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1.1

Introduction

Telephone switches can be found in all medium and large sized companies. Unfortunately only a few
companies manage to exploit their switch’s features to the full benefit of the company and customers.
Employees spend too much time punching in numbers, which have been noted down on yellow stickers,
and misunderstanding the telephone’s special keys. Perhaps most importantly, employees often wait for
the customer to call them instead of seizing the initiative themselves to provide better customer care.
This is not always due to a lack of verve among the employees; rather it is often because there are no
tools to support the efficient use of the telephone.

This is where TAPIMaster® comes in — simplifying and accelerating the use of the telephone from
computer work places. TAPIMaster® allows the user to access functions per mouse click instead of via
complicated sequences on the telephone keypad. Caller identification, group functions and telephone
books allow you to work faster. You can integrate the product into existing software to control input
forms and to display customer data as necessary. The user can handle more calls in the same amount
of time. Availability is improved. In the time you save you can help the unsatisfied customers of your
competitors.

The main object is not to reduce a company’s telephone bill. The product is much more directed at
improving the contact to customers. In a difficult and competitive market, keeping existing customers is
a top priority. Intensive customer care is an important precondition for keeping those customers. Don't let
your competitors get ahead of you when it comes to proactive customer care. This CTI software
represents good value for money with support for a wide range of PBXs. The software can easily be
integrated into other products and will pay for itself in a short time.

You can perform almost unlimited tests on the software before buying. Since you can use TAPIMaster®
up to 4 clients for free, a tight budget is no reason to do without CTI.

TAPIMaster® works according to the client-server principle with the server running on a computer
connected to the telephone switch. The client software runs on individual computer workstations.

TAPIMaster® targets the following groups:

e Software manufacturers wishing to add telephony function to their own software with minimal effort.
e Companies seeking to deploy CTI to their work stations.

e Switch manufacturers wishing to extend the functionality of their switches.

Case studies
A few real-life examples can illustrate the use of CTI software.

Third Party CTI

Single work station with ISDN telephone
Multi-user mode in an office block

Bank with branches
AS400 in a freight forwarding company
ACD Light in use

Send feedback to TAPIMaster
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11.2

Third Party CTI

Architecture

@ @‘} Third Party CTI
S

Laptop

{ Elhemel

L

PBX CTI server

TAPIMaster® is a third-party CTI solution. This means that one computer (the CTI senver) is connected
with the telephone switch, generally via USB or Ethernet. A so-called TAPI driver is installed on the
server. This is comparable to the driver for a printer except that TAPIMaster® uses the driver to control
the PBX and not a printer. The workplace computers are connected to the CTI sener. The TAPIMaster®
clients allow users to control their telephones.

Send feedback to TAPIMaster
© 2020 Tino Kasubke. All rights reserved.

Single work station with ISDN telephone

Situation

Hubert B. runs a courier senice with a fleet of several vehicles. This is how he describes his problem:
“My biggest customers are freight forwarding companies. They ring up when the goods get stuck
somewhere and need to get to the customer. But that is not enough work to make a living from. So each
day | ring two or three hundred potential customers trying to drum up business. That takes a while, as
you can imagine. My competitors often get there before me and my vans come back empty. | keep all
my contacts in Outlook but | dial their numbers by hand — I can't afford an expensive telephony product.”
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Possible solution

Hubert B. needs an Outlook telephone book from which he can dial quickly by mouse-click. A freeware
solution for one workstation would be ideal. There is one other requirement: a TAPI-ready ISDN phone or
a small PBX which supports TAPI.

The single workstation TAPIMaster® ulfils the CTI software requirement. The computer is linked up to the
ISDN telephone and the TAPI driver is installed. Important: follow the manufacturer’s instructions when
doing this. The TAPIMaster® client and senver are both installed on a single machine. The client contains
an Outlook telephone book, from which it is possible to make a large number of calls quickly.

Send feedback to TAPIMaster
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Multi-user mode in an office block

Situation

An insurance company has several hundred employees working in one office building. Each work place
has a PC and at least one telephone, Windows 7 being the operating systems in use. The company is
using software written in-house. Up to 50 calls may arrive each day at a given workstation and
employees generally work half an hour overtime every day. The management bring in some external
consultants to assess the working procedures.

Solution outline

The consultants come to the conclusion that up to half a minute can be saved on each call. The
precondition is that the company’s software support the telephony interface. It would then be possible to
identify the majority of callers and load the relevant customer data, allowing problems to be turned
around more quickly. Telephone numbers would no longer be dialed by hand. One hurdle, of course, is
the time the IT department would require to get to grips with the telephony interface. The
recommendation is made to use an existing telephony interface. TAPIMaster® provides just such an
interface

Implementation

A technician from the PBX manufacturer installs the latest firmware on the telephone switch. The
telephony server is connected to the switch using a network cable. The technician installs the latest
version of the switch’s TAPI driver onto a computer selected to play the role of telephony sener. The
technician verifies the driver's functionality using TAPIMaster®'s Line Watcher.

Now the programmers install the TAPIMaster® server and familiarise themselves with the SDK. The
feature to allow dialing from the customer list is quickly completed. When an incoming call arrives, the
folder containing the customer’s details now opens automatically. The insurance specialist can
immediately see who it is on the line before the customer has begun talking. There is no longer the need
for typing in complicated names.

The employees gain more time, work becomes less stressful. They can concentrate their energy on
more important matters.

Send feedback to TAPIMaster
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1.1.4 Bank with branches

Situation

A bank has its head office in the centre of Berlin. There are also other branches in other parts of the city.
The main office is open all day but the other branches close for lunch, during which time there is no one
there to take calls. Nor can an employee take calls when in a meeting with a customer. There is an IP
connection from the branch to the main office.

Possible solution

Call forwarding could in principle be set up to the main office, as is usual practice. But that solution is
not flexible enough when employees are temporarily unavailable. With. TAPIMaster® the calls can be
handled more effectively. But the configuration requires specialist knowledge.

The solution has the central location taking control of all the PBXs. The TAPI drivers of the (network-
capable) switches are collected on a single computer. The employees are no longer grouped according
to their branch. Instead there is now a group of investment advisors, a group of credit advisors, and other
groups. With the aid of the CTI software, an investment advisor can see which of his colleagues is
currently busy. An employee in the main office can see when a customer call is ringing unanswered in a
branch office and can pick the call up. If he is unable to help the customer, he can send a message to
his colleague at the branch office. A worker in the branch can forward a call to a colleague who is free.
The employees work more effectively in cross-site teams. You can see a more detailed description in the

chapter Finer points of using multiple PBXs.

Send feedback to TAPIMaster
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1.1.5 AS400in afreight forwarding company

Situation

A freight company has installed AS400s in its branches and writes its software in-house. To sawe
employee time, a feature is planned to allow automatic dialing from forms on the screen. Howewer, the
PBXs in use do not offer connectivity to the AS400. In addition, almost every branch has its own switch.
There is no budget available to commission a bespoke CTI solution.

Possible solution

In each branch there are still some old Windows PCs. These should be connected to the PBX The
correct TAPI driver for each switch is installed and the latest firmware is installed on the PBXs.
TAPIMaster® can now be deployed — on the server only. The sener has an IP interface which can be
reached from the AS4000. The company’s bespoke software can trigger dialing via this interface. Each
branch needs just a minimal licence because the TAPI lines need only be opened for as long as it takes
to dial meaning that few lines will be open concurrently.
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ACD Lightin use

Situation

A manufacturer of equipment for building sites has its central office in Bavaria. One half of the company’s
turnover comes from Germany, Austria and Switzerland. The other half comes equally from ltaly, France
and Eastern Europe. Around 20 percent of the turnover comes from a company Bau-Michel in Munich.
Bau-Michel have already threatened more than once to take their business elsewhere if there is no
improvement in the processing of its orders. Customers place orders over the phone. Most orders are for
replacement parts. Several hundred calls arrive each day — orders and complaints, which are
subsequently processed by the senice department. Calls arrive first at a secretary, who then forwards
them to an employee who can speak the caller's language. The company is in trouble. In Germany the
company is dependent on a single large customer and business with Eastern Europe is, after a
promising start, growing steadily worse. An employee-meeting turns into a forum for airing the perceived
problems.

Employee meeting in the service department

Below are sewveral opinions which were expressed.

Walter, Departmental leader:

"We have had more and more complaints over the past two years. The customers are dissatisfied with
our service. If it goes on like this, we'll soon lose Bau-Michel. What do you all see as being our biggest
problems?”

Claudia, Telephone operator:

"I answer several hundred calls every day and forward them on to the others. | have to look who is
currently available and put the customer through. | can't get on with my other jobs and it's pretty stressful
for me because the customers vent their anger on the first person they get - me.”

Sepp, Service Germany:

"Many people call several times a day. Each time they get put through to a different person and have to
explain their problem each time afresh. That gets them annoyed. And Michel refuses to talk to anyone
but Walter these days anyway. But Claudia can't remember which customer last spoke to which team
member.”

Norbert, Service Germany:

"I have been feeling pretty over-stressed recently. | process as a rule 80 to a 100 calls while the others
only have 20. | hardly get chance for a break. No sooner have | hung up than the next call arrives. The
work really needs to be spread more evenly.”

Guiseppe, Service ltaly:

"Italian-speaking customers from Switzerland often don't get put through to me. Instead | get forwarded
customers from Austria who just speak German. Sometimes | even get someone Polish on the line,
although Thomas is responsible for Poland.”

Claudia:

"I can't answer every call before | forward it because | usually already have another customer on the
phone. With all the stress mistakes sometimes happen.”

Beatrice, Service France

"I simply have no time for lunch. If you are in a wheelchair, there is no such thing as just nipping out to a
restaurant. | have to have my lunch delivered. But the phone keeps on ringing right through my lunch
break. | need a real break too.”

Summary

© 2020 Tino Kasubke
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Many callers get put through to the wrong senice employee.

All calls go through a bottle-neck, the operator. The operator sometimes makes mistakes because of
the heawy workload.

The workload is not spread fairly, a large part of it being burdened on one employee.

The delay between calls is too short. Employees often receive a new call before they have finished
processing the previous call on their computer. This causes further mistakes.

The customers get connected to a different employee every time. Even when they call seweral times in
the same day, they do not get put through to the same employee. Important customers such as Bau-
Michel refuse to speak to anyone apart from the department leader.

It is difficult for employees to get away from the incoming calls, even if they wish to take a break or
work on an urgent matter.

Solution for this particular case
The lunch-breaks should be staggered. All other problems can be solved by TAPIMaster®'s ACD Light,
which works as follows

All calls arrive — as before — at a central telephone. However, they are not taken by an operator.
Instead a computer connects them through to the correct employee. Only those calls which the
system cannot route automatically are put through to Claudia.

Each employee is automatically given a delay between calls, so that he can finish processing the last
call properly.

Routing rules are defined in a database: if the caller’s telephone number starts with +48, the program
first attempts to put the call through to Thomas, since he can speak Polish. Other countries receive a
similar treatment, and for Switzerland the area code can also be used to work out the routing. Large
customers like Bau-Michel can have their favourite contact assigned to them. When a call arrives and
the caller's number is not signalled from the network, the call can be put through to Claudia.
Employees can log off from the system so that they no longer get disturbed during their lunch break.
The system takes into account the workload of individual employees. If enough employees are free, a
call will be put through to the one who has processed the least number of calls or spent the least time
on the phone.

Where possible, a customer is always connected to the employee who last spoke to him that day.

Send feedback to TAPIMaster
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1.2 Advantages of CTI

TAPIMaster® offers you everything necessary to use the telephone efficiently, whether you are an end-
user or a software manufacturer aiming to add telephony function to your own programs.

Integration

Cost saving

Improved user experience
More communication

Price advantage
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1.2.1 Integration

CTI adds the most value when integrated into an existing program such as an enterprise resource
planning system. Users can then be supported in their work by having the relevant customer data pop up
on the screen when a call arrives. In addition, a quick and easy dial function could be added to a
customer list.

TAPIMaster® offers appropriate interfaces to make it easy to integrate into other applications. You can
find everything you need for this in the TAPIMaster® SDK.

Send feedback to TAPIMaster
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1.2.2 Costsaving

When you use CTI software, you can opt for a cheaper analogue model when buying a telephone set.
This often saves over 100€ per workstation. TAPIMaster® makes sparing use of resources like memory,
disk space and processing capacity.

Firms often equate telephone costs with telephone bills. But the cost of telephoning is in practice often
very different. A telephone call costs for example 3 cents per minute. But personnel costs for that minute
are around 50 cents (presuming a total personnel cost of 30€ an hour) or more. In order to save money
telephoning, it is necessary to save time telephoning. A time saving of 10% on each call saves as much
as the pure call itself costs. You cannot make a saving like that by changing your telephone provider! In
the same way it is a fallacy to believe that outgoing calls are more expensive than incoming calls, just
because you have to pay for the call in that case. Incoming calls interrupt employees in their work and
the employees need time to concentrate on the call, fetch files or consult a colleague. After the call the
employee again needs time to get back into the task he was working on. The wasted minutes soon
mount up.

TAPIMaster® supports offensive telephony. If you need to speak to a customer it is better if you seize
the initiative and not wait for the customer to call you. It makes a better impression. You can get the
work done more quickly and you can complete seweral calls in a row instead of being interrupted in your
work.

The ACD Light module lets you distribute calls evenly. The module is included in the purchase price.

Send feedback to TAPIMaster
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1.2.3 Improved user experience

Have you ever used your telephone to set up call forwarding, pick up a call or start a conference? Do you
know the instruction manual of your telephone inside out? TAPIMaster® lets you control your phone from
your computer. In future you can forget about telephone and switch manuals. You get the function you
want with less finger work. Instead of dialing a number by hand, you just press a hotkey.

We hawe kept TAPIMaster® simple on purpose. Client and server are literally self-explanatory.
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More communication

Telephoning becomes easier. You can handle more calls in the same length of time and you hawe less
stress while doing it. So you can concentrate on more important matters. When a call arrives you can
see who is calling and so be better prepared for the customer. The team can work better together
because they handle their calls more efficiently and fewer calls get forgotten.

Send feedback to TAPIMaster
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Price advantage

This product provides a comparatively inexpensive CTI solution. You can use up to 4 clients with almost
the complete feature set for free. This allows customers to perform extensive tests before making a
decision to buy. Since the product’s function-set depends on the PBX, some features, like three-way-
conference or call toggling, cannot be guaranteed. Before you buy, check if the application meets all
your needs.
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System requirements
PBX

e The switch must provide a TAPI interface. Find out if necessary from your dealer if you are uncertain.

e The switch is connected to a PC. This is generally achieved via USB or a network.

e The switch has been configured. Calls can be made.

e The switch’s TAPI driver has been installed on the computer and is operational. You can test the
driver using the Line Watcher.

Computer hardware
e PC: 486 or greater for sener and client.
¢ Memory: around 5MB for the server, 8MB for the client.
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¢ Disk space: around 5MB for the client, 5MB for the server and 1MB for every 10,000 call records.
e Processor: Around 1MHz on the server per client — so a 500MHz Pentium Il senver could support
around 500 clients.

Software
TAPIMaster® requires Windows 7, Windows Server 2003 or higher.

Send feedback to TAPIMaster
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1.4

Feature set

The features provided by the software depends on the PBX That is why we give you the chance to test
the product extensively before purchase. This allows you to find out if the feature set meets your
expectations before spending any money. If you are thinking about buying a PBX, you can use the Line

Watcher first to find out about the PBXs capabilities.

Telephony functions

Programming interfaces
Administration tools

Additional functions
Limitations of the free version

Send feedback to TAPIMaster
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141 Telephony functions

e Calling and hanging-up calls, including secondary calls

e Answering a call — useful for headsets and hands-free-mode
¢ Redial

e Call forwarding

e Deflection of incoming calls

e Transfer of existing calls — with and without advanced notice
e Consultation calls and toggling between calls

o Display of caller's number for incoming calls

e Call pick-up — also for waiting calls.

e Three-way conference

e CTl across multiple PBXs
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1.42 Programming interfaces

Both the client and server side allow for integration into an existing application. A C++ and a COM
interface are provided to this end.

The TAPIMaster® install image can be integrated into your own.

You can find further information in the TAPIMaster® SDK on the internet.
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1.4.3 Administration tools

The CTI senver control panel allows the administrator to control client rights and to perform operation on
clients.

Restrict the rights of group members

Configure particular users for a telephone

Send messages to users

Stop and restart clients from the central control point

Relocate clients to a different server from the central control point

Additional switchboard
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1.4.4 Additional functions

TAPIMaster® offers many other additional functions beyond pure telephony support.

) Sending call templates to another user.

e Dialing by clicking highlighted text.

e Sending text messages between clients.

¢ Sending user-defined messages between client and server.

o Display of a telephone icon in the task bar when a call arrives — similar to Outlook’s letter symbol.

e Automatic re-establishment of server connection after interruption.

e Tray icon in the task bar, which can be adorned with its own icon, tool-tip and menu.

e Sending of protocol data (calling number, called address, time, incoming/outgoing, call success yes/no,
length of call), storage of protocol data in a file and buffering of these data during absence.

e Chat.

e Telephoning from a different application is possible.

e Optional telephone book page with Outlook contacts.

e Database connection (ODBC) for caller identification, telephone number search, storing call data.

e ACD Light for improved distribution of incoming calls.

e Caller identification using installed telephone book CDs.
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1.45 Limitations of the free version

The unlicensed version is subject to a few limitations:

e Only 4 clients may be used.

e Certain administration functions are disabled (client restart, relocation of client to different server).

¢ Among the 4 users who are logged on, at most one client may be a third-party client (a separate
application which uses the client interface, e.g. Excel).

e The server diagnostic function is disabled.

e The temporary opening of lines for making a call is disabled.

e The ACD Light module is not included.

o Die sener's IP interface cannot be used.

e The CTI switchboard is not available.

e The CTI Reporting Tool is not available.
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1.5 Installation

Work through the individual steps when installing TAPIMaster®.
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Before starting

Line Watcher
Installation program
Server configuration

User-defined Setup programs
You can define your own install images and include them in the install images of your own software. You
can find more information about this in the Programmer’s Handbook in the CTl SDK (PDE-Version).
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151 Before starting
Before you install TAPIMaster®, please make sure that an appropriate TAPI driver is installed and
functional on your PC.

To this end, open the Phone and Modem Options in the Windows Control Panel.

ufnPersonalization
I=|Phone and Modem Options
pi

E-Power Options [i

Choose your location and click on ,Edit“. A dialog appears with the dialing rules. Enter the area code and
delete the outside line prefixes from the dialog. Close the dialog with the dialing rules.
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Now open the "Advanced" page of the Telephone and Modem Options. The list of installed TAPI drivers
should include your PBX. The name usually includes the switch manufacturer's name.

<4 Phone anddedem Opticm. S e
i Fies | Moderms | Adearced
g T Soilowny] baginory peoeainen e inetabad o Bl DOmpLDeT

Previdens

Mgl HID) Phers TSP
HOAS Promy TAP Service Prvicer
TRFT Errd Mok Srvicn Prveies

Lwﬁi-wmﬁvl\;\. -
Providers:

Microsoft HID Phone TSP

MOIS Proogyr TAP| Service Provider
TAP| Kemel-Mode Service Provider
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.
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You should find your switch in the list. If it is not there then install your switch’s TAPI driver. You can
usually find the latest driver version on your switch manufacturer's web site. Also install the switch’s
latest firmware. Problems here should be reported to your switch manufacturer or the dealer where you
bought the switch.

When the driver is installed, give it a test with the Line Watcher to see if it is working properly.
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1.5.2 Line Watcher

The Line Watcher lets you test if the TAPI driver is working. Start the Line Watcher. Select a telephone
from the list of lines. Make a call from this telephone. Then make a call to this telephone. The Line
Watcher should react to these events, displaying messages in the window's listing.
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I
e
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On the second page you can see which features the driver supports — according to the manufacturer's
claims. Before buying a PBX, ask to see an installed driver so that you can see if the PBXs capabilities
meet your needs. You should insist on such a test to avwoid making a bad purchase.
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1.5.3 Installation program

You can find the latest version on the Internet. Download the program and start it first on the computer
which is connected to the switch. A wizard will guide you through the installation. If the installation

program fails to start, check whether there are other telephony applications running and if so, terminate
them.

Start page

Choosing Sener/Client

Choosing the switch and lines
Dial-out prefixes and test numbers
Choosing client components
Network / Prefix

Summary

Send feedback to TAPIMaster
© 2020 Tino Kasubke. All rights reserved.

1.5.3.1 Start page

Choose whether you want to install or uninstall TAPIMaster®.
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1.5.3.2 Choosing Server/Client

TAPIMaster® works according to the client-server principle. The server maintains a connection to the
switch. The client and senver may both be installed on the same computer.

o CTHbvitalation =R =]
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T ey ity ol b devchx Client and server reside in

C\Program Fes OEM CTI the same directony.
.

cBack | mews | Carcel ™

On Windows 2003 and its successors, the CTl server runs as a sernvice. The CTI senver is started

automatically when the computer starts up. You can also see the TAPIMaster® sernver in the Senices
control window. The name of the senice may vary between OEM versions.

o Metwork StoreInt..  This service de..  Started Automatic
*3 OEM CTI Service . Makes telepho... Automatic
“o Offline Files # The Offline Fil...  Started Automatic
“% Peer Mame Resolu,.. Enables Serverl... Manual

Starting the client without installing
When the server is installed, a subdirectory called "Setup” is created. Share this directory to the
network. Create a link on the desktop to the file FCTICLNT.EXE. The link path should be relative so that

it is valid in the network, e.g. \pdc\c\Programme\Setup\FCTICLNT.EXE. E-Mail this link to the intended
users.
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1.5.3.3 Choosing the switch and lines

Install the senver diagnostic program. The first time you install it you can also choose the switch. If you
do not have a licence, you can choose to use 4 clients from the target switch.
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1.5.3.4 Dial-out prefixes and test numbers

Dial-out prefixes

Most switches do not automatically allow you to dial out. In order to dial out you thus have to dial a

prefix. Conversely, if the PBX does allow you to dial out automatically, you will have to use a prefix when
dialing internal numbers.

Test numbers

Enter here an external number which can be called for a test — ideally your mobile telephone number. At
the end of the installation, four or more other telephone number will be listed which can be used in the
test; call the external telephone from one of the telephone numbers listed, and then call exactly this
internal telephone back from the external telephone. TAPIMaster® can then determine automatically
whether the outside line prefix has to be filtered out for incoming or outgoing calls.
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Choosing client components

For the standard client, additional telephone books may be installed.

The Outlook telephone book uses local data or data from Exchange. You should definitely install this
telephone book if using Outlook, since it is also used for a part of the caller identification feature.

You can use the database connection to create a telephone book from your central database. For this to
be possible, the administrator must first configure the database interface on the TAPIMaster® server
Only install the database telephone book if your company has a central database. Ask your

administrator about this.

There is a new small invisible client. You can use it if only the custom plugin functions will be needed.
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1.5.3.6 Network / Prefix

The server needs to have a port number configured. The server opens the port when starting up so that
clients can connect. In addition to a port number, the clients need to know the name or IP address of the
server and the their own telephone extension number. To allow the network connection to be established,
the same port number should be set on the clients and the server.
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1.5.3.7 Summary

Finally a list is shown of those components which are to be installed. Press “Finish” to confirm.
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Server configuration

After the CTI server has been installed, its control panel will be displayed automatically. After the

installation a dialog is displayed containing important information.

[
Configure server

Sancer inslalation complate
The installation program has already configured the senver for device “TeamCall TAFI
ww-;mma@m.rwlwuﬂm»
configure the group settings {see “Lhers” paga).
F your chosen ine i corfigured and you sl cannct call an extemial number, an aulomatic
coda () on page " Swich settings”.
¥ incoming calls are not comectly identified and the leading zeros are missing from the:
riumber, for eccarmple B3435 . {or & cal from Munich, plasse remaove the filler rumbser for the
rebervant switch on the “Switch settings™ page.
There is & demanstration to teach you more sbout configurng the server
Your copy of the program has not yet bean beanasd. You may thesefore cumently only uss

the lines ksted below. Fyou want to work with ather ines, remove all unused exdensions on
the “Lines” page and enter the edensions sgains the requined ines.

Control panel
Switch settings
Extensions

Groups

Users

TAPI special treatment
Diagnosis

outside ine code is probably configured in the switch. In this cass remove the outside ine | =
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Database interface

IP_interface

Finer points of using multiple PBXs
ACD Light
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1.5.4.1 Control panel

The console is a multi-tab dialog. Go through the tabs and make any changes required to the default
values provided. Most fields should already be filled in.
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The server console has several tabs which you should work through one by one. Before starting, make
sure the sener is stopped.

-

i

(4] OEM CTI Service Properties == =R

| Diagnosis | Database interface I IP interface I ACD light
Switch settings | Extensions I Groups I Isers I TAP| special treatment

[ Licence key ] [ Demo J[ Update ][ Start server ] Shutdown server

Irtemet : it/ Ao 200z de
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1.5.4.2 Switch settings

Many settings are automatically made during installation. The picture below shows how the “Switch
settings” page might look after the installation. Stop the senrver, before making any changes on this page.
If several switches are to be used, please read the tips.
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up.

Licences
Enter the licence here if you have received one.
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Update switches

When you update the switches, the old configuration is deleted and the details of the switches present is

determined again. This inwolves the following steps:

e Determine the CTl-capable TAPI driver on the system.

e Determine the maximal length of internal extensions on the basis of the phone numbers read in.

e Assign an extension to each line, so long as the extension is part of the line name and enough
licences are present.

e Call-forwarding settings, log-in names, group membership and exclusive users are deleted.

e The table of TAPI special treatment is deleted.

e Group names are not deleted. Neither are the group restrictions for particular actions.

It is necessary to update the switches after a reinstallation of the TAPI driver or when a new switch is
present. An update is not necessary after the initial installation.

The list of switches

In the centre you can see the CTl-capable switches for which there is a TAPI driver installed. The
switches are listed by name, you can tell two identical switches apart via the switch ID. A dial-out prefix
may be necessary to make an external call if automatic dial-out is not set in the switch. Conwersely, a
prefix may be necessary for making internal calls if automatic dial-out is set in the switch. This prefix
(usually zero) is sometimes signalled for incoming and outgoing calls. In the Filter settings you can
configure the digits which should be filtered out for external calls. Your own area code will already have
been filled in during installation. If the switch is at a different site you will have to change this area code.
For point-to-point connections, you have to supply the PBX main number (e.g. 4567 for the number +49
(30) 4567-123). Another tip when configuring the dial-out prefix — here you can enter in addition to the real
dial-out prefix (which is usually zero) a prefix for a cheap telephone provider (e.g. 010023). The full prefix
would then be 0010023.

If you are uncertain whether you need a dial-out prefix or filter number, test the line with the Line
Watcher. The program usually enters the filter numbers automatically. Carry out the two test calls after
the installation. You can change the entries in the list by hotkeys:

STRG+A select all
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DEL delete selection
STRG+D duplicate the data of the selected item for all items

Switch-ID/Telephaone switch Out... Imt... Fiteri.. Fite... Area ... Main number

(DOD03EEE: TeamCall TAPI Service Provider 0 0 0 20 4653

i
Fill i a O here if, for example, a call Fillin a 0 here if, for example, a call
FROM London iz shown as 0020... in T0O London is shown ag 0020... in the
the Line ‘W atcher. Line W' atcher.

Telephone number handling

It is advisable to convert the incoming telephone numbers into canonical form. If however, you want to
save the numbers in the form in which they are dialed, deactivate this option and remowe your own area
code.

Telephone number handling

Port number

The port number was already configured during installation. The default is 2501. The port number is the
same for client and senver. If 2501 is already in use, choose a port greater than 1024. You can use “Port
information” to find out if the port is free.

Port number; 2801 | Port information

Start server / Shutdown server
The server console provides a convenient way of stopping and starting the CTI sener. TAPIMaster®
starts as a senice on Windows 2003 and its successors.

| Start ser‘uer[ Shutdown server

Stop TAPI server
It can occur that the Windows TAPI senver cannot be stopped. A restart of the computer would be
necessary. With this option, on the other hand, this process can be stopped directly.

1]

Delay while starting
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If the CTI server does not work after starting the machine (for example, the clients may be unable to log
on) then enter here a period of 60 — 120 seconds.

Restart
If sometimes the CTI server suddenly stops working after it has been running for days or weeks then
activate this option. The program will then be stopped and restarted at the time specified.

Send feedback to TAPIMaster
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1.5.4.3 Extensions

With TAPIMaster®, an internal extension number is assigned to every line. The program attempts to
identify the numbers during installation. If the line, for example, has the name CAP 100, an extension of
100 is presumed. The process of allocating extensions stops when all user licences have been used up.
The remaining lines are then shown in grey. If there is more than one switch, the extensions of the
switch with the most features are used. If the extensions could not be identified, these need to be
entered by hand. Please delete lines which are not in use. Lines without a licence appear in grey. The
TAPI drivers of different switches can be distinguished on the basis of their switch IDs.

'ou can alzo enter the
extenzion numberz by

hard. Colurnn showing the
[ switch which belongs
) . e ta the line
Eu:ulurr!n ghowing rr— !'am [ tnen T
the line name - o =
e e e Seeteh-illTebephag ety
TH Lre 10 i FE: TAPBamer® Doy Tekep
o SOOOEFE: TAPster® Domo Telep
) DOODFE: TAPSLsne Dis) Tk . .
16 SOOOOOFE. TAPSlagor® Do oo Linez which have
0F DODFE: TAPSLsneS D) Tk 1
10 SOOOEFE: TAPBlmter® Do Telep not been "_E":twatelj
o appear in grey.
Ornly lines with AP Sagor® Dorms Teles:
. TAP Blymar'® Dpwmy Tkt
externsons ans T
considered. M Lne112 m E Dt e T

TH Lra 114
TH Lna 11

TAPSdator® Doy Talop

T £
Wi larh of o rumban, F—

£+ Oy cpen Iriea whher callg

The maximurn length of
& sere internal telephone
extenszions iz automatically
determined during
inztallation.

juzt-irrtime and are then

The linez can be opened r -
only uzed az a dialing aid. !;__

Economic use of licences (Applies only to the licensed product)
Imagine you have 50 telephones, of which only 20 require full functionality (caller identification,
consultation call, call transfer, etc). Select the option “Only open lines when calling”, and then click

“Apply”-
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Only open lines when calling

Empty boxes now appear down the left of the list of lines. Tick the lines which should have full
functionality. These TAPI lines will be kept open all the time. But tick at most one box fewer box than the
number of licences you have. If you have bought 25 licences and make a fixed allocation of 20, there are
still 5 left over. The remaining 30 users can share these 5 lines for dialing: the lines are opened only
during dialing and are then closed immediately afterwards. The “Only open lines when calling” option is
only available in the licensed version.

Line name: Bdension: Switch-1D/Telephone switch

Lne100 | 100 OxODDD3EEE: TeamCal TAPI Service Pr...
ire . TeamCa ervice Pr...

Line 101 101 [xDOOD3EEE: TeamCall TAPI S P
ine . Team ervice Pr...

[ Line 102 102 [xDOOD3EEE: TeamCall TAPI S P

[ Line 103 103 (x00003EEE: TeamCall TAPI Service Pr...

[¥] Line 104 104 (0MMIIEEE: TeamCall TAF| Service Pr...

The are some restrictions on lines which are not continuously open.
You do not get informed of incoming calls (number, call state)
Log-on status is not signalled

You cannot use the software to answer a call

No call forwarding or deflection of incoming calls

No conference

Group members cannot see your call state

Colleagues cannot pick up calls from these lines

The senver IP interface cannot be used.

Maximum length of internal numbers

TAPIMaster® determines the maximum length of internal numbers during installation. This may not work
if the extension number is not contained in the line names. Correct the parameter here. The parameter
allows TAPIMaster® to decide if a call is to the external telephone network.

Maximum length of intemal numbers:

Send feedback to TAPIMaster
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1.5.4.4 Groups

The lines can be assigned to groups and the groups may owverlap. In the group view users can see which
other members of the group are on the phone and which have an unanswered incoming call.

Group restrictions

You can restrict certain actions to members of the same group. This page allows you to define the group
names and restrictions. You cannot place restrictions on members of the “Administrator” group.

[omcmseicer o o ]

Diagresin [T [ oo
Schisegs | NE QIOUD NEMES CAN e TAP! spacial mmaimert
- be changed. E
ha Ciroup mae :ﬂ:_:;:;hmmcw-m-

Ao —y
1 Ol
2 Sy ¥ Pk up call
3 Storm
i —_— Fasdirecd cal
- lompes Sar st rrtr
£ Gueh 6 ! i
. - o A
o i
B Gmehe 3 % . .
5 Gowle Some actionz can be restricted to
10 Grop Ha. 10
e TR members of the same group.
13 G W 12
13 G He. 1% N
T G e 14 Pick up call
15 G e, 18
1% G Ha. 16 .
F Sl i [] Redirect cal
- [ Send call reminder
Activate call forwarding

[ Chat with partner
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1.5.4.5 Users

All lines are listed on this page. The telephone symbol on the left shows you whether a user is logged on
or not. The log-on name is also \vsible for users who are logged on. You can see the last call forwarding
destination which was configured and whether forwarding is active. The groups which the line belongs to
are listed. If an exclusive user is allocated to the line, not every user may log on to it.
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Several utility functions are ) .
availal:u-lrlle far the L_ The lines can be azsigned ta
QroLpE.

adrminigtrator.

Changing the line settings
Change settings
Assign to groups

Utility functions for the administrator
You can only use the utility functions when the CTI server is running.

Send message
Change sener
Restart clients

Turning call forwarding off
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1.5.4.5.1 Change settings

You can change the settings for each user individually. You can reach the configuration dialog by double-
clicking on the user's line or clicking “Change settings”.

[ Change settings RJ‘

Call forwarding can only be activated when the CTI server is running.
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You can prevent other people
lagging an ta a particular telephone.

Y'ou can activate call fonwarding

e . F‘” | whin the zerver iz running.
.
Echusive user: e Call forwarding on
ZiColforwardng <. um  Callforwardingto: 105
Call forwarding to: 105
Member of groups: w
Stipulate group 7| Administrator -
rermberzhip. 7| Chief
I'; Secretary
Member of groups: (1 Store
group ("‘ =
Administrator i No. 5 — . =
Chief ' .
[7] Secretary [ ok ][ Cance
] Store
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1.5.4.5.2 Assign to groups

If you want to assign a set of lines to a group, select the lines in the Users page and then click on
“Assign to groups”.

[ Assignto groups g

You can add users to groups or remove them again. A group is shown in grey in the right pane if not all
of the lines selected in the Users page are members of the group. Users can be in several groups at
once. Members of the “Administrator” group enjoy immunity to certain telephony restrictions. It is not
necessary to assign every user to a group.

© 2020 Tino Kasubke


mailto:info@tapimaster.de

34

TAPIMaster® 3.2.0 User's Guide

Assign users to groups

|13

Pogsible groups
Adminigtrator
Chief
Secretany
Store
Office
Group Mo.
Group Mo.

m

Group Mo.
Group Mo.

0o =) & n

Group Mo.

Add ==

<< Remove

Remaove all

Close

Member of group
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1.5.4.5.3 Send message

The administrator can send short messages to the users. This is achieved by selecting the relevant lines

in the Users page and clicking on “Send message”..

A small dialog appears for sending the message. If some of the recipients are not currently logged on,
they will receive the message the next time they do log on.

P

Send information to users

Enter message (max. 220 characters)

Hello everyone! Please close your CTI clierts!

-
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Send feedback to TAPIMaster
© 2020 Tino Kasubke. All rights reserved.

1.5.4.5.4 Change server

You can relocate clients to a different sener — if, say, the current server has to be shut down for
maintenance. Chose the relevant lines in the Users page and click on “Change sernver’. The function is
only available in the licensed version.

| Change server {g

You can set a delay before the clients should log on again.

P "

Clients change server ==

|se this server:

bdc

Paort 2501

Minutes urtil log-on: 0

OK || Cancel
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1.5.4.5.5 Restart clients

If you want to replace the TAPIMaster® clients, you can shut them down for a time and then restart
them. Choose the relevant lines in the Users page and click on “Restart clients”. The function is only

available in the licensed version.

[ Restartclients |

AN

At least half a minute will elapse before the restart occurs. If “Restart in” is not selected, the clients will
not be restarted.
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P "

Restart clients (3]

Do you wigh to shut down the
selected clients?

Restart in

5 minutes

| ok || Cancel
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1.5.4.5.6 Turning call forw arding off

Sometimes users forget to deactivate their call forwarding. It can also be deactivated for them remotely
from the server, providing the server is running. Choose the relevant lines in the Users page and click on

“Call forwarding off”.

¢ Callforwarding off R{

Confirm in the dialog which follows.

i~ =

Deactivate call forwarding £3

Should call forwarding be deactivated for the selected users?

v || No

Send feedback to TAPIMaster
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1.5.4.6 TAPI special treatment

Some PBXs do not directly support commands over the TAPI interface. It is possible to work around this
problem by sending the key codes which one would key into the phone for the command in question. To
do this you need the manual of the particular phone and switch. Your own extension is represented by A,
the other phone (if the command inwlves a second) by B. Test the function before using it live. This
workaround feature is not guaranteed to work — but it may work and can be tried as a last resort. But if
you are inexperienced with switches, please do not make any changes on this page.

?'METI',-H»HI‘W i E
TAPI commands canbe LS e e g QYT
emulated by telephone kew-pad [ i e
':l:'mmand CDdES. Bir tea aleintos by ded s fele dimrmarsh e AV rrermaer f sfns mfermer. et FL
L
| ot A ztabilization option can be activated to
_ _ o perform perodically a clean-up of the
Call farwarding can either mre  telephony systerm. This hangs up calls which
be activated in the = haree got stuck in the switch.
awitch or by uzing call
deflection. ; w7l eablnston mechanems TR o o ol
| ¥ Aciame Coll bymaeinn i
Use call deflection by | L:r:—p:::“r_:_yx
brunk. Provider prefizes
; The rumbers can E . can be filtered.
be formatted. fe
{ 1 E‘S-m':' Nt '

Stabilisation mechanisms

Very few TAPI drivers are free of faults. TAPIMaster® itself attempts to correct some faults in the
telephone system. One such feature is to remowve calls which really no longer exist. Activate this feature
if possible for large switches — the attempt will be made to hang up calls which have got stuck in the
PBX

Activate call forwarding in the switch

Activate this option. TAPIMaster® then tries to set up call forwarding in the switch when a user activates
forwarding. If this does not work, deactivate this option. TAPIMaster® will then try to deflect incoming
calls to the forwarding destination. As a side effect, the phone originally called will ring briefly before the
deflection occurs.

Use trunk forwarding between different switches
If more than one PBX are connected and the PBX TAPI driver not cumulates the PBX systems to one
logical system, this option should be enabled.

Use additional filter numbers
Some PBX systems supports uses LCR. Any of them delivers the Call by Call provider prefixes in the
phone number. This prefix number can be filtered. Please use spaces to separate the prefix numbers.

Jﬁe additional fitter numbers 01026 01073

Canonical Format
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1.5.4.7

It is recommended to convert the phone numbers into the canonical format. TAPIMaster® supports the
canonical format of the most countries.

Send feedback to TAPIMaster
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Diagnosis

For experts

The diagnostic functions are only present in the licensed version. They can help you test the long-term
stability of CTI systems. To do this the program performs various telephony actions over a long period of
time. You can choose the rate and the actions yourself.

Do not start the test while the system is in active use! Only start the test if you know your switch inside
out. The test will sometimes make a restart of the switch or server necessary if the switch or TAPI driver
driver fails.

The test is only worthwhile if the telephones can run in hands-free mode — which means you are using
telephones belonging to the switch or with supported ISDN telephones. The telephones must be capable
of answering calls. Delayed opening of lines for economic use of licences must not be activated.

[ 040 £ T S Propetis . h " I © Mumber of actions
——— ou can choose the B perfarmed
- extent of the tests. Rl
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] - _ -l —
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::; e ] Hald
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et romber X
farriar 5 e e
ermrabe rumiers E
The rate can be
= adjuzted.
Define thetest & “'ou can start and stop Sy
telephone numbers. the test here.

Test process

¢ First enter the destination numbers in the list. They may be external numbers but you will of course
then hawe to pay for these calls. If you start with an internal number it is possible to hawve the list
automatically generated.

¢ Define the extent of the actions you wish to test. Start with “Call” and add more functions with each
new test.

e Start the CTI server.
e Start testing with an interval of 10000 milliseconds and then gradually increase the rate.
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Extent of tests
Call
The numbers in the list are chosen randomly and called.

Answer call
The program answers a call when it is the first call on the line.

Hold
Puts an active call on hold. Only the first call on the line is put on hold.

Deflect
A call is transferred without first being answered. The target number is a randomly chosen test number.

Blind Transfer
An active call is transferred without notification.

Connect
Two calls, one of which is active, are connected together.

Drop when Disconnected
For a small number drivers (e.g. ESP from Microsoft) this option needs to be set. Activate this option if
calls get stuck in Disconnected state.

Send feedback to TAPIMaster
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1.5.4.8 Database interface

TAPIMaster® can be connected to databases via ODBC, mainly for purposes of caller number
identification and storage of call data.
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Send call data records to clients

For each call, a call data record is generated, which includes the user extension, the number of the other
party, start and end time, call direction and whether the call succeeded. If you activate this option, the
data record will be sent to the client after every call. If the user is absent the data will be saved and sent
to him the next time he logs on.

Seweral switches can display the caller data in the telephone display.

Logging of call data

Telephone data records can also be stored in text form with constant character spacing. The data can
then be imported quickly into a spreadsheet. The record includes date, time, user extension, number of
other party, connected (yes/no), direction (incoming/outgoing), call duration in seconds, for incoming
calls the called address of the telephone and the called number (different for group calls).

05. 01. 2002, 15: 07: 39, 10, 061759857482, yes, out, 31,

07.01. 2002, 08: 29: 44, 10, 0892587415, no, in, 0,
10, 50,

07.01. 2002, 08: 35: 01, 10, 0892587415, yes, out, 127,

11.01. 2002, 13: 08: 25, 10, 20, yes,out, 603,

It may be necessary to mask out some of the logged data. In this case the final three digits of the
external number are overwritten before being saved. For example:

07.01. 2002, 08: 35: 01, 10, 0892587XXX, yes, out, 127
A logged on user will still, however, receive the correct data.

ODBC Connection

TAPIMaster® can support three database connections. You can use them to identify the caller on
incoming calls. The clients can create telephone books from these data. The call data records generated
may be sawed in a different database. You can use the third interface for your own programming needs,
allowing you to issue SQL commands directly from your client.
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To configure an ODBC connection you need to be familiar with SQL and the configuration of ODBC data
sources. If you want to test the connection, download the TAPIMaster® SDK. It contains a small
database which is described in the examples following.

Important: the database supplies caller information to all clients, meaning that all clients are indirectly
connected to the database. Speak to your database provider to find out if your database licences are
sufficient to allow this.

The ODBC data sources must be system data sources.

Number recognition
Sawe call records

Save messages

SQL interface via ODBC
SQL Tools

Send feedback to TAPIMaster
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1.5.4.8.1 Number recognition

Click on “Settings” and the configuration dialog will appear.

Mumber recognition # Use database phone book | Settings...

After the product is first installed, the dialog will be empty. Click on ,Data source®.

DB settings for caller idemtification =
1. First select the GOBC dats sounce | Dass source... |
2 Ther: pekect the Eabiie i which the customer detals o goned,

3. Speafy the dats tobe uped for caller idenification. This allows
penerator of o S0L guiy ihawn in the bext fiskd balow. You may
st s guery if mecessary. <> sk be used 84 8
phacehobder for the number.

First choose the data source. The settings in this example come from the club database from the
TAPIMaster® SDK. In the example below a system data source based on the Access file CLUB.MDB
from the SDK is created and selected as a data source.
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The connection to the database has now been established. Now specify the table containing the
customer data. You can create standard tables if needed.

Select database table ==

Selact the table with the data for rumber
identification,

Members -

For caller number identification, the number is queried in the database and a data record is returned.
Specify in the ,Data...“ option what should be displayed in the clients.

Data for caller identification ==l
Coluren containing ramber:
:Pi'unrﬂi.mb-u v]

Further columns in this order:

The options supplied are used to generate an SQL query string which the TAPIMaster® sener sends to
the database. You may edit this string by hand if, for example, you require different formatting. In the
example, surname, given name and telephone number are displayed in the client on the call tab.Since
the database connection already has access to telephone data, it is possible if necessary to query a
number from a name. In this case you also have to state which data should be returned from the query.
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- .
| Data fer database phone boek F
Colurmn containing seardh berm:
[Sumasme )
Column containing name:
Sumame bl |
Column containing number:
Gventiame -
Further column:
DayOfrth -
Lo ][ concs |

This also leads to generation of an SQL query, which can then be edited by hand. The information found
is displayed in the database telephone book.

The dients should use the database phone book. Determine Data
which phone book data are used. An SQL query will be produced,
which yau can then adjust in the text field below if necessary.

The placeholder for the search textis <#NE>,

SELECT Surname,GivenMame,DayOfBirth
FROM Members
WHERE (Surname LIKE "< #N#>%%

N ]

Telephone number identification is now activated.

uml:uer recognition / Use database phone boolk

Send feedback to TAPIMaster
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1.5.4.8.2 Save call records

This database connection requires just one database licence. Click on ,Settings” and the configuration
dialog will appear.

Save call records Se‘ttings...[
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After the product has been installed for the first time the dialog will be empty. Click on ,Data source* and
select the correct database connection.

ODBC settings for saving call dats =

1 First choose & data souroe,
2. Hew chaoge S talle in e cdatabass i which the call data recirds
sheuld be stored.

3. How specify which call data should be stored in which database
coluren. An SOL atrieeg will b penerated which you con moddy

THECESSETY.

Placetuider for columr: 5
i e berion: CF 18>

rther nusmber: CFIE>

Dt flmes: CEIE

é

Then specify the table in which to store the caller information. You can create standard tables if needed.

P

Select database table

Choose the table in the database in which the caller
information should be stored.

Calls - ]

-

Select the data to be stored
Own extension: Other number:
[DwnExtensinn v] [ParmerNumber v]
Date/time: Call duration:
[Date'l'lmesmrt v] [Duratiun v]
Incoming yes/no: Connected yes/no:
[Inmming v] [Cunnected v]
Address called: COutgoing/called MSH:
| Calledaddress ~ | | calledmsn -|

[ Ok ] [ Cancel ]
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An SQL command is generated from the settings you make. You can edit the command by hand

afterwards.

3. Mow specify which caller data should be stored in which database
column, An SQL string will be generated which you can modify if

necessary.

Placeholder for columns:

Own extension:
Datetime:
Incoming yes/no:
Address called:

<HF1F= Other number:
<H3HE= Call duration:
<H5E> Connected yes/no:
CHIFE= MSM:

Data...

«EIE
< E4E
CEGES
<EBES

INSERT IMTO Calls (OwnExtension, PartnerMumber DateTimeStart, Duration, Incoming,Con =
VALUES («#1# "« #2485 c #8388 \afqd s £08 cfo '« ETE € #8427

M

The settings in this example come from the club database from the TAPIMaster® SDK. The example
shows how to access an Access database. The data stored have the following format:

Own extension:
Other number:
Date/time:

Call duration:
Incoming yes/no:
Connected yes/no:
Address called:
MSN:

Call-ID:

Text, at least 8 characters
Text, at least 32 characters
Date format

Number

BOOL, i.e., yes/no

BOOL, i.e., yes/no

Text, at least 32 characters
Text, at least 32 characters
Unique call identifier

The data are stored in the table as shown below:

- OwnExtengion - ParnarNumbe - DateT

1130 +43 |83
2115
+ 100 =854
7100 101

5101 100

3 200503
20050313
20050313 30:3
2004-12-10 12:31

2006-12-10 12:33:532 1

The storage of data via ODBC is now activated.

ave call records

Number of the other person in call

Duration in seconds

tion - | Connetted - Intoming - CalledAddres -

Calle-dbASN
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1.5.4.8.3 Save messages

The client messages and call reminder info's. Click on “Settings” and the configuration dialog will appear.

Settings.. ! I

After the product has been installed for the first time the dialog will be empty. Click on ,Data source* and
select the correct database connection.

Save message data

CDEC settings for saving <ol data
L. First choose a dats source.

2. Her chooge The tabie in the databans n which i messape regondy
sheuid be stored.

3 Mg gpeaify which megage data shauid Be stored nowksch database
coirrn. An SOL st will be generated which you can modiy if
neCessary.

3 -
Mg bymes # 18>

Davie fimes; SHIE>

Srder: LT3

Then specify the table in which to store the messages. You can create standard tables if needed.

Select database table

Choose Hhe table in the datahase in which the caler
informabicn should be stored,

Now specify the information you wish to store and the table columns in which to store it.
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- -

Select the data to be stored [ |
Colursn coniming message type:

(e ]
Colurmn containing date and tme:

oo g
Codurmn coniaining sender:

|t _Sender -
Column containing destnation:

= g
Colurn containing message:

t_Text =

o) (omar )

An SQL command is generated from the settings you make. You can edit the command by hand
afterwards.

3. Mow specify which message data should be stored in which database

column. An SGL string will be generated which you can modify if Data.
necessary.
Placeholder for columns: -
Msg type: “H1F>
Date/time: <HEIE>
Sender: <HIHE>

INSERT INTO fcti_messages (t_Type,t_Date,t_Sender,t_Dest,t_Text)
VALLUES (<#18=" < #2#" '« £38"\w 848"« £582

The storage of data via ODBC is now activated.

%ﬁwe message data

Send feedback to TAPIMaster
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1.5.4.8.4 SQL interface via ODBC

You can use ODBC to connect to another database, which is then available for use in the client

programming interface. You can then issue SQL commands directly from your program without the
clients requiring direct access to the database. Text, numbers and Boolean values can be signalled —

everything which can be represented as readable text. Binary data are not supported.
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Make sure you take account of the licensing regulations of your database provider.
Click on ,Settings"“ and the configuration dialog will appear.

| Settings...

After the product has been installed for the first time the dialog will be empty. Click on ,Data source".

i

=

DB settings for the SQL interface %

Dizabled S0L commands (press enter after each command):

Feetunn data in
@ Text format

WML format

Choose your data source. You can disable certain keywords. You can that the response packets should
be delivered in text or XML format. Further information is available in the Programmer’s Guide of the
TAPIMaster® SDK.

Disabled 5QL commands (press enter after each command):

CREATE -

DELETE

Return data in

K ext format

(71 ¥ML format

The interface is now activated.
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SQL interface via ODBC

Send feedback to TAPIMaster
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1.5.4.8.5 SQL Tools

This is a very simple Tool to find Tables and Data for the reverse seach in ODBC databases. You can
find it in the Setup folder (will be created during the sernver setup).

ch First Mame

[N ODBC SELECT Test Tables: Calurnns: B
Emplovee Addresses W—————intact Last Name

| Select Database ﬂ
Financials Contact Position

i
Contact Tit
Datenquelle auswshlen | Qrders :: =

Customer Credit I

Dateidatenquelle - Computerdatenguele | Customer 1D

_ustomer Name

Datenquelenrane | Tup | Beschreibung ’E—mall

] vy

dBASE Files Benut... / T e

Excel Files Benut...

MS &ccess Database Benut... -

‘izio Database Samples Benut...

- - S
Htreme Sample Database 2. REEEEN
! “hrarne-ustardatenbank 2_ System = SELECT Addressi,Addressz2, City, Country, Phone FROM Customer
Ll Ll

Run Copy |

Address1 | Addressz | Cit: | Counkr | Fhone |
7464 South Ki... | Suite 2006 Sterli... | USa §10-93...
410 Eighth &w. ., Dekalb  USA 815-75...
7429 Arbutus ... Suite 2017 Blacklick | US4 614-75..,
8287 Scott Road Hurt...  USA 205-43...
450 Grant \Way  Suite 1110 San... USA £19-45,.,

Send feedback to TAPIMaster
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1.5.4.9 IP interface

The IP interface can be used by third party programs to send commands to the TAPIMaster® server over
the network. This allows programs on other platforms, such as Linux, to use TAPIMaster®. The server
provides a port, which may be used as a stream or datagram socket. The SDK contains an example
program for this feature. The port used for the IP interface must be distinct from the port used by the CTI
server.
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k 4 The port used for the
Both ztream and datagram e Laens Tissssmmase [P interface must be
sockets are supported. & e MR digtinct from the port

Lzed by the client,

| e e pr———
T
D ot une W Somar nocket Dhatagram noschont T
[ialrg Ha
# Vet ey Vi o T demitiny

LM Fcicder I:

Tamh By 7wl SN B o] el
Az an alternative, dialing s

commands can be
configurad in a file.

o Carcel Aoy Help

The following commands are supported:

MakeCall
Initiates a telephone call. Syntax: MakeCall <Caller> <Number to call>
E.g.,

MakeCall 100 0891234567

The device with extension 100 calls the Munich number 0891234567.

Answer
Answers an incoming call.
E.g.,

Answer 100

The device with extension 100 answers a call.

Drop
Hangs up a call.
E.g.,

Drop 100

The device with extension 100 hangs up.

Redirect
Redirect a call on to another telephone.
E.g.,

Redirect 100 101
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The device with extension 100 deflects the first incoming call to the device 101. If no incoming call is

present, the first connected call will be transferred to 101.

Toggle
Switch back and forth between two calls.
E.g.,

Toggle 100

The device with extension 100 alternates between two calls.

Transfer
Connect two calls.
E.g.,

Transfer 100

The device with extension 100 connects an active and a hold call.

Conference
Connect two calls to a telephone conference.
E.g.,

Conference 100

The device with extension 100 connects two calls to a 3rd party conference.

Pickup
Picks up a call from an other phone device.
E.g.,

Pickup 100 101

The device with extension 100 picks a call from the device 101.

Forward

Set call permanent forwarding.

E.g.,
Forward 100 101

The device with extension 100 forwards calls to the device 101.
Forward *

The device with extension 100 sets the DND (do not disturb) mode.
Forward

The device with extension 100 disables the forwarding.

HTTP calls
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The call is also available from Internet sites. Please use the stream socket. The "NNNNN" string is the
placeholder for the own extension. Address and port of the stream socket host will be transmitted.

Samples:
<a href="http://1ocal host: 2503/ Makecal | 100 102">Make a call from extension 100 to 102</a>
<a href="http://local host: 2503/ Makecal I NNNNN 0123456789">Make a call using | P/ Extension table to

The queries are now on the sener:
GET / Makecal | 920100920102 HTTP/ 1.1
GET / Makecal | %20NNNNNYR00123456789 HTTP/ 1.1

In the program folder a file with the name FCTIIPEX INI exists. This file will be used for the assigning of IP
addresses and internal extensions.

Sample:

[ Ext ensi ons]
127.0. 0. 1=100
192.168. 0. 101=101

A sample web page you can find in the WEBCLIENT folder in the SDK.
Directory with dialing files

If commands cannot be sent as IP packets, they may be written to files in a shared network folder
instead. The file extension to use is .CTl and the syntax is the same as required for the IP interface.

Send feedback to TAPIMaster
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1.5.4.10 Finer points of using multiple PBXs

There are certain restrictions and points to note when using the software with more than one switch.

e There is support for using more than one switch at once. The switches do not have to be on the same
site. Several sites may be brought together so that it appears to the users as though they were all
connected to the same switch. When a call is made which the user perceives as an internal call, but
which in actual fact is between different switches, the program automatically prepends the necessary
area code and main switch number.

e Call pickup for calls at a different site is only possible if the switch supports call transfer to an external
destination.

¢ For the functions listed above only point-to-point connections are supported.

e The larger of the two switches is relevant when configuring the maximum length of the extension
numbers.

e A number may not be allocated twice in the line list. For example, extension 230 might exist in all
switches but only one of these numbers may be used by the CTI software.

e A network connection is required between the sites. The clients require a connection to the CTI
seneer.

e The server must be capable of controlling the switches — a TAPI driver is required on the server for
both switches. One of the switches is then connected via the network. A network TAPI connection is
usually available for large switches. For smaller switches, a port replicator could be employed.

¢ A low-speed network connection to the other sites may have a negative impact on the program
performance.
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1.5.4.11 ACD Light

The ACD Light module is only present in the licensed version of TAPIMaster® ACD Light allows you to
distribute incoming calls to the senice group more effectively. ACD Light is a light-weight solution for a
company’s incoming call centre with little administration overhead. The ACD module distributes incoming
calls efficiently to the available members of a senice group, ensuring that the workload is spread evenly
among team members and that an adequate delay is provided between calls. A more extensive solution
is planned for the future. For more information, please consult the case studies in ACD Light in use.

The ACD module only works with switches which support redirect (a.k.a. call deflection).

Important: To preclude operating errors, the ACD module immediately terminates any internal call to the
distribution telephone.

Preparation
Configuration

Send feedback to TAPIMaster
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1.5.4.11.1 Preparation

Proceed as follows:
¢ Open the user management page in the sener console. Any user wishing to use the ACD functions
must be a member of the senice group.
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-

Asgign users to groups

Group No
Group Mo

Group No
Group Mo

Group No.

Group Mo.
Group Mo
JETVICE QT

Poashila groups
Group Mo.

15
16
17
18
19
20
|
2z

[ 5
Add > Masinar of oroup
—— | B
Remawe al
Case

e Connect to the switch a telephone which supports call redirect. A cheap analogue telephone may be
suitable. Ask your switch manufacturer if in doubt. The telephone should not be susceptible to
unintentional use — the receiver should not be taken off hook by someone by mistake.

e If the ACD cannot route a call, decide whom the call should be placed to — this person will get the
call, for example, if all group members are busy. A secretary, an answering machine or a call group
may be suitable as such a destination of last resort.

e How do you want to distribute the calls to the senice personnel? Should each member receive the
same number of calls, or should each member spend approximately the same amount of time
telephoning? In calculating these metrics, are all calls relevant or only incoming calls? Decide what is

important for you.

Send feedback to TAPIMaster
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1.5.4.11.2 Configuration

You can find the options for the ACD Light module in the control panel of TAPIMaster®. You only need
to make a couple of settings to activate it.
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Routing of incoming calls

Activate the option ,Routing via telephone with extension:“. Enter the extension of the telephone which is
to perform the call forwarding. The telephone must be capable of call redirect (call deflection).

@ Routing via telephone with extension: 100 L

Calls cannot be distributed when all personnel are busy. The calls will then be forwarded to the
destination of last resort. That may be an answering machine, call group or secretary.

Last resort 101

General routing rules
Minimum delay between two calls

The senice personnel are granted a minimum time delay between two calls so that they have time to
finish processing the last call without interruption.

Minimum rest interval between two calls in seconds: 0
Connect to person last contacted if possible
Should a caller call several times on the same day, this option states that the caller should if possible be
connected to the team member with whom he last spoke on that day, provided the employee is free and

logged on. This option is recommended when calls are not arriving continuously, so that the team
member in question likely to be free. The caller information is saved for one day.
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Jlﬁnnect to person last contacted f possible.

Prefer last person contacted to database rules
This option states that a caller should if possible be connected to the last person he spoke to, even if a
different employee is normally responsible for the caller.

Prefer last person contacted to database rules.

3

Complementary routing rule

The following approaches allow a fairer distribution of workload:

e Shortest total time. The call is routed to the employee with the lowest total call time (external calls
incoming and outgoing). Recommended when the telephone calls last a long time, return calls to
customers are necessary and the calls play a large role in the added value provided by the company.

e Shortest time incoming. The call is routed to the employee with the shortest total call time for
incoming external calls.

e Fewest calls. Incoming and outgoing external calls are taken into account. This option makes sense
when employees are paid on a per call basis and the employee can influence the call time.

e Fewest incoming calls. Only incoming external calls are taken into account.

e The employee who has gone the longest without an external call is preferred.

Complementany routing rule: Shortest total time R -

-

Routing rules from database

You may set up routing rules in a database for each calling number or number block. In this way you can
ensure that a certain caller is connected to the appropriate employee when possible: calls from the most
important customers can be routed to the most knowledgeable team members or calls from particular
geographical regions or countries can be put through to employees who can speak the language of that
region. To do this, set up a rule table in your database with at least two columns: one for the calling
number in canonical format, the other for the TAPIMaster® log-on names in the order of preference to
receive the call. Each name should be terminated by a semi-colon. The log-on names are specified in the
network settings the client. Set up an entry “unknown” for calls for which the network does not signal the
caller number.

Here is an example from the TAPIMaster® SDK:

T—T‘:w = —y _1 Rules: Tabelle
—_ - Key | Number | Rule
PR 200 || 11 +1 otto
Logyon mame P -_| ] 2/ +43 tkowalski
et il ol it el \_ 3 +49 (89) mhuber
s standerd it et (e | 4/ unknown gabi:fred
Vrstmmleed kel vl | 5 +49 (301 11223344 | boss

= Cncn P | (AutatWertyd l:é
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After you hawe created the table, click on “Database settings”. Specify there the data source, stating the
table and the columns used. You can create standard tables if needed.

' Choose database table and columns ==
Choose databage able
[Rukes 7]
Codurn containing number filber
Humber -
Codurmn conitaining routing rule
Fude ™

An SQL command is generated which you can edit by hand afterwards if necessary.

( DDEC settings for ACD report =

PFirst chocss an S0BC source and then the table containing the [ [
nsuting rubes. This allses an TOL guery 12 be generated .

Routing rukes

[ e roden atexred in databue Takis...

This configuraton s usmly oomect, <SNE > i nbended as & placsholder for & Selephone mumber,

SEUECT £_Puie
FRIOM foi_pules
WHERE (t_Phonefiumber = <883

Sanving A0D data
[V Zave ACDH kg data Tabie...
Placeinoider for colmrs: -
Time: CR1E>
P CRIES

IRESERT INTO) Fe_accliosgin (5 _LegnTime, t_Liserfiame, t_Logrdtalg, t_Groughiame, | Addreud)
VALLES (oot c ooy, coden cadey, ca5an)

[¥#]5ave ACD) cal dats [ Tabe.. |
Placeaider for colmre: =
Time begirc <E1E>

Time connected: <Hiny =

INSERT INTIO Fom_pcddonds t_CallTmeStart, t_CalTmeConreched, t_CalTmeliconnecied, | CallTe
VALLES [calay, ca2ey, «a3sy, wadey, «aiey o ebe, aTey, calay, e sies, uE

[ create standand tables ] [ o ][ tad |

You can design the query for your needs. The SQL dialect and the query method may vary between
databases. The database query is now activated.

WAL g IS il walgu aac

jse rules stored in database J

Saving ACD data
The login data and call data can be saved into databases.

ACD Lodfiles
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ACDLOGLO_XXXX_XX_XX.TXT (Year_Month_Day)

Log file with the credentials of the agents. Format:

Y ear-Month-Day Thour-Minute-Second-Millisecond;Username; Ready; GroupName;Address;
Year-Millisecond: UTC data.

UserName: login name.

Ready: 0 or 1, depending on whether the client logs on or off.

GroupName: In Senver stored group of agents.

Address: Internal Extension of the agent or called address.

ACDLOGCA_XXXX_XX_XX.TXT (Year_Month_Day)
Log file with the call data of the agents. Format:

Y ear-Month-Day Thour-Minute-Second-
Millisecond;"LASTRESORT";Partner;Address;MSN;CallID,"LREXT";0;1;00000000;00000000;
(LRGROUP);

Year-Millisecond: UTC data.

Partner: Number of the caller, can be empty.

Address: Calles address of the agent phone.

MSN: called MSN.

CalllD: Unique call identifier.

Other values?betimmt only for internal processing.

Send feedback to TAPIMaster
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1.5.4.11.3 CTI Reporting Tool

Determination

The CTI reporting tool is a data observer for the information which delivers the ACD Light module. The
data are exclusively evaluated by members of the senice group. There are different views for the login
information of the senice group and for the telephone calls.
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1.5.4.11.3.1 General info

The CTI reporting tool is a MDI application with several data views. You can open the views about the
menu or the tool bar. The program is installed per default on the sener. However, you can copy it also on
another PC. In the case it is necessarily to change the work directory.
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[ OEM CTI CTI Reporting Tool o[ E ] s

File Logindata Calls Export Window Help
QUBACEDS EOo=m PV

[ call data from 2007/01/12 =3 EcR(F=2

5. MName Group Date / Time Direct dial Celis
LR

The data views have several switching buttons. You can select a new time range or load the old view
newly. You can select a new time range or load the old view newly. Incoming and outgoing, connected
and not connected as well as internal calls can be activated individually. Through this the calculation
bases partly change. All columns are sortable, the column widths and positions can be changed.

gy vy

The time periods for the summarizing lists are freely elegible. Please use the left date for the daily
choice.

[ Setect time range =
Start date:
1 Jamuar 2007 L 1 Januar 2007 L
Mo Di Mi Do Fr Sa Se Mo Di Mi Do Fr Sa Se
25 26 7 B 2 30 3 B X O B X WA
11 2 3 4 5 6 7 ||1|l1 2 3 4 5 6 7
218 9 1w u[E1 208 9 10 11 12 13 14
3|15 16 17 15 19 20 A1 315 15 17 18 19 % A
4|22 2 2 5 % 7 B ||4|l2 B BB EH A
sl 3011 1 2 3 4 ||sl®@ 303 1 2 3 4
Teday: 23002007 Today: 23.01.2007

[ o J[ conce |
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1.5.4.11.3.2 EXCEL export

When required single tables or also the complete database can be saved in the Excel format. At the
export from a table only the highlighted entries are exported.

¥ Open Excel file
Ho-w- = Call_data_fram_2007_01_12 - Microsoft Excel + - = x
Home | Insert Page Layout Formulas Data Review View g - 2 x
=1 % ||| A -l10 - ™ gy o SF  Geneal - S=lnset- | E - 47-
J“:J B r U-|A N |EENE 9% 3% Detete ~ || [3]~ M~
7 Iﬁ' - | TR £ - 18 P EFormat- | -
\Clipboard = B Alignment fa| Mumber | Cells || Editing
RIC1 - (& f | Inbound ¥
Wi 1 2 3 | 4 & & 7 i
1 [In ] nected Name Group Date Time Direct
2 | TRUE FALSE LASTRESORT (LRGROUP) 12.01.2007  00:33:22 L
1| TRUE FALSE LASTRESORT (LRGROUR) 12.01.2007  00:33:35 L
4 | TRUE FALSE LASTRESORT (LRGROUF) 12.01.2007  00:53:33 L
5 | TRUE FALSE  Paul (Group Mo. 2) 12.01.2007 00:54:33"7
6 | TRUE TRUE  tinkas (Group Mo. 1) 12.01.2007  00:54:36"7
7| FALSE  TRUE tinkas (Group Mo. 1) 12.01.2007 00:54:54"
g8 TRUE FALSE  Paul (Group Mo. 2) 12.01.2007 0055317
8 | TRUE FALSE  Paul (Group Mo. 2) 12.01.2007  00:55:51"
10| TRUE FALSE Paul (Group Mo. 2) 12.01.2007 00:56:18"
11| TRUE FALZE Paul (Group Mo. 2) 12.01.2007 00:56:58"
12| TRUE TRUE tinkas (Group Mo. 1) 12.01.2007 00:57-09"
13
14|
M 4+ M| Tablel <%3
Ready |
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1.5.4.11.3.3 Dalily login view

The members of the senice group apply to be able to take part in the distribution of incoming calls. To
this there is a switch in the client:

)

£

%

The clients are cancelled automatically

if the client is closed or they do not accept an incoming call.

=

tinkas
tinkas
Paul
Paul
kearl
Paul
karl

EECEEEEEEESE v N

ii..J Open... [g] em cournt:

Status
Logon (green) and log-off (red).

Name

Groug

[Group Mo,
[Group Mo,
(Group Mo,
[Group Me.
(Group Mo,
(Group Mo,
[Group Mo,
(Group Me.
[Group Me.
(Group Mo,
[Group Mo,

L
1
1)
2)
1)
L
k]
2)
1
]
1

Date [/ Tirme

2007-01-12 -
2007-01-12 -
2007-01-12 -
2007-01-12 -
2007-01-12 -
2007-01-12 -
2007-01-12 -
2007-01-12 -
2007-01-12 -
2007-01-12 -
2007-01-12 -

00:53:04 968
00:53:06.531
00:53:15.750
00:53:49.531
00:55:13.500
00:58:43.718
00:58: 56625
00:59:10.906
01:4%:33.703
02:00:24.921
02:42:09.609

This is login name of the user, most be Windows booking nhame.

Group

The first group in which the employee is a member.

Date/Time

The time at-and cancel or the automatic log-off.
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1.5.4.11.3.4 Summarized login view

Here you can see the summarized login data from all employees.

o

[ Login data from 20070112 to 2007/01/23 = =[]
Namme Group Tirme sum
karl (Group Mo, 1) 102:11
Paul (Group Mo, 2] L:06:21
tinkas (Group Mo, 1) 0:03:32

: i Dpen... [!]umm 3

Status
Logon (green) and log-off (red).

Name
This is login name of the user, most be Windows booking name.

Time sum
The totea time the employee was logged on.
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1.5.4.11.3.5 Daily call list

The call list lists the calls of the senice group. By means of filter the calls can be localized.
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=
g

[ cal data from 2007/01/12 F=3 Eoh ==
5. Mame Groug Date / Time Direct dial Call partner Called address =
] LASTRESORT [LRGROUP) 2007-01-12 - 00:33:22..., LREXT +45 (3549) 959960 201
] LASTRESORT [LRGROUF) 2007-01-12 - D0=33:34.... LREXT « 40 (9549) 989960 200
o] LASTRESORT (LRGROUF) 2007-01-12 - D0:53:32.... LREXT + 40 (9540) 98061 201
o Paul (Group No. 2) 2007-01-12 - 00-54:33.... 204 +49 [9549) 939671 204 |
d‘ tinkas [Growp Mo. 1) 2007-01-12 - 00-54:38.... 203 +49 [9549) 989621 202 1
B tinkas [Group Mo, 1) 2007-01-12 - D0:54:54..., 202 =45 [9549) 5E9621 202
] Paul [Group Mo, Z) 2007-01-12 - DD:55:31.... 204 +48 [9549) 983960 204
o Paul (Group Ma. 2) 2007-01-12 - D0-55:51.... 24 +4D [9540) 920960 204
] Paul (Group Me. 2) 2007-01-12 - D0-56:19.... 4 40 [9540) 989950 204
4 Paul [Growp Mo, 2] 2007-01-12 - 05658, .. 204 +45 [9549) 569960 204
] tinkas [Group Mo, 1) 2007-01-12 = D5TA09...., 202 40 [9545) 989621 2032
] Paul [Group Mo, Z) 2007-01-12 - DD:58:06.... 204 +49 [9540) 939621 204
] tinkas (Group Ma. 1) 2007-01-12 - 00-58:22,... 203 +49 [9545) 555960 203
4 Paul (Graup Me, 2) 2007-01-12 - 01:00-21.., 204 +49 (9549) 90621 204
] LASTRESORT [LRGROUP) 2007-01-12 - 10:39:39.... LREXT « 49 (9549) 989960 201
L | [Grous Me, 11 Il‘il}ﬂ?-ﬂl-ll = 11:24:17.... 203 40 (95450 959960 203 '
Ll 2| *

(3 0pen. (@] Unanswered cats: 20 (76.52%) bem count: %

(BB (&)] ot resor cote QICED

State
Incoming call (arrow to the left) or outgoing, connected (green) or not connected (red).

Name
Log-on name of the senice employee, mostly the Windows log-on name.

Group
The first group in which the employee is a member.

Date/Time
Beginning of call

Direct dial
The internal direct dialling of the senice employee.

Call partner
Phone number of the partner. As a rule, this will be a customer.

Called address
A telephone can hawe different addresses, e. g: 201, 202, 203. Every address can be assigned to another
hotline phone number. With the help of the destination address the data can be sorted per hotline.

Called MSN
Instead of a called address the called number also can be evaluated.

Speech time
The time during the call was connected.

Reaction time
Between the call beginning and the state is connected, reaction time of the senice employee.
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1.5.4.11.3.6 Summarized call list

This list evaluates the calls for every senice employee for a time period freely eligible for office. The
direction of the calls, its connecting state and internal calls can be selected. This has partial effects on
the calculations. For an inbound call center, please remove the outgoing an internal calls. For an
outbound call center, please remowve the incoming an internal calls.

P

Call data fremn 2007/01/12 to 20070123 =2 =R ="
Hame Group Call count  Call time 5... Call average Recation sverage (s) Unanswere:
Paul {Group Mo, 2] 7 0:00:07 00002 1450 :
tinkas (Group Mo, 1) 4 0:00:11 0:00:02 4,00 LI
. 11 C

|5 Open.. || 2] em count: 2 Total tme: 00018

(][] [B][B] (@] mmoer ot cots n

Name
This is login name of the user, most be Windows booking name.

Group
This is login name of the user, most be Windows booking name.

Call count
Number of the calls, dependent on the chosen settings.

Call time sum
Total time of the calls.

Call average
Awerage time of the selected calls. Only connected calls are taken into account.

Reaction average (s)
Awerage reaction time in seconds.
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Unanswered

Number of not answered incoming calls.

Unanswered %
Proportional share of the not answered calls.

Send feedback to TAPIMaster
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1.5.4.11.3.7 Agent call list

This MDI view lists the agents calls in a determined time range.

List view

[l select time range R
Start date:
January, 2007 January, 2007
Sun Mon Tue Wed Thu Fr 5 [Sun Men Tue Wed Thu Fa !
3 1 2 3 4 5 H 1 2 3 4 5
7 ] 9 W 1 12 1|17 8 9 W 1
4 15 18 17 18 19 (14 15 16 17 18 19
A 2 B M 5 X | 2 3 N 5 N
232 X 3 A 1 2 ® X 3 A 1 2
4 2 G 7 8 2 1 4 3 & T -] 9
Today: 3/10/2007 Today: 3/10/2007
1:00:00 AM = |11=00:00 PM =
Agent: m -
(o [ cones |
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- -
[l Agent call data (Pauf) from 2007/01/11 to 2007/01/14 = |[=
5. Group Date / Time  Direct dial Call partner Called address Called M5H
] (Group MNo. 2) 2007 -01-12 - 00:54:33.000 24 =49 (9549) 589621 204 201
4 (Group No. 2) 2007-01-12 - 00:55:31.000 24 +40 (95449) 589960 204 201
4 (Group No. 2) 2007-01-12 - 00:55:51.000 204 +49 ([9549) 580960 204 201
4 (GroupMo. 2) 2007-01-12 - 00:56:19.000 204 +40 [9549) G30060 204 201
4] (Group No. 2) 20070112 - 00:56:58.000 204 =45 (95409) 5859960 24 201
< (Group No. 2) 2007-01-12 - 00:58:06.000 2 +40 (95449) 989621 204 201
] (Group Mo. 2) 2007-01-12 - 0120021000 204 +40 [9540) 006 204 01

;r:i Open... [g] bem count:
(] (] (=] () (&2 Totattime: 0:00:38

e |

State
Incoming call (arrow to the left) or outgoing, connected (green) or not connected (red).

Group
The first group in which the employee is a member.

Date/Time
Beginning of call

Direct dial
The internal direct dialling of the senice employee.

Call partner
Phone number of the partner. As a rule, this will be a customer.

Called address
A telephone can hawe different addresses, e. g: 201, 202, 203. Every address can be assigned to another
hotline phone number. With the help of the destination address the data can be sorted per hotline.

Called MSN
Instead of a called address the called number also can be evaluated.

Speech time
The time during the call was connected.

Reaction time
Between the call beginning and the state is connected, reaction time of the senice employee.
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1.5.4.11.3.8 Called numbers

The call list shows the called phone numbers. The effort per customer contact is obvious from it.

- -
[ Calted numbers from 2007/01/12 to 2007/01/23 o= =
Phone number Call count  Connected... Total time  Time avera..
+49 {9543 389621 1 1 0:00:07 0:00:07

;fl_'-l Open... [g] bem count 1

Phone number
Phone number of the customer.

Call count
Number of the connected and not connected calls.

Connected calls
Number of connected calls.

Total time
Total time of call connected outgoing calls.

Time average
Average time of all connected calls.
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1.5.4.11.3.9 Caller numbers

The call list shows the callers phone numbers. The effort per customer contact is obvious from it.

e 1
[ Calter nurnbers from 20070012 to 2007701723 = (= =]

Call count  Connected... Total time  Time avera.. Phone number
5 4 0:00:11 00002 +49 (9545) 989621
9 1 00000 Q0000 +49 (9549) 989960

[ Open. [ vem count 2

Phone number
Phone number of the customer.

Call count
Number of the connected and not connected calls.

Connected calls
Number of connected calls.

Total time
Total time of call connected incoming calls.

Time average
Average time of all connected calls.
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1.6 Client

TAPIMaster®-Client
The TAPIMaster® Client is visible as a thin bar along the upper edge of the screen. The switches on the
left provide control over the telephone, on the right are speed dial buttons for group members. You can

© 2020 Tino Kasubke


mailto:info@tapimaster.de

70

TAPIMaster® 3.2.0 User's Guide

see the client by moving the mouse over the top edge of the screen. The client behaves like the task bar
along the bottom edge of the screen.

The client allows you to control your telephone and to see the call states of your colleagues. Two
registers, calls and telephone books, offer additional information.

Outside line Activate cal Anzwer call Change Exit program Area containing
Open call prefis for fanwarding zettings group keyps
page private calls
IBoRBS(oavmams | o Ko B00E) ¢l sea ]I [om J 105 106 07 3
B ) Mavigation switch for
Dack client an ACD group Call forwarding Hang up Open telephone book. group members

SCIEEN destination call page

If the client stays deactivated and even after a while has not logged itself on automatically, then you
should check the network settings.

Small client

Instead of the standard client shown abowe, a significantly slimmer client can be installed, which comes
without a surface. There are no telephone books. In this case as well as customer-specific plugins can
be loaded as in the standard version.

Settings
Call register

Telephone book register
Howdoll..
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1.6.1 Settings

You can reach the program settings / program information via a switch in the program bar. Alternatively,
you can reach the settings via the client’s tray icon. Click with the right-hand mouse button on the icon

and select “Settings” from the menu.

Settings e e e— b
e morge Advarcsd mecrge | Fed dal
Metwork éonnection S et

Pecahuct warmion RU00 Py vermcn (ELT
Licwrmad| pasy; TS
Demo 2 Bireds Mpboters 15, 551 Wiske Gemary

.'-q-\nnlrut-'r =45 B545) S0

Always in foreground Yok et 7332106
[
E}(It | e incoming <all ey, show myried in fray Bar

Aoty s e cal

_ -
T I Ciosn Sabn auomafealy
Flervoren searc wit leieciore (D

] @Eﬁi—h

Basic settings

Advanced settings
Text-dial

Network connection
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1.6.1.1

Basic settings

Program information
Under program information you can see the product version, which you will need if you have to contact us
for help or for a licence.

) Eigenschaften ven CTI Client (]

Basc s2lings | Advanced setings | Testdal

Pragram irfarmalion

Product werson: 3.1.0.333 -
File veazaong 1000724
Licenzed parky TS =

Addiest: Felleibeig 18, 96194 Welsdord, Geimary

Telephone rambsar +49 [3549) 989360

Wik btk A vavaw bapimastarde 4
Oithar

& Wihen incoming call amives, show symbl i iray bar
Automaticelly answer incoming cals

T Clage tabs automalically

Sereen selings

Used Screen; 1 -
[ 0k || Abbschen | [ Uberstoen| [ Hike |

When incoming call arrives show symbol in tray bar
Microsoft Outlook displays a small letter symbol in the tray bar when a mail arrives. The TAPIMaster®
Client can similarly display a small telephone when an incoming call arrives. Double-clicking the symbol

opens the list of incoming calls.

o r
O ,!:II

Automatically answer incoming calls

In a senice department it is sometimes helpful for incoming calls to be answered automatically in order
to save time. To allow this, the workstations should be equipped with head-sets and the telephones
should be capable of switching to hands-free mode via TAPI.

Close tabs automatically

If you click on the screen outside the client area, open tabs will be closed automatically, provided they
have not been opened manually. Selecting this option means that even manually opened tabs will be
closed.

Screen settings
You can select the screen where the client will be sowed.
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1.6.1.2

© 2020 Tino Kasubke. All rights reserved.

Advanced settings

Specify here how the client is to behave when a call arrives.

(-} Eigenschaften von CTI Client (]
[ Bazic “Wi Bdvanced selfing: :rc,g.._ﬁf
Behaviout when neaming cal sipes
Dizplay oif
@ Dizplay in CT1 Clemt
Customer-specific dsplay
Shal pcgran C:\Program Flezhctiexe

Parameter. <EMH:
[« B = ranber]

‘what toodo when a member of the group ieceives a cal
@ Do nothing
Imnmediately open Qroup pags
Second: before oroup page & dieplaped g

Rzt line
[ 0k | [ Abbschen | [ Ubermstoen| [ Hike |

Behaviour when incoming call arrives

When a call arrives, the client usually draws attention to itself by opening a window and displaying the
call data. You can turn off this display function. For particular customers with special additional modules,
a customer-specific display is also provided.

Start a program

It is possible for incoming calls, a program to start. The program can be full path or as a command (eg
iexplore) can be entered. As a parameter is given the number. Which may be in a URL, eg:
http://webserver/customers?Number = <# N #>.

What to do when a member of the group receives a call

Imagine that a colleague from within your group receives a call but that he is away from his desk or
already in a call and so does not answer. You cannot hear the phone ringing because it is in another
room. In these circumstances the client can open the Groups page so that you can see who from your
group has received a call. You can choose whether to see the display of calls: immediately; after the
phone has been ringing for X seconds; or not at all.

Reset line
On rare occasions the client may fail to react to the telephone. Calls get stuck and are not remowed. If
this occurs, you can press “Reset line”.
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1.6.1.3 Text-dial

You can select text in a document or web page and then call the number in the text by keyboard
shortcut.

(3 CT1 Client Properties ==
[ Basc settings | Advanced settings | Tet-dal
] Ulsi keybonrd shodeut

Dial selected et

Lise this shorbout Fi12 -

T » shift sy o] + cortralkey

Ending cals

Use this shoeut [F11 -
|+ mhift domy ]+ cortrolkey
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1.6.1.4 Network connection

When you start the TAPIMaster® client for the first time, the network settings will normally be shown
automatically. You can then enter your extension number and a telephone will be assigned to you. You
can also open the settings dialog at any time: just click on the client’s connection icon with the right-
hand mouse button and select “Network settings” from the context menu.
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T Metwork settings . =

Server name: poc

Port rumber: 2501
Settings

_ Owen exbension: 100
Ngtwork connection
% EE«. Muafme: midler

Demo

) Non-standard outside ine prefix (business):
Always in foreground
Hon-standard outside bne prefix (privabe):

Exit
Non-standard internal prefis:

In the dialog which appears you can configure network and logon settings. Do not change the senver
name or port number unless asked to do so by your administrator. If your extension is missing or has
changed, fill in the value here. You can choose the name under which you will appear to other members
of your group. The default is your Windows log-on name. The prefix for an outside line is generally “0” but
may differ, for example, if two companies share a switch. If an outside line is automatically provided, it
may be necessary to dial a prefix when making an internal call. Its value, like that of the prefix for an
outside line, is generally configured centrally. Some companies have a special prefix for an outside line
for a personal call.

Important: please do not use a non-standard outside line prefix or internal prefix unless your
administrator has asked you to fill in these dialog fields.
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1.6.2 Callregister

You can find the call tab on the left-hand side. It contains the telephone list and ways you can
communicate with the members of your group.

[Eg)2) 8] @) 015654 Y

Make call | [ncoming | Cutgaing | Favountes I bMezzages I Chat |

Call for:

Make call

Incoming

Qutgoing
Fawourites
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Messages
Chat
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1.6.2.1 Make call

You can use the call tab to start a call or to control calls which are already active. Information about the
caller are shown at the top. Action buttons appear in the middle, and right at the bottom call buttons or
dialogs are displayed.

Maka ol | ncomng | Dlubgong | Farvourkes | Heazapes | Chat

Callfor g

BEL By Biciirvirss Coers b alian GrabiH

(130 23627680

Snibbenstr §

10775 Berdry

& g o0 O

Harg up

OO 060 K | ©
e Fzminds

o] BBL Bedin Burwss Commund,

Call for:

The called address appears here. Your telephone may be accessible under different extension humbers
— one for the hotline for product A and one for the hotline for product B. When a call arrives for you on
one of these extensions you would probably like to greet the customer with the name of the company he
has dialled (manufacturer of product A, for example). Make an entry in your private telephone book for
each of your various extensions and the company name you would like to announce when greeting the

caller.
Mumber Mame
(100 |ABC Sytstems
102 Copy & Paste L.
101 DDE Ltd.

The next time a call arrives you will see the name of the company which was called. Unfortunately not all
switches signal the address which was called.

Call far: ABC Sytstems

e —— %

Action buttons
Make call
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&

kake call

When you press this button a call dialog will appear. You can dial the number by mouse, enter it by
hand or switch to one of the various telephone books.

El El El [&Pmuhpmwbwk:m
[i] [i] [i] [@Erﬂprﬁmﬁubn

El El [ﬂnumm:r»

[ =] [o] [#] @ oasbesephone book s3>
102 & Dial (i3 cancet

Redial
Dial the last number you dialed once again.

Fedial

Consultation
If you press the consultation button, the make call dialog shown above will appear. Just start a second
call, the previous caller will be kept on hold. Some switches do not support consultation via TAPI.

el eiEncs

EI [&, Fivate phone bock 33
Le) |

[ @ Girowug reediibe 53

EHEH-'

4

=y
L)

EI
[4]

(9] [ Outook drectory >2>
[ # | |3 Dalabase phone baok 35>

102 @ Did [ cancet

Hang up
A click on the button hangs up the currently active call. You may also drag-and-drop a call button here.
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Transfer

This button transfers the call to another internal or external number. You can also forward an incoming
call by drag-and-dropping a call button onto the transfer button. Some switches do not support transfer.
Transfer of call-waiting calls is seldom supported.

'II . |-5 Privasbe phone bock >33
@ @ [i] [_5] [i] [ﬂﬁmmmbu}»
Tra%:er _IE El (i) Dok dnectory >3
2 () (3] [2) (@0ssmspmeiioi

104 T

Connect

You can connect two callers together when one of the calls is active and the other on hold. Click on the
button and a small dialog will appear. You can also drag a call button onto the connect button. Not all
switches support this feature. Select from the list a call with which to connect.

Cornect to. [BBC Besin Business Communic,. =

(et )@ o

Reminder

Say you answer a call for a colleague who is not at his desk. The customer tells you his needs and you
want to send a message about this to your colleague. Press the reminder button or drag the call button
onto it. A dialog will appear in which you may enter the number to call back, your colleague’s extension
and the information you have gathered from the customer. Your colleague will receive a message.
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Number for callback To user
(896545645 102
@ Message lo user
Plaass calback Mr. Moore! R's very impodant
—-

R eminder

Conference

You can connect an active and held call together to form a conference. Or you can bring another party
into an active call or conference. Only a few switch manufacturers offer reliable support for conferences.

Conference

Connect an active and a held call together into a conference by dragging the call button of the held call
onto the conference button.

Bring another party into an active call or conference by clicking on the conference button. The make call
dialog will appear and you can enter the number of the new participant or select it from one of the
telephone books.

End the conference by dragging the call button corresponding to the participant you want to remowve from
the conference onto the hang up button.

Not all switches support conferences with more than three participants and it is often impossible to
control the order in which the participants are to be remowved.

Call buttons

Every call has a call button. You can see whether the call is incoming or outgoing. If caller identification
succeeded, you will see the name of the caller. Otherwise you will see the caller's number, provided it
was signalled from the switch. Active calls appear depressed.
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Anincoming call from BEBC. The customer
wants to know when the software can be

inztalled.
= T ==y N _J T
| Transfer |h | Conference S
| BEC Bein Business Conmunik...
[ Micaosait

g I

“We make a cansultation call to Microgaft to
azk them about the delivery date.

You can drag-and-drop the call buttons onto the action buttons, call buttons, the desktop, or telephone
books, depending on the situation. You can find more information on the subject in the chapter How can
L.... If you press on a call button with the right-hand mouse button, a context menu will appear.
Depending on the circumstances some menu items may be greyed out.

Hang up
Hald

Transfer
Connect

Remimder

New conference participant

Link
Ta private phone book

The context menu provides an alternative to the action buttons. It also allows you to create links on the
desktop or to import call data into your private telephone book.
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1.6.2.2 Incoming

You can see incoming calls. If caller identification was successful, you can see the result as a
comment. Failed calls are marked with a red icon. Apart from calls, call reminders from colleagues can
also be found here.
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Makeoal | Incomng | Ouspong | Favourbes | Miessages | Chat
Tirrey Telephan Cormment

eff 2 iaa0E 13 «43(3)2  BEC Bedn Business Comm..
!’miﬂm'lz 332 EEC Bl Busrtrry Comen
dﬂ?mm12 A3 2 EEL Berdn Bugines: Comnm
C‘W[ﬂm12 +A33| 2 BB Berin Business: Comm..

T Call reminder
200612 AWM 2_  BEC Beskn Businees Comm..

S -

‘ . | Failed incoming call
|||
d |

| 11

Succesziul incoming cal

[ Reca | B [[iZ 5are

You can double-click on an entry to return the call (click on column "Time" or "Telephone number"). You

can use CTRL + C to copy the selected telephone number into the clipboard. To edit the comments,
please make a double click at the column "Comment).

P

Edit call comment

Commenk:

completed|

Cancel

Further utilities are available from the context menu — just select an entry and click on it with the right-
hand mouse button.

Select all
Edit call comment...

Call back

Lirk
To private phone book

Save.., I%

Delete
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You can add the caller to your private telephone book or create a link on the desktop. The call list can be
saved to a text file.

Send feedback to TAPIMaster
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1.6.2.3 Outgoing

A list is also available for outgoing calls. Successful calls are shown with a green icon, and failed calls
with a red icon.

Make cal | Incoming | Ju90ma | Favourtes | Hessages | Chat
Tema Telephone mumber  Comment

P CATETE T ="
Eor 00012, 10 Micrza

Bor 00018 10 L]

o7 10.2008 12 101 DOE 124

£ Mpkocal || 2 Delete [EE

You can double-click on an entry to ring a caller back ((click on column "Time" or "Telephone number").
You can use CTRL + C to copy the selected telephone number into the clipboard. To edit the comments,
please make a double click at the column "Comment).

Edit call comment @

Comment:

completed|

Cancel

Further utilities are available from the context menu — just select an entry and click on it with the right-
hand mouse button.
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Select all

Edit call comment...

Call back

Link

To private phone book

Save... %

Delete

You can add the caller to your private telephone book or create a link on the desktop. The call list can be
saved to a text file.
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1.6.2.4 Favourites

You can find the people you have most often spoken to in the favourites list. As usual, you can start a
call to them by double-clicking. CTRL + C can be used to copy the number into the clipboard. Internal
numbers are not recorded here.

Mk call | I ncacamarg | Dugoing | Favourbtes | agsages | Chast

Telephone number  Commant

|43 () J3E2TGED | BEC B Bsiress Comenrik

£ Mo cal
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1.6.2.5 Messages

TAPIMaster® users can send text messages to each other. There is a list of the messages you have
received, and in the field below you can see the full text of each message. If you wish to send a
message, type it into the bottom pane. In the field “Message to:” enter the extension of the intended
recipient. If the recipient is not logged on, the message will be stored and delivered to him the next time
he logs on. To send a message to all group members, please fill in a * into the "Message to:" field.

Mk ool | I necacimarg | Dudgoang | Fvountes| Messages | Chat

Teea From [
07102006 184532 Erdens | Plgcs callip: [SOE4C54E

Pl cnlbvancic (395545545

Mgt
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1.6.2.6 Chat

You can chat with users who are logged on. Enter the user’'s extension under “Chat with” and click on
“Start”. Alternatively you can drag a group member from the Groups page onto the text entry field.
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16.3

Make cal | Incoming | Ousgoing | Favouites | Messages | Chat
e, bt ordy § b it 1 dehvreen -

Hew does & ook with the cusiomes Myers? Do we sl socept ondens™ -

Chat ety 1 [ St =1
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Telephone book register

The telephone book tab is located on the right hand side. The Outlook and database telephone books are
optional and so may be absent from some Installation.

&) 4 100 ][ 101 ] 102 [ 103 [ 104 [ 105 ][ 108 ][ 114 ][ 126 | 3|

| Private phone book | Group members | Outlook. directary | Databaze phohe bookl

s B s M L

e e st s |

Private telephone book
Group members

Outlook telephone book
Database telephone book
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1.6.3.1 Private telephone book

The private telephone book is for your use only and is only stored locally. You can add entries to the list
or remove them. Double-clicking on an entry causes the corresponding number to be dialed.

Pariste phane book. | Group membeers | Dubook deectory | Datsbiane phons book

Mumber Hame
100 ALES Sysbens
m Cogry & Pagte Ltd,

M5-97E04E54  DDE Ltd.

B || <F Charge || 31 Doletn [| =2 Load.. ||l S

Other utilities are available in the context menu. You can create a link on the desktop, load a telephone
book from a backup copy or sawve to a backup, and import telephone books from other files or save them
to other files.

Iake call

Add
Change
Delete

Link

Importing telephone books

First specify the file from which to import. The text in this file should contain one data record per line and
the fields should have separators between them. Enter the positions of the text fields and the separator.
You can now import the data.

I
BT oo ol
Fila name: CLbsare birkae Donienant s  Mumbeans bd [-_}—]Ei
ELH“?’ 1 m“d 2 Text in quotation marks Separater [; ,,."
[ Load . | Cancel | Fomat:  John Myen:056.58787967.
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1.6.3.2

Group members

Send feedback to TAPIMaster
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Each user of TAPIMaster® can be a member of one or more groups. If no name is \isible beside the
extension, the corresponding user has not yet logged on for the first time. The system determines the

names automatically. The call states of the other group members are also visible.
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Pasvesls phone ook, | Group membets | Dutook. deectory | Distshase phone book
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You can call a group member by double-clicking on one of the icons. Other utilities are available in the

context menu.

Make call

Messages

Call forwarding

r Ul Bar

Link

Calls and messages can be started at any time; chat can only be started when the target user is logged
on. It is possible to activate call forwarding to another user. To make it more visible, an icon may be

copied into the title bar or a link created on the desktop. The contents of the clipboard can be sent as a
message to another member of the group.
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1.6.3.3

1.6.3.4

© 2020 Tino Kasubke. All rights reserved.

Outlook telephone book

This view is available when you use Microsoft Outlook and you hawe installed the telephone book for it.
Only those contacts are shown for whom at least one telephone number is stored. You can call a
contact by double-clicking. Like any other telephone book, Outlook can also be used for caller
identification, so you get twice the usage from this telephone book. Seweral folders can be displayed, for
instance, the private folder and the Exchange folder. You can search for names or telephone numbers. If
you prefer to work with a listing, this is of course also possible.

Send feedback to TAPIMaster
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Database telephone book

This telephone book will be available if the administrator has set up a database connection. As usual,
you can call an entry by double-clicking. You can search for a name by entering the first few letters and
then pressing “Search”. If you want to build a complete telephone book from your data, leave the search
field empty and then press “Search”. The database telephone book will be cached locally and be
available for use the next time you start the TAPIMaster® client.
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Paivsle phone book | Group members | Duook: deectory . [ afsbuans phone book
Hame Higrenr Oxher
[ +48 [5128) GE4524 15510501 00:00:00
Hugh +49 (G129) B546566 1960-10-20/00:00-00
Pider +49 (55) TRAESLE 19621114 00:00:00
Smith 45 (5134 SE3TRET 19551225 ool
Tt g A DaciiBersd F.or) 1955020 00100:00
W Frdl 1965-07-03 Q00000
Saarchler [ Snanch f_r; Diedein
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How do I...

Description of the most important actions

The actions described below are not possible with every switch type.

Answering calls

Activating call forwarding

Calling

Changing the network settings

Changing the outside line prefix
Changing the own extension

Changing the settings

Chatting

Checking if someone called while you were away
Closing tabs automatically

Connecting calls together

Creating group buttons

Creating speed-dial keys on the desktop
Dialing highlighted text

Forwarding call information

Hanging up calls

Importing a telephone number into the private telephone book
Importing telephone books

Making private calls

Picking up a call

Putting a call on hold

Recognising call states

Redialing
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Redirecting calls

Reporting problems

Resetting TAPI

Sending messages

Sending the contents of the clipboard
Specifying the action to take for incoming calls
Starting a conference

Starting a consultation call

Supporting group members

Toggling

Uninstalling the program

Using ACD Light

Using databases

Working without windows opening automatically

91
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1.6.4.1

1.6.4.2

Activating call forwarding

Make a manual entry in the program bar

Enter the forwarding destination in the program bar and click on the switch to the left of the field.

Forwarding is activated.

Drag & Drop

You can drag group buttons, icons from the Groups page, entries in the private telephone book or entries

in call lists onto the entry field for call forwarding and forwarding will be activated.

102

i

@ &) o % = W) seoss '

(102) Ly

9899521 ___[store
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Answering calls

Button in the program bar
The program bar has a button for answering incoming calls.

- '@Q'@

Clicking on the call button

There is a call button for every call on the "Make call" page. If you click on the button of an incoming call,

the call will be answered.
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Iﬁ EBLC Berlin Business Comnmik. .

The call button’s context menu
Click on the call button with the right-hand mouse button. You can answer the call from the context
menu.

Hecept

Hang up
Hald
Transfer

Reminder

Bring inte conference

Link
To private phone book

Keyboard shortcut

If you have activated keyboard shortcuts in the text-dial settings you can answer a call with a keyboard
key-stroke. You should use the same key-stroke as is configured for dialing. The default key-stroke is
CTRL + F12.

Send feedback to TAPIMaster
© 2020 Tino Kasubke. All rights reserved.

1.6.4.3 Calling
Call dialog

You can click on "Call" in the call dialog and then enter the number.

Call listings
Open the call listings for incoming or outgoing calls and double-click on the relevant entry. Use the
favourites list for contacts you call regularly.

Speed dial from the desktop
If you have set up speed-dial buttons on the desktop, you can ring a contact by double clicking on them.
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1.6.4.4

Group buttons in the program bar
If you have created group buttons in the program bar you can click on them to ring group members.

T

b

Telephone books
Open the telephone book containing the contact you wish to call. Double-click on the entry to start the
call.

Frivate phone book, | Group members I Do

Mumber Mame
045-97894654 m
0395-545645  E. Gamma

056-98787987  John Myers
045646-9878... M. Fowler
9899521 Store

Calling selected text
Make sure that calling via mouse or keyboard shortcut is activated in the text-dial settings. Now highlight
the number you want to call. Press the key(s) you have configured (the default is CTRL + F12).

Send feedback to TAPIMaster
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Changing the network settings

In the bottom right hand corner of the task bar you will find the connection icon of the TAPIMaster®
client. Click on it with the right hand mouse button and a context menu will appear. Clicking on the
"Network connection" entry opens a dialog in which you can change the network settings.
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Paort pmber: 2501

Settings
- O excbersion: 100
Ngtwork connection
% EE«. Muafme: mdler
Demo

) Non-standard outside ine prefix (business):
Always in foreground
Hon-standard outside bne prefix (privabe):

Exit

Non-standard internal prefis:
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1.6.4.5 Changing the outside line prefix

The outside line prefix and the internal prefix are set by the administrator for the whole switch. The
normal user will not have to configure anything. If, however, you use a non-standard outside line prefix or
internal prefix, you will have to make a few alterations. Click on the client’s connection icon with the right
hand mouse button. Choose "Network connection" from the context menu. The network settings dialog
will open, where all necessary connection settings can be made.

[ Metwork settings & =

Server name: pdc

Pt e 2501
Settings

= i'e’tw ke cti
S ork connection L}‘
Demo

Always in foreground

Own extension: 100
EE'M Mame: mder
Non-standard outside ine prefix (business):

Hon-standard outside bne prefix (privabe):
Exit

Non-standard internal prefis:

Non-standard outside line prefix

Supply a non-standard prefix if necessary. If an outside line prefix has been configured on the
TAPIMaster® sener for all users and you are the only one with an automatic outside line, then leave this
field empty.
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Non-standard internal prefix
If the switch provides an outside line automatically, a prefix is often required for internal calls. If your
internal prefix is different from the central settings you can configure a different prefix. If your phone,
unlike the others, does not require an internal prefix then leave the field empty.
Send feedback to TAPIMaster
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1.6.4.6 Changing the own extension
Click with the right-hand mouse button on the client’s connection icon and select "network settings" from
the context menu. The connection dialog appears. Enter your new extension and confirm with OK.
(@ Metwork settings N 7%=
Server name: poc
Port rumber: 2501
Settings
k ct Owem exbension: 100
_ Org. Connection
Demo »
. Hon-standard outside line prefix (business):
Always in foreground
Non-standard outside ne prefix (privabe):
Exit
Hon-standard inbernal prefix:
[ o« || conesl
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1.6.4.7 Changing the settings

Click on the relevant icon in the program bar. The dialog contains information and settings.
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Send feedback to TAPIMaster
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1.6.4.8 Chatting

Various ways

There are several ways to control chatting. Open the chat dialog. Next to the “chat with” label, enter the
name of the colleague with whom you would like to chat and press “Start”. Alternatively you can drag a
partner icon from the title bar or group page onto the “chat with” field. Chat can also be started from the
group page Via the context menu. The chat partner must of course be logged on.

Chall with: 100 3 Shaut ‘;Qk Maks call | Incoming | Dusgoing | Fawoubes | Messages| Chat

Yeea, bt oy f e i3 in achvanca

Chat with: Mgy By |
/ — Hew cloesa & ook with the cusioemsr yers ™ Do we sl socepd orders® .
& "

riohinson (1043

Mezzage: g
Chat Chai wi [ K | Ent

N

=

Link

tiohnson (1043
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1.6.4.9 Checking if someone called while you were away

You can see new calls in the list of incoming calls. In addition, a small yellow telephone icon will appear
in the bottom right hand corner of the task bar — similar in behaviour to the letter symbol in Outlook. You
can see the number in the tool tip and call back via the context menu.
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Hang up
b

Recall

o !
.i. ’ ﬁ
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1.6.4.10 Closing tabs automatically

If you open down pages manually, these do not get closed when you click on other application windows:
you hawve to close them by hand. You can change this behaviour in the basic settings by activating the
option “Close tabs automatically”.

Close tabs automatically

Send feedback to TAPIMaster
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1.6.4.11 Connecting calls together

Dragging a call button

You want to connect two call participants together. The call to one party is active, and you have put the
call to the other on hold. On the calls page you will see two call buttons — one of them will be depressed.
To connect the parties together, just drag one button onto the other.

I I iari=iel “. —UririgicL “._
| <) BBL Beilin Bu% Comdfnk...
B 101 -

Action button on the call page
There is a "connect”. button on the calls page. Click on the button and a list of calling parties will be
shown. Select the call you would like to connect to the currently active call and confirm.
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The call button’s context menu
Click on the call button with the right-hand mouse button. A context menu will appear from which you
can select “connect”. The connection dialog appears as shown above.

Hang up
Hald
Transfer

Connect
Reminder[:%'

New conference participant
Bring irte conference

Link

To private phone beok
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1.6.4.12 Creating group buttons

Open the Groups page. Drag and drop an icon onto the program bar. You can remove group buttons

again by dragging them off the program bar and dropping them outside the client.
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1.6.4.13 Creating speed-dial keys on the desktop

Use of the context menu

Call buttons, the Groups and also most lists provide a context menu from which you can create links to
telephone numbers on the desktop.

Iake call
Messages

Chat

Call forwarding
In title bar

b

Send clipboard contents

Link

Drag&Drop
You can drag most call buttons, icons from the groups page and entries in most lists onto the desktop to
create a speed-dial button there.
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1.6.4.14 Dialing highlighted text
Dialing via keyboard shortcut should be activated in the text-dial settings.

Basic settings | Advanced settings | 1 exd-dial

keyboard shortcut

Highlight a telephone number which you want to ring in a document. You may now dial the number by
using the keyboard shortcut (default CTRL + F12).
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1.6.4.15 Forwarding call information

You have answered a call not intended for you and so you would like to inform the colleague whom the
caller actually wanted to speak to. Unfortunately the colleague is absent and is no fan of sticky labels or
e-mail. Just click on the "reminder" button on the calls page. A dialog appears from which you can send
a message to your colleague.
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1.6.4.16

Transfer Cornect Confetence Reminda
Number for callback To user
(856545645 102
@ Message lo user
Plaass calback Mr. Moore! R's very impodant.
—-

R eminder J
L3

W{Gw ]

The message will appear directly in his list of incoming calls and he can ring the caller back by double-
clicking.

Telephone number  Comment
ﬂam 07:30:04 | 0834587125
«4 05.10.2006 07:23.08 101
«f] 09.10.2006 07:21:17 1D
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Hanging up calls

The “Hang up* button in the program bar

A small button is available in the program bar which hangs up the first active call. If there is no active
call, the first held call or alerting call will be hung up.

A@E
by

The ,Hang up* button on the call page
There is a button for hanging up calls on the "Make call" page, which hangs up the first active call.
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Drag a call button onto the ,Hang up“ button
Drag the call button for the call to be hung up onto one of the two hang-up buttons.

L iari=iel |

[ 101

g

The call button’s context menu
Click on the call button with the right-hand mouse button. You can end the call from the context menu.

Becept
Hang up

Hald
Transfer

Remimder

Bring inte conference

Link
To private phone beok

Hang up using a keyboard shortcut
If you have activated keyboard shortcuts in the text-dial settings you can hang up a call with a keyboard
key-stroke. The default key-stroke is CTRL + F11.
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1.6.4.17 Importing a telephone number into the private telephone book

Context menu
You can import a number into the private telephone book using the menu from a call button or from an
entry in a call list.
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1.6.4.18

[NE=1RI=1R=]] L]
.: +] [FRR1ERARARE

-'-'_-_-_-|_:',

e— Hang up
Hald
Hetneve
Transfer
Lonnect
Reminder

hew conference participant
Bring into conference
Link

To private phone book

b

Drag&Drop

Call buttons or entries in call lists can be dragged into the private telephone book. If caller number
identification could not be performed you will be asked whose telephone number it is.

B +1(335) B e Number Name

059547852 John Myers
100 % Paul

Time Telephone number

£ |09.10.2006 07:37:57

M (9 10 200K N7-17-724 | +49 (9549 9R Enter new number Y (=
Mame of contact
Eanl

Mumber Hame Mumber of contact

+1 (335) 5646456 - b +1(335) 646456

089547852 John My
| ok || Cancl
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Importing telephone books

You can import text files into the private telephone book. Databases and Excel tables allow you to
generate suitable text files, in which one data record appears on each line and the fields are demarcated
by a separator. Generate such a file and then open the private telephone book. Click on it with the right
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mouse button and chose Load | Import from text file from the context menu. A new dialog will appear
beneath the telephone book.

Make call

Add
Change
Delete

Link

Load » From back-up copy

Save [ Irnport from text file

Enter the file name in the import dialog or drag the file from Explorer onto the file name field. Enter the
positions of the fields containing telephone number and hame and specify the separator. You can now

import the file.
Do JFowse  [Fooee [Dlod.  JEser.
Fila name: CUnere’inkas \Document s’ Numberns td [-_?—]Dﬂ'ﬂf
pmm::! 1 Ww_nal 2 Text in quota . Separsior [ o=
[Gtoad | Concel | Fomat:  John Myem:056-96767967.
-
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1.6.4.19 Making private calls

Some companies have a rule that a special dial-out prefix must be used when making external private
calls. To do this, press the button in the client bar along the top edge of the screen.

==

by by

The button is only activated if a separate dial-out prefix has been resernved for private calls.
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([ Metwork settings |
Server name: pdc
Part rrmber: 2501
Owin extension: 100
Log-on name: pand

Non-standard outside ine prefix (business):
-

Non-standard outside kne prefix (privabe): [’\‘&

Non-standard inbernal prefi:

=
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1.6.4.20 Picking up a call
A call arrives for a colleague and his phone starts ringing. The colleague is, howewer, away and you
would like to pick the call up.

Group button in the program bar
The group button for your colleague is displayed in magenta. Click on the button to pick the call up.

JEm

b

Icon on the groups page
If you open the Groups page (if that has not happened automatically) you can see the icon for your
colleague; it will have a magenta border. Double clicking on the icon will pick the call up.

22

mcconnel (107)

Send feedback to TAPIMaster
© 2020 Tino Kasubke. All rights reserved.

© 2020 Tino Kasubke


mailto:info@tapimaster.de
mailto:info@tapimaster.de

Content 107

1.6.4.21 Putting a call on hold

Click on the call button
You can put an active call on hold by clicking on its call button. The button reacts by popping out.
Pressing again pushes the button back in again and the call is connected once more.

"'ﬂF‘auI "'ﬂF‘auI
iy g >

The call button’s context menu
Click on the call button with the right-hand mouse button. You can hold and retrieve the call from the
context menu.

Hang up
Hald

Transfer

Remimder

New conference participant

Link

To private phone book
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1.6.4.22 Recognising call states

The call states of the members of your group(s) are displayed. You can see them in the program bar or
Groups page.

State Program bar Groups page

-
Cd

Ffranz (100}

Logged on, no calls S TRl
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1.6.4.23

1.6.4.24

Logged off, no calls

[ 100 Tl

e <

fFranz (101}

Busy

.

Jas

Ffranz {1007

Incoming call

W 7

FFramz {1007

Call waiting

(.,

F

Ffranz (100}
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Redialing

Click on the "Redial" in the call dialog.

i

Redial

Alternatively you can open the list of outgoing calls and double click on the relevant entry.

Send feedback to TAPIMaster
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Redirecting calls

You can redirect incoming and active calls — the steps to follow are the same in both cases.

Program bar
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There is a button in the program bar for answering calls. The button is active when there is an incoming
call. Clicking on the button would answer the call. Instead of clicking, you can drag and drop the button
onto other objects — onto a group button, onto an entry in the private telephone book or onto a symbol in
the Groups pate.

N

W | FE:) g}_ +1 (233 2040420 £4rl aray
——[ 18547852 John Myer
’ 101 Paul %

]
7z

ffranz {1[&

Call buttons
The call buttons on the calls page can also be dragged onto other targets. Incoming and active calls can
be redirected.

+1 (232 2040420 Carl aray

< Paul f‘% 8547852 Jehn Myers @k
101 Paul

i
s

fFranz {lﬂ?};\
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1.6.4.25 Reporting problems

If the product does not work properly, please inform us at info@tapimaster.de. Problems can usually be
fixed within 48 hours. So that we do not have to bother you for more information, please supply the
following information about your environment:

¢ Version of operating system for client and server
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1.6.4.26

1.6.4.27

Version of Outlook, if installed

Database used, if any

Switch manufacturer and type

Version of TAPIMaster® you are using

A problem description which allows us to understand / reproduce the problem, including screenshots if
appropriate

Send feedback to TAPIMaster
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Resetting TAPI

In exceptional cases you may find that you are no longer able to hang up calls, that the client no longer
responds to incoming calls, or that you cannot start a call. If this happens, open the advanced settings
and click on “Reset line”.

Feset line " ]

&
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Sending messages

Open up the "Messages" page of the calls tab. Enter the extension of the intended recipient and send
him a short message of up to 220 characters. To send a message to all group members, please fill in a *
into the "Message to:" field.

Mk ool | Incomng | Dudgoing | Fvountes| Messages | Chat

Tea Frovm Haspemon
07102006 1E4532 mrk | Plssss calbacs: EE0EE4C54E

Plisaee cnlbaci: (2OE54E545

Al gt
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You can also send message from a context menu in the Groups page.

V7=

(13

Iake call
Messages

s

Call forwarding

Ertle bar

Link

You can enter the intended recipient via drag and drop.

02

3

o 1I:'2% 3 Send '\::J [ et ]
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1.6.4.28 Sending the contents of the clipboard

The (text) contents of the clipboard can be sent to a group member. The example shows how a
telephone number is highlighted and sent to a colleague, who will then find it among his messages, at
the latest the next time he logs on.
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1.6.4.29

| Untitled - Notepad ‘@ B T
File Edit Format View - Make call | 1] ]
ot & O 00 3006 O 1906 ko [ =49 4 0
40 (040) OB006-0 Franz|  ppessages
Unda Chat
Cut Call forwarding
Copy e S —F  Inititle bar e L]
Paste .
Link
Drelete
Send clipboard contents L 2 [=
Select All - r— o
Right to left Reading order
Show Unicede control characters Heage=s W e e | Diotete
Inzert Unicode control character r
Open IME

Recorsersion

Send feedback to TAPIMaster
© 2020 Tino Kasubke. All rights reserved.

Specifying the action to take for incoming calls

Open the Advanced settings. You can choose to have the call dialog open automatically when a call
arrives for you. You can choose to have the Groups open automatically when a call arrives for a group
member — immediately, after a given number of seconds or not at all.

4 Eigenschaften von CTI Client
Basic seltings | Advanced setings | Text-dial
Behaviout when noaming cal siives
) Display off
@ Diizplay in CT) Cleni

Customer-speciic dsplay

St pecgran C:\Program Fleshctiese
Parametsr. <EMHH:
[<HMNH> = pumber)

‘What o do when a member of the grioup ieceives acal
@ Do nothing
0 Immediately open gioup page
~ Seconds before group page i displaped 4

 Festine
[ ok ][ abowchen | | Oberrerren Hite |
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1.6.4.30 Starting a conference

Connecting two calls together to make a conference
You can connect two calls together to form a three-way conference. One of the two calls should be
active and the other on hold. Drag the held call onto the conference button.

[ Transfer ” Connect J

Irﬂ BBC Berlin Business Communil:

IE'-'J Paul EE

Conference

Alternatively you can start a conference from the context menu of the call button for the held call.

[ Transfer ” Connect ]

eff] BBC Brrfic D:coinnce Do il
E.:’ Paul Hang up

Retrieve

Tranzfer
Connect

Reminder

Bring inte conference [%

Link
Ta private phone book

Bringing a new participant into a call or conference

You can bring a new party into an active call to form a three-way conference. With most good switches it
is also possible to bring new parties into an existing conference. The procedure is the same in both
cases. Click on the conference button.

Conference

The dialing window appears. Enter the number of the new call participant and confirm. Alternatively, you
can jump into one of the telephone books listed and drop the telephone icon there.
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e Eorict R |11 o +1 (335) 5646456 Earl Gray
0 [3] (B Pawestombok 1 089547452 %Dhﬂ Myers
(4] [ 5] [ 6] 3 Grou membesss: .x 101 aul
() (2] (3] (D0ock et -
E @ [ B ol
& Dis ) Cocel ffranz {100}
Drag&Drop
If there is already an active call or conference, you can also simply take a group button, a group symbol
or an entry from the private telephone book, and drop it onto the conference icon.
F
%%u
fFranz {1000
+1 (335) 5646456 Earl Gray
089547852 L\X} John Myers
101 Paul
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1.6.4.31 Starting a consultation call

Consultation dialog
Click on "Consultation" in the calls page.

DRy

Transfer

The dialing dialog opens. Enter the number and dial.
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@) (@) (3] @i

[IL[EL[EL[EGMMM}H

@ @) () Bt

[‘,. [D [.‘.r [QJDHMWMm

5

= T

Program bar
Clicking on a group button starts a consultation to the group member.

00 |[IEHIN

Telephone books
You can also start a consultation by simply double-clicking an entry in a telephone book or call list to
start a call.
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1.6.4.32 Supporting group members

Colleagues wishing to be able to pick each other's calls up should be in the same group. Each user may
be in seweral groups. Please open the advanced settings. . Specify how many seconds to wait before the
Groups page is opened in the event that a colleague fails to answer a call. The function also works for
waiting calls. It is then possible for you to pick the call up.

What to do when a member of the group receives a call
@ Da nothing
(I ymmediately open group page

(7 Seconds before group page is displayed &
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1.6.4.33 Toggling

Simply click on a held call in the calls dialog to toggle it to active state. Clicking again toggles it back to
held.

| Transfer || Connect ||

’::ﬂ BELC Berlin Buzinesz Communik....

IE:J Faul 'L;E

Send feedback to TAPIMaster
© 2020 Tino Kasubke. All rights reserved.

1.6.4.34 Uninstalling the program

The Setup program can also be used to uninstall the program. Start CTISETUP.EXE, select “Remove
program” and follow the wizard.

| o CTEwaRation = = e
Bsataliation of (M H (T1 trlephony solteare - Yerien 1100
DM CT] preevuiesl B corwermenl miry 15 Conid v Ihaihans Mo pour o,
Seperang sth S trenoee bk of Dy © numeTT

Terma of uee for B CTT SoFtware

This, program instslls Ehe respectve chent
i BOOES e of uke,

The Setup pragram can alzo be
uzed to uninztall the program.

[Biopi iy g

Thos: syt ol g CT] gl math up) i
for purchuses For a lerper imtslason. The
& D0mpit e pradulT, Progres loeves st

Fretmaie 04 a0 Fetmare Mg @ Install program
ial would pou e ko do? )
0 Brwal vt e (7 Remove program

Rrmour mogram

Foent Carenl o |

Alternatively you can uninstall the program from Control Panel | Add/Remove Programs.
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wigaiiiie T il MESLa
Mame : Publisher Installed On
T DasTelefonbuch GelbeSeiten Map & Route  TVG Telefon- und Verzeichnisve...  07.10.2006 ...
[ EC Software TNT Screen Capture 2.1 EC Software 07.10.2006 ...
[ Matrox Graphics Software (remaove only) 07.10.2006 ...
'?_"', Microsoft Office Professional Edition 2003 Microsoft Corporation 07.10.2006 ...
(25 NetTSPI Simulator ilink GmbH 07.10.2006 ...
7 OEM CTI Client OEM 07.10.2006 ...
&7 OEM CTI Server % OEM 07.10.2006 ...
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1.6.4.35 Using ACD Light

The server's ACD module should already have been configured. Press the ACD button in the client to
make the client signal to the ACD its readiness to receive incoming calls.

B

Send feedback to TAPIMaster
© 2020 Tino Kasubke. All rights reserved.

1.6.4.36 Using databases

Ask your administrator if a database connection has been configured for TAPIMaster®. You should also
hawe installed the database telephone book for your client. If so, you will see its tab on the telephone
book page.

Private phone book | Group members | Outlook directary | ['atabase phone book |

Mame Mumber Cither

Bauer +45 (6185) 654564 1561-0501 00:00:00
Goldschmidt 205 5[3}}554 1559-12-23 00:00:00
Huth +45 (5189) & G 1560-10-20 00:00:00
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1.6.4.37

You can search for names and telephone numbers in the database and have these listed in the
telephone book.

5.3

If you leave the entry field empty when performing a search, a complete telephone book will be generated
from the database. The telephone book will be cached locally and need not be retrieved again when you
next restart the client.

Send feedback to TAPIMaster
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Working without windows opening automatically

If you do not want to be disturbed in your work by call windows or Group pages opening automatically,
you need to make a couple of changes in the program settings. Open the Advanced settings and activate
“Display off’ and “Do nothing”.

"} Eigenschaften ven CTI Client ==
m‘ Advanced seltings m
Behaviout when noaming cal stiives
Dizplay off
@ Dizplay in CTI Chent
Customer-specific display

St pecgran C:\Program Fleshctiese

Parametsr. <EMHH:
[<HMNH> = pumber)

‘What o do when a member of the grioup ieceives acal
@ Do nothing
* Immediately open gioup page
" Second: before group page i displaped 8

Fezat line
0K | [ Abbschen | | Ubermetmen| [ Hike |
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1.7 CTI Switchboard

Description

The CTI Switchboard is a Client/Senver application. It is a tool for the administrator or secretary. The user
has an oveniew of al phones. He can control the phones. The CTI Switchboard is only component of the
licence ersion. It is not usable simultaneously with the server programming interface.

Installation

Bei der Installation des CTI-Servers wird der Switchboard Server ebenfalls mit installiert. It is a Windows
senvice. This senice per default does not automatically start. Set the start mode to "Automatic” if you
want to use the program.

S Superfetch Maintains a... Started Automatic Local Syste...
A Switchboard Server  CTI Switchb.... Local Syste...
S Systern Event Mot Monitors sy... “55tarted Automatic Local Syste...

Fn Tmbnled BT Tomamnd L o P e Cam bl e Lommm) Coamd

You find a file FCTISBSV.INI in the Windows list of the server. In this file you can change the port
(standard 2520) and set a password (recommended).

Client

Only one client can be used. You can find the program in the setup folder of the CTI server
(<ProgramDir>\<ProductName>\Setup\FCTISBCL.EXE. At the start you are asked for the connection
data (server name+port). Please enter your own phone extension and password.

Settings @
Server name [ IP pdc
Port number 2520

Cwn extension 100

Password: TIIIIIL

[ (8] .4 ] | Cancel

The client includes three lists and sewveral action buttons:

Member list

All phones are listed. You can see the members and the number of the calls and the forwarding state. If
the CTI senver ist running, the login names will be showed. Messages can be sent out to the user. You
can call the members by a double click.

List of unanswered incoming calls
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All existing unanswered are listed. You can pick the call by double click.

List of active calls
The calls of the members and their call partners are listed.

Action bar

The Actions bar contains sewveral buttons. You can make different phone cations with this buttons. The

activation state of the buttons depends at the list selection.

& TAPIMaster - Switchboard
File
Memhber laf: Incoming calls:
Exfension Cal Count Forward Usey | | Exlension Caler
e ]2 | | |
0 ]
Mz 0
] 0
i) o
Wi ]
o Q
[rg o
Mg i} F
i o
iid b
i ]
12 o e
113 i}
114 0 Extensin Partner
s ] '.. 150
115 o o o 101
nuz o o 100
118 o
119 0
ix o
121 ]
2 ]
1z o
124 D =
L} (] 13
®efresh Cal Haneg up Forward
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If you have questions about the product or have found problems with it, consult your retailer. Please

supply the following important details:
e What operating system is installed on the server / client machine?
e Which switch are you using?

e A problem description with as much detail as possible to allow us to understand / reproduce the

problem, including screenshots if appropriate..

Troubleshooting TAPIMaster®
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181

Client

All telephony functions stop working

First check whether all users are affected or just one. If the software stops working everywhere, you
should use the Line Watcher to check on the server if the driver is working — it is especially important
that you perform this check before installing the clients. If the driver is not working (lines cannot be
opened or simple functions like making a call fail), you should address your problem to the switch
manufacturer.

Canonical format is wrong

The CTI software can transform telephone numbers into canonical format. Since the rules for this process
differ from country to country or are not standardised, currently only German, Austrian and US-American
numbers are formatted. Sometimes some programs, Microsoft Outlook for example, do not use the
correct canonical format. This can cause problems when looking for the signalled telephone number in
Outlook contacts. The client’s caller identification in the Outlook folders is, however, not affected.
Telephone numbers are normally converted / saved by Outlook as follows:

Incoming number; 0535126226
Outlook: +49 (05351) 26226 (which is wrong)
CTI Software +49 (5351) 26226

Nonetheless you may sometimes see numbers which are apparently wrong — in this case the number
+535126226, for example. The problem is easy to find. Start the Line Watcher on the CTI server machine
and open a line. Then dial the line’s number including the area code — from a mobile phone, for example.
The incoming call will now be displayed, together with the calling number. Take a look at the number. If
this number starts with two leading zeros (e.g. 00535126226), this means that the TAPI driver is
signalling the outside line prefix so that a call from the next county looks like a call from Cuba. You can
correct the problem by turning off signalling of the outside line prefix in the TAPI driver (consult the
switch’s manual to find out how) or simply by entering “0” in for the filter number in the “Switch settings”
page of the control console. You will have to shut the sener down to effect these changes. If canonical
format is improperly displayed for local calls (e.g. +49 (521) 56 for local number 52156), it may be that
the TAPI driver has be reinstalled since the installation of the CTI server. The administrator should in this
case reconfigure the CTI senver.

Names of group members are missing

You hawe installed the client and the names of the group members are not being signalled. Instead just
the extensions are displayed in the groups list. This “problem” will correct itself in a couple of days. The
sener has been designed to collect the names of the group members automatically the first time they
log on. This prevents the administrator having to enter hundreds of names by hand. In a few days you will
see your colleagues in the group list with the names under which they log on to the network.

Server log-on fails even though the network connection is up
Make sure the user of the client has logged on to Windows with a user name. This check is a security
measure.

The client can be started but does not become active

First find out if the senver is running. If your colleagues’ clients are active, then the sener is definitely
running. Check the settings for the network in the client. The correct server name and port number must
be used. The extension number configured should be the extension of your telephone. Compare the
settings with those in other clients if you are unsure of the senver name and port. If this all looks OK, you
can use the following steps to check if your computer has a network connection to the server: open an
MS-DOS window and enter “ping SERVERNAME" (you should replace SERVERNAME by the actual
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name of your senver). If no connection is shown, ask your administrator to fix the connectivity to the
server.

The caller list remains blank

Check that you hawe also installed the database interface. Open the control console of the CTl server. A
tab “Database interface” should be visible there. Open this tab. The option “Send call records to clients”
should be selected. If the database interface is missing, please install the server once again with the
database interface.

How do you make a call from other applications?

The CTI software allows you to make a call from other applications (such as MS Outlook, dialing aid). To

allow this, the client or other program which uses the interface must be running.

Outlook example:

e Start Outlook.

¢ Open the ,Contacts” folder.

e Click with the right mouse button on a contact. A menu appears.

e Select in this menu ,Call Contact®“. A dialog appears.

e Press the button Dialing options”. A dialog appears in which you should choose “FCTI Line” from the
list at the bottom before pressing OK. The call options are now configured. You do not have to repeat
this procedure next time you want to call.

e Click on ,Start Call".

Many programs use a Telephony Senice Provider (TSP) to allow a user to start a telephone call. The CTI

software provides a TSP to allow this. It gets installed along with the client.

After a minute calls are suddenly hung up

The CTI server provides a stabilization mechanism to correct certain driver problems. If certain calls are
suddenly interrupted, this means the driver is signalling the wrong status information. Please then
disable the stabilization mechanism.

Login fails

Check which extension the client is logging on for. The extension must exist on the server under
“Extensions”. If the client cannot log on although the client’s network icon is displayed in green, this
generally indicates that the extension is not present in the sener settings.

Port number: 2501
Bxtension: 5
Own extension: 100
L\XS 101
The user's extension, 100, iz not prezent in the %1{}2 &
zerver's settings. The client cannaot log an.

103

-

Caller identification from the database fails
If the sener transforms the caller number into canonical form, the numbers also have to appear in
canonical form in the database. For example:
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- Connected - Incoming - CalledAddres - CalledMSN
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1.8.2 Server

Server shuts down again immediately after starting
If the senver is installed but the extensions have not yet been configured, the server shuts down of its own
accord shortly after starting. Specify the extensions in the CTI software’s control panel .

Server takes a long time to start up
At senver start-up, all TAPI lines are opened. This may take several minutes if the switch is large. So it is
not a defect if the server needs a while after start-up before it can do anything.

Server cannot be restarted after shut down

Closing the TAPI lines may also take a long time, just as opening them can. Problems may occur ff the
senver is running as a senice and you restart it while it is still in the process of shutting down. When you
shut the sener down, it is advisable to wait a minute before asking it to restart.

Processor usage is too high on the server

The CTI software was designed to run quickly and efficiently and with little computing power. If for large

installations the processor capacity is insufficient, proceed as follows:

e Check whether other processes are running on the server machine which make intensive use of the
processor. To check this, use the Processes page of the Task Manager. Sort the processes
according to CPU time. This will show which programs have been using the most CPU time ower a
long time interval. If possible, mowve these programs to a different machine. As a rule of thumb,
Pentium Il machines require one Megahertz for each client, providing that no CPU-intensive programs
are running on the server. If the CPU capacity is spread over several processors, you should allow an
extra 20% - so, Dual Pentium Ill with 600 MHz per processor could serve 1000 clients.

o Please look more closely at the programs in the process list. You will find two processes there called
~SVCHOST.EXE". How does their processing time look? If one of these processes requires lots of
processor capacity, this usually means that the TAPI driver itself is taking up the CPU. This is a
problem which the CTI software can do nothing about. In addition, other processes associated with
the TAPI driver may be active. If so, take a note of the file name and search for this file on the hard
drive. In the file’s properties (accessible for example from the “Properties” item of the file's context
menu in Explorer) you can see which manufacturer the file is from and so determine whether the
process is due to your switch.

e Open the CTI software control panel . On the second side you will find the allocation of telephone
number to line names. Shut the server down so you have access to this list. Delete the extensions of
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those participants who do not have a telephone or who do not use CTl — such as telephones in the
warehouse or telephones on the production line without a computer.

¢ The feature requiring the most CPU time is the signalling of call states between group members. The
worst case is when all users are in the same group. So, use the groups as sparingly as possible. Not
ever user needs to be in a group. Groups are required when permissions for certain functions (such as
call pick-up) needs to be restricted to members of the same group. It is absolutely normal for only 250
of 1000 clients to be in any group at all, and these 250 users will generally be members of the senice
team.

Caller identification fails

The commonest cause of failure in caller identification is missing or incorrect entries for the filter
numbers in the control console. Start the Line Watcher and get an external phone to call you. Check if a
leading zero is present in the caller's number as signalled. If a zero is present, enter a zero as filter
number in the control console. If no leading zero is signalled, no filter number should be configured.

If you reinstall the TAPI driver, it is necessary to update the switch settings. Otherwise the program will
not be able to find certain settings such as outside line and other prefixes.

Send feedback to TAPIMaster
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1.9 Prices

Only sell to company customers. Licences can be ordered by mail: info@tapimaster.de.
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1.10 Contact

Contact Person: Tino Kasubke

Kellerberg 1a

Walsdorf

96194
Telephone: +49 (9549) 989999-0
Fax: +49 (9549) 989999-1
E-Mail: info@tapimaster.de
Internet: http://www.tapimaster.com
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