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Version Description

1.0 14/06/2017 Document created for June portal release

1.1 01/08/2017 Updated version control and added version history to document title
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Introduction

The Horizon June 2017 release will be made available across a number of evenings during June
2017. The release will deliver the below updates and improvements.

During June, we will also be issuing communication with regards to the forthcoming upgrade to the
Polycom VVX firmware estate.

VVX Firmware Update

The work is set to commence on the 3rd July 2017 and complete by the 20th July 2017. Upgrades
will take place on a Monday to Friday basis between the hours of 8 pm in the evening and 4am the
following morning.

The Polycom Devices will be separated into their model types and then, where the numbers are
significant enough, be broken down into smaller manageable batches. This means companies with
different device types will be upgraded across different dates.

In order to help you support your customers during the upgrade, on June the 19th, Channel Partners
will receive a further targeted communication that will confirm the date for each of your customers
VVX410 devices.

In order to subscribe for these notifications please:
Logon to http://www.gamma-portal.com
Go to Reporting -> Reporting -> Notifications and select Horizon Alerts.

Full details on the update can be found by searching the Gamma Academy knowledgebase by
searching for:

VVX Firmware Update July 2017
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http://www.gamma-portal.com/

On the evening of the 14th June

Addition of 084 and 087 Call Barring Options

As part of the June release we will be introducing additional and more granular levels of call barring
at both the company and user level. To access the new call barring level at a site level, select Site
Management from the home screen of the Horizon GUI and then click on the Manage button of the
site you wish to modify the call barring settings.

Help | Log Out

HORIZON®

Unlimited communications

Dashboard Users Site Management Call Groups Device Management Administration Recorded Calls Statistics
1 Site Management
Manage Sites
Site Name:
Call Barring

HORIZON Copyright © 2017
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This will then take you to site level options page, from here click the Call Plan button under Call

Barring Heading

HORIZON®

Unlimited communications

Dashboard Users

! / Call Baming

Call Barring

Add User Create Group w

Schedules

Create and manage time schedules

Schedules
Call Barring

Setup the call barring options for this site

Site Management

Call Groups Device Management

Administration

Help | Log Out

Recorded Calls Statistics

‘ Current Site DDI 02033196871 w

Manage Call Barring

Authorisation Account Codes

Create and manage authorisation account
codes

Authorisation Codes

Music on Hold

Call Policy

Override a sub set of call policy features for
this site

Call Policy

Manage Numbers

Set up the music that a person hears when put Manage the numbers assigned to this site

on hold

Manage Numbers

Copyright © 2017
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You will now be presented with the below illustrated Call Barring options that will be applied to all
users within the site as a default. There are two categories that need consideration:

¢ When making a call - call barring that is applied to any call the user makes directly via their
calling device or software, including a consultative transfer.

e« When transferring/diverting a call - call barring that is applied to call when a user attempts to
blind transfer a call to an alternative station or a divert attempt as a result of the call forwarding
feature being invoked, a divert on busy for example. The call barring under this heading does
not apply to consultative transfers. Consultative transfers are covered under ‘when making a
call’.

The default for "When making a call” will be as per the below for all new Companies created from
the 15th June 2017

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

{] ! I Call Plan

Call Barring Call Plan Manage Call Barring

Call Plan Options -

When making a call . When transferring/diverting a call

on [ Allow freephone calls

on ([ Allow national calls

on (@ Allow intemational calls

on [ Allow chargeable directory service calls
0 off Allow premium calls

on @ Allow mobile calls

on ([ Allow 084 calls

on [ Allow 087 calls

There will be a hardened set of call barring settings applied to the "When transferring/diverting a
call" category. Effectively a user will only be allowed to transfer or divert to UK 01, 02, 03 or mobile
number as a default, this helps to reduce the risk of fraudulent activity.

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

/ I / Call Plan

Call Barring Call Plan Manage Call Barring

Call Plan Options 4

When making a call When transferring/diverting a call

77 off Allow freephone calls
on @ Allow national calls

77 off Allow intemational calls

T off Allow chargeable directory service calls

off Allow premium calls
on (@ Allow mobile calls
@0 off Allow 084 calls

@0 off Allow 087 calls
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You can override the site call barring settings on a per user basis, this is done as follows. Select
the Users tab and click the edit button

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

I User Management

User Management

First Name: Last Name:
Usemame: @ callbarringtest.com Number:
Extension: Department: Al B2

Site: Mac Address:

® Roy 02033196871 I roy.famow@gamma.co... Call Baring  ([PZXZ09

|/ Delete Selected M 4 Add |

Then select the Call Barring tab

Dashboard Users Site Management Call Groups Device Management Administration Recorded Calls Statistics
! [ Edit User
Edit Roy Farrow

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

Account Details

Title: Mr B2
First Name: Roy Last Name: Famow
Usemame: rfarow@callbamingtest.com Department: None n m

Mobile: Email: roy_farrow@gamma.co.uk

Enable Hot Desk ? Yes

Change Site £ Reset Password
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To apply a unique Call Barring setting to the selected user, toggle the "Override site call plan” button
to on, after which you will receive the following message pop up.

Info ”

Note: This changes the Site Overmide setting for both "When
making a call' and "When transfeming/diverting a call'.

You can now customise the Call Barring setting for this user by toggling the desired barring option
to on or off via the "When making a call" and "When transferring/diverting a call" tabs whilst the site
Call Barring remains in place for all other users.

Site Management Call Groups Device Management Administration Recorded Calls Statistics

ment / Edit User

Edit Roy Farrow

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

Call Plan Options d
[

When making a call When transferring/diverting a call

on (@ Ovemide site call plan

on (@ Allow freephone calls

on @ Allow national calls

on @ Allow intemational calls

on (@ Allow chargeable directory service calls
0 off Allow premium calls

on [ Allow mobile calls

on [ Allow 084 calls

on (@ Allow 087 calls
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The more eagle eyed amongst you will have spotted that we are enhancing the description of the
"When transferring tab" to provide greater clarity about the services the call barring is being applied
too

Call Plan Options

When Making A Call | When Transferring A Call

As mentioned in the above notes we will be modifying the call barring defaults when a new Company
is created to the "When transferring/diverting a call " tab, The below screenshot illustrates how a
new companies site call barring will be configured from the 15th June 2017 onwards

Call Plan Options -

When making a call When transferring/diverting a call

| om off Allow freephone calls
on @ Allow national calls
[ off Allow intemational calls
[ off Allow chargeable directory service calls

7 off Allow premium calls

on (@ Allow mobile calls
7 off Allow 084 calls
7 off Allow 087 calls

Please be assured that all existing Company Call Barring settings will be unaffected by this release.
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On the evening of the 19th June 2017

Update and refresh of the Receptionist & Call Centre
Clients

On the night of the 19th June 2017 @ 10pm we will commence the upgrade and refresh the current
Receptionist and Call Clients from the R18 to R21 revision of the software.

Any Supervisors or Agents that are logged into the client may find themselves being logged out
whilst we upgrade the DNS settings and clients. Users will get a warning message very briefly along
the lines of ‘connection issues with server' before being logged out, users should be disrupted by
no more than 2 times during the course of the night. They will be able log back into the client
immediately as the service will failover to the redundant infrastructure.

Any new attempts into the call centre or calls that are in progress will be unaffected by the work.

The following images provide an overview of the new livery and fully refreshed user guides can be
found on the Gamma Academy Knowledgebase by searching for:

Receptionist User Guide
Call Centre Administrators Guide

Old livery

Seftings Help Full Screen Sign Out|
ReceptionistUser DO_NOT_DELETE

HORIZON

Call Console Contacts

Queued Calls e

[E] Enter Number [ -:-] ﬁ Q. Search &+ Favorites X || £ Corporate Dire.. X tﬂ Company Dire... X || (& PersonalDirec... X || ifi SpeedDial X || Q2 Queues X -
[ asgnsen o | [ Jauiksearc Ixe
Ho items to show
Status Last Name * First Nlame Humber Extension Mabile Note:
- ioice Partal Woice Messaging Group 1788 Notes
(&] Voice Portal Voice Messaging Group B +441218472302 1785 Notes
1 S04test 1543 Notes
Conference Call - ©
(&] Horizon Team Hunt Group B +a41216472558 1848 Notes
No items to show @ Hiton Anthony & +442897248082 1234 Notes
@ francis atest 3001 Notes
- Dyson Matt 1231 Notes
(=] DO_HOT_DELETE ReceptionistUser B +441218472558 1337 Notes

0006
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New livery

Yy . Settings Help Full Screen Sign Out
' )Horizon _—
Call Console ety
[ Enter Number . I 27 Favortes  x |[[Z5) Gorporate D x | g Company Dire... x |[ (& Personal Dire.. X §fi SpeedDial x ‘TF‘
|| Begins with ~|a | []Quick Seareh |x@
No items to show
Status  Last Name * First Name * Number Extension Mobile Title Department * Notes &
=l - e =
Q DC Testing +441854968058 606D Mr Notes &
(@ TSC 6006 Mr Notes
Conference Call * = = — " noes |=
No items to show Q s = FLLZ ol =
O AL FP Auto Attendant ooo1 Notes
() AA Newbury Auto Attendant 1010 Notes
| ©  Android_Mobile_Clier Raj +441864968059  BOSY Mr hotes J
Queued Ca = [ O christofi Christos 1985 Mr hiotes |
©  chrstosce Call Center +441353880606 86086 Notes
TestCC 01368658576 0/10 (0/10) 3 O Cisco Devie Sidecar_Test 016 Mr Notes
Mo tems e ©  coG_Test Call Center +441268658574 8579 Notes
()  DavecC Call Center +441854068083 MNotes
©  DaveTest Hunt Group +441268658578 8578 Notes
) | Decine cal == Rev Notes
O FSHOST_\VVX410  Flexible Seating Gue 4000 Notes
O FSHOST_\VWX411 Flexible Seating Gue 4141 Notes
@ FSHOST_WXS00  Flexible Seating Gue 5000 Notes
() Farow Roy 5000 Notes
(O Flex_Seat_User01  Flexible Seating Gue o202 lotes 3
e oo o

EXT’ and ‘MOBILE’ Call button has been removed and replaced with ‘CALL’ and drop down menu

On the current version of the Receptionist client when you select a user who had a mobile number
and a CLI you had 3 buttons — EXT, CALL and MOBILE, which called the users extension, CLI and
Mobile numbers respectively:

O Dodd Phillip +441489664559 7953 07467916036 Motes
os] owae

This has now been changed to only include a ‘CALL’ button and a drop down menu. The CALL
button now by default calls the users extension, and if they have a CLI or a Mobile number there
will be a drop down menu icon which will then allow you to either call their CLI or a Mobile number:

O 3 TSC +44165057035 G003 07900785181 Mr Meotes

coe
) 4 TSC +441864968061 6004 Mr Phone Number (+441650570350)
o 41 DC Testing +441354963058 606D Mr Mobile (079007T85181) -
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Options are now available for users to customise their date and time formats within the client:

Date Format

() MM/IDD/YYYY (@) DD/MMIYYYY

Time Format (®) AM/PM () 24 Hour

Workspace Save Workspaceﬁ Load Workspace § Restore Workspac;

|:¢:[ Always save workspace on signout

Drag and Drop [v] Transfer the call automatically when its dropped on a contact

There is no option to change the default values and as standard this defaults to the US date format
mm/dd/yyyy.

Selecting to monitor a user now creates and adds the user to a new tab ‘Monitored Contacts’

On the current version of the Receptionist client if you opted to monitor other users you would have
to view their monitored status under the Corporate Directory tab.

On the new version if you monitor a user it creates a new tab called ‘Monitored Contacts’ and adds
this user to this tab:

Contacts
” &, Corporate Dir... X || ‘ﬁ Company Dire... X H & Personal Dire... X || if: SpeedDial X H (2 Queues
) C— | o s x@
Status ¥ | Last Name * First Name + Number ¥ Extension ' Mobile ¥ Title ¥ Department ¥ Motes +
@ 1 TsC +441650570354 604D notessads:
@ 14 TSC 6014 Mr Notes
@® 2 TsC +441650570358 6002 Mr Motes

End users can still monitor these users under the corporate directory tab however now they can
use the monitored contacts tab to filter out all of the unmonitored contacts.
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Call Group Calls

Call Group calls now contain call group type in the call line detalil

On the current version of the Receptionist client when you received a call from a call group you
received only the call group name and the number of the call group in the call line detail:

[ Enter Number Transfer l

The new client introduces an extra level of detail and now includes the call group type:

Diverted and Transferred Calls

Diverted / transferred calls now contain method of diversion / transfer in call detail

In the current version of the Receptionist client there was no way of knowing, using the client, if a
call you are receiving is the result of a divert or a transfer. The new client will now include this detail.
The below example shows a call being diverted on account of another user being busy:

[E Enter Number Redial
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Call Centre Client changes to highlight

ACD status now has a text description

Currently on R18 there is no description next to the users ACD status:

settings Help Sign Qut

R21 adds the description "ACD Status:"

Dashboard Settings Help Full Screen Sign Out

ACD Status: TSC 2

Skill Level column present on supervisor client when viewing agents
R21 introduced additional advanced Skill Based Routing options to contact centre services. As a

result of this new feature there are some references to skill levels in the client which cannot be
removed:

~ Agents L

_'_a.c;n' |_'c:_¢.|_|_'|_'_ |..GUEUE.

There are no plans to enable this feature on Horizon at present.
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Options are now available for users to customise their date and time formats within the client:

General Applic ation Services About

Hoteling/Flexible Seating Host

|EI'[EI Host |

Date Format MM/DDAYYY (@) DDIMMAYYY

Time Format
fme Formd AMIPM (8) 24 Hour

LTIEITES Save Workspace Load Workspace [ Restore Workspace

|2| Always save workspace on signout

This has been set to DD/MM/YYYY and 24 hour as the default values.

R21 now offers the option to put the client in full screen mode:

Dashboard Settings Help Full Screen Sign Out

ACD Status: TSC 2

This works in Firefox and Chrome however in Internet Explorer you must change a setting in the

browsers security options.
Please search the Gamma Academy Knowledge Base for:

Full Screen Mode
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‘EXT’ and ‘MOBILE’ Call button has been removed and replaced with ‘CALL’ and
drop down menu

On R18 when you select a user who had a mobile number and a CLI you had 3 buttons — EXT,
CALL and MOBILE, which called the users extension, CLI and Mobile numbers respectively:

|_'c:.-a.|_|_' |..EZ!~':.‘I'. |..I'u1CIE!.

This has now been changed on R21 to only include a ‘CALL’ button and a drop down menu. The
CALL button now by default calls the users extension, and if they have a CLI or a Mobile number
there will be a drop down menu icon which will then allow you to either call their CLI or a Mobile
number:

Phone Number (+441650570350)
Mobile (O7S00785181)

Plugins tab has been removed

On the previous version of the client there was a Plugins tab in the settings menu:

Plugins

Program Shortcuts

Add Shortc ut Remowve Shortcut

This has been removed as this feature is not in use or supported on Horizon.

Ml o | e |
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In R18 when you received a call from a call group you received only the call group name and the
number of the call group in the call line detail:

Call Console

[l Enter Number l“]

% TSC HG - gamma (+44 8081788000) -
[TSC HG (tel:+441650570356) | SRy

The R21 client introduces an extra level of detail and now includes the call group type:

Call Console v oG
@ Enter Number o

+ = - -
[TSC HG (tel+441650570356) Hunt Group | AR AL

The previous client did not contain this detail and there was no way of knowing if a call you were
receiving was as a result of a divert or a transfer. R21 now includes this detail, the below example
shows a call being diverted on account of another user being busy:

Call Console WO G
[ Enter Number i

gamma (+448081788000)
TSC 3 (tel'+441650570350)(Call Forward - ) Incoming 00:13

(Busy)
ans J D

.
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On the evening of the 21st June 2017

Deletion of Voicemail during playback

We will be adding the option to delete a voicemail on Horizon during playback. At any time whilst
listening to a voicemail recording you will be able to enter the digit 3, via the device keypad, and
this will result in the voicemail being immediately and permanently deleted from the platform.

This does mean that the Skip Forward function, which fast forwards the recording by 5 seconds
during playback, will be displaced to the digit 7.

Please search the Gamma Academy Knowledge Base for the:
Horizon Voicemap Map

To view the updated Voicemail Map.

Regards
Roy Farrow

Horizon Product Manager

Feedback
=5 portalfeedback@gamma.co.uk
$ 03332407771
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