Using Integrated ACD, Phonebook Yealink

and Call Log Features on BroadWorks

Introduction

Note

The Yealink IP phones are access devices that use the Session Initiation Protocol (SIP) to

communicate with BroadWorks for call control.

This document describes how to configure the ACD, Call Log and Phonebook features
integrated with BroadWorks on the Yealink IP phones.

The features introduced in this document apply to Yealink SIP-T2xP IP phones running
software Vé61.0 or later.

The features introduced in this document take the Yealink SIP-T28P IP phone as an
example.

Using the ACD Feature on BroadWorks

The Automatic Call Distribution (ACD) feature is often used in offices for customer
service, such as call center. The ACD system handles incoming calls by automatically
quevuing and directing calls to available agents. To use this feature, you should

configure an ACD key in advance on your IP phone.

After configuring an ACD key on your IP phone, you can press the ACD key to log in the
ACD system. After logging in, you are ready to receive calls from the ACD system. You
can press the ACD key to show the ACD status. You can also press the Avail / Unavail
soft key to change the ACD status. The system server monitors the ACD status on your IP
phone to decide whether or not to assign the incoming calls. To log out the ACD system,
press the Logout soft key.

LED Instructions

Memory key / Line key LED (configured as ACD key)

LED State Description
Solid green The ACD state is available.
Flashing green The ACD state is unavailable.

Off Log out the ACD system.
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Configuring the BroadWorks Server

To create a call center on the BroadWorks server:

1. Log in as the group admin.

THE BROADSOFT INTEROP PORTAL
BroadWorks Release 18.5P1

‘CLICK HERE T0 ACCI
This system s ru

BR«ADSOFT el - Home

Welcome Admin1 Yealink [Logout]
]

Profile
» Pr
Resources Basic Advanced
Users Call Processing Policies
Add, modify, or remove users. Configure group-level Call Processing Policies
Change Password Communication Barring Auth Codes
Change your password. Configure group-level Communication Barring Authorization codes.
Utilities

A trators Dial Plan Policy
Add, modify, of remove group and Configure group-level Dial Plan Policy

Depa Dialable Caller ID
Add, modify, of remove departments in your group. Automatically prepend digits to the incoming caller 1D of public calls so the caller ID is

Schedules presented in dialable format.

Add, modify, or remove schedules.

2. Click Call Center->Call Centers->Add Standard (or Add Premium) to add a

Standard (or Premium) call center.

3. After creating the call center, go back to Call Center->Call Centers and check the

Active checkbox for the call center.

CLICK HERE TO ACCESS THE BROADSOFT INTEROP PORTAL ==

This system is running BroadWorks Release 18.SP 1. -

Help - Home

Welcome Admin1 Yealink [Logout

jOptions:

Call Centers

Create a new call center or manage existing call centers. You can configure a call center to allow agents to log in and out, to gqueue incoming calls that
cannot be answered immedistely, to re-direct calls when the group cannot accept calls, and to provide music or video for callers on hold.

0K Apply Add Basicl Add Standard l Add Premium l 4dd Call Center Wizard . Cancel -

Profile
Resources

Services
Acctifuth Codes

[ enter

Meet-Me Conferencing

Mesthe Conterencin Agertt Default Seftings Agent Unavailable Codes External Reporting Settings Report Templates

i Routing Priority Seftings Call Di ition Codes Report Branding
Active Hame Type Video Phone Humber Extension Department Edit
CallCerter Standard v 2413333600 3600 Ecit

0K Apply Add Basicl #dd Standard l 4dd Premium I Add Call Center Rizard l Cancel -
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To assign the agents to the call center on the BroadWorks server:

1. Log in as the group admin.

2. Click on Call Center->Call Centers, browse to the call center created above and
click Edit.

3. Click on Agents.

== CLICK HERE TO ACCESS THE BROADSOFT INTEROP PORTAL *=
This system is running BroadWorks Release 18.SP1,

Group = Call Centers: 2413333600 Welcome Admin1 Yealink [Logout

[Options: P f-l
» Profile rofile
Routing Policies Basic Advanced
e Profile Assign Services
Messaging Display and configure profile information for this call center. Assign or unassign services and service packs.
Addresses Call Application Policies

Display and configure information such as phone number, extension, and Select Call Control Applications enabled for a user.
identity/device profile for this call center.
Call Policies
Agents Configure user Call Policies
Configure the list of agents who may join this Call Center.
Distinctive Ringing

Password Configure the call center distinctive ringing for calls routed to agents.

Configure the web access and voice portal password for this call center.

Status & Statistics
Display this call center's status & statistical data.

Supervisors
Configure the list of users who may supervise this Call Center.

Announcements
Load or modify the call center announcements.

Voice Portal
Change voice portal options of the call center.

4. Click Search to display all available agents.

5. Inthe Available Agents box, select the desired agent and click Add> to assign it to

the call canter.

CLICK HERE TO ACCESS THE BROADSOFT INTEROP PORTAL ==

This system is running BroadWorks Release 18.SP1.

Group = Call Centers: 2413333600 Welcome Admin1 Yealink [Logout

[Options:

Agents

» Profile
Routing Polici Configure the list of agents that belong to this call center. Users are available if they have been assigned an appropriste Call Center festure. Users
o z 4 L < . :
g Boeley with Call Center - Basic may be assigned to Basic call centers. Users with Call Center - Standard may be assigned to Basic or Standard call centers.
Call Control Users with Call Center - Premium may be assigned to any call center.

Messading

OK ADply Cancel

Enter search criteria below

[User 1D v Starts With ¥ [+ ] [searen |

Available Agents Assigned Agents

¢ @ [3602, Adnin (2413333602)
13603, yealink3603 (2413333603) 13607, yealink (2413333607)
13604, yealink (2413333604) |
13605, 3605 (2413333605)
| 3606, yealink (2413333606)
|Bill, Nie (8511)

ic,c (3612)
|Clare, Feng (123456789) [xaa w11 >3
|Lin, E (2413333601 _1)
|testill, sss (668899) |
0K Apply Cancel

6. Repeat step 5 to assign more agents to the call center.

7. Click Apply to save the change.
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Changing the ACD State on the BroadWorks Server

To configure the ACD state on the BroadWorks server:

1. Log in as the group admin.

2. Click on Users->Search.

3, Select one of the call center agents.
4. Click on Call Control ->Call Centers.

Group > Users : 2413333602 Welcome Admin1 Yealink [Logout]

°":°":: Call Centers

|

; (o8 =i Call Centers displays your current ACD state and all the ACDs you belong to and whether you are currently joined in their call
incoming t:alls centers. You can setyour ACD state and join or remove yourself from that ACD's call center if permitted by your administrator.
Outgoing Calls

» Call Contiol e W

ent Applications
_ Meet-Me Conferencing | Call Center Service Assigned: Standard
oS sainl ACD State: \:Avallabie I

Utilities =
Use Guard Timer Setting: @Dgfauh OUser

[[] Enable guard timer for | 5 737 seconds
Use Agent Unavailable Settings: @ pefault O User
[[] Force agentto unavailable on Do Not Disturh activation
[] Force agent to unavailable after| 3 v | consecutive bounced calls

Join Call Center Call Center ID Phone Number Extension
2413333600 2413333600 3600

OK Appl Cancel

5. Select the desired state from the pull-down list of ACD State.

6. Click Apply to save the change.

Note Ensure that the Join Call Center is checked.

Configuring the Yealink IP Phone

You can enable the Feature Key Synchronisation to synchronize with the ACD state on

the BroadWorks server.
To configure the Feature Sync via web user interface:

1.  Log in as the admin.
2.  Click on Phone->Features.

3. Select Enable from the pull-down list of Feature Key Synchronisation.
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Note

4.

Click Confirm to save the change.

Transfer on Conference Hang up

Disabled v @

Feature Key Synchronisation

Enabled v| |0

Tirme Out for Dial-now Rule

ACD Auto Available

ACD Auto Available Timer(0~120s) |60

RFC 2543 Hold

Use Qutbound Proxy In Dialog

I1sDeal180
Logon Wizard
PswPrefix

Pswlength

11 |
(Dsabed ¥
e |
Enabled v
[Enabled v
\Disabled v
[ ]

]

DODO0OOOOODO®S

To configure an ACD key via web user interface:

1.
2.
3.

Click on Phone->DSS Keys.

Select ACD from the pull-down list of Type.

Select the desired line from the pull-down list of Line.

Status

Security

4.

o )

Preference | Features | Softkey Layout | DSSKeys | ExTkKey | actionURL | Voice | Ring | Tones | DialPlan | sms

Memory Keys >> @

DSSKey1 [ACD v | [Lne 1 v |
DSSKey2 [N/ v | [ |
DSSKey3 [NfA [ | |
DSSKey 4 [Nja ~l| | |
DSSKeyS [N/A | | | |
DSSKey 6 [Nja i) | [ |
DSSKey7 [Nja v | ]
DSSKey 8 [N/A v [ | [ |
DSSKey 9 [NfA vl [ |
DSSKey 10 |NfA i) | |

Line Keys >> @

Programmable Keys >> @

[ cancel |

Click Confirm to save the change.

=4 NOTE

Key Type

The free function key ‘Types'
Speed Dial, BLF, Key Event,
Intercomn, URL.

BLF

The button can be configured
Busy Line Field function with
specified account. This feature
must be supported by the sip
server,

Key Event

Key events are predefined
shartcuts to phone and call
functions.

Intercom

Enable the ‘Intercom’ mode
and it is useful in an office
environment as a quick access
to connect to the operator or
the secretary.

URL

This key function allows you to
send HTTP requests to a web
server.

Make sure the selected line has registered one of the call center agents.

It is recommended you configure no more than a single ACD key per IP phone.
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Changing the ACD State on the Yealink IP Phone

To configure the ACD state via phone user interface:

1. Press the ACD Key.
The phone LCD screen prompts you the following information:
User ID: the user identity used to log in the ACD system.

Password: the password used to log in the ACD system.

( ACD )
(Loern ]
2. Password:
I(8)
fCanceI ” 123 N Del ” Log In

2. Press the Log In soft key to log in the ACD system.

3. Press the Avail / Unavail soft key to change the ACD status.

After logging in the ACD system, the IP phone will synchronize the ACD state with the
BroadWorks server. When you set the ACD state to available on the BroadWorks server,
the ACD state on the IP phone will change to available and the ACD key illuminates
solid green. Conversely, when you set the ACD state to available on the IP phone, the

ACD state on the BroadWorks server will change to available.

For more ACD key LED indications, refer to LED Instructions on page 1.
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Using the Phonebook Feature on BroadWorks

You can access the BroadSoft directory through your IP phone. The directory contains all
the contacts of the same group provisioned on the BroadWorks server. You can add

contacts from the BroadSoft directory to your local directory. You can also dial a contact

from the BroadSoft directory.

You can configure your IP phone to access up to 6 BroadSoft directories.

Configuring the Yealink IP Phone

To configure the BroadSoft phonebook via web user interface:

1.
2.

Click on Contacts->BroadSoft.
Select the desired BroadSoft item from the pull-down list of BroadSoft ltem.

Enter the parameters: display name, server address, port, username and password

in the corresponding fields.

Click Confirm to save the change.

Note

Local Directory, | Blacklist | Remote PhoneBook | Phone Callinfo | LDAP BroadSoft Calllog | MulticastIp

Broadsoft Item [tem1 ¥] @ % NOTE

Displayname roup” ‘ 0 e Broadsoft Directory

Server 1.broadworks.net/com.broad| 0 This feature allows you to

Port 7 - = download contact list from the
r server. Input the phonebook

User [2413333614@2s.001] @ URL,port,usemarme, passiord

Password and rename the phonebook

Cancel |

The access URL of the BroadSoft phonebook is:
http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v1.0/user/username@as.i
op1.broadworks.net/directories/Group.

The username is one of the users provisioned on BroadWorks.

Accessing the Phonebook on the Yealink IP Phone

To access the BroadSoft phonebook via phone user interface:

1.

Press Menu->Directory->BroadSoft.


http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v1.0/user/username@as.iop1.broadworks.net/directories/Group
http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v1.0/user/username@as.iop1.broadworks.net/directories/Group
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2. Select the desired BroadSoft group, and then press the Enter soft key.

The phone connects to load the BroadSoft phonebook, and then displays the
desired BroadSoft contact list on the LCD screen.

|: Broadsoft Group 1/20]
aMike 2413333611

AEric 2413333612

Aalucy 2413333613

Alim 2413333614 0
. SN
Back ” Search ]f Option N Dial

3. Press the Cancel soft key to back to the previous interface or the Back soft key to

disconnect.
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Using the Call Log Feature on BroadWorks

You can access the call log of the desired BroadSoft user through your IP phone. The call
log contains call information such as remote party identification, time and date. You can
check the call log, dial a call, add a contact or delete an entry from the call log list. The
BroadSoft call log allows users to view and dial the stored numbers in the following lists:
Missed, Received, and Placed.

You can configure your IP phone to access up to 3 call log items.

Configuring the Yealink IP Phone

To configure the BroadSoft call log via web user interface:

1. Click on Contacts->Call Log.
2. Select the desired call log item from the pull-down list of Calllog ltem.

3. Enter the parameters: display name, server address, port, username and password

in the corresponding fields.

4. Click Confirm to save the change.

Local Directory | Blacklist | Remote PhoneBook | PhoneCallinfo | LDAP | BroadSoft CallLog | MulticastlP

Calogtem  [Calllogt ¥| @ = NOTE
DisplayName rissed | @ Call log
Server |http:/fxsp1.iopl.broadworks.net/com.broad: @ This feature allows you to

—— 2 2 > download call history from
Port I Q § the server. Input the
User 2413333614@as.0p1 @ URL, port, usermame, password

2 and rename the phonebook
Password R o
Confim | Cancel |

The following table lists the corresponding URL used to access the desired BroadSoft

call log list of the specific user.

Call Log List URL

http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v
Missed Lists 1.0/user/username@as.iop1.broadworks.net/directories/call
logs/ missed
http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v
Received Lists 1.0/user/username@as.iop1.broadworks.net/directories/call
logs/ received

http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v

Placed Lists 1.0/user/username@as.iop1.broadworks.net/directories/call
logs/placed
All Lists http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v


http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v1.0/user/username@as.iop1.broadworks.net/directories/calllogs/placed
http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v1.0/user/username@as.iop1.broadworks.net/directories/calllogs/placed
http://xsp1.iop1.broadworks.net/com.broadsoft.xsi-actions/v1.0/user/username@as.iop1.broadworks.net/directories/calllogs/placed
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Cadll Log List URL
1.0/user/username@as.iop1.broadworks.net/directories/call

logs/

The username is the user you want to access, which is provisioned on the BroadWorks

server.

Note The All Lists contains Missed, Received and Placed Lists. It's not supported by Yealink
SIP-T2xP IP phones.

Accessing the Call Log on the Yealink IP Phone

To access the BroadSoft call log via phone user interface:

1. Press Menu->History Type->Network Calllog.
2. Select the desired call log menu, and then press the Enter soft key.

The phone connects to load the BroadSoft call log, and then displays the desired

call log list on the LCD screen.

( Missed 1/20)
03-24 14:44

AEric 03-24 14:37

alucy 03-24 14:36

Alim 03-24 09:30 (%)

Back f Detail ]f Dial

3. Press the Cancel soft key to back to the previous interface or the Back soft key to

disconnect.
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