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1 Introduction 

1.1 About This Guide 

This guide provides step-by-step procedures and reference information for Receptionist 
Release 14.sp4. 

1.2 Overview  

Receptionist is a carrier class Internet Protocol (IP) Telephony Attendant Console, 
specifically developed for hosted environments.  It is used by ñfront-of-houseò receptionists 
or telephone attendants, who screen inbound calls for enterprises.  BroadWorks 
Receptionist realizes the promise of IP Telephony by enhancing business processes and 
delivering rich services in a user-friendly way. 

BroadWorks Receptionist delivers the following real benefits to users: 

Â An elegant design that is aesthetically pleasing 

Â An ergonomic design that follows the natural work ñflowò of a call from the top to the 
bottom of the screen 

Â Improved business processes as only ñvalidò options are presented to the attendant 

Â Professional call handling as critical information is available in ñreal timeò 

Â Accurate delivery of messages through a one step process when people are 
unavailable 

Along with this focus on design, BroadWorks Receptionist employs the latest technology 
platforms and communications facilities. 

1.3 Audience 

This document is intended for end users of Receptionist. 
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1.4 First Time Login  

When starting Receptionist for the first time, several items must be correctly configured or 
checked. 

To start Receptionist on subsequent occasions, follow the procedure in section  
1.5 Subsequent Use. 

To start Receptionist: 

1) Navigate to the program group BroadSoft, followed by BroadWorks Receptionist. 

2) Click the BroadWorks Receptionist shortcut. 

 

Figure 1  Start Menu. 

Receptionist starts and you are presented with the following login interface: 

 

Figure 2  Login Interface 

3) From the Tools menu, select Options.  The Receptionist - Options dialog box opens. 
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4) Click on the Connection tab and enter the serverôs host name and port number for 
your service provider.  To obtain this information, contact your service provider. 

 

Figure 3  Options Dialog ï Connection Page 
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5) Click on the Update tab and enter the proxy connection settings for your network, if it 
has a proxy server. 

 

Figure 4  Options Dialog ï Updates Page 

6) Click OK. 

7) Click LOG IN from the login screen. 
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1.5 Subsequent Use   

1) Navigate to the program group BroadSoft, followed by BroadWorks Receptionist. 

2) Click the BroadWorks Receptionist shortcut. 

 

Figure 5  Start Menu 

3) Click LOG IN. 

 

Figure 6  Login Interface 
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1.6 Configure Queues Settings  

You can configure the Queues tab to log in to queues each time you log in to Receptionist. 

1) Log in to Receptionist. 

2) From the Tools menu, select Options.  The Receptionist Options dialog box appears. 

3) Click the Queues tab. 

 

Figure 7  Queues Settings 

4) Identify your queue availability by checking the Manage box to indicate your 
participation in each queue.  To identify the queues to join: 

Â Check the Manage box for each queue for which you wish to control your join 
status, by subsequently using the Joined drop-down list in the Queue panel on 
the main interface. 

Â Type the password in the Password text box. 

Â Check the Save Password check box to save the password. 

5) Specify the archive settings by checking the archive records and select the frequency 
with which to archive the records from the drop-down list. 

6) Click OK or Apply to save the changes. 
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2 Using Receptionist   

2.1 The Main Interface  

Figure 8 shows the main interface. 

 

Figure 8  Main Interface 

The following legend provides the names to the sections of the main interface.  This is 
followed by more detailed information. 

Legend: 

1. Switchboard panel 

2. Company Notes and Profile area 

3. Queue panel 

4. Contact Directory panel 

5. Alphabetical Index filter 

6. Options panel 

7. Control panel 
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Detailed Description 

1. Switchboard panel:  This is located on the second panel of the main interface. 

 

Figure 9  Switchboard Panel 

It has the following components (from left to right): 

 The Link column lets you select the calls to be linked for a Consulted Transfer 
and Three-Way Conference.  You can select the calls to link by clicking in the 
Link column cell for the required call record row. 

The appearance of a chain link symbol indicates the activation of this option.  
Clicking in the cell toggles the link option again. 

 

Figure 10  Chain Link Symbol 

 The Line column shows the order that phone calls come in.  They start from 1 and 
continue. 

 The Call To (Called Party) column identifies the name of the party being called by 
the operator.  A name is typically displayed when the operator dials an internal 
number that is in the Contact directory.  For more information, see section 2.4.1 
Dial a Contact.  A number is displayed for calls made to persons not in the 
Contact directory as well as most external calls. 

 The Extension column displays the actual number dialed by the operator for 
internal calls. 

 The Call From (Calling Party) column identifies the person calling the operator.  
For internal calls this is the contact name assigned to the extension number in the 
Contact directory or the extension number, if no name has been assigned.  For 
external calls, the callerôs number is displayed unless the number is blocked 
(private) or the name is unavailable. 

 The Status column shows the state of calls on the operator switchboard (phone) 
and is color-coded as follows: 

Call State Receptionist Release 14.sp4 

Active Active 

Held On Hold (00:00) (blinks after 45 seconds) 

Camp On Camped (00:00) (blinks after 45 seconds) 

Remote Held Active 

Ringing In (Remote) Incoming 

Ringing In (Local) Incoming 
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Call State Receptionist Release 14.sp4 

Ringing Out Outgoing 

 

 The Time column displays the duration of the call, including the Ring Time, Hold 
Time, and Talk Time. 

2. The Company Notes and Profile area is located next to the Switchboard Panel.  It 
lets the operator modify notes and profile content for a given organization.  Operators 
can modify the content as required.  For more information, see section 2.14 Keeping 
Notes. 

 

Figure 11  Company Notes and Profile Panel 

3. The Queue panel is located in the top right-hand panel of the main interface and 
provides a listing of all calls in the queue.  You can show and hide the Queue panel by 
selecting View and then Queue from the menu bar. 

 

Figure 12  Queue Panel 

The operator is provided with the following: 

 Position, queue, name, number, hold, and start of each call in the queue 

 Ability to receive calls from the queue 

 Ability to modify the position of calls in the queue 

The Queue panel includes the following components: 
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 The Position column displays the position of the call in the queue. 

 The Queue column shows the name of the queue each listed call belongs to. 

 The Name column displays the name of the caller in the queue. 

 The Number column displays the number of the caller. 

 The Hold column is the length of time a call has been in the queue. 

 The Start column displays the time a call entered the queue. 

The Queue drop-down list displays the list of queues that appear in the Queue panel.  
A check mark appears to the left of the queues in the Queue panel.  To add or 
remove a queue from the Queue panel, see section 2.12.3 Display Calls in Queue 
Panel. 

The Joined drop-down list determines where you are able to receive calls from the 
queues managed on the Queue tab in the Options dialog box.  You can select ñJoinò 
to receive calls from the queue or ñUnjoinò if you do not wish to receive calls from the 
queue. 

To change the position of calls in the queue, see section 2.12.5 Change Position of 
Calls in Queue. 

4. The Contact Directory panel is located as the third panel of the main interface and 
provides a listing of all contacts available to the operator. 

 

Figure 13  Contact Directory Panel 

The operator is provided with the following: 

 Contact details including last name, first name, extension, title, and department 

 Convenient access to contact telephone numbers and voice mail 

 Ability to dial contacts 

 Ability to e-mail contacts 

 Ability to transfer calls to contacts 

 Ability to maintain and update notes for a contact 

 Ability to view contact status 

 Ability to search contacts using a keyword 

 Ability to order contacts in an ascending or descending order 

 Ability to filter ordered contacts using alphabetical indexing 
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The Contact Directory panel has the following components: 

 The Status column shows the contactôs phone on/off hook state.  The color of the 
status is customizable through the Tools ï Tools ï Themes dialog box.  The 
following colors represent the automated different states: 

Status Icon Description 

Green Handset Down 
 

Contact phone is on-hook (available to receive a call) 
(previously this was a green triangle). 

Red Handset Up 
 

Contact phone is off-hook (on a call, busy) (previously 
this was a red triangle). 

Orange Handset Down 
 

Contact phone is ringing (previously this was a blue 
triangle). 

Do Not Disturb 
 

Contact phone has status set to DND (previously this 
was an orange triangle). 

Grey Handset Down 
 

Contact phone state is currently unavailable or 
unknown (previously there was no triangle or it was 
blank) 

Private 
 

Contact phone state is set to ñprivateò. 

Call Forward Always 
 

Contact has the Call Forward Always service turned 
on.  By hovering your mouse over the Call Forward 
Always contact, the user can see the number the 
contact has set the Call Forward Always to. 

 

 The Last Name column displays the contactôs last name as provisioned by the 
service provider.  Only the group/system administrator may change this 
information. 

 The First Name column contains the contactôs first name as provisioned by the 
service provider.  Only the group/system administrator may change this 
information. 

 The Phone column represents the contactôs provisioned phone as entered in the 
service provider directory.  Only the group/system administrator may modify this 
information. 

 The Mobile column shows the contactôs mobile number as provisioned by the 
service provider.  Only the group/system administrator may change this 
information. 

 The Department column displays the contactôs corporate department or section 
as provisioned by the service provider.  Only the group/system administrator may 
change this information. 

 The Contact Notes column allows the operator to modify notes that are specific to 
a contact.  The note is retained for subsequent application sessions. 

 The Alphabetical Index provides you with the ability to alphabetically search/filter 
the Contact Directory. 

 The Keyword Search Filter Text area allows the operator to enter a 
keyword/number (or the beginning of a keyword or number) to enable a keyword 
search.  For example, a search for the contact with the first name David may be 
made by entering ñDavidò or the letter ñDò in the Search field.  In the first case all 
contacts with the first name David would be listed, whereas in the latter case all 
contacts whose first name starts with a ñDò would be listed. 
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 The Keyword Search Filter drop-down list allows the operator to choose a 
directory field for a keyword search.  The value selected from this filter drop-down 
list is the column in which Receptionist searches for the keyword entered in the 
Search field, as well as the directory. 

 

Figure 14  Keyword Search Filter List 

 The Keyword Search Filter button enacts a keyword search based on the 
keyword and the Search fields entered, when clicked. 

 The Reset button when clicked, displays the full list of contacts, removing the 
effects of previous searches and filters. 

 The Contact Directory drop-down list allows you to choose the directory to appear 
in the Contact Directory panel.  The default directories include the following: 

 BroadWorks Contact Directory:  Other subscribers in your BroadWorks 
contact directory 

 BroadWorks Personal Directory:  All contacts in your personal directory 

 Speed Dials Directory:  All numbers configured for your Speed Dial service.  
(Only available in Receptionist Enterprise and Receptionist Small Business) 

 Phone Status Monitoring:  A list of users whose phone status you are 
currently monitoring.  (Only available in Receptionist Enterprise) 

 LDAP Directory:  All users found in the LDAP directory.  (Only available in 
Receptionist Enterprise) 

 Custom Contact Directory.  This directory is created and customized by the 
group/system administrator.  It has the same contact status monitoring 
capabilities as the Contact Directory.  (It is only available in Receptionist 
Enterprise.) 

 The List View/Detail View button supports the display of contacts to be arranged 
in two views.  Click the List View/Detail View button to toggle between the two 
views. 

 

Figure 15  List View/Detail View 
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 The Add button allows you to add an entry to the directory currently displayed in 
the Contact Directory panel.  This button is only enabled for directories in which 
you have the ability to add contacts, such as the Speed Dial directory.  The 
Speed Dial directory is only available in Receptionist Enterprise and Receptionist 
Small Business. 

 The Edit button allows you to edit the entry currently selected in the Contact 
Directory Panel.  This button is only enabled for directories in which you have the 
ability to edit contact fields, such as the Speed Dial directory (unavailable in 
Receptionist Office), or to add notes to contacts, such as in the Contact directory. 

 The Delete button lets you remove the entry currently selected in the Contact 
Directory panel.  This button is only enabled for directories in which you have the 
ability to delete contacts entirely, such as the Speed Dial directory (which is 
unavailable in Receptionist Office). 

5. The Alphabetical Index panel is located as the fifth panel of the main interface. 

 

Figure 16  Alphabetical Index Panel 

This can be used to refine a search by clicking the starting letter of the contactôs 
name.  For example, to display all contacts with a first name beginning with the letter 
ñMò, click M on the Alphabetical Index. 

6. The Options panel is located as the fourth panel of the main interface.  When the 
Receptionist interface is resized (full screen or otherwise), the Options panel size 
remains unchanged.  This allows for the Contact Directory panel to display a 
maximum number of contacts.  However, the size can be changed manually.  It has 
the following components: 

 

Figure 17  Options Panel 
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 The EXTN button allows you to transfer a call (for more information, see section 
2.7 Transfer Call) or make a call (for more information, see section 2.4 Managing 
Calls) to a selected contactôs extension.  If this icon is dull in appearance, the 
contact does not have an extension number associated with the contactôs name 
in the Contact Directory.  Only the group/system administrator can modify this 
number. 

 The MOBILE button allows you to transfer a call (for more information, see 2.7.1 
Blind Transfer Call) or make a call (for more information, see section 2.4 
Managing Calls) to a selected contactôs mobile phone.  If this icon is dull in 
appearance, the contact does not have a mobile number associated with the 
contactôs name in the computer database.  Only the group/system administrator 
can modify this number. 

 The VOICE MAIL button allows you to transfer a call (for more information, see 
section 2.7.1 Blind Transfer Call) to a selected contactôs voice mail.  If this icon is 
dull in appearance, the contact does not have voice mail configured.  Only the 
group/system administrator can modify this number. 

 The MESSENGER button allows you to send messages via e-mail to a contact 
listed in your Contact Directory (for more information, see section 2.15 Messaging 
Contacts).  If this icon is dull in appearance, the contact does not have an e-mail 
address configured in the company database.  Only the group/system 
administrator can modify this setting. 

 The QUEUE button allows you to place the call in a queue.  For more information 
on managing queues, see section 2.12 Managing Queues. 

 The OTHER button, when clicked, displays a dial pad used to enter an ad hoc 
number.  This feature allows you to transfer a call (for more information, see 
section 2.7.1 Blind Transfer Call) or make a call to another number (for more 
information, see section 2.4 Managing Calls). 

7. The Control panel is used to execute call actions.  Call actions can also be performed 
by clicking on Actions in the Menu panel and selecting the desired function.  When 
the Receptionist interface is resized (full screen or otherwise), the Control panel size 
remains unchanged.  This allows for the Contact Directory panel to display a 
maximum number of contacts.  However, the size can be changed manually.  The 
panel contains the following areas: 

 

Figure 18  Control Panel 

 The DIAL button is used to start the dialing process to the number you have 
selected.  You can make a call to a contact when a contact is highlighted and you 
can make a call to another number when the dial pad has been used.  This button 
is dull in appearance when this action is not an option.  When messaging, the 
ñDialò button changes to ñSendò. 

 Clicking on HOLD allows you to place a call on: 

 Hold:  When a call is active. 

 Unhold:  When a call is on hold. 

 Answer:  When a call is ringing. 
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 Hold Conference:  When a conference is active. 

 Unhold Conference:  When a conference is on hold. 

For more information, see section 2.5.1 Hold Call. 

 The Camp On button allows you to camp the contact selected when they are in a 
busy call state.  Uncamp is enabled when the contact selected is in a busy call 
state.  The Camp function is only available in Receptionist Enterprise and 
Receptionist Small Business. 

 The Transfer button allows you to perform a variety of control functions depending 
on the context of the active call.  The following dynamics change the button based 
on the call context: 

 Blind Transfer:  Is enabled when the contact selected is in an available call 
state. 

 Voice Mail Transfer:  Is enabled when the contact selected is in an available 
call state. 

 Consulted Transfer:  Can be enabled when two call parties are linked using 
the switchboard. 

 Queue Transfer:  Is enabled when you are logged in to a queue. 

 Conference Exit:  Is when a conference is in an active state and you wish to 
exit it. 

 The Conference button allows you to perform a variety of control functions, 
depending on the context of the active call.  The following dynamics change the 
button based on the call context: 

 Conference:  Is enabled when two call parties are linked on the switchboard. 

 End Conference:  Is enabled when a conference is active. 

 Operator Barge-In:  Is when the contact selected is in a busy call state. 

 Directed Call Pickup:  Is enabled when the contact selected is in a ringing call 
state. 

 Click END to disconnect the selected switchboard call. 
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2.2 Tools Dialog  

The Tools dialog box is used to configure user/service provider settings and preferences.  
The dialog box can be displayed from the Tools menu by selecting Tools ï Options.  It is 
available on both the login and main interface pages.  The dialog box displays the 
categories shown in the following sub-sections: 

2.2.1 General Tab  

The General tab contains miscellaneous features that improve the usability of 
Receptionist. 

 

Figure 19  Options ï General 

The General Options are as follows: 

Â Auto login when connected to network enables Receptionist to automatically connect 
and log in to the server when it detects a network connection. 

The Alerts are as follows: 

Â Auto switch focus on incoming call enables Receptionist to automatically take window 
focus over other applications when a new incoming call is received. 
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2.2.2 About Tab   

Click on the About tab to find version information and read the general disclaimer for 
Receptionist. 

 

Figure 20  Options ï About 

The information displayed is as follows: 

Â BroadWorks Receptionist Version 

Â BroadWorks Receptionist Disclaimer 

The About information is important in providing information for the purpose of technical 
support. 
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2.2.3 Connection Tab  

Click on the Connection tab to configure the connection information required to connect to 
your service provider. 

 

Figure 21  Options ï Connections 

The Server Connection Information is as follows: 

Â The Host Address is the host name/IP address for service.  This is compulsory and 
can be obtained from the service provider. 

Â The Host Port is the port number for service.  This is compulsory and can be obtained 
from the service provider. 
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2.2.4 Queues Tab   

Click on the Queues tab to configure the queue credentials required to access queue 
functionality in Receptionist. 

 

Figure 22  Options ï Queues 

The Queue Management options are as follows: 

Â Queue is the identification name of the Queue.  It is read-only. 

Â Joined displays your queue joined status.  Green is joined.  Red is unjoined. 

Â Manage, when checked, ensures that the queue is visible and can be manipulated. 

The Queue Monitoring Accounts options are as follows: 

Â Queue is the identification name of the Queue.  It is read-only. 

Â Monitored displays the login status.  Grey is not logged in.  Yellow means it is 
attempting to log in.  Red shows that login failed.  Green indicates that you are 
currently logged in. 

Â Password is the required Queue password. 

Â Save Password saves the encrypted password.  Click to save the password. 



 

 

 

 

 PAGE 28 OF 83 

2.2.5 Day/Night Mode Tab  

The Day/Night Mode tab configures day/night mode call settings.  This is useful to turn on 
at the end of your work day when you want to forward calls either to another number or to 
your voice mail.  This tab is only configured once you have logged in. 

 

Figure 23  Options ï Day/Night Mode 

The Day/Night Mode options are as follows: 

Â The Night mode option turns the night mode on and off. 

Â Forward calls to forwards incoming calls to the specified phone number.  All calls to 
your extension are directly forwarded to this number. 

Â Forward calls to voice mail option forwards incoming calls to your voice mail.  All calls 
to your extension are directly forwarded to your voice mail.  Your voice mail must be 
set up properly for this to work. 
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2.2.6 Messaging Tab   

Click on the Messaging tab to configure e-mail service settings and messaging 
preferences. 

 

Figure 24  Options ï Messaging 

To be able to send e-mail messages to contacts listed in your directory, it is necessary for 
you to check the Enable Email Messaging option on this tab.  The section that follows the 
Enable Email Messaging option configures your e-mail settings and is available only when 
the option is selected. 

The options are as follows: 

Â Enable Email Messaging allows/disallows messaging as a contact option on the 
Options panel.  It is compulsory if you want to have messaging available. 

Â Display Name is the name of the person who is sending the message.  This is the  
e-mail user name and it is compulsory. 

Â Reply-to Address is the mailbox address to which messages in reply are delivered.  
This is the e-mail password for the above mentioned user name and it is compulsory. 

Â Default Subject option defines a default subject to save you from having to type it in 
each message. 

Â SMTP Host is the compulsory SMTP mail server host address. 

Â Mail Type option selects the formatting of message content.  By default, messages 
are sent as plain text. 


