” order in the Registry

The technician told us that if the Dial] GREETING FOR COMRNY GREETING USER ID (990)
Up Adapter was added first, it tries tg FOR EXAMPLE:“T hank you for calling The Automaic
make a dial-up connection to connect t Answer. For English pess 1. Br Spanish..
a network, rather than using your loca + T
network. V& didnt see any dial-up cen : AMANDA
nection popping up, but we removed th | Caller entes a men choice or User ID _L TT%FEJSSESSII:S
Dial-Up Adapter as the technician sug ¢INVALID OR NO ENTRY
gested, and then everthmg worked-pe Amanda pocesses the Done Chaialfl for the compay
fectly. We logged into Amanda Greeting User ID (9 default the Done Chairigfld contains
Administrator with no problems. User ID 991).
We couldnt blame tAA or the com +

panys software for this complication, GREETING FOR CALLER INSTRCTIONS USER ID (991
but we do hope that tAA will add this -

blem to a troubleshootin age if FOR EXAMPLE:“To reat the peson you ae calling enter
prol _ g pag that pessons etension. ler information sbout our compa
their documentation, a README.1ST| products,and sevices,press 1. Br Customer Suppbrpress
file, or an addendum sheet entitle 2. For Salespress 3. Br Accounting press 4.To access the
“READ ME NOW!” ' g?s%ggﬁ ?rllgclfgg enter 41170 read an Opegtor, press O

[Note: tAA offers free support to its
resellers and their registered end uset * VALID
End users receive six months basic sy, _| Caller entes a men choice or User ID I—
tem administration support.]
INVALID y NOENTRY

 User-ID Mapping: Amanda$ user-
ID mapping resembles Expert System’

EASE, an application generator tha contains User ID 0).

maps “labels” to certain actions.
(Although the EASE labels perform
functions diferent from those per
formed by Amanda’ user IDs, the pred
ucts are similar on a conceptual level.)

Basically the user-ID is a record

within Amandas database. The user-|Dresults in powerful functionalityHeres

Call Processing Diagram

Amanda ansers a NEW CALL and pcesses the Compar]
Greeting User ID (f default this is a User ID 990).

Y

Amanda pocesses the Done Chaigldl for the Caller
Instructions User ID ( default the Done Chairidld

user-ID and the user extension are LiAlECMVA
usually the same number Amanda@Work.Group:

Maintaining the distinction between kUG LEIURIFIENTER
the user-ID and the userextension KSGUNLele=HE IR

is distinct from the usés extension, NOW: All of Amanda$ user-IDs are (|f you're not confused yet, read on.)
which is the number which must beStored in a single database, so no two | g digit is not mapped to a menu
dialed to transfer a call. Regardless, théSers have the same numiieor exam number it treats the entered digit as a

Notification Options

¥ Make Title Flash
 Make Window Active Cancel

¥ Restore if Minimized
Help |

Figure 18.
Amanda@Work.Group:
Notification options.

ple, you have only one user-ID Oyser-ID. For example, if a 0 is not
which is usually the operatofo use 0 mapped, and a caller enters 0, the caller
more than once, Amanda provides-sinyjl| read user-ID 0, which usually is the
gle-digit menus (IVR). When you gperator As another example, if you
define a single-digit menu, you map &nter 234, and that user-ID is not mapped
user-ID to each menu item (1-9 and O)p, that menu, then Amanda assumes it is
Suppose you are currently in user-IDy yser-ID and transfers the call to that
100, and you press 0. If user-ID 10Q;ser-ID (assuming that number exists as a
maps 0 to user-ID 234 rather than thgser-|D, otherwise it will return an error).
operator designated as 0, Amanda will \we |ike the way Amanda provides
send callers to user-ID 234. Thus, yoyoth call control and nested sub-menus
can easily create menus and nested sula mapped user-IDs. This elegant solu
menus, and re-use the same user-IDgon makes the creation of IVR systems

There is a caller on hold for you.

T Y ]|  Cick and easyAiso, depending on the

fields associated with a particular user-
Time Out: pesing ID, Amanda uses the contents of that
user-IDs Extension Field, Done Chain
Help I Field, Busy Chain Field, or RNA (Ring

No Answer) Chain Field to determine

what to do next. (By default, user-ID
Hold ] Take Message 990 is the company greeting, but this can

be changed.)d see the power and flow

Figure 19. Amanda@Work.Group: Waiting call alert. of Amandas call processing through the
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use of user-IDs, see Figure 17.
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Take Message Greeling I_ Greetings E

 Time Out sec. ~Ring No A . Creation and Review
?‘::i':ma“ S Greeting: | THNNNN ~ | = : Play
2 Short hold [ Leko Messape | - Cusating

Transfes b ; - [45 .
i fimeh s | Mazimum Length: " Name and Extension Record I

5 Night

3 Edit Mame... " Custom Busy
7 TR | Import... I

-~ Custom Busy 1

Figure 20. M On Maximum Length: [15 |
Amanda@Work.Group: Take * -

message greeting.

e Call Screening: Amandas call
screening starts with the systenSZle[V[¢-R kBN F13Te EIGA) (o] [ ef o]l o B el g=I=14 7] [
prompting the caller to state his/he
name and companyf the call is for (which we will explain in a moment).  « Multiple Greetings: Amanda
you, Amanda notifies you at your With Amanda$ call screening, you allows you to record up to sevenfedit
desktop, using the call notificationknow what to do with callers beforeent greetings. \&/particularly liked this
method of your choice (Figure 18).they can reach you. Since you have thieature (see Figure 20). Greetings may
Notification methods include a flash advantage of knowing who is calling,be changed by the user at any time or
ing minimized icon, the playing of ayou have time to look up the caller inscheduled to change automatically by
WAV file, a pop up from Amanda your database or collect whatever notetime of day and day of week. Thus, you
Messengeretc. Using the mouse, youyou have on the caller could set up greetings such as “I'm at
can elect to listen to the recorded But what about automatedlunch...,” “'m almost done with this
callers name over your multimediadatabase lookups? At presentcaller Please hold...,” “I have left for
PC. Then, you can decide what to d&émanda@Wrk.Group does not sup the day...,” “I will be on vacation from
with the caller (Figure 19). o can port caller ID and database lookupsJune 1 to June 10...,” etc.
transfer the caller to your voice mail oHowever the Windows NT version of  Settings for greetings are easily
your assistant, you can answer thAmanda, called Amanda@lge.NT, modified in a user-friendly screen
caller, or you can play a special greetingvill have this feature built-in. (Figure 21). Yu can also choose

”’ Push The

Envelope/
Call For Papers

Since we launche@Tl™, our purpose has been to provide the mgst
objective and credible forum on computer-telephony integratibn.
The response from our readers has been extremely gratifying}jand
tells us that we are succeeding in this endeavor

To enhance our standing as the voice of integrity in the ¢TI

industry we are making every feft to represent the broade
e at CTI™ magazine range of industry experts.&\invite you to consider contributin
W L. editorial — technological treatises, unique case studies, applica
invite our readers tion developments, etc. Acceptance of contributed pieces willl be
to contact us with comments, ?r.;ag‘i??ng;ev;/gther our readers would find the articles relevaijt to
guestions, or suggestions. If you are interested in submitting articles, please contact usjfor
editorial guidelines, or simply send outlines and story propogals
If you have any to our editorial department.
Input/Feedback, we E-mail: editorial@ctimag.com
encourage you to send e-mail Snail mail: €TI™, 1 Technology Plaza,
o Norwalk, CT USA 06854
(editorial@tmcnet.com), or (Send aticles on a 3.5” floppyMicrosoft Viérd-compatible diskette.)
snail mail (CTl, 1 Technology Ph: 203-852-6800, ext. 12%x: 203-853-2845.
Plaza, Norwalk, CT 06854). CTI ™
The Voice Of Integrity On The Industry’s Frontier
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- Play/Record Settings
~Telephone [v Notify about New Message

Extension: Notification... |

[V Wait for Answer

Sound Card —_— ¥ Manage Waiting Calls
[ Use Speakers MNotification... | Configuration... I
[ Use Microphone ~ User ID Name Display
~ Stereo Import Conversion — @ User ID Followed by Name
@ Left Ch | " Name Followed by User ID
¢ Right Channel € User ID Only
" Average of Both " Name Only
v Autosave New Messages [V Prompt to Empty Trash Bin on Exit

ok | Cancel | Help

Figure 22. Amanda@Work.Group: Workstation options.

Workstation Options K/l CTI LABS

shouldnt have this capability at their
desk. This call screening functionali
ty, which can be delivered over a
multi-media PC, can make use of a
sound card or not, as well as the-dif
ferent notification options in the
Workstation Options screen (Figure
22). To see how to access other impor
tant functionality such as “do not dis
turb,” “call screening,” and “play date
and time,” refer to the screenshot in
Figure 23.

The Waiting Call Configuration
screen allows you to set hold greetings,
take message greetings, as well as
transfer greetings (Figure 24). In addi
tion, you set up a personal transfer list
from this screen.

ROOM FOR IMPROVEMENT

We'd like to see the Amanda
Messenger integrated with Microsoft
Exchange for storing faxes, e-mail
messages, and voice mail messages.
Thus, we look forward to seeing the NT

which greeting to play when anversion, which will be Exchange-com
incoming call comes in. Thus, if youpliant. A 32-bit version of the Amanda
I Bio Not Disturt) are on the phone, and are almost dorMessenger would also be a nice addi
¥ Coll Screening with the call, you can click a button totion. Finally as previously mentioned,
I \dentity Called Party Cancel _ | say to the other callefI'm on the Amlacrjldas hdo;:umeztjatlodn should
- hone, but I am almost through.include a sheet or adaendum warning
PRebuetlime uy | | Dioass hold and | will be right withthat Microsofts Dial-Up Adapter can
you.” Thus, you will never miss ancause problems with the NetBEUI pro

Figure 23. important customerand will avoid a tocol.

Amanda@Work.Group: Basic game of phone tag.

options. There is no reason why everyondONCLUSION

Waiting Call Configuration E3

Transfer to User ID: [Prompl

~ Settings
Hold Greeting: |E|11;I|1r|1 Busy ]
Take Message Greeting: |4 Lunch l
Cancel
Transfer Greeting: |I|.—'|r|sfm Greeting ]
l Help

Time Out: sec. v Default

~ Personal Transfer List
User ID List: Personal List:

0 - 111
100 155
101
102
103
104 s

>> Add >»> I << Remove << I

Figure 24. Amanda@Work.Group: Waiting call configuration.
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tAA’s Amanda@Wrk.Group can be
summed up in one word — customiz
able. Amanda is easy to configure and
set up. Options can be changed, menus
can be customized, and user prefer
ences can be modified very quickly
Setting up and configuring the auto-
attendant system is also a no-brainer
(making this possible is a feat in
itself). We really liked the Amanda
Messenger program, especially the
call screening feature. Having multi
ple greetings, which can be scheduled
automatically or played manuallywas
also a plus.

IRATINGS (1-5)

Installation: 4.25
Documentation: 4.90
Features: 4.92
GUI: 4.5
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i@l £ =5 Al

Auto -
- Faxiab - RWFDE.SUI
File Edit Run Yiew Configuration Window
| . : J:éhl'l’ | fone feanne
E + + | Start Time:
n;:race u:al::: [ » Snd 1 Pg [0 ] B0: 00: 88
Faxlab Extrene values Znd 3 Pg Bl Elapsed Time:
ATT FPF208 (S) snd 18 Pg 81 | @09z 08
=] 286 -3 F P s
Bro ogen  (8) Sne R & 1 o
Genoa Tecnn°|°gv Inc. Canon B78 (S Snd Rd GP 2 a1 st
A Canon L777 (S) Snd Rd GP 2 a1 Passed: @
5401 ech Circle Crdinsl FXT (E) Snd Rd GF 4 a1 Failed: :
Moorepark, CA 93021 =St Snd hd & € i =
; % Call
Ph: 805-531-9030; Fx: 805-531-9045 ||l Ei3t"ptests (5 Snd Rd Gb & o hwas o
. H. <+ Optma (E) Snd Rd BF 9 81 i H
Web Site: wwwgentech.com Hevay Tome o e - M
Konica 7318 (M) Snd Ft GP 2 8-1 Skipped: @
Hotrola UDS (E) Snd Ft GP 4 a-1
Nita 578 (%) Snd Ft GP & a1 Configuration
. Hinlta 3388 (35) Snd Fr GP1@ 81 Gt |
enoa Echnology known for its Murata F-55 (5] Snd Su 6F 1 el tocping:

. ; Hurata H228 (S) Snd Sw GP B el L e
printer testing software, has § NEC Nefxd® (S) Snd Su 6P § o1 Save Results:
product called FaxLab, which testd|| b2, i5) Ll et er L | Fatieds ves

interoperability between a new faxing - b_“l;'" :M_l = 1;';:' ""i” = = S ([etens e
H Jol scription Ca. scription

prOdUCt (fax board! fax maCh|ne, etc. [Full T.28 ranoe [#|| Unattended: FasLab dials and sends one |& |  Aborted: Yes

icti 1 HH MR HHMR ECH Polli 12 . Hot ECH, MH. Guick short whit L
and currently existing f_ax .maChln.eS V27 V.25 .28 Uat? | E:Zs Work quickly. Learn DUT Di;i:al P‘;:'l'::l%:'—
FaxLabs database contains informatior)|| zes«ies zeaxzea zeaxass soosoe | Infornation Sianal. Let emulation inifnc e

H B 2009309 | feature nbydos=3.

on every fax machine that it has bee : + o
tested with, and the product emulate — =

the characteristics of each of these fg
(ETe a [T I M =R gl o NI [OWAYI VR Figure 25. FaxLab: Main screen for defining jobs and other features.
test any new fax product against a

existing fax products in the FaxLabgqy which took three to five minutes.call parameters for variations in data
database through software emulation. |ycredibly the board does not require anodulation, data rate, image encoding,
_ No longer will you have to maintain agyiver to be added to your config.sys oand resolution.

list of 50 to 100 phone numbers of dif 5 ;15exec.bat. Access to the board is «For each parameteFaxLab stores
ferent fax machines. New faxing pmd,enabled through the software.eWer minimum and maximum values, mean
ucts are continually added to FaxLeb'i5inly had no complaints about that!  and standard deviation, and up to 99
database, ensuring future fax products oyera|l, installation was straightfor sample values.

will be available to their fax-testingyard and hassle-free.a\jave it a 4.90 +Each device being profiled is sent

suite. , o rating. illegal T.30 conditions to determine
The problem with fax machines is that reaction to such input.
they are so various. Sure, there are-staDQCUMENTATION «FaxLab can act as a sender and

dards, but in the real world, not all fax The table of contents is excellent anglgceiver of facsimile calls.

machines adhere to these standards in lll of detail; howeverthere is no index.

situations. An example would be placingAll of the error codes and descriptionQPERATIONAL TESTING

an international call over a satelliteare contained in the appendices. A-list \\e ran the FaxLab software with
Satellite transmission incurs a delayng of popular fax machines (such ageyeral call iterations, and it seemed to
(latency) of about 700 ms. If you follow Brother Ricoh, Motorola, Canon, york according to specifications. Our
fax standards in your fax machine, youAT&T, Fuijitsu), including their emula only problem was getting it to run
fax machine would choke at this 700-msion descriptions, is contained in the nder a Vihdows 95 DOS box, which
delay Thus, manufacturers often makalocumentation. Installation instructionsgenoa Echnology doest’ recom
proprietary fixes to compensate for transare clegras is the explanation of how tomend. \ill, we tried anywayand it
mission delays. This is precisely whergrofile a fax machine or set up faifent

fax interoperability can break down. Justest suites. Screenshots abound threug

because your fax machine works wittout most of the manuals. Overall, W_

one other unit, doesnecessarily mean gave the documentation a 4.80 rating.
your machine will work with any others.
Enter Genoadchnologys FaxLab. FEATURES SVStem

*The program was written in C++ &

INSTALLATION and features an intuitive graphical use Requlrements

We installed Genoa’'board, leav interface (Figure 25).
ing the default interrupt at 5 and the <The product measures and record eProcessor: 486-33
memory address at 220h. Next, weip to 500 distinct call parameters, sucl <RAM: 12 MB
installed the two disks from within aas the existence and order 080 sig *Free hard disk space: 80 MB
DOS box in Wndows 95, although nals, signal levels, duration of inter-sig  «Operating system: Can run under
Genoa recommends that you run theal silent periods, the number of lead DOS 5.0 or laterWindows 95
program in DOS mode. ing and trailing sync flags, and the (DOS mode preferred), or

The hardest part of the installation wasomposition of FIF data bytes. Windows NT (protected DOS
waiting for the database files to be creat *FaxLab repeatedly records many mode)
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=] FaxLab — RWFDE.SUI
File Edit Run Uiew Configuration Window
ianx— Ec‘all‘s Test Status
~ Pit B. 2058 (S) + +| Start Time:
Rew N Pg el = cH = o H )
Ricoh 3588L (5) | Snd Su GF 1 81 Elapsed Time:
Sanvo sfxl1l (S) Snd Su GF 32 Bl jELapscd Tike:
-1 FaxLab Global Configuration
Group: |1 ALL ]!I Hote: f:;;:d;::‘stl:jl'nn settings, |
Degeription Serting
—————— TELEPHONY ———— [+]
Mumber of disling steenpts per test 18
Timgout for called end to detect ring 1860 seconds
Stop with prompt if fail to connect Yes
# llait until dial tone is detected Yes 2
# Wait at end for line clearing tone Ho 1
# Femote phone number to dial, if any (no dialing)
# Use tone or pulse mode to dial ocut Tene
# Pulse rate for pulse dialing mode E pps 'I_
Test operator indicates when to answer Ho: Wait for ring voltage detection i
# Mumber of incoming rings to ignore Hone
# Delay to answer after next ring detect 1898 ms
# Rerote to Faklab connection sianal loss -18.08 dg 0 ] 8
# Sivulate ms total round trip delay B ms +|
=] | o [ Defautzs | I Cancel ]|
el 5 H
T T Headset Switcher
ES‘md alone fan maching page. Mot ECH, MH, Quick short Wwhite Prompt On:
MM HR HMR ECH Folling pages. Mork quickly. Learn DUT Digital e Adapter
v.27 v.29 Information Signal. Let emulation Hazning: Mo
208x 108 260x 208 feature nbudcs=3.
= | Plantronics, Inc.
| PO. Box 1802
Figure 26. FaxLab: Configuration screen for setting Santa Cruz, CA 95061-1802
global configuration parameters. Ph: 800-544-4660; Fx: 408-429-5267
Web Site: wwwplantronics.com
Job Looping: Before each Job: .
O Loop Indefinitely | @ Mo Prompt or Pause lantronics has released a new head
@® Number of Loops: [T ] O Prompt set product that allows you to use
| O Pause [____] Seconds one headset for both your phone
S LR and your computeiThe product, which
= Camed B Sk ipped p=fors eaoly Cati: lists at $150, is called the Headset
E“:;:: =l i & g”“ Frospt or Pause Switcher Adapteralso known as the
Aot " o P' m‘ °'“':" [ Seoomcs CAT (Computer Audio €lephony)
Prompt on Call: . Switcher model number CAM10.
 Quarming O Fai ture ereu saverd With a simple push of a button, you
Toiy iDesatint lhns (e | O Disabled can sw_ltch quickly bet_weer_1 listening
‘ X Display During Execution | @Enabled [§ ] Minutes to music on your multimedia PC and
- answering an incoming call. Other
| oK || Defaults | | Cancel [ uses include being able to switch eas
ily from a regular telephone conver
Figure 27. FaxLab: Job Manager Configuration screen. sation to a computer audio function

(such as Internet telephangersonal

doesnt work, no matter how hard we Fax product manufacturers Wouldconferencmg, speech _recognition,
computer telephonytraining, and

tried to optimize the PIF settings. be wise to use Genoadhnologys Web-based sound or music) or to a
We were able to modify the globalFaxLab before bringing any new faxCD laver without having to switch

configuration parameters to test variaproducts to market. The FaxLabh Op|>aye out having to switc

tions in the testing procedures. The@roduct can help prevent extra man eadsets.

global configuration screen was verwfacturing costs, recalls, faulty

user-friendly The current settings areequipment, etc. IN‘?JeAui.rf‘sI;L‘I)Iraition was simple. ov

shown in Figure 26, although many-set hook up your handset to oﬁe .of the

tings and parameters are scrollefitioé . o
cu?rent Wiﬁdov.vSetting the job manag ports on the Switchewhich is clearly

; ) . marked with a phone icon.o¥ take
er settings was also simple (Figure 27 m another connectpwhich is attached to

CONCLUSION Installation: 4.90 the Switcherand draw the wire to your
Genoa €chnology is well known for Documentation: 4.80 sound card. This wire splits into two
its testing tools, particularly printer Features: 4.95 connectors labeled “Mic” (micro
testing tools. FaxLab is a fine additio GUI: 4.25 phone) and “Phones” (headphones),
to Genoas testing arsenal. which makes it very easy to plug them

5 CTI™ Vol.2(2) Subscribe FREE online at www.ctimag.com



into the appropriate jacks on the testinm could also record and play your own
PC’s sound card. WAV files.

After you connect the wires, the nex Installation: 4.95 To take our “combine channels” idea
step is to set the six-position switch. A Documentation: 3.90 a step furtheryou could use it to play
label on the Switcher told us to look in Features: 4.0 any of your voice mail messages to the
the manual to find the appropriate-se caller This would work if you employ
ting for our phone hardware.anidnt some sort of unified messaging solution.

see our particular manufacturer in théncluding another button that wouldJust double-click on the voice mail mes
manual, but we played with the posicombine the computer and phone charsage in your Exchange/Grous&/CC:
tion setting and got it to work fairly nels so users could hear a ®#Gbund Mail mailbox and play the sound file to
quickly. Finally, we inserted the batter output and a caller at the same timehe caller You could play your voice
ies (optional in many cases).eWere Such a feature would enable you tenail message and talk to the caller at the
able to get everything working in aboutplay music to a caller and talk at thesame time.
two minutes. same time. Another button which doesn’
We would have liked to have seen We imagine simultaneous soundvork with the computer output is the
more PBX vendors in the documentaoutput and voice would be useful in anute button. Just like the volume
tion with the appropriate position setcall center setting. If the agents wereontrol, it works only with the head
tings, but relying on trial-and-error pre marketing CDs, seminar tapes, etcset. Thus, if you are performing
sented no great difulties. Overall, we they could talk to the caller and playinternet telephony and you press the
gave the Switcher installation a 4.95: good-quality version of a productmute button, the person you are

rating. they were trying to sell, and theyspeaking to over the Internet will still
could do so with a click of the mousebe able to hear you.
FEATURES button. Also, since the mute button only

*Works with any Plantronics H- Such functionality would demand amutes the microphone, we'd like to see
Series headset top with a Quickseparate control for the computevol another mute button applied to the
Disconnect Module. ume. You can change the computer~olheadphones. This would be useful if

«Controls for headset/handset seleaime using the software volume controlyou wanted to temporarily and quickly
tion, volume, and mute in telephonédut it would be quicker to use a manuammute any music. It would be especially

mode. volume dial on the Switcher necessary if a co-worker arrived at your
«Telephone/computer (audio) selecUnfortunately the Switcher does notdesk and immediately started talking to
tor switch. have a separate volume control for thgou, unaware that you have music play

«Eight-foot patch cord with two 3.5- computets sound output. In fact, theing on headset.
mm plugs for connecting to comput volume control on the Switcher has
er/audio source. absolutely no ééct on the computes CONCLUSION

«Compatible with virtually any desk output volume, which surprised us a We really liked Plantronis’ innova
top telephone and most audio devicelsit. We think the volume control shouldtion. Having a combined headset for
with 3.5-mm ports for microphone andalso work with the computer output, functionality across two diérent

headset connection. not just the headsst’ This may be due mediums was a great idea. The

Overall rating for features and func to some technical issues, such as qualieadset Switcher does exactly what

tionality: 4.0. ty of sound, or the signal output fromPlantronics claims its does. It allows
the computer may be too high for thgou to listen to your computer CD-

OPERATIONAL TESTING Switcher to handle. ROM, sound card output, and the

We had one person put on a headsetNonetheless, if is technically pos phone.

and listen to music. @called into the sible, we’d like to see the existing This product is great for computer
extension where that person was sitvolume control work with the com telephony especially for recording
ting, and he pressed one button tputer output, or even betiehave a voice prompts. ¥u can do all your
switch to computer mode, and anotheseparate volume control on theecording and answer incoming calls
button to answer the call. The soundwitcher This would allow you to very easilyUsing a headset to listen to
quality was excellent, even thoughplay music in the background at a lowyour computels multimedia features
this particular Switcher version doesvolume when talking on the phoneis also important for another reason —
not support stereo. (A future versiorOf course, the person you are spealprivacy. You dont want to use your
will have stereo sound.) The unit itselfing to will also hear this music, socomputers speakers to play a unified
consists of four main switches or butthis feature would have to be usednessaging voice mail. Using a headset
tons (five if you include the positionjudiciously. instead of computer speakers is also
switch, which needs to be set only Not only could you play CDs to yourless disruptive to your co-workers.
once), making this product very easyriends or possible customers, but yoMany people are currently using two

to install and use. could also “combine channels” to ere headsets — one for the phone and one
ate a personalized on-hold greetingor the computerlf you are one of
ROOM FOR IMPROVEMENT (You would have to make sure the BC'these people, then Plantronics’

We'd like to have music piped into aCD-ROM is playing music at the time,Headset Switcher Adapter is perfect
phone conversation. &6 suggest or the caller will hear silence.)o¥ for you.m
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