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Do not disturb/Presenting
Ensure that your agents are not on do not disturb or on presenting state. When they are in this
state, all calls to their Teams will fail to connect.

1.

Click the users image in the top right corner in teams.

2. Once there, click the do not disturb or Presenting text.

ComputerTalk [

Your status is set to do not disturb. You'll only get notifications for urgent messages and from your priority ¢

Robert Luciani
. RLuciam@computer-talk.com
tEllis Chat Files Organization Activity 1morev

Do not disturb ©  Set status message

3. Change state to available

Robert Luciani
RLuciani@computer-talk.com

° Do not disturb ~  Set status message

Available

lrel | el

® Busy

@ Do not disturb

31

Be right back

= Appear away
@ ® Appear offline
Si (© Duration

Voicemail Settings
Having voicemail if unanswered can cause inbound calls to be sent to the agent’s personal Teams
voicemail. This can cause poor caller experience and cause troubles with agents answering calls.

1.

Click the 3 dots in the top right
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BETA
+++  ComputerTalk §

2. Select settings

ComputerTalk

£a3 Settings >
Channels 2.0 @ &

Cast

Zoom —  (100%) -+

3. Select Calls and ensure that If unanswered is set to Do nothing.

Settings

£53 General Call answering rules

E3 Accounts Choose how you want to handle incoming calls.

&) Privacy @ Calls ring me O Forward my calls

L\ Notifications Also ring No one else v
62 Devices

() App permissions If unanswered Do nothing W
3¢ Accessibility

Ring for this many seconds before redirecting
Captions and transcripts

30 seconds '
(Y Files
¢ calls
(=] Recognition Voicemail
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Voicemail Settings within Teams Admin Center
To do this within Teams admin center, you can go to manage users, select the user, then click voice
and set the voicemail settings there.

T Directory status =
Users Online
W Good |
Manage users
Guest access
Bxternal access Account Teams Voicemail Meetings & calls Teams devices Palicias Usage
B, Teams devices
Outbound calling
Teams apps Dial-out settings for calling
Manage apps Arny destination -

Permission policies

. i Call answering rules
Setup policies

Configure the group call pickup, delegation, simultaneous ringing, and call forwarding settings for Robert Luciani.
Customize store

© Ring Robert Luciani's devices

Meetings

O Be immediately forwarded

Conference bridges

Also allow
Audio Conferencing None v
Meeting policies
If unanswered Ring for this many seconds before redirecting
Customization policies ; ]
None | 30 seconds v
Meeting settings '
Live events policies
Live events settings
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Modifying Secondary Ringer and Noise Suppression Settings
For agents that need more notification sounds to alert them of an incoming call, you can enable
secondary ringer and Noise suppression for loud environments.

1. Click 3 dots in top right.

BETA

+++  ComputerTalk ,

2. Select settings.

BETA
«++  ComputerTalk §,

£e3 Settings R,
Channels 2.0 @ L

Cast

Zoom —  (100%) —+

3. Go to Devices tab.
4. Select Noise Suppression to High for loud environments and select a secondary ringer to
alert on that audio device as well.
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Settings

Audio devices
53 General

CORSAIR VOID RGB Wireless Gaming Headset ~

[22] Accounts
) Privacy Speaker
[} Notifications Headset Earphone (CORSAIR VOID RGB Wireless Gamin...
9 Devices

Microphone

) App permissions
Headset Microphone (CORSAIR VOID RGB Wireless Gam...

% Accessibility

Captions and transcripts Automatically adjust mic sensitivity ()
Y Files

R, Calls (2} Make a test call

=] Recognition

Noise suppression (i)
Choose Low if you want others to hear music. Learn more.

High v

High fidelity music mode @

Show the option in meetings to deliver high fidelity sound. Learn more.

Secondary ringer

Speaker/HP (Realtek High Definition Audio) v
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Setting Audio Devices for Teams
1. Click 3 dots in top right.

BETA
+++  ComputerTalk §,

2. Select settings.

BETA

«++  ComputerTalk §,

£e3 Settings R,

Channels 2.0 @ L

Cast

Zoom —  (100%) —+

3. Go to Devices tab.

4. Select the Audio devices and ensure the microphone is properly set to the headset.

: Computer Talk Technology Inc.
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Settings
Audio devices
£23 General
CORSAIR VOID RGB Wireless Gaming Headset v
3] Accounts
a) Privacy Speaker
[\ Notifications Headset Earphone (CORSAIR VOID RGB Wireless Gamin...
P!
@ Devices
Microphone

O] App permissions
Headset Microphone (CORSAIR VOID RGB Wireless Gam...
¢ Accessibility

Captions and transcripts Automatically adjust mic sensitivity D
[ Files
R Calls (2} Make a test call

[E) Recognition
Noise suppression (i)
Choose Low if you want others to hear music. Learn maore.

High v

High fidelity music mode @

Show the aption in meetings to deliver high fidelity sound. Learn mare.

Secondary ringer

Speaker/HP (Realtek High Definition Audio) v

Using Teams Call Functionality Buttons

It is strongly recommended that you do not use any of the call functionality buttons in Teams when
on a call. All call functionalities such as hold, mute, transfer, consult, should be completed from the
iceBar toolbar. The only call functionality that should be used in teams is the answer button when
alerting for a call. Note, to reject an alerting call or release a call, we recommend using the release
button on iceBar and not the leave button on teams.
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Device settings
Call health

Meeting info

Gallery at top
Focus on content

Full screen

Call me
Video effects
Turn on live captions

Turn on Speaker Coach

Accessibility

Don't show chat bubbles
Mute notifications
Turn off incoming video

Help
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Taking calls outside of ice and distinguishing ice/Teams calls

We recommend for any agents that take calls outside of iceBar on their Teams number to enable
Drop ice user line between calls. If they would like to distinguish ice calls from direct Teams calls,
disabling Send Callers ANI to User Device will set all calls from ice to show as the contact center
number. All information on the caller will be included on the iceBar in the userdata section.

! | Properties | Connections | Class of Service | Call Forwarding | Queue Assignments | Skills | Operating Dates
|dzer Clazs of Service
[] &lows Multiple 1 Handling ["] Recording Motification
[ Auto &nswer Calls Recording Error Motification
Only reguire anawer button whern offhook, []5end Callers &MI to User Device
[] &t dmzwer Email or b Silent Monitaring Privilege
[ ] Dizable Auta Mot Feady [ Silent Moritoring Matification
Dizable PAG Queuing [w] Play Call Waiting Tone
|| Emergency Contact [Tevirtual User
[ ] Enable Cleardown ‘wirapup After Queued Call
Drop ice User Line Between Calls ‘wirapup After Placed Call
Logonto MOT READY
[ ] Dizable ‘Whisper

Calling policy settings
For the calling policies, it is recommended that Busy on busy when in a call is not enabled, and sip
devices can be used for calls is enabled.
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< \Voice

Call forwarding and simultansous ringing to () on
people in your organization
Phone numbers
Call forwarding and simultansous ringing to ()
On

Sy ST external phone numbers

Direct Routing

Voicemail is available for routing inbound calls User controlled
Calling policies
Inbound calls can be routed to call groups () On
Call hold policies
Delegation for inbound and outbound calls () On
Call park policies
Pravent toll bypass and send calls through the ° off
Caller ID policies PSTN
Balplags Music on hold for PSTN calls @ o
E = licies
MErgendy palae Busy on busy when in a call @& Mot enabled
Mobility policies
Web PSTN calling @ o
Voice routing policies
Real-time captions in Teams calls O On
Voicemail policies
Automatically answer incoming meeting invites [ ] Off
Auto attendants
Spam filtering Turn on
Call queues
Holidays 5IP devices can be used for calls () On
s S5 Open apps in browser for incoming ° off
PSTN calls
@ Locations
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