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Introduction

The April 2017 release will be made available from the 13th April 2017. It will contain the new
features and improvements as detailed below.

Horizon Integrator v2.4 Withdrawal

Further to our previous communications, from the 2nd May 2017 Gamma will no longer support
Horizon Integrator on v2.4 or below. This version will no longer be compatible with our Horizon
Service and cease to work from this date.

All 2.4 users will need to upgrade to the latest version of the Integrator (v2.6) in order to continue
using the service.

Details of how to upgrade can be found in the user guide on the Gamma academy knowledge base,
just search Horizon Integrator Full User Guide.

In order to help you support your customers Channel Partners will receive a further targeted
communication on the 17th April 2017. This will detail the users who are still using v2.4 of the
Horizon Integrator. Please ensure you are subscribed to Horizon Alerts on the Gamma Portal in
order to receive the communication.

I's imperative that your customers are upgraded in time to avoid any loss in their service.

If you have any questions regarding Horizon Integrator 2.4 withdrawal please contact Horizon
Support team by dialling the Gamma IVR 0808 178 8000 — option 6, 1, 1.
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Retention Policy for Call Recording embedded into
New Company order

The April 2017 release will see the option to enable call recording and select from a 3, 6 or 12
month retention period embedded into the new Company order component of the Horizon section
of the Gamma portal. By default the option to call record will be disabled for all new companies.

New Company Order Details Company Admin Details

Company name: *
pany e Trne Admin Usamame is 10 b2 used by e Adminisirator 10 503 info the frst sis.
Default Domain: *
Usarname: *
0 The Defauit Domain cannot b2 changsd onoe provisionad. First Name: *
Last Name: *
A = Fad, T2 exi=n 1 cannot be updaiad
Admin Emal:
Extension Limit: * 2agt B
Support Emali

Telaphone Number:
| Call Recording Options '

Mob#ie Number:

Fraud Management

= : v
Enable Call Recording: O Piaase ciick hare for e 12rme and condiions of 2 Horzon Fraud Management Sanvics.

! he). &
Retention Poticy (Montns): | & v Fraud Mansgement:+ @

Dally Spand (£): * 500
Package Details
warning {%): * 70
E-mail address: * o
Send SM S:

Package: * Paase Salect v
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:Gamma

Should you wish to enable call recording for any Company, where it was initially disabled, simply
head over to the Horizon section of the Gamma portal via the Horizon Manage Company link, locate
the Company and select Manage Company from the Actions dropdown list.

Company Name: -

Records Per Page: 10 v Max Results Returned: 100 v

& Download ~ Showing 1to 7 of 7

Reseller ID Main Site ‘Contact Email Actions

0
E
@  cammaStandardCompany 169 o co ne j c sam wood@gamma.co.uk K]
5
S
@® Gammastaflive 365 gammastaft.com Newbury21 JasonkcMahon sam.wood@gamma.co.uk
& Manage Compan:
®  Gommasitiesst e company s ; couk
# Manage Administrators
@ | GammaStafUAT 365 purpledev.com NewburyTestUAT JamesWhithie sam wood@gamma.co.uk ‘ # Manage Subscriptions
& Manage Numbers
® cmma 365 opsuatcom Manchester RichardJames sam.wood@gamma.co.uk ‘ @ Manage Devices
© Manage Sites
@  GammaUATJani6 169 gammauatian16.com manchestuatian16 RichardJames sam.wood@gamma.co.uk ‘
) Loginto Horizon
@  TOGammaAcceleratzTest 169 gammatelecom.com TOSite1 TundeOlokesusi sam.wood@gamma.co.uk ‘ & Health Check

=

Cease Company

Ble- 06 RBE[+ T

Select the Settings tab to enable Call Recording and set the retention period.

Gamma Welcome: Roy (rfarrow)

portal JAT HOME | HELP | SITEMAP | SETTINGS | @) UNREAD NOTIFICATIONIS): 35 | LOGOUT

PROVISIONING & SERVICE MANAGEMENT ~ NUMBERPORTING ~ REPORTING  BILLING  HELP & SUPPORT ~ ADMIN  INTERNAL

Manage Company

Eranig Seftings Re'mmn

Settings

Call Recording Settings

"
K
8
g
5
S

Warning

Call Recording:

- @

These changes do not affect the settings or retention period of all existing Companies and once
call recording is enabled against a company it cannot be disabled.
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Device Customisation for the Polycom VVX310 and
600

The device customisation service via the Users>Phone menu on the Horizon GUI will be updated
to include the Polycom VVX310 and 600.

0y Help | Log Out

HORIZON'

Unlimited communications

Dashboard Users Site Management Call Groups Device Management Administration Recorded Calls Statistics

! I Edit User
Edit Andrew Robinson

Profile Personal Details DDI Services Call Setup Permissions m Call Barring Call Centre

?

Device Details 4

Polycom

VVX310

G722
75:47:54:84:50:12
Polycom VVX310

~

£ Device Customisation £ Manage Soft Clients £ Change Codec £ Change Device £ Unassign Device

By selecting the Device Customisation button you will now be able customise the line keys of the
device by selecting the Line Keys button

.l.. Help | Log Out

HORIZON®

Unlimited communications

Dashboard Users Site Management Call Groups Device Management Administration Recorded Calls Statistics

t I Edit User

Edit Andrew Robinson

Profile Personal Details DDI Services Call Setup Permissions [IBIERE  Call Barring Call Centre
?

Polycom VVX600 - Device Customisation

Line Keys Restart Device

Customise your devices line Send a request to remotely
keys restart this device
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This will drop you into the customisation area where you can assign various Horizon features by
clicking on the relevant key number and then assigning the desired feature from the drop down list

that the GUI will present.

Dutows . SeMaagemest  CMGrws  OwicelMsagemest  Adwebaos  Recoeded Cals  Sumstcs
£t User

Edit Andrew Robinson

Profe  PecosiOuials OO Seices | ColSewp  Pumissions [N CotBarios | CallConve

k)

Line Key 5

Dushbosrd Ui SdeMoasement  CalGrowps  DevceMamsgemend  Admsiation  Recorded Cals Stsocs
1€ Usar

Edit Andrew Robinson

Profie | PersonslDotalls | DO | Services | ColiSewp | Permissions [T CoWBarig | CallContro

2

Polycom VX600 - Line Keys.

Polycom

Please select a line key option from the following dropdown menu

Line Key Option:

Call Retneve
Group Call Park
Call Pickup
Group Call Pickup
Page Group

Call Pull

Last Call Redial B

0006

Page 8 of

Speed Dial
This will allow you | Busy Lamp Field
Call Park

rmissed call.
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Subscription Description changes

Following on from the Horizon Subscription Webinars on the 14th and 21st March we are pleased
to advise that the restructure of the descriptions will be applied to the new Company order flow in
April. The below matrix details the old description and how it will align to the new equivalent

Subscription and option.

Old Description

Premium

Hardware Incentive

New Option

Lifetime

Lifetime Hardware Incentive
Commission

Commission 2

Commission 3

Hardware Incentive Commission
Hardware Incentive Commission 2
Hardware Incentive Commission 3

New Option

New Option

Discount Package

New Subscription Type

Premium

Upfront Subscriptions

Commission Subscription - 3 Year

Commission Club

Horizon for Schools and Charities

New Contract Option

1 Month Contract No Handset

3 Year Contract Handset Included
5 Year Contract Handset Included
No Handset

3 Year Contract Handset Included
Commission £1

Commission £2

Commission £3

Commission £1 handset included
Commission £2 handset included
Commission £3 handset included

5 Year Contract Handset Included

3 Year Contract Handset Included

5 Year Contract Handset Included

So what does that actually look like on the Gamma Portal? 1st you will navigate to and create a
New Company order as before until you reach the Package details section

Subscription Details

Warning

Subscription Type: *

Contract Option: *

Handsets are only provided with no charge if Horizon is purcha
term and the PRIMARY Site Access for Horizon is either Converged Ethernet,
Assured Broadband, Converged Broadband or Converged Private Networks.

Flease read the Horizon Hardware Incentive document for full details here

Flease Select

Flease Select

sed on a 3 or 5 year
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When you reach the Package Details selection the portal will apply Subscription Contract filters
based on the user selecting 1 of up to 5 available Package types. Please note you may not have
access to all 5 package types. Packages will be available to view based on the commercial
agreement made with your BDM.

Subscription Details

Warning

Handsets are only provided with no charge if Horizon is purchased on a 3 or 5 year

term and the PRIMARY Site Access for Horizon is either Converged Ethernet,

Assured Broadband, Converged Broadband or Converged Private Networks.
I

Flease read the Horizon Hardware Incentive document for full details here

Subscription Type: * Please Select

Premium Subscription

Upfront Subscription

Commission Subscription - 3 Year Contract
Commission Club

Horizon for Schools and Charities

]

Contract Option: *

Subscription Details

Warning

Handsets are only provided with no charge if Horizon is purchased on a 3 or 5 year
term and the PRIMARY Site Access for Horizon is either Converged Ethernet,
Assured Broadband, Converged Broadband or Converged Private Networks.
Flease read the Horizon Hardware Incentive document for full details here

Subscription Type: * [ Premium Subscription | e

Contract Option: * Please Select

1 Month Contract No Handset
3 Year Contract Handset Included
A Year Contract Handset Included

In the above case the user selected the Premium Subscription and as a result will now be presented
with the subscriptions contract options. Once the contract option is selected a further information
box will appear to provide a summary of the Subscription and its benefits.
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Subscription Details

Warning

Handsets are only provided with no charge if Horizon is purchased on a 3 or 5 year
term and the PRIMARY Site Access for Horizon is either Converged Ethernet,
Assured Broadband, Converged Broadband or Converged Private Networks.

Please read the Horizon Hardware [ncentive document for full details here

Subscription Type: * [ Premium Subscription ‘ G

Contract Option: * [ 5 Year Contract Handset Included ‘ O

This is @ Premium Subscription that has a minimum commitment of 60 months in
return for a discounted monthly rental. This option is only available with Gamma
voice-enabled access and a handset is provided with no charge, as detailed in the
Horizon Hardware Incentive.

The objective is to reduce the volume of mis-ordered chargeable handsets and the subsequent
billing tidy up effort between Channels Partners and Gamma each month. If you'd like to catch up
on the aforementioned webinars then please use the inserted link

https://pgi.webcasts.com/starthere.jsp?ei=1137817

Please note that the billing descriptions for subscriptions will remain unchanged, this only impacts
the Gamma Portal ordering processes.
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Call Barge Warning Tone - Toggle on and off option
added to Horizon GUI

We will be improving the inclusive Call Barge service by adding the option to enable / disable the
barge-in warning tone for managing users.

Site Management Call Groups Device Management Administration Recorded Calls Statistics
I Call Barge

Call Barge

?

Search. . Monitored Users

Call Recording DO NOT CHANGE Agenttest Truby

gggsfsfa
) Craig Domville
Hatsune Miku

Andrew Robinson Craig Domville

VWX 201 Oy

VVX 201_2 4 Add Selected ¥/ Remove All

bemice gardiner .
e Managing Users

Lauren Green

Sipho Hlandla

Mike Smith

Craig Domville
Hatsune Miku

VVX 201_3

4 Add Selected ¥/ Remove All @ off Waming Tone

A Pop up will appear when activating or deactivating the warning tone as below.

Confirm
Upon activation the monitored user will hear a tone duning

barge-in of a Managing User. Upon de-activation the Managing
User will join the call silently. Please note that this will ovemde

the status of barge-in waming tone that has been set via a Call
Centre Supervisor Client. Please confirn you would like to

proceed.

When activated the monitored user will hear a tone during the barge-in of a managing user, when
deactivated the managing user will join the call silently

Please note this will override the status of the barge-in warning tone set up via a Call Centre
Supervisor Client and vice versa.
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Estimated Wait Timer option for Call Centres

Prior to this feature, when a new call was added to the call queue, if enabled the estimated wait
message (EWM) of either the callers queue position or wait time was played once with no repeat
after the entrance message. This feature provides an option to enable playing EWM periodically
and there is a field to specify the message playing frequency in seconds. This field can be set
between 10 and 600 seconds.

By default the service will be left in a disable condition, if the EWM option is selected, the following
behaviours are applied for the EWM announcement and the service will operate to the below
conditions

e The EWM announcement is played periodically when the call is queued or when the call is
bounced back to the queue because an agent is unavailable.

e The EWM announcement is played periodically at the specified interval.

e The estimated wait time or queue position is re-evaluated immediately before an announcement
is played.

e The updated EWM announcement is not played when the queued call reaches the high volume
threshold. The high volume announcement is played instead, if enabled. Once the queued call
transitions out of the high volume condition, the EWM announcement is played again.

e The updated EWM announcement is stopped when the agent is available, the call is offered to
the agent, and the caller hears ring back (if play ringing when offering call is enabled). The
updated EWM announcement is played again if the call bounced back to the queue.

e The updated EWM announcement is stopped when the overflow condition is met, such as when
a call has been waiting in the queue longer a configured threshold. The overflow announcement
is played if configured.

e The updated EWM announcement is stopped when the caller terminates the call.

e The updated EWM announcement is not played if the Stranded Call policy chooses not to leave
the call in the queue.

e The updated EWM announcement is played before or after the comfort message
announcement if they conflict; however, it does not interrupt/replace the comfort message.

e The updated EWM announcement is played with music playing in between the announcements
if Music On Hold is enabled.

e The updated EWM announcement is played with digit collection enabled to allow the caller to
escape the queue by pressing a digit. For instance, pressing “0” when the EWM announcement
is playing or during digit collection duration allows the call to exit the queue. Any other key
pressed is ignored.

Should you wish to configure the EWM service please navigate to the Horizon Company>Call
Groups> Call Centre on the Horizon GUI.
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HORIZON

Unlimited communications

Dashboard Users Site Management Call Groups

Auto Attendant
Add User

Create Group w

Call Outcomes

Call Pickup

Call Parking

[ Inbound Outbound

Hunt Group

Call Queue Group

Instant Conference Group
Page Group

Call Centre

Call Barge

0
- Wed Thu ri Sat Sun Mon

Answered Engaged Unanswered

Find and select the Call Centre you wish to edit

Dashboard u Site Management Call Groups

! I Call Centre

Call Centre

Name:

Number:

Device Management

Device Management

Help | Log Out

Administration Recorded Calls Statistics

Harizon Alerts

Sites without DDI
Premium Subscription Availability

Manage

Top 10 Callers (Calls Made) .

" Calls Minutes

Retrieving top ten statistics

Subscription Summary

Premium

Call Centre Agent Client

Call Centre Agent

Call Centre Supervisor Client
Call Queue Group User
Integrator CRM

Administration Recorded Calls Statistics

Site: All
Department: All

Call Centres ]

CallCentreAlpha
CallCentreDelta

Newbury TestUAT
Newbury TestUAT
ciaciao
diydy

NewCallCentre

testingprecon
SiteNaijfsaf]
Newbury TestUAT

test

Test Department
Test Department

hsdfhfsdhsd

01212279991 (4554)
(1233)
01398317266 (7266)
(8520)
02897440038 (0098)

0006
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Then navigate to the Announcements>Estimated Wait area of the Horizon GUI and set the "Play
updated wait message every" field value (anything between 10 and 600 seconds is valid) and then
from here you have the option to either:

Enable the Announce the queue position or Announce the wait time to callers in the queue. To play
the high volume announcement to callers whose position in the queue is higher than the configured
maximum, check Play high volume message.

Dashboard Users Site Management Call Groups Device Management Administration Recorded Calls Statistics
I {] [ Edit Call Centre
Edit CallCentreAlpha

Account Settings Users Numbers Call Recording Voicemail Advanced

Estimated Wait Message —

Coanion messaye on ([ Enable Estimated Wait Message
Music On Hold ¥ Play updated wait message every | 10 seconds

Estimated Wait Settings - -

®/ Announce queue position

Play message for callers in queue position: | 1 or lower
¥ Play high volume message
Announce wait fime
Play message for callers with a wait time of: | 1 minutes or lower
¥ Play high volume message
Call Handling Time: | 5 minutes per call

Announce queue positions

When Play Updated EWM is selected, the periodic queue position announcement adheres to the
following conditions:

e If the queue position is less than or equal to the specified queue position X, the position of the
call in the queue is played back in the EWM announcement. The announced queue position is
immediately calculated before an announcement is played.

o If the position in the queue is higher than the specified queue position X and the play high
volume message option is enabled, the high volume message is played to the caller.

o If the position in the queue is higher than the specified queue position X and the play high
volume message option is not enabled, no announcement is played to the caller.

e If the position in the queue transitions out of the high volume condition, the announced queue
position is immediately calculated before an announcement is played.

Announce wait time

When the Play Updated EWM is selected, the periodic estimated wait time announcement adheres
to the following conditions:
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o If the estimated wait time is less than or equal to the specified X minutes, the estimated wait
time is announced to the caller. The estimated wait time is immediately evaluated before an
announcement is played.

o If the estimated wait time is higher than the specified X minutes and the play high volume
message option is selected, the high volume message will be played to the caller.

o If the estimated wait time is higher than the specified X minutes and the play high volume
message option is not selected, no announcement is played to the caller.

o If the estimated wait time transitions out of the high volume condition, the announced wait time
is immediately calculated before an announcement is played.

The estimated wait time is calculated as below:

EWT = ([position in queue * average call handling time] / [number of agents available or wrap-up])
Call Recording Filename Changes

Following regular feedback asking us to improve the naming convention of the Call Recording file
we are modifying the filename structure of a Call Recording when downloaded, we believe that this
will make the recordings easier to manage and retrieve once removed from the Horizon platform.
The filename structure will be applied dynamically at point of download so will apply to all historic
recordings from the 4th April 2017

4| 441618488239_448081788000_20170327_155304_0O

Direction values:
O = Outbound

| = Inbound
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Introduction of the Polycom VVX411 and End of Sale
of the VVX410

On the 5th April 2017 we confirmed the end of sale of the Polycom VVX410 and it's replacement
will be the VVX411, the two devices are identical save that the VVX411 comes an additional USB
port.

The Gamma portal device lists have been updated to remove the VVX410 and replaced with the
VVX411.

Some things to note:

e Inthe event that a VVX410 needs to be RMA’d (Return Merchandise Authorisation) then it will
be replaced with either a Polycom VVX410 or a 411, depending on availability.

e The device user guide has been updated and can be found on the Gamma academy by
searching VVX411.

e The VVX411 will cost the exactly the same as the VVX410.

e The VVX411 power supply unit is specific to the VVX411 and cannot be used with any of the
other handsets in the VVX range, please see the Horizon price list for its cost.

Regards
Roy Farrow

Horizon Product Manager
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Feedback

=] portalfeedback@gamma.co.uk

.SP 03332407771
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