&mleLCO

American Tel-A-Systems Inc.
4800 Curtin Drive, McFarland, Wisconsin USA 53558-9424
www.amtelco.com

Infinity v5.51 Features

Changes and Additions to version 5.51

Created July 2009



Table of Contents

Infinity System
2 i, AmtelcoPedia
S Disconnect Alert

Additional Options for Infinity 5.51

4., Audit/Barge/Coach (ABC)

5. Call Distribution Expansion

T Station Capacity Expansion

8. Perfect Answer Greetings Expansion
8 Unity Voice Logger Changes

S Dashboard

S SMS



AmtelcoPedia

AmtelcoPedia allows you to find definitions/descriptions of items, links to others features

involved with a feature, as well as the links to documentation, FAQ'’s, white papers and

training videos all from one page. Just click on the AmtelcoPedia logo within Infinity
Supervisor to get more information!

This is an extension of our TechHelper Web site. You will need to know your support
code to access the AmtelcoPedia pages (just like with TechHelper, your user name is

the first four

digits of you support code, the password is all five digits).

You can also access these pages by clicking on the logo when in TechHelper
(http://service.amtelco.com) or by this address: http://service.amtelco.com/amtelcopedia
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Call Distribution Overview
Also known as: Detailed Call Distribution, Call Distribution Tables
* Where this setting/feature is located:
Infinity Supervisor > Infinity Client »> Page Menu > Call Behaviors == Call Distribution
* What this setting/feature does:
= This is the final step necessary using detailed Call Distribution to assign incoming calls to a specific
operator group or workstation. This step assigns the call table to the client account.
= The incoming calls affected can be Secretarial Ringing, Answered Secretarial, Checkin or Non-Live.
+* What happens if you do not use this option?
= One of Two options will distribute the incoming calls to an account:
1. Incoming calls are distributed in an Automatic Call Distribution (ACD) method where the call is
given to the next available agent.
2. Incoming calls are distributed in a pre-programmed system using the General Distribution feature.
+ Is this a system or per account option?
This is a per account option based upon system setting considerations.
+ Is this a standard feature or an optional feature?
This is a standard feature. 3l
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Disconnect Alert

A Disconnect Alert, per/account setting is now available in 5.51 Infinity. If an operator
leaves a call on the screen for a certain amount of time, in seconds, an alert can sound.
The sound that plays is set in the Ctrl F12 settings for Telephone Agent.

Location: Infinity Supervisor > Client > Operator Interface > Operator Call Handling
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The rest of this document includes pay-for features for Infinity 5.51, indicated by
an asterisk*.

Audit Barge Coach*

This OpSee-based tool is now available for purchase, the better to coach your operators
with those difficult calls. Your supervisor can enter the call at any point, or be invited to
join the call by the operator. Two-way conversation is possible, either while in the call,
or by keeping the call open after the caller has disconnected.

@ [Show Server] Infinity\Gupervisor

A [Show Server] Infinity Supervisor
Mondor  ‘Window Took: Op Skt Opts  Heln

o [ ion vore ] v [ - T - T

i Op Stots(2)

4% See Operabor

Station Conneclion Stalus;  Listening
fusdit On [ Baige On Coach On [

B Infinity Telephone Agent [90] - STACEY |— |Of x|

Tue OFJul 03 02277

In Monitor, under “OpSlots”, right-click on a station and choose “OpSee”. You are given
the opportunity to:

Audit — enter the call and listen to both the Op and the caller, one way audio

Barge - enter the call and speak with both the Op and the caller, three way audio
Coach — enter after the call and speak with the Op only, two way audio



Call Distribution Expansion*

With 5.51 Infinity, Call Distribution capacity doubles. You can now use 64 Call
Distribution Groups instead of 32. Distributions can be set to switch to another group
after a certain number of rings, allowing other local and remote operators to answer
when one location is swamped.

Location: Infinity Supervisor > System Settings > System Forms and Lists > Distribution
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This setting in System Call Distributions refers to the same Operator group set up in

individual Infinity Operator set up.

Location: Infinity Supervisor > Operator > Groups
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In addition, you now have 128 Call Distribution Tables instead of 100. This allows
Infinity to serve larger call centers, institutions and corporations by further opening the
design capabilities for prioritizing calls.

Location: Infinity Supervisor > System Settings > System Forms and Lists > Distribution
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Stations Capacity Expansion*

For those who wish to enlarge their system capacities, Infinity 5.51 can now support 400
stations on one Infinity box, running other than Net Bios.

Location: Infinity Supervisor > System Settings > Station Counts
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Perfect Answer Greetings Expansion*

5.51 Infinity offers twice the number of Perfect Answer Greetings per account — 500.

Location: Infinity Supervisor > Operator > Advanced
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Unity Voice Logger Changes*

Multi Chassis Infinity Server Owners — now the Conference Ports for Unity Voice Logger
occupy the numbers above 1537, with 64 ports per telephony server, thus freeing the
Infinity port numbers for incoming calls and dialouts.

Amtelco Unity Voice Logger Configuration Utility v1.0.0.13 [._|@EJ
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Infinity Dashboard*

The new, developing Dashboard monitoring application can be set up on a Supervisor
station, on a PC flat screen that is hung on the wall like a reader board, or even on a
Blackberry through a web connection.

Since Dashboard is an evolving piece of 5.51, Please click below for more information
about our Dashboard application.
http://service.amtelco.com/ftp/download/Brochures/23%201S%20Dashboard.pdf

Infinity SMS*

Working within the expanding and developing text messaging industry, Amtelco now
offers the next level of SMS connectivity for dispatching text messages. Clients who
receive SMS text messages can reply. The message can be automatically marked
delivered, or even be forwarded to an operator for handling. When replies sent by the
owner of the text messaging device (e.g. Blackberry), are received by your Infinity
Intelligent system, the notation becomes part of the message history.

A major difference with the text response to the Operator is that your customer does not
need to call a phone number to respond. They are responding in text mode from their
Blackberry, or another similar type of communication device.

Since SMS is an evolving piece of 5.51, Please click below for more information about
SMS and your Infinity.
http://service.amtelco.com/ftp/download/Brochures/12%201S%20SMS.pdf

If you have any questions regarding these Infinity 5.51
additions and changes, please contact us!

Project Managers
Ph: 800-356-9148
Email: projectmanagers@amtelco.com

Trainers
Ph: 800-356-9148
Email: trainers@amtelco.com

Field Support
Ph: 800-553-7679
Email: service@amtelco.com



