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General End User Information
FCC Requirements

Means of Connection: The IPedge does not connect directly to the telephone network. All direct
connections are made to a gateway. Please refer to the gateway manufacturer's documentation

Radio Frequency Interference

Warning: This equipment generates, uses, and can radiate radio frequency energy and if not installed and
used in accordance with the manufacturer’s instruction manual, may cause interference to radio
communications. It has been tested and found to comply with the limits for a Class A computing device
pursuant to Subpart J of Part 15 of FCC Rules, which are designed to provide reasonable protection
against such interference when operated in a commercial environment. Operation of this equipment in a
residential area is likely to cause interference, in which case, the user, at his/her own expense, will be
required to take whatever measures may be required to correct the interference.

Underwriters Laboratory
This system is listed with Underwriters Laboratory (UL). Secondary protection is required, on ¢ @ us

any wiring from any telephone that exits the building or is subject to lightning or other electrical LISTED
surges, and on DID, OPS, and Tie lines. (Additional information is provided in this manual.) 301756
ILT.E

CPO01, Issue 8, Part | Section 14.1

Notice: The Industry Canada label identifies certified equipment. This certification means that

the equipment meets certain telecommunications network protective, operational and safety requirements
as prescribed in the appropriate Terminal Equipment Technical Requirements document(s). The
Department does not guarantee the Equipment will operate to the user’s satisfaction.

Repairs to Certified Equipment should be coordinated by a representative designated by the supplier.
Any repairs or alterations made by the user to this equipment, or equipment malfunctions, may give the
telecommunications company cause to request the user to disconnect the equipment.

Users should ensure for their own protection that the electrical ground connections of the power utility,
telephone lines and internal metallic water pipe system, if present, are connected together. This precaution
may be particularly important in rural areas.

Before installing this equipment, users should ensure that it is permissible to be connected to the facilities
of the local telecommunications company. The equipment must also be installed using an acceptable
method of connection. The customer should be aware that compliance with the above conditions may not
prevent degradation of service in some situations.

CAUTION! Users should not attempt to make such connections themselves, but should
contact the appropriate electric inspection authority, or electrician, as appropriate.

Important Notice — Music-On-Hold

In accordance with U.S. Copyright Law, a license may be required from the American Society of
Composers, Authors and Publishers, or other similar organization, if radio or TV broadcasts are
transmitted through the music-on-hold feature of this telecommunication system. Toshiba America
Information Systems, Inc., strongly recommends not using radio or television broadcasts and hereby
disclaims any liability arising out of the failure to obtain such a license.

Hearing Aid Compatibility Notice: The FCC has established rules that require all installed business
telephones be hearing aid compatible. This rule applies to all telephones regardless of the date of
manufacture or installation. There are severe financial penalties which may be levied on the end-user for
non-compliance.



Regulatory Information
Area United States Canada
Safety |ULn CSA
Network FCC CFR 47 Part 68 IC CS-03
TIA/EIA/1S-968
EMC FCC CFR 47 Part 15 ICES003:2004

Emergency Service (911) Warning

The IPedge system must have a constant source of electricity and network connection availability to
function. In the event of a power failure or network availability outage the IPedge system’s SIP service will
be disabled. The user understands that in the event of a power or network outage the IPedge system will
not support 911 emergency services and further, that such services will only be available via user’s regular
telephone line not connected to the IPedge system or gateway. User further acknowledges that any
interruption in the supply or delivery of electricity or network availability is beyond Toshiba’s control and
that Toshiba shall have no responsibility for losses arising from such interruption.

Security Warning

All IPedge systems ship with the same default user names and passwords. To help protect your IPedge
system from unauthorized administrator access change the user names and passwords as described in
the new system installation section of the IPedge Install manual. An IPedge system that is not properly
protected may be exposed to toll fraud, denial of service or other attacks.

Export Administration Regulation

This product may not be exported without US Department of Commerce, Bureau of Export Administration
authorization. Any export or re-export by the purchaser, directly or indirectly, in contravention of U.S.
Export Administration Regulation is prohibited.



TOSHIBA AMERICA INFORMATION SYSTEMS, INC. (“TAIS”)

Telecommunication Systems Division License Agreement

IMPORTANT: THIS LICENSE AGREEMENT (“AGREEMENT”) IS A LEGAL AGREEMENT BETWEEN YOU (“YOU”) AND TAIS. CAREFULLY READ
THIS LICENSE AGREEMENT. USE OF ANY SOFTWARE OR ANY RELATED INFORMATION (COLLECTIVELY, “SOFTWARE”") INSTALLED ON OR
SHIPPED WITH A TAIS DIGITAL SOLUTIONS PRODUCT OR OTHERWISE MADE AVAILABLE TO YOU BY TAIS IN WHATEVER FORM OR MEDIA,
WILL CONSTITUTE YOUR ACCEPTANCE OF THESE TERMS, UNLESS SEPARATE TERMS ARE PROVIDED BY THE SOFTWARE SUPPLIER. IF
YOU DO NOT AGREE WITH THE TERMS OF THIS LICENSE AGREEMENT, DO NOT INSTALL, COPY OR USE THE SOFTWARE AND PROMPTLY
RETURN IT TO THE LOCATION FROM WHICH YOU OBTAINED IT IN ACCORDANCE WITH APPLICABLE RETURN POLICIES. EXCEPT AS
OTHERWISE AUTHORIZED IN WRITING BY TAIS, THIS SOFTWARE IS LICENSED FOR DISTRIBUTION THROUGH TAIS AUTHORIZED
CHANNELS ONLY TO END-USERS PURSUANT TO THIS LICENSE AGREEMENT.

1. License Grant. The Software is not sold; it is licensed upon payment of applicable charges. TAIS grants to you a personal, non-transferable and non-
exclusive right to use the copy of the Software provided under this License Agreement. You agree you will not copy the Software except as necessary to
use it on one TAIS system at a time at one location. Modifying, translating, renting, copying, distributing, printing, sublicensing, transferring or assigning
all or part of the Software, or any rights granted hereunder, to any other persons and removing any proprietary notices, labels or marks from the Software
is strictly prohibited except as permitted by applicable law; you agree violation of such restrictions will cause irreparable harm to TAIS and provide
grounds for injunctive relief, without notice, against you or any other person in possession of the Software. You and any other person whose possession
of the software violates this License Agreement shall promptly surrender possession of theSoftware to TAIS, upon demand. Furthermore, you hereby
agree not to create derivative works based on the Software. TAIS reserves the right to terminate this license and to immediately repossess the software
in the event that you or any other person violates this License Agreement. Execution of the Software for any additional capabilities require a valid run-
time license.

2. Intellectual Property. You acknowledge that no title to the intellectual property in the Software is transferred to you. You further acknowledge that title
and full ownership rights to the Software will remain the exclusive property of TAIS and/or its suppliers, and you will not acquire any rights to the
Software, except the license expressly set forth above. You will not remove or change any proprietary notices contained in or on the Software. The
Software is protected under US patent, copyright, trade secret, and/or other proprietary laws, as well as international treaties. Any transfer, use, or
copying of the software in violation of the License Agreement constitutes copyright infringement. You are hereby on notice that any transfer, use, or
copying of the Software in violation of this License Agreement constitutes a willful infringement of copyright.

3. No Reverse Engineering. You agree that you will not attempt, and if you employ employees or engage contractors, you will use your best efforts to
prevent your employees and contractors from attempting to reverse compile, reverse engineer, modify, translate or disassemble the Software in whole or
in part. Any failure to comply with the above or any other terms and conditions contained herein will result in the automatic termination of this license and
the reversion of the rights granted hereunder back to TAIS.

4. Limited Warranty. THE SOFTWARE IS PROVIDED “AS IS” WITHOUT WARRANTY OF ANY KIND. TO THE MAXIMUM EXTENT PERMITTED BY
APPLICABLE LAW, TAIS AND ITS SUPPLIERS DISCLAIM ALL WARRANTIES WITH REGARD TO THE SOFTWARE, EITHER EXPRESS OR
IMPLIED, INCLUDING, BUT NOT LIMITED TO, THE WARRANTY OF NON-INFRINGEMENT OF THIRD PARTY RIGHTS, THE WARRANTY OF YEAR
2000 COMPLIANCE, AND THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE. THE ENTIRE
RISK AS TO THE QUALITY AND PERFORMANCE OF THE SOFTWARE IS WITH YOU. NEITHER TAIS NOR ITS SUPPLIERS WARRANT THAT THE
FUNCTIONS CONTAINED IN THE SOFTWARE WILL MEET YOUR REQUIREMENTS OR THAT THE OPERATION OF THE SOFTWARE WILL BE
UNINTERRUPTED OR ERROR-FREE. HOWEVER, TAIS WARRANTS THAT ANY MEDIA ON WHICH THE SOFTWARE IS FURNISHED IS FREE
FROM DEFECTS IN MATERIAL AND WORKMANSHIP UNDER NORMAL USE FOR A PERIOD OF NINETY (90) DAYS FROM THE DATE OF
DELIVERY TO YOU.

5. Limitation Of Liability. TAIS’ ENTIRE LIABILITY AND YOUR SOLE AND EXCLUSIVE REMEDY UNDER THIS LICENSE AGREEMENT SHALL BE AT
TAIS’ OPTION REPLACEMENT OF THE MEDIA OR REFUND OF THE PRICE PAID. TO THE MAXIMUM EXTENT PERMITTED BY APPLICABLE
LAW, IN NO EVENT SHALL TAIS OR ITS SUPPLIERS BE LIABLE TO YOU FOR ANY CONSEQUENTIAL, SPECIAL, INCIDENTAL OR INDIRECT
DAMAGES FOR PERSONAL INJURY, LOSS OF BUSINESS PROFITS, BUSINESS INTERRUPTION, LOSS OF BUSINESS INFORMATION/DATA,
OR ANY OTHER PECUNIARY LOSS OF ANY KIND ARISING OUT OF THE USE OR INABILITY TO USE THE SOFTWARE, EVEN IF TAIS OR ITS
SUPPLIER HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES. IN NO EVENT SHALL TAIS OR ITS SUPPLIERS BE LIABLE FOR
ANY CLAIM BY A THIRD PARTY.

6. State/Jurisdiction Laws. SOME STATES/JURISDICTIONS DO NOT ALLOW THE EXCLUSION OF IMPLIED WARRANTIES OR LIMITATIONS ON
HOW LONG AN IMPLIED WARRANTY MAY LAST, OR THE EXCLUSION OR LIMITATION OF INCIDENTAL OR CONSEQUENTIAL DAMAGES, SO
SUCH LIMITATIONS OR EXCLUSIONS MAY NOT APPLY TO YOU. THIS LIMITED WARRANTY GIVES YOU SPECIFIC RIGHTS AND YOU MAY
ALSO HAVE OTHER RIGHTS WHICH VARY FROM STATE/JURISDICTION TO STATE/JURISDICTION.

7. Export Laws. This License Agreement involves products and/or technical data that may be controlled under the United States Export Administration
Regulations and may be subject to the approval of the United States Department of Commerce prior to export. Any export, directly or indirectly, in
contravention of the United States Export Administration Regulations, or any other applicable law, regulation or order, is prohibited.

8. Governing Law. This License Agreement will be governed by the laws of the State of California, United States of America, excluding its conflict of law
provisions.

9. United States Government Restricted Rights. The Software is provided with Restricted Rights. The Software and other materials provided hereunder
constitute Commercial Computer Software and Software Documentation and Technical Data related to Commercial Items. Consistent with F.A.R. 12.211
and 12.212 they are licensed to the U.S. Government under, and the U.S. Government's rights therein are restricted pursuant to, the vendor’s
commercial license.

10. Severability. If any provision of this License Agreement shall be held to be invalid, illegal or unenforceable, the validity, legality and enforceability of
the remaining provisions hereof shall not in any way be affected or impaired.

11. No Waiver. No waiver of any breach of any provision of this License Agreement shall constitute a waiver of any prior, concurrent or subsequent
breach of the same or any other provisions hereof, and no waiver shall be effective unless made in writing and signed by an authorized representative of
the waiving party.

12. Supplier Software. The Software may include certain software provided by TAIS suppliers. In such event, you agree that such supplier may be
designated by TAIS as a third party beneficiary of TAIS with rights to enforce the Agreement with respect to supplier’s software.

YOU ACKNOWLEDGE THAT YOU HAVE READ THIS LICENSE AGREEMENT AND THAT YOU UNDERSTAND ITS PROVISIONS. YOU AGREE TO
BE BOUND BY ITS TERMS AND CONDITIONS. YOU FURTHER AGREE THAT THIS LICENSE AGREEMENT CONTAINS THE COMPLETE AND
EXCLUSIVE AGREEMENT BETWEEN YOU AND TAIS AND SUPERSEDES ANY PROPOSAL OR PRIOR

AGREEMENT, ORAL OR WRITTEN, OR ANY OTHER COMMUNICATION RELATING TO THE SUBJECT MATTER OF THIS LICENSE AGREEMENT.
Toshiba America Information Systems, Inc. - Telecommunication Systems Division

9740 Irvine Boulevard, Irvine, California 92618-1697, United States of America. DSD 020905



Toshiba America Information Systems, Inc.
Telecommunication Systems Division

End-User Limited Warranty

Toshiba America Information Systems, Inc., (“TAIS”) warrants that this telephone equipment manufactured
by Toshiba (except for fuses, lamps, and other consumables) will, upon delivery by TAIS or an authorized
TAIS dealer to a retail customer in new condition, be free from defects in material and workmanship for
twenty-four (24) months after delivery, except as otherwise provided by TAIS in the TAIS warranty
accompanying the products or posted on TAIS’s website. Products which are not manufactured by Toshiba
but are purchased from Toshiba, will be subject to the warranty provisions provided by the equipment
manufacturer, unless TAIS notifies the end-user of any additional warranty provisions in writing.

This warranty is void (a) if the equipment is used under other than normal use and maintenance
conditions, (b) if the equipment is modified or altered, unless the modification or alteration is expressly
authorized by TAIS, (c) if the equipment is subject to abuse, neglect, lightning, electrical fault, or accident,
(d) if the equipment is repaired by someone other than TAIS or an authorized TAIS dealer, (e) if the
equipment’s serial number is defaced or missing, or (f) if the equipment is installed or used in combination
or in assembly with products not supplied by TAIS and which are not compatible or are of inferior quality,
design, or performance.

The sole obligation of TAIS or Toshiba Corporation under this warranty, or under any other legal obligation
with respect to the equipment, is the repair or replacement of such defective or missing parts as are
causing the malfunction by TAIS or its authorized dealer with new or refurbished parts (at their option). If
TAIS or one of its authorized dealers does not replace or repair such parts, the retail customer’s sole
remedy will be a refund of the price charged by TAIS to its dealers for such parts as are proven to be
defective, and which are returned to TAIS through one of its authorized dealers within the warranty period
and no later than thirty (30) days after such malfunction, whichever first occurs.

Under no circumstances will the retail customer or any user or dealer or other person be entitled to any
direct, special, indirect, consequential, or exemplary damages, for breach of contract, tort, or otherwise.
Under no circumstances will any such person be entitled to any sum greater than the purchase price paid
for the item of equipment that is malfunctioning.

To obtain service under this warranty, the retail customer must bring the malfunction of the machine to the
attention of one of TAIS’ authorized dealers within the applicable warranty period and no later than thirty
(30) days after such malfunction, whichever first occurs. Failure to bring the malfunction to the attention of
an authorized TAIS dealer within the prescribed time results in the customer being not entitled to warranty
service.

THERE ARE NO OTHER WARRANTIES FROM EITHER TOSHIBA AMERICA INFORMATION
SYSTEMS, INC., OR TOSHIBA CORPORATION WHICH EXTEND BEYOND THE FACE OF THIS
WARRANTY. ALL OTHER WARRANTIES, EXPRESS OR IMPLIED, INCLUDING THE WARRANTIES OF
MERCHANTABILITY, FITNESS FOR A PARTICULAR PURPOSE, AND FITNESS FOR USE, ARE
EXCLUDED.

No TAIS dealer and no person other than an officer of TAIS may extend or modify this warranty. No such
modification or extension is effective unless it is in writing and signed by the Vice President and General
Manager, Telecommunication Systems Division.



END USER LICENSE AGREEMENT
Strata® CIX®, IPedge®, VIPedge®, ACD, UCedge®, Call Manager, IPMobility

On June 30, 2017, Toshiba Corporation, including Toshiba America
Information Systems, Inc. (collectively “Toshiba”) transferred certain assets
and support obligations to Mitel Networks Corporation. Pursuant to
agreements associated with the transfer, Mitel is able to provide (i) existing
Toshiba customers and partners and (ii) new Mitel customers and partners,
access to existing Toshiba products and services.

CAREFULLY READ THE FOLLOWING AGREEMENT. INSTALLATION AND USE
OF THE SOFTWARE CONSTITUTES YOUR ACCEPTANCE OF THIS AGREEMENT.
IF YOU DO NOT AGREE TO THE TERMS OF THIS AGREEMENT PROMPTLY
REMOVE THE SOFTWARE AND ALL COPIES FROM YOUR SERVER. LAWFUL
USE OF THE SOFTWARE IS CONDITIONAL UPON YOUR COMPLIANCE WITH
THE TERMS OF THIS AGREEMENT.

1.0 Definitions

"Agreement" means this End User License Agreement.

"Documentation" means the end user reference and operating manuals that
MITEL and its suppliers publish relating to the Software, excluding
documentation subject to the GNU Free Documentation License or other
free documentation license that permits reproduction.

"Mitel" means Mitel Networks Corporation, on its own behalf and on behalf
of its subsidiaries, divisions, affiliates and/or other authorized entities, 350
Legget Drive, Ottawa, Ontario, Canada K2K2W7; CMG@mitel.com.

“Open Source Software” means any software components which are subject
to the GNU General Public License or other open source licenses that is
provided or downloaded with the Software (which may also be identified in
one or more of the installed software directory, through a url link, on the
software kit, Documentation or applicable web site of Mitel), and any and all
copies, modifications, upgrades, enhancements and new releases made or
acquired by You. Any software components that are not expressly identified
as open source software by Mitel is Software.

"Software" means the Strata® CIX®, IPedge®, VIPedge®, ACD, UCedge?®, Call
Manager, and IPMobility software products, all setup, installation, and
configuration software, together with any related software, such as
integration software applications, (i) downloaded by You including through
the Mitel Networks Application Management Center (the “Mitel AMC”) or
other similar Mitel service, and/or (i) accessing cloud/hosted applications
and/or services, and includes any and all copies, modifications, updates,
upgrades, firmware, enhancements, and new releases of the Software.
Software excludes any Open Source Software.

“Software License Key” means a string of characters that must be input into
the Software when it is installed, or prior to being downloaded by You in
order to activate it for use with a specific system configuration and which
needs to be entered whenever the Software (or software accompanying the
installation) is installed, upgraded or moved to a new platform.

“Warranty Period” means ninety (90) days from the earlier of the date (a)
You purchase the license for the Software or (b) the Software is Delivered to
You. “Delivered” means, (a) for Software provided to You that is stored on
CD-ROM, DVD, portable memory stick or device, flash drive, or on any other
portable “hard” media device (“Media”), from the date on which the Media
on which the Software is stored is delivered to You, and (b) for Software that
is downloaded by You or on Your behalf from a Mitel authorized site, the
date on which the Software is downloaded.

"You" and "Your" refers to the original and first user (“user” includes a
business entity for this definition) that lawfully acquires the Software or

Mitel Networks Corporation -1-
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Documentation directly from Mitel or indirectly from Mitel through an entity
authorized Mitel.

2.0 Grant of License

2.1 Upon payment(s) of the applicable license fee or reoccurring
fees of the Software, Mitel grants to You a non-exclusive, non-
transferable license to use the Software and Documentation
solely for the following purposes:

a.l if for server install: to install and operate the
Software on one server only for use by: (i) the
number of managed systems for which licenses
have been paid; and (ii) the number and type of
applications and features for which application and
feature licenses have been paid;

OR/AND

a.2 if for client install:

(i) to install and use the Software on either a desktop
or laptop computer, including a workstation
terminal;

(i) to make one copy of the Software for back-up
purposes;

(iii) to make a reasonable number of copies of the
Documentation for Your personal use; and

(iv) only in connection with Mitel or authorized third-
party products;

OR/AND
a3 if for virtual server install: to install and operate a

single instance of the Software in a virtual
environment only for use by the number and type of
applications and features for which application and
feature licenses have been paid;

OR/AND
a4 if for mobile install:
(i) to install and use the Software on a single supported

mobile device for which a license(s) has/have been
paid for (if required) unless otherwise permitted
differently;

(ii) You represent and warrant that (1) the Software will
not be downloaded or used in, or transported to, a
country that is subject to a U.S. Government
embargo, or has been designated by the U.S.
Government as a 'terrorist-supporting' country, and
(2) neither You nor any user is listed on any U.S.
Government list of prohibited or restricted parties;

OR/AND
a.5 if for concurrent licenses:
(i) You acknowledge that the concurrent license is

restricted to the number of licenses (e.g., agent
licenses) that have been purchased or contracted
for;

(ii) to simultaneously use less than or equal to the
number of licenses that You have purchased or
contracted for; and

(iii) if at any time Your usage exceeds the number of
purchased concurrent licenses, Mitel may consider
this a violation of its rights; You acknowledge and
accept that Mitel, in its discretion, may take
immediate action;

OR/AND

a.6 if for cloud/hosted applications and/or services:to
access and use the Software in accordance with the
terms of Your order, which may be set forth on
additional documentation, for example, Terms of
Service, Service Order, Purchase Order, etc.

2017 v1
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Use of the Software may be subject to the issuance of a
Software License Key, which will be conveyed to You upon
payment of the applicable license fees for the Software or
accompanying software, including any extensions thereof. If You
choose not to purchase or accept the Software License Key from
Mitel, Mitel cannot ensure the Software, accompanying
software, and/or system configuration will operate as intended.

Except as expressly permitted in this Agreement, and/or to the
extent that Mitel is not legally able to restrict You under the
applicable law or third party license and then with notice to
Mitel, You will not Yourself or allow anyone else to: (a)
disassemble, reverse engineer, decompile or otherwise attempt
to discover the source code or structural framework of the
Software; (b) translate, modify, or create any derivative work of
the Software or Documentation; (c) disclose, publish,
sublicense, lend, rent, or lease the Software or Documentation;
(d) copy the Software onto any public or distributed network;
(e) use the Software to operate in or as a time-sharing,
outsourcing, service bureau, application service provider or
managed service provider environment; (f) copy or reproduce
the Software or Documentation; or (g) dispose of the Software
by any means whatsoever such that You are no longer directly
using the Software, unless such disposal is expressly granted in
writing my Mitel or by law and is subject to this Agreement or
the then-current terms as provided by Mitel. Any violation of
this Section results in immediate termination of license and will
constitute an immediate cause of action under all applicable
claims for Mitel and any entity affected.

This license will terminate automatically: (a) if You use or permit
the use of the Software or Documentation in any manner not
permitted by this Agreement; (b) if a bankruptcy or insolvency
proceeding is filed by or against You; (c) if You make an
assignment for the benefit of creditors; (d) an event or
proceeding analogous to those set out at paragraphs (b) and (c)
above occurs or takes place in any jurisdiction; (e) payment of
license fees, including any agreed-upon reoccurring fees, are not
timely paid; or (f) if for cloud/hosted applications and/or
services, upon expiration of the time-based term. Upon
termination, You will immediately, as directed by Mitel, either
return the Software and Documentation and all copies You have
made, including without limitation modifications and merged
portions in any form, to Mitel or destroy all copies of the
Software and Documentation and certify such destruction in
writing to Mitel.

Proprietary Rights

The Software and Documentation comprises valuable patent,
copyright, trade secret, trademark, mask work and other
proprietary rights of Mitel and its suppliers. Mitel and its
suppliers reserve all such rights. No title to or ownership of the
Software or Documentation or any right therein other than
expressly set out herein is transferred to You. You will not
infringe any proprietary right of Mitel or its suppliers and will
take appropriate steps for the protection of such rights. You will
not remove, obscure or alter any notice of patent, copyright,
mask work, trademark, trade secret or other proprietary rights
relating to or appearing anywhere on any of the Software or
Documentation, irrespective of whether any of the foregoing is
registered or unregistered. You must reproduce all copyright
notices on any copy of the Software and Documentation. The
Software and Documentation is copyrighted by Mitel Networks

Mitel Networks Corporation -2-
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5.0

5.1

5.2

Corporation or reprinted with authorization from third parties
including Toshiba, 2007-2017; All rights reserved and any such
rights in copyrighted material rests with the owner. You shall
hold the Software and Documentation in confidence and
protect them from disclosure to persons other than your
employees to whom disclosure is required on a "need to know
basis". Your confidentiality obligations do not extend to any
information relating to the Software or Documentation which is
now available to the general public or becomes so available by
reason of any acts or omissions not attributable to You.

Open Source Software

Open Source Software is free software. You can redistribute it
and/or modify it under the terms of the applicable GNU General
Public License as published by the Free Software Foundation
(either version 2 of the license, or (at Your option) any later
version) or, if the Open Source Software is distributed under the
terms of an open source license other than the GNU General
Public License, You can redistribute it and/or modify it under the
terms of the respective open source license.

Open Source Software that is subject to the GNU General Public
License is distributed free of charge to You in the hope that it
will be useful but WITHOUT ANY WARRANTY (EXPRESS OR
IMPLIED);  without even the implied warranty of
MERCHANTABILITY or FITNESS FOR A PARTICULAR PURPOSE.
You should have received a copy of the GNU General Public
License along with the Open Source Software; if not, see http://
www.gnu.org/licenses/.

This Software may include Open Source Software. If You would
like a copy of the Open Source Software in this Software, Mitel
will provide this to You upon written request to
gplrequest@mitel.com or legal@mitel.com.

Intellectual Property Rights Indemnification

Subject to Section 5.2 and 5.3 of this Agreement, in the event of
a third party claim or action filed against You based solely on
Your use of the Software and/or Documentation in strict
adherence to the terms of this Agreement, to the extent that it
based on a claim that the Software infringes a valid United
States, Canadian or European intellectual property right, Mitel
may at its sole option and without further obligation to You
either (a) obtain the right for You to continue using the Software
and/or Documentation, (b) replace or modify the Software and/
or Documentation so that it becomes non-infringing, or (c) if
such remedies are not reasonably available, to require return of
the Software and/or Documentation including all copies thereof
and provide a prorated refund of the price You paid for the
Software on the basis of the price of the Software depreciating
to zero over three years on a straight-line basis. You agree to
indemnify and defend Mitel against any claim or action filed
against Mitel to the extent that it is based on a claim that Your
design, integration, specification, instruction, combination,
connection, operation, or particular use infringes a valid U.S,,
Canadian, or European intellectual property right.

Notwithstanding anything to the contrary contained in the
Agreement, including Section 5.1 above, neither Mitel (which
for purposes of this Section 5.2 includes its affiliates, subsidiaries
and related companies, and their respective officers, directors,
employees and agents) nor any of its suppliers makes any
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5.3

5.4

6.0

6.1

6.2

6.3

warranty of non-infringement or otherwise, and Mitel and its
suppliers will have no obligation to defend or indemnify You for
any claims, demands, losses, damages, legal costs or expenses
made against or incurred by You for infringement of any third
party patent, including contributory infringement and
inducement to infringe, with respect to Your use of the Software
and any associated services where such claims of alleged
infringement arise from: (a) the sale or use of the Software
pursuant to this Agreement or the provision of any service
provided by Mitel in combination with any product or service
not owned and developed by Mitel, including without limiting
the generality of the foregoing, the following: (i) call
entitlement features restricting access, or toll free access, to a
call centre, or portion thereof, on the basis of total duration,
number or nature of previous calls; (ii) credit card toll billing for
call access; (iii) synthesized disconnect signals; (iv) calling party
assigned identification numbers, especially DTMF entry of
identification numbers; (v) recording history of caller DTMF
keystrokes; (vi) preventing menu repetition; and (vii)
segregating calls made to both 800 and 900 (or like) numbers
and subsequently billing those calls made to such number(s);
(b) Your alteration or modification of the Software; (c) Your
failure to implement corrections or modifications provided by
Mitel if implementation would prevent the infringement; (d)
Mitel’s implementation of a software design provided by You; or
(e) connection or operation of the Software with or in
conjunction with hardware or software not provided or
authorized by Mitel.

Mitel will not be responsible for determining whether You
require a license to any third party patents, or obtaining any
such license on Your behalf, or paying any fees relating to any
such license.

THIS SECTION 5 STATES THE ENTIRE LIABILITY OF EITHER YOU OR MITEL (AND
ITS SUPPLIERS) FOR ANY INFRINGEMENT OF INTELLECTUAL PROPERTY RIGHTS
COVERED UNDER THIS AGREEMENT.

Limited Warranties

Mitel warrants that (a) for the Warranty Period, the Software, as
supplied by Mitel in object code form, if properly installed, will
perform substantially in conformance with the Documentation;
and (b) the media on which the Software is stored will be free
from defects in material and workmanship under normal use
and service for a period of 90 days from delivery. Mitel does not
warrant that the Software will be uninterrupted or error-free or
that defects will be corrected.

In the event that during the Warranty Period the Software fails
to perform substantially in accordance with the Documentation
and materially affects service and/or prevents beneficial use of
the Software, Mitel will use commercially reasonable efforts to
correct the problem within a reasonable period of time. If Mitel
is unable to resolve the problem, Mitel will in its sole discretion,
either: (a) replace the Software, (b) install a new release of the
Software when it becomes generally available, or (c) return the
Software to a prior release. The foregoing is Mitel’'s entire
liability and Your sole and exclusive remedy under the above
limited warranty.

The limited Software warranties provided to You under this
Agreement shall become void if one of the following occurs: (a)
the Software is not used properly in accordance with the
Documentation or is otherwise abused, damaged, or negligently

Mitel Networks Corporation -3-
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6.5
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6.7

6.8
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serviced or maintained by anyone other than Mitel, (b)
maintenance is performed on the Software by anyone not
authorized by Mitel, (c) the Software is not properly installed,
integrated or used in combination with products that are not
approved by Mitel, or (d) You breach a material term of this
Agreement.

The limited Software warranties provided under this Agreement
are subject to Mitel receiving timely written notice of any
nonconformity with as much specificity as is known and as soon
as You become aware of such nonconformity, but in any event
prior to the expiration of the Warranty Period. Mitel shall have
the right to inspect and test the Software to determine, in its
reasonable opinion, whether the nonconformity is covered
under the Software warranty.

YOU ASSUME FULL RESPONSIBILITY FOR THE SELECTION OF THE
SOFTWARE TO ACHIEVE YOUR INTENDED PURPOSES, FOR THE
PROPER INSTALLATION AND USE OF THE SOFTWARE AND FOR
VERIFYING THE RESULTS OBTAINED FROM USE OF THE
SOFTWARE. MITEL MAKES NO REPRESENTATION OR
WARRANTY THAT THE SOFTWARE OR DOCUMENTATION WILL
MEET YOUR REQUIREMENTS, OR THAT THE OPERATION OF THE
SOFTWARE WILL BE INTERRUPTION OR ERROR FREE.

TO THE FULL EXTENT PERMITTED BY LAW, MITEL AND ITS
SUPPLIERS EXPRESSLY DISCLAIM ALL OTHER WARRANTIES,
TERMS AND CONDITIONS, WHETHER ORAL OR WRITTEN,
EXPRESS OR IMPLIED, INCLUDING WARRANTIES OR CONDITIONS
OF MERCHANTABILITY, QUALITY, FITNESS FOR A PARTICULAR
PURPOSE, TITLE, OR NON-INFRINGEMENT AND THIS IS SO
ACKNOWLEDGED BY YOU.

THE SOFTWARE IS NOT DESIGNED, MANUFACTURED OR
INTENDED FOR USE IN HAZARDOUS ENVIRONMENTS
REQUIRING  FAIL-SAFE  PERFORMANCE, SUCH AS IN THE
OPERATION OF NUCLEAR FACILITIES, AIRCRAFT NAVIGATION OR
COMMUNICATION SYSTEMS, AIR TRAFFIC CONTROL, DIRECT
LIFE SUPPORT MACHINES, OR WEAPONS SYSTEMS IN WHICH
THE FAILURE OF THE SOFTWARE COULD LEAD DIRECTLY TO
DEATH,  PERSONAL  INJURY, SEVERE PHYSICAL OR
ENVIRONMENTAL DAMAGE.

IMPORTANT NOTE: Nothing in this Agreement is intended to or
shall be construed as excluding or modifying any statutory
rights, warranties or conditions which may be applicable to this
Agreement, the Software or Documentation, and which by
virtue of any national or state fair trade or other consumer
legislation may not be modified or excluded. To the extent such
legislation is applicable to Your license of the Software or is
required by such legislation, any required warranty is limited in
duration to ninety (90) days from the date of installation and
Mitel and its suppliers’ liability for any breach of any such
warranty or condition shall be and is hereby limited to either: (a)
the replacement of such Software; or (b) the correction of any
defect in such Software or Documentation as Mitel, at its sole
discretion, may determine to be necessary to correct the defect.
All limited warranties are void if failure of the Software has
resulted from Acts of God, accident, abuse, misapplication or
electrical surge or any other cause beyond Mitel's control.

Mitel does not warrant or represent that the Software is
immune from fraudulent or unauthorised intrusion or use
(including its use to interconnect to long distance networks,
computer virus and/or other malicious code of whatever
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nature). The Software has risks inherent to all software
applications and, as such to the extent permitted by law or
Mitel’s contractual obligations, Mitel disclaims and will not be
liable for any loss, damage, injury or non-performance, cost or
expense directly or indirectly occasioned thereby. You are
advised that the operation of E-911, its equivalent or other
emergency service, requires accurate information contained in
Your database, which You are solely responsible for creating and
managing.

Limitations of Liability

IN NO EVENT WILL MITEL OR ITS SUPPLIERS BE LIABLE TO YOU
FOR ANY LOSS OF DATA, LOSS OF PROFITS OR SAVINGS, LOSS OF
BUSINESS, LOSS OF REPUTATION OR GOODWILL OR ANY
ECONOMIC LOSS OR INDIRECT, INCIDENTAL, CONSEQUENTIAL,
PUNITIVE, SPECIAL OR EXEMPLARY DAMAGES ARISING OUT OF
OR IN CONNECTION WITH YOUR LICENSE, USE OR INABILITY TO
USE THE SOFTWARE, DOCUMENTATION, OR THE BREACH OF
ANY EXPRESS OR IMPLIED WARRANTY OR CONDITION IN
CONNECTION WITH THE SOFTWARE, DOCUMENTATION, AND
THIS AGREEMENT EVEN IF MITEL OR ITS SUPPLIERS HAVE BEEN
ADVISED OF THE POSSIBILITY OF SUCH DAMAGES AND
REGARDLESS OF THE NATURE OF THE CAUSE OF ACTION OR
THEORY ASSERTED REGARDING SUCH DAMAGES.

Some jurisdictions do not allow limitation or exclusion of
incidental or consequential damages in certain circumstances
involving certain types of customer classes, so that the above
limitation or exclusion may not apply to You to the extent that
liability is by law incapable of exclusion or restriction.

IN NO EVENT SHALL MITEL'S TOTAL AGGREGATE LIABILITY,
DIRECT OR INDIRECT, ARISING FROM OR IN CONNECTION WITH
THE SOFTWARE, DOCUMENTATION, OR THIS AGREEMENT
EXCEED THE LICENSE FEES PAID BY YOU FOR THE SOFTWARE
AND DOCUMENTATION, REGARDLESS OF THE BASIS OF THE
CLAIM FOR WHICH SUCH LIABILITY ARISES FROM.

Allocation of Risk

Provisions of this Agreement such as the warranty limitations,
exclusive remedies, and limitations of liability are unrelated,
independent allocations of risks between You and Mitel.
Unenforceability of any such allocations shall not affect the
enforceability of other such allocations. If any part of this
Agreement is held to be unenforceable, it shall not affect any
other part. If any part of this Agreement is held to be
unenforceable as written, it shall be enforced to the maximum
extent allowed by applicable law. The fees paid by You for the
Software reflects the allocations of risk contained in this
Agreement.

Export Controls

You agree to comply fully with all relevant export laws and
regulations of Canada, United States, and Europe and any other
applicable export laws and regulations to ensure that the
Software is not exported directly, or indirectly, in violation of
such laws.

U.S. Government Restricted Rights

The U.S. Government accepts the Software and Documentation
as commercial computer software and/or commercial computer
software documentation in accordance with the license terms
set forth in this Agreement, subject to the requirements of FAR
52.227-19 Commercial Computer Software-Restricted Rights
(June 1987) or DFAR 227.7202-3 "Rights in commercial
computer software or commercial computer software
documentation, (effective 6/30/95). For uses with the U.S.

IPedge, VIPedge, ACD, UCedge, Call Manager, IPMobility
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Government, the Contractor/Manufacturer is Mitel Networks,
Inc., 1146 N. Alma School Road, Mesa, Arizona 85201.

Technical Support

For technical support for the Software, contact the authorized
Mitel dealer from whom you obtained (purchased a license for)
the Software.

Entire Agreement, Governing Law and Venue, Data Collection

YOU AGREE THAT THIS AGREEMENT IS THE COMPLETE, FINAL
AND EXCLUSIVE STATEMENT OF THE AGREEMENT BETWEEN
YOU AND MITEL AND SUPERSEDES ANY PROPOSAL OR PRIOR
AGREEMENT OR ANY OTHER COMMUNICATIONS RELATING TO
THE USE OF THE SOFTWARE AND SERVICES OR ANY OF THE
DOCUMENTATION.

No amendment, modification or waiver of this Agreement will
be valid unless set forth in a written instrument signed by both
parties. This Agreement shall be governed by, and construed in
accordance with the laws in force in the Province of Ontario,
Canada, exclusive of its conflict of laws provisions. In no event
shall this Agreement be construed or enforced under the
provisions of the United Nations Convention on Contracts for
the International Sale of Goods or the United Nations
Convention on the Limitation Period in the International Sale of
Goods, the application of which are expressly excluded. Each of
the parties acknowledges and hereby submits to the exclusive
jurisdiction of the Courts located in the City of Ottawa, Ontario,
Canada. Mitel and its suppliers are deemed to be third party
beneficiaries of this Agreement.

In the event of any conflict between the terms of this
Agreement and a separate agreement for the Software that You
have signed with Mitel (the “Executed Agreement”), the terms
and provisions of the Executed Agreement will govern.

Mitel may collect non-personal data from Your use of the
Software and You hereby agree to the collection. By way of
example, and not intended to be limiting, non-personal data
which may be collected by Mitel include device type, usage
metrics, OS version, crash/issue types and counters, that helps
improve the stability of the software. No personal data will be
collected. The collection of non-personal data is for Mitel's
internal purposes only and will be used for quality improvement
of hardware and software. The collected data will not be
disclosed or shared with any third parties, except in cases where
Mitel has engaged the services of third parties for the purpose
of improvement of the Software or development of new
software, and Mitel agrees to include confidentiality provisions
for the protection of the collected data.

Authorized Mitel Dealer Sublicense Requirement.

To the extent that this Software is first utilized, and/or
configured or programmed by an authorized Mitel dealer,
distributor, or system integrator and not an end user customer,
then the dealer, distributor or system integrator understands
and agrees that it has the duty to obtain an acceptable sub-
license from the end user or notify the end user of the terms of
this Agreement prior to end user's use of the Software.

Copyright 2017, Mitel Networks Corporation, All Rights Reserved.
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Introduction

This guide describes the capabilities and procedures for the Toshiba Call
Control Adapter (plug-in) on Salesforce.com. This guide can be used in
conjunction with other Salesforce documents.

Organization This guide is divided as follows:

¢ Chapter 1 — Installation contains overview, procedures on setting up
server and application.

¢ Chapter 2 — Feature Operations contains user procedures for key
features.

* Appendix — Browser Setup describes the various settings required to
get the application working on each individual user’s system.

Important! This document may contain references to features that
are for future implementation.
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Conventions

Conventions

Description

Note

Elaborates specific items or references other information. Within
some tables, general notes apply to the entire table and numbered
notes apply to specific items.

Important!

Calls attention to important instructions or information.

Extension
Number

Press to answer a call to the Extension Number. Each station can have
multiple extension buttons. Incoming calls ring the extension button(s)
from the top down. For example, station 10's extensions ring 10-1 first,
then 10-2, 10-3, and 10-4. A station is considered busy when all
extensions are being used.

Note The naming convention for DKT assignments within Toshiba is
Directory Numbers. For clarity and ease of understanding, the terms
Extension Number and Phantom Extension Number will be used in
this document in lieu of PDN and PhDN.

Arial bold

Represents telephone buttons.

Courier

Shows a computer keyboard entry or screen display.

“Type”

Indicates entry of a string of text.

“Press”

Indicates entry of a single key. For example: Type prog then press
Enter.

Plus (+)

Shows a multiple PC keyboard or phone button entry. Entries
without spaces between them show a simultaneous entry. Example:
Esc+Enter. Entries with spaces between them show a sequential
entry. Example: # + 5.

Tilde (~)

Means “through.” Example: 350~640 Hz frequency range.

>

Denotes a procedure.

Denotes the step in a one-step procedure.

See Figure 10

Grey words within the printed text denote cross-references. In the
electronic version of this document (Library CD-ROM), cross-
references appear in blue hypertext.

Related Documents/
Media

Note:

Some documents listed here may appear in different versions on the
Toshiba FY] site or in print. To find the most current version, check the
version/date in the Publication Information on the back of the
document’s title page. The following are related documents for
IPedge Meeting.

* |Pedge Meeting Installation and Administration Manual

IPedge Salesforce Integration UG. Jun. 2017



Installation 1

This document provides information on installing and setting up the Toshiba
plug-in application with Salesforce.com. It also contains user and
configuration procedures relating to the plug-in.

The Toshiba plug-in enables Salesforce application users to make and
receive calls and perform other call control functions using the Salesforce
application. The plug-in works if the software is paired with a desktop
telephone of a softphone, such as UCedge.

Server Installation Ensure you have the Toshiba plug-in license, part number: I-UC-SFORCE.
Each Toshiba plug-in user must have a UC client account. Please refer to the
UC Account Setup in Installation Manual.

Installation Packages Prerequisite: IPedge software 1.7.1 or later. Certain features require IPedge
1.7.3 or later software.

Note: The Toshiba plug-in is compatible with Salesforce Classic, it cannot
be used with Salesforce Lightning.

The following installation procedure is usually done by the administrator
managing Salesforce.

1. Search for Toshiba plug-in on the Salesforce AppExchange web site
(https://appexchange.salesforce.com), then follow the instructions for
downloading and installation.

2. Enter the user credentials for Salesforce and login to Salesforce as
prompted for the installation.

IPedge Salesforce Integration UG. Jun. 2017 1
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3. Select an installation type and click on Install (recommended - All Users).

N
332 | 232 332
=l -
4. Once Installation is complete, click on the 'Done’ button.
5. After completion of installation the 'Installed Packages' page will display
the installation details.

Downloading the Call The Call Center definition file must be downloaded to your local drive.

Center Definition File . L i
Important! The Toshiba Call Center definition file is required for

configuring the contact center for the first time.
Downloading the definition file is not required for
subsequent upgrades. It will be available in the Static
Resources after the first installation.

1. To configure the call center, from the left side pane under App Setup >
Develop > Static Resources.

2. From the Static Resources page, in the Name column look for
SFToshibaAdaptor txt/xml file.

9 | P ke 0
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3. Click on the SFToshibaAdapter file link. The details page will be
displayed.

4. Right click on the View file link and select “Save link as” and save the xml
file locally. This XML file will have the call center configuration settings.

A
&= =D

ome Chati  Accouns Comscs Caves  Soludom egoris Desibowts  #

SFToshibaAdaptor it

Sastoret senup

Suatie Resource Detas e et
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Configuring the 1. From the left menu list, navigate to Build > Customize > Call Center > Call
Contact Center Centers.

2. All Call Centers page will be displayed with available call centers (if any
call center added already) else the list will be empty.Now click on the
Import button in the right side pane.

3. Inthe Call Center Import page click on “Choose File” and select the
locally downloaded XML file and click on the Import button.

4. The file with call center settings will be successfully imported and the
settings will be listed.

IPedge Salesforce Integration UG. Jun. 2017
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Manage Users  The steps below help you configure Contact Center users that use the
Toshiba Call Control Adapter. Only a limited number of contact center users
may have licenses and access to the Call Control Adapter. To add users:

1. From the Toshiba Call Center Adapter page, In the right side pane under
Call Center Users section, click on the Manage Call Center Users button.

2. The call center manage users page will be opened. To add users, click on
the “Add More Users” button.

3. The search page will be opened. Enter some criteria and/or click on the
Find button.

Woms Chaiww Acccuvis Comscis Cases Soluom Repocn Deslbomds 4

. Toshiba Call Center Adapter. Search for New Users

The matching users will be listed.

Select the user (check the check box next to the user) and click on Add to
Call Center button.

Make sure current login user also added.

The user will be added to the call center.

IPedge Salesforce Integration UG. Jun. 2017 5
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8. Click on Home tab in the top tab menu.

[T rr—r——
€ = @ B Wipsapd sslesloree comberne bome g frimes
— = e = gy
lﬂu— Actouss  Conscms  Cases  Solutoss  feperts  Dashbowrds 4+
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Adding Additional  After completion of installation if additional users to be added,

Users 1. From the top left side of the page click on the setup link, the setup options
will be opened in the left side pane. Navigate to Administer “Manage

Users.”

The existing users will be listed.

Click on the New User button

Enter the User credentials and click on the Save button.

Vome Chates Accouns Conacis Cases Soluboms Feporis Desbbosnils +

All Users et

Assign Userto  To give access to a user of a call center

Call Center o
1. From the Manage users page (Setup - Administer — Manage Users -
Users).

Wome Chaim Accouns Cosiecis Coses Soluoms  Regoris Desbbosds 4

All Users T
-n [

=

2. click on the Edit button corresponding to the user name which needs to
be edited.
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IPedge

Installation
3. On the User Edit page, for the Call Center option (right bottom as in the
screen shot below).
4. Click on the search icon.
5. a pop-up will be opened with available call centers,
| e Dol oG e
.;I...I-o;::;ﬂ farce com, " i k sipe Ttk eelit P "
6. Select Toshiba Call Center Adapter (double click on that name).
7. The call center will be selected.
8. Click on the Save button to save the changes.
9. This will allow the user to access the call center.
8 IPedge Salesforce Integration UG. Jun. 2017
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Softphone Layout This is a System Administrator function. Whether softphone is used or not,
(System use the procedure below to change the layout of the Toshiba plug-in.
Administrator)

1. In Salesforce.com, click Setup located just below the your login name
(shown below).

I e — T s~
* 5 & e ]
[~ F - oo
e -

Personal Setup =

8 1950 5318 e b 8 5 e | T | By et [ L 13

(EEUEETRADE™ ™ ¥

2. From the left pane, under App Setup, click the Customize drop down,
then Call Center.

- @ | B hiipsyinada.salestorce.com,_ui/ctifsofiphonelsyout/Softphone LayoutEdito fd=04ns11 BOAR e TURL

i dpps DO TAIS 3750 0O LaBS (0 vublshing O] lees O androd 1 sppie 03 0MPP 03 moz ] impored. B Amacon Web Semac—. (71 Chome [0 microsoh -
s Atcomnts CT1 2.0 o8 Highir Sottings Heelp about s secian ) m
+ DRE Companies -

+ Contacts Screan Fop Selings:
L oy w  Sciwen pogs open withie: Exlying brtmrier witdow Cotlagrin
+) Oppestanites
11 Sains Patn # Exining browser window
B e N Bromsar Wingow or b
o) Ferucants
* Cases » Momalching records: Pap s niw Contadt Callmzrre
i Rt Monmaal Ceatpop any swen
LS8R Servica # Pup sy Contect ¥
B Call Combar Pop I Visustaice page @
Gt Cartiriy
Directory Mumibats
i e » Sngls-matching record: Pap detal pags Catlzre
¥ Camni.Channal Deallpip any seea
FUp SiaE Dige
& Live Agest '
# 1
v 508 'op B Visuafonos page L
o Bhaeros
*| Comtacts w Muliigle-maiching reconds: Fop i seaich page i
Cle ]
52 Deatpen any ieeeen
o # Pp i sesten page
i Pop i Visuatros page @
+] Price Books
+ Partners

+ Salesiorce 10 Sakatorce
5 Customes Portal

» Chatier Answers

+ kman

3. Expand all the CTI Settings (as shown above). Make the following
selections:

+  Select Existing browser window under “Screen pops open within:”
» Select Pop to new Contact under “No Matching records:”

+ Select Pop detail page under “Single-matching record:”

» Select Pop to search page under “Multiple-matching records:”

IPedge Salesforce Integration UG. Jun. 2017 9



IPedge

Installation
Softphone Settings 1. In Salesforce.com, click Setup located just below the your login name
(Individual User) (Shown be|ow).

2. From the left pane, under Personal Setup, click the Call Center Settings
drop down, then My SoftPhone Settings (shown below).

3. Select Never open the record automatically.

B by SchiProne Settingt -~ X

+ C | B httpsy//nadd salesforce.com/uifsetup/cti/MyCallCenterSettings Pag e retURL =% 2Fui% 2F setup 2P Setup®3 Fs

ctupid%iy =
"

2 Apps CITAIS 375D CJ LABS [ Publishing ([ L (3 mndroid [ spple (3 MMPP. O3 misc [ Imported - 8. Amacon Web Sendc. (=] Chrome

c\q; Developing SFPwQI. latest version
“‘? RPN B Coll Contor
H,;

Home Accounts  Contacts  Cases  Solutions. Reports  Dashboards 4

ek Find 7 Snarch . |
sk Fing £ Saurch My SoftPhone Settings Hepkewarue @ I
Expana Al | Collapos 53
Uise thw opeinres below to cstomize your parsenal SofiPhans setting |
Lightning Experience Hew!

My SoftPhane Settings sove | | Cancel
Salestorce? Quick Start
Automatically lag in to your call
candnr when lsgping inta =
Force.com Home R
B only ome peocad found on Always open the record sutomacally

iacoming call o Never 0pen Me faCord MUl matialy
System Overview

Save | Camcel
Personal Setup SeS o AR

* My Personal Informaton
» Email

& impan

* Deskiop imegration

B Cal Contar Settings.

$Shang Samngs

* My Connecied Data

Ans Cadiie b
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Feature Operations

Login

Login Info

This chapter covers the Toshiba plug-in login for Salesforce and how to
perform some of the key functions supported by this plug-in. All other
Salesforce functions will stay the same. Refer to Salesforce documentation
for the operation of the standard Salesforce features.

1. Access salesforce.com via the browser. Please see the Appendix for the
browser setup based on HTTP or HTTPS access.

e

G Coil Center -]
m Accoun ts  Conlacts Cases  Solutions Heports  Dashboards 4
i Iis__a_ sm ith at Sales development i 3
TOSHIBA | | —
Calendar New Lvent
n12 tsdga com y
HTTPS EEE D5
My Tasks W Crmicun
" 0 open sks scheduled for this period
w ltems to Approve Manage All Hep
_ No records b display
LI]""“.:‘T"“:EN"
T
1l sonhy
1t acd
W Recycie Bin
2. Server: Enter the domain IP address of the IPedge or Application Server.
3. User Name: Enter the UC client account name.
4. Password: Enter the UC client password.
5.

Note:

Click Login. Once logged in the following screen displays.

This view shows the different extensions/lines. It also displays the

Node ID associated with the server. The line heading specifies the

IPedge Salesforce Integration UG. Jun. 2017
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extension number including Node ID if a node ID is associated with

the server.
"5E16

Accounts  Contacts
Navigation Icon —m

TOSHIBA

122016 [ ]
| Dialed Number | L

125016 (]

Navigation Icon The Navigation icon

(3 line bars; shown on previous screen) contains

the following menus: My Profile, Settings and the Logout button.

My Profile = The My Profile screen (read only

e
information) contains the User ID, the AR SN A RS
Primary and Secondary DN information, <« C @ https;//na34.sales

the Protocol, and Server information. S
|
~16

Campaigns Leads Ac

4 My Profile ]

UserID  lisa.smith
Primary 2016
Secondary 2016
Protocol  https

Server n12.tsdga.com
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Feature Operations

Settings

Dialing Plan

Features

IPedge

Once you are logged in, click on the settings
icon. The Settings menu contains the dialing
plan options and feature options. These can be
changed at any time.

Note:

\m Chatter Profile G

4 Settings o

The settings cannot be changed while
you’re on a call.

» Dialing Plan
¥ Server Dialing Plan

External Access Code: | g

International Access 011

Code:
Country Code: 1
» Features
¥ Click to Dial
¥ Enable auto screen pop
Wrap Up Time: 15
¥ Line
Default: 123351 v

Specify the dialing plan for outbound calls. This plan is used to make calls
based on the information found in your contacts.

Server Dialing Plan: Check this box to use the Net Server dialing plan when
a call is initiated thru click-to-dial or the last 10 number dialed selection. When
unchecked, the following simple dialing rule is used: number less than 7
digits, for example an extension will be dialed as-is. For a 7-digits or longer
numbers, it will append the access code to the number. Example: 9-555-1212
or 1-917-555-1212.

Enter the appropriate information for the External Access Code, International
Access Code and the Country Code.

Specify the behavior of the Toshiba plug-in in Salesforce.

Click to Dial: When this is checked, dialing from the contacts is enabled
through the icon associated with the phone numbers in the contact. However,
if this box is unchecked, dialing from contacts is disabled.

Wrap Up Time specifies the time, in seconds, for the Call Notes to dismiss.
Wrap Up Time range is 0 ~ 99 seconds. The default Wrap Up Time is 15
seconds.

Enable auto screen pop: Checking this box will auto-pop the salesforce
record when a call comes in and matches the number listed in the contact
record.

Note: If there is only one record, then the My SoftPhone Settings could

override this setting. So the My SoftPhone setting should be changed.
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Feature Operations

Call Answer

Divert Call

Line

Logout

This gives you the option to select the default line
to be used (shown right).

m Accounts Contacts

4 Settings (]

» Dialing Plan

¥ Server Dialing Plan

External Access Code:

[1=]

International Access
Code:

Country Code:

[o11

[1

» Features

#| Click to Dial
¥ Enable auto screen pop

/7 Line \

Default: 122016 ¥
122016
\ IZSOJGJ

Click this button to logout of the Toshiba Salesforce plug-in.

Click the Answer button to Answer a call from a caller already in your
Contacts (shown below).

salesforce

16

m Accounts Contacts Cases  Soluti

Reports  De +

TOSHIBA [) lisa smith at Sales development
122016 Thursday June 23, 2016
[Dialed Number £ Calenidar

New Event

CallerlD 123620

Today 6/23/2016

“You have no events scheduled for the next 7 days

| Subject
| Call Result |
[comments
Answer
Button

My Tasks New

ltems to Approve Manage All

No records to display

“Search All v

7 Limitto items | own
Advanced Search...

For a non-ACD call, you have the option to divert the call to another number.
1. Enter the number in the Dialed Number field.

14
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Feature Operations
2. Click on the Divert call button.
TOSHIBA

CalleriD 123620

Divert Call
Button

125016

Or

From Salesforce.com, click to dial any phone number with the line
expanded.

IPedge Salesforce Integration UG. Jun. 2017

15



16

IPedge

Feature Operations

Making a call

Direct Dial

Contacts

1.

Contact st e - Sabes' % YN
& 8 hitp

Homs Campaigns  Lesds  Accounts m Opportuniies  Contrscts  Orders  Cases  Sclutions  Products  Repors  Dashboants
TOSHIEA L]

Calls can be made either by entering the number directly or by using a contact
record. If you have multiple lines, then you can toggle between lines. The
second line displays only if there is phantom DN configured for the primary
DN.

1. Enter the number to dial in the Dialed Number field.

2. Click the green call icon (shown below).
When using this method to dial out, no dial plan is used.

"5216

li m Accounts  Contacts.

TOSHIBA ®

| Dialed Number

125016

Click on the Contacts menu.

Select the appropriate contact to display the contact details.

Click the Phone number associated with the contact to make the call
(shown below).

STRY o Cover

N —
'nad. salesforce.com, L Iyt

T4

" testacd

[
Cociretei D | Cima3 | Cienadmes[d | Amriweyie
Contact Detail

Raaweat Update
Comsct D (153 el [Chgnge]
. Witied

P Tasa | Mo Dverst | W Maeting oqsat.
e s 1 dupley
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Feature Operations

Hold / End Call

Retrieve

IPedge

The Hold, End Call and Retrieve call buttons are dynamic and display when
on a call. The Hold button toggles between hold and retrieve depending on
the state of the call. Calls can be placed on hold by clicking the Hold button
when it displays or you can end the call by clicking the End call button (shown

below).
516

m Campaigns Leads

|Ea|?1 Number

=

CalleriD 8005833700

L End Call

Hold Call

When a call is placed on Hold, the display will now have an option to retrieve
the call (shown below).

5516

m Accounts  Contacts

TOSHIBA ®

| Dialed Number |

-

CallerlD 3786694839

| Subject |

| Call Result |

Comments

BN

Retrieve Call
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Transfer An incoming call can be transferred either as a unscreened transfer or a
supervised transfer.

¢ Unscreened Transfer — The call is directly transferred to another
extension without announcing the call (unscreened) or waiting to see if
the called party is available.

Answer the call.

2. Enter the number to be transferred to in the Dialed Number field.

3. Click the transfer button - (shown below).

o
"5 '16

ﬁ Campaigns Leads

TOSHIBA ®

(Dialed Number (_.

8001112222
|[124600

Sub]eu:t
| Call Result v
Comment _ Transfer button
o
Unscreened Yransfer Call
— Conference button

* Supervised Transfer — The call is “supervised” during the transfer
process so the call can be announced to the receiving party before
completing the transfer.

Answer the call.
Enter the number to be transferred to in the Dialed Number field.
Click the Conference button.

b=

Once the second call is answered. You can remain on the line and
announce the call or hang up to complete a transfer.

5. Click the transfer button (shown above).
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Conference

IPedge

A conference call can have up to a total of eight parties.

For an incoming call to be conferenced, follow the steps of the Supervised
transfer.

To initiate a conference call:

1.
2.

3.
4.

5.
Or

Select the line to be used.

Enter the number of the party you want to conference.

Click the Conference button -

Once the call is answered, click the Conference button again (Join call -
shown below).

Repeat steps 1~4 to add more parties to the conference.

If you're already on a call, click on an extension or number from the contacts
and that number will automatically be added to the conference.

2416

Iiw Campaigns Leads

TOSHIBA ®

| Dialed Number | L
3

Dialed ID 122600

| Calll i
Lall Notes

| Subject

Call Result

Comments
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While on a call you can enter pertinent information about the call (shown in
the red box below). This information will be logged in the call log stored in

Salesforce.com activity as a completed task.
m Chatter Profile  Gi

TOSHIBA ®

| Dialed Number | L

Call Notes

-

CallerlD 227351

Subject
| Call Result v |

Comments

The following information can be stored.

e Subject: Any text to describe a call
e Call Result: Select from the drop down menu

e Comments: Any text

Note: Call Notes will dismiss when the Wrap Up Timer expires after the call
ends. Timer value can be configured in the Settings menu.

20 IPedge Salesforce Integration UG. Jun. 2017



Feature Operations

Reports

IPedge

To view call reports:
1. Click the Reports menu.
2. Navigate to the Call Center Reports (shown below).

Calls are sorted under various categories; such as, My Calls This Week,
My Calls Today, My Team’s Calls This Week.

= - — =
& = 8 hitps/inaddsalesforce.com D000 Mlistvew_pageState ]
|

Moene  Accounts  Cosiscts  Cases Wumnmwm +

Reports & Dashboards we=swe

Folders Cal Center Reports

s Towr | Hap s s Fage 6

Acoon  Wame v @ Foade Erasted By

5 U4y Parsons Canices Bnperts gy MY Gl Thim Wtk 0 Canias e
5 Cgpornty Repern = W G Today Ca Canter i

b
= M Team |~:-|Bv. Tiis ook

sl Caniae e

g 54 b=t £ 0T i

3. Clicking a specific category will display the reports (shown below).

P v o o
4 & € B hitpssinazdsalesforce.com - T =
Roeport Ganeration Ssatus: - Complete
Rapert Options:
~ Tena Frame —
Summarze mmaton by, She Shew Snow Data Figlet Range
- LT ¥ | rpied s ¥ Taka s Everly # | | [ Dote o] | Custem

Tase

e Beport ® || Hide Dekads | Coslomisn | | Save An | Frintable View | | Enport Delsits

Pty it
Call Type st sguaito Ciear

Cane Cpporunty Centact Lusa Company | Account Gl Duration fminures) CaRewst  Co8 Trgw | Subject hangras
Carghn Crengngw  Aos iign and Sesling  ©01 % Mg Smah
it St _ : Lied St
Heil Smath Inbou Mgl Sty
heana Chicon n b sl Sonth
Abop Chgepn J

P Smth

ooq M

Note: A call record is generated for a destination number. For a three-party
conference call, two call logs are generated (one for each

destination). The call log will also contain information indicating the
end of the consultation call time.

IPedge Salesforce Integration UG. Jun. 2017

21



This page is intentionally left blank.



Appendix — Browser Setup

This appendix describes the various settings required to get the application
working on each individual user’s system.

There are also some browser specific settings that need to be taken care for
the application to work. Please consult your System Administrator for these
setups.

Chrome Settings
1. In the chrome browser, open the Settings page.

2. Atthe bottom click “Show advanced settings” link scroll further to Network
settings and click on the “Change proxy settings” button and select the
Security tab.
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& Internet Properties 7 )

[General | Security |privary | Content | Cannectinns | Pragrams. | Advanced |

Selecla cone Le view or change sewrily sellings.

@ & v 0

Localintranet  Trusted sites  Restricted
sites

Internet

1his zone 1s for Internet websites,
exeep: those listed in trusted and
restricted zones,

Saaurity level for this zone

Custom

Custom settings.
“To change the settings, dick Custom level,
~To use the recommended settings, cick DeaLit level.

[¥] Eriable 2ruletled Mude (eguires restar ling Tnbene. Explorer)

Custom level Defmult lewel
Reset all zones to default level

@ Some s=tinas are managed by your system administrator.

oK Cancel apply

From the available options, select Internet option and click on the
“Custom level...” button.

Security Settings pop-up will be opened; within that make the following
changes:

Under ActiveX controls and plug-ins:

*  Allow ActiveX Filtering
* Allow Scriptlets
Under Miscellaneous:

* Allow Access data sources across domains
Click Ok to save the changes

Now select Trusted Sites option and click on the “Sites” button.

" Internet Properties |

| Secritr | e itk | et | s | sk |

Select a zone tc view or change security settings.

@ @4 / O

Inernet  Local Inranet Resiricted
sites

ST
#  This o onlaivs websiles thal you

% tustrot to damage your computer or
your fies,
You have websites in this zone

Seurily level for s eone

Custom

Lustom setbnas.
To change the settings, dick Custom levl,
- lo use the recommended settings, chck Deault level.

|| Enable drotect=d Made (requires restarting Interne: Explorer)

[ Custom level... H Ueault level ]

| Reselall cones W default kvl |

@@ Somc sctings arc managed by your system administrator.

Cancel Aoy

24

IPedge Salesforce Integration UG Jun. 2017



Appendix — Browser Setup

Browser Setup
When Using HTTP
Mode

Browser Setup
When Using
HTTPS Mode

IPedge

7. Add the URL of Toshiba server and salesforce server to trusted zone.

" Trusted sites @

# You can add and remove websites Tom this 2one. All wabsites in

‘(-" +his zonz will use the zone's searity setinas.

Add this webste to the zone:

Wehbsites:

htps:jalmspiren:.saas.hp.con
htps:jap2.zaksforce, com
htps:fjc.ap2. visual. force.com
htps: fjerg15.tsdga. com

| Jose

8. Click on Close and Save to save the changes made.

When using chrome browser, in the login screen after entering the credentials
and clicking on Login button, if HTTP is selected, or if the user has already
logged in with HTTP and the sales force page is loaded using single sign on,
a shield icon will be displayed in the right corner of the browser address

bar T] = .

Click on the shield icon and select “Load unsafe scripts” option.

ElER

Learn more Done

The page will get refreshed and will allow to login and work seamlessly. This
will be effective until the browser is closed and opened again.

When HTTPS is selected for login and the system is using the private
certificate,

1. Open a new tab and enter the <Toshiba server URL>:<port number>/
ccrestapi/v1/devices example “https://ipedge.abc.com:8097/ccrestapi/v1/
devices”.

2. You will get a warning screen as “Your connection is not private” click on
Advanced link.

3. Click on Proceed and the page will show “OK.” It is ready to use Toshiba
plug-in HTTPS mode with the private certificate. The user can logout and
login to the Toshiba plug-in as long as the browser is not closed. If the
user completely closed the browser, these steps must be repeated.

IPedge Salesforce Integration UG Jun. 2017
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Firefox

Browser Setup
When Using HTTP
Mode

Browser Setup
When Using
HTTPS Mode

When using Firefox browser, in the login screen after entering the credentials
and clicking on Login button, if HTTP is selected, or if the user have already
logged in with HTTP and the sales force page is loaded using single sign on a
shield icon will be displayed in the left corner of the browser address bar.

1. Click on the shield icon

i httpey//apd.calectorce.com/home/home.)cp

lirefox is blocking content on this page.

Most websites will work properly even if content is !

blucked.

Insecure content Options +
Some unencrypted elements on thic g

website have been blocked.

Learn More

| Wl Monday Scptember 22, 2015
2. Select Options for “Insecure content” and select “Disable protection for

”

now.

i © @ https//ap2.salesforee.com/home/hame jsp
| ,ﬂ %,  Fircfox is blocking content on this page.

Most websites will work properly even if content is |
blocked.

i Insecure content Options - A Activit
i some unencrypted elements onthis [ e

website have been blocked. Lhsable protection for now I

Learn Mare

I BN inndm Canbambar 30 SA4E

3. The page will get refreshed and will allow to login and work seamlessly.
This will be effective until the browser is closed and opened again.

When using Firefox browser, with HTTPS selected for login credential before
Login,

1. Open a new tab and enter the <Toshiba server URL>:<port number>/
ccrestapi/vl/devices example “https:ipedge.abc.com:8097/ccrestapi/vl/
devices”

2. You will get a warning screen as “The Connection is Entrusted

@d— This Connection is Untrusted
A You have asked Firefox to connect securely to but we can't confirm that your connection

Is sECUre,

Normally, when you try to connect securely, sites will present trusted identification to prove that you
are going to the right place. However, this site's identity can't be venfied.

What Should I Do?

If you usually connect to this site without problems, this errer could mean that someone is trying to
impersonate the site, and you shouldn't continue,

Getme out of here!

Technical Details

I Understand the Risks

3. Click on the “Understand the Risks” link to proceed. The page will show
“OK.” The Toshiba plug-in is now ready to be used in HTTPS mode with
the private certificate. The user can logout and login to the Toshiba plug-in
as long as the browser is not closed. If the browser is closed, these steps
must be repeated.

26
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IPedge

Internet Explorer On the Salesforce.com site, you can find information for the Optimal Settings

for Internet Explorer Browser. Click the link below to go to the site.

https://help.salesforce.com/apex/HTViewSolution?urlname=0ptimal-Settings-
for-Internet-Explorer-Browser&language=en_US

Or follow the procedures below.

Settings ~ When using Internet Explorer browser:

1. Open Internet Options by navigating through Settings - Internet Options.

2. Select Security tab.

3. From the available options Select Internet option and click on the

& Internet Properties [ bl

General | Security | Privacy | Content | Cannections | Programs | Advanced |

Selecl a cone L view v Uhange seaily sellings,

@ G g \
v
Local intranet  Trusted cites  Restricted
sites.

Internet —
1his zone 1s for Internet websites, e
excep: those listed in trusted and

restricted zones,

Security level for this zone

Custom:
Custom settings.
“To change the settings, dick Custom level.
-To use the recommended settings, cick De‘ault level.

[#] Enable #rutzcted Mode {eyuires estar ling Titene. Explorer)

[ astomiewdd . | [ oefmitlevel |

| Resetall zones to default level
@ Some setings are managed by your system administrator.

oK | Cancel Apply

“Custom level...” button.

4. Security Settings pop-up will be opened within that; make the following

changes:

Under ActiveX controls and plug-ins

* Allow ActiveX Filtering
Under Miscellaneous

¢ Allow Access data sources across domains

5. Click Ok to save the changes

IPedge Salesforce Integration UG Jun. 2017
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6.

7.

1.
12.
13.
14.

Now select Trusted Sites option and click on the “Sites” button.

& Internet Properties T[]

| Genesal | Scaurity | privacy | conterit | Conmections. | Programs | Advaned |

Select & zone to view or change security settings,

@ &4 v O

Internet  Local Inranet Restricted
sites

b
& e cnd il et thal you
@ tustrot to damage your computer or
your fies.
You have websites in this zone.

Sewnily leved for s zore

Custam
Lustom settings.
~To change the settinge, dick Custom level,
- 10 use the recommended setunas, dick Deaultlevel.

|| Enable dratectad Mode (requires restarting Interne: Explorer)

l Custom level... H Lefault level l

| Reselol ares o defallievel |

@ Some sotings are managed by your system administrater,

Add the URL of Toshiba server and salesforce server to trusted zone.

&' Trusted sites @

);9‘ fou can add and remove websites Tom this zone. All webzites in
this zonz will use the zone's security setings.

Add this webste to the zane!

Websites:
htps:/jalnspiren:.saas.hp.con emove
htps: fjap2.zakesforce. com
htps:fic.ap2.visual force.com
htps:/jerg15.tsdga.com

7| Requie se-ver veiification (https:) For al sites in this zone

Cam )

Click on Close and Save to save the changes made.

Click on the “Custom level...” button.

. Security Settings pop-up will be opened within that make the following

changes:
Under ActiveX controls and plug-ins

* Allow ActiveX Filtering
*  Allow Scriptlets
Under Miscellaneous

* Allow Access data sources across domains
Click on the advanced tab.
In the settings options navigate to Security section
Check Allow active content to run in files on My Computer
Check Enable native XMLHTTP support.
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Using HTTPS  When using IE browser, with HTTPS selected for login credential before
Login,

1. Open a new tab and enter the <Toshiba server URL>:<port number>/
ccrestapi/v1/devices example “https://ipedge.abc.com:8097/ccrestapi/v1/
devices”.

2. You will get a warning screen as “Your connection is not private” click on
Advanced link.

3. Click on Proceed and the page will show “OK.” The Toshiba plug-in can
now be used in HTTPS mode with the private certificate. The user can
logout and login to the Toshiba plug-in as long as the browser is not
closed. If the user completely closed the browser, these steps must be
repeated.

Using HTTP Note: If HTTP is used, under Miscellaneous, make sure that “Display mixed
content” is enabled.
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