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Course Description

In this class, you will learn how to use xT911™ from the perspective of a call taker (those who are responsible for
daily call handling tasks). This includes an overview of all aspects of the software, focusing on core functionality
such as answering, transferring, and releasing calls.

Course Objectives

At the conclusion of the course, you will have an overall understanding of the xT911 software and be able to
efficiently:

e Perform basic call handling functionality, including answering and releasing from calls
e Utilize call management features such as conferencing, transferring, or ringing back a call

e View call history and search for calls, as well as listen to call recordings

Note: This syllabus is subject to change depending on the varying needs of our customers.

Training Duration

The course may take up to four hours.
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Introduction

XT911 is the application that call takers will use to answer and manage calls. This training session will cover an
introduction to the user interface, navigation controls, and other features of this application.

Unit 1: Interface Overview and Logging into xT911

1.1 Getting Started with xT911: Logging in as a Call Taker
To Log in to the xT911 Application

e Double click the xT911 shortcut icon located on the desktop.

® x1911 Login

ser name

Eo g
Password

| |
Settingz Group

| ND GROUP |

I [1]:8 l l Cancel ]

Load Lapout

P Note: You must log in to ACD Queue before taking calls.

“Y Unit 1 Exercise: Log in to xT911

Launch the xT911 application and select your user name, type your password and then
select OK.

Copyright 2015 TeleCommunication Systems, Inc.
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1.2 Interface Overview and General Settings

The following overview explores the basic navigation and terminology of the xT911 application. The xT911
interface has different call taking panels that may be used, depending on your needs for call management.

1.2a Panels used for Call Handling

1. Calls panel: Displays information for Active Calls, Call History, Stations and Contacts,
depending on which view is selected
e Active Calls: Displays Information on all active and abandoned calls for the agency.
e Call History: Displays historical view of calls within the agency.
e Stations: Displays call station information for call takers in the agency.
e Contacts: Displays contact information (for placing outbound calls, conferencing, or
transferring calls to a specific contact).
2. Ring All Calls Queue: Displays all ringing calls.
3. Call Manager: Populated when a call is answered at your workstation. Individual icons are
displayed for each call participant.
4. STAs (Selective Transfer Agencies): May be populated with a list of responders based on
the incoming ALI, or a custom list configured by the agency system administrator.
e ALl Display: When a call is answered, the corresponding ALI information is displayed if available.

@ EHa- - X911 3800 -
- Home Customer Info
= — = o T  Active e
BE 6B0RODR B BE B B e
(LDl =i | Hour Call Count: 0
Login  Available Release Dial Consult Park Held Texting TTY/TDD  [Defaulf] RR  Support Volume  Microphone W Queued Previous Call Count: 0
Queue Features Call Control Other Volume Call Stats System Stats
ALI Displ. x P
= P — = ‘\U\ No Alerts (1) o |
B-8 -
. | [P T " ) o
i u Dial Contact Transfer To Contact Manage Personal Contacts
i Animal Control - | Name | Phene | Ext. Cell Alt Address Community Notes
i EMS o, )
# Animal Control (401) 8765300
I FIRE &
| Food 1
. || Forestry | . =
@ ALl Display | Genera @ Calls Panel wi View Options
J W
. MHH
I Towing =
-2 = e " =gy = _— =
ActlveCaIIs CaII History Statlons (il Trunks Comacts
Ring All Calls x
Customer Name Community CBN Trunk Notes
ﬂagsmmt::
Answer
STAs x . Selected
@Rlng All Calls =T
Call Manager
B v
@ STAs Lines Call Participants
@ Call Manager
= —T T e e .
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1.2b Home and Customer Info Tab

You can switch between the Home and Customer Info tabs at any time. The information and options displayed in
the top part of the screen will change based on which tab is currently selected.
(‘

¢
Home Customer Infol

me
= = = =  Active Avilable Agents
E E ﬁ ﬁ E . W ﬁ i
\ NOCAUS R Hour Call Count:

Login Available || Release Dial Consult Park Hold Texting TTY/TDD [Default] IRR  Support Volume  Microphone B Queved

xT911 3.9.0.0 =X

Previous Call Count: 0

@

Queue Features

Home tab: Contains core functionality options, volume controls, system statistics for calls, and call server status.

Queue Features: Login and Logout out of the ACD and change Busy status.
Call Control: Release, Dial, Consult, Park, Hold, Texting, TTY/TDD.
Other: Playback Most Recent Call (IRR) and contact Support.
Volume:
= (if on an active call) Adjust Volume and Microphone levels for active calls only
= (if not on an active call) Adjust Volume and Microphone levels for all calls (adjusts volume on the call
station)

o0 o

Consult is used to consult with an outside party during an active call. This will mute all call participants to the
caller, who will only hear a periodic audio prompt (usually a chime-like sound). All call participants will still be
able to hear the caller.

Note: Consult will not correctly function on outbound 911 calls or tandem transfers. All call
participants, including the caller, are recorded while Consult is applied.

LastCall Date:

| 2
| - View Call
9 2 History =

@ |(401) 330-9990 | Total 911 Calls: __ Mr=._ Baker is on dialysis |

Customer Info tab: Displays information relating to the incoming call.

a. ANI/CBN: Customer phone number
b. Customer Call Stats: View Call History, Last Call Date and Average Call Time
c. ANI/ALI Remarks: Customer Name, Address, Remarks added

Note: It is possible to add and edit ANI/ALI Remarks which become associated with the ANI. This
feature is useful for flagging certain customers’ numbers with pertinent information.

Copyright 2015 TeleCommunication Systems, Inc.
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1.2c xT911 Button

Settings

Load Default Layout

The xT911 Button allows access to maintenance functionality, such as
changing a password and resetting the layout of the xT911 default interface.

You may also use the Exit option under the xT911 Button to close the

application.
Change Password

Copyright 2015 TeleCommunication Systems, Inc.
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1.3 Managing Preferences

XT911 users may configure the application to reflect preferences for an optimal call taking environment. It is highly
recommended that all call takers try different settings to establish the preferences that work best for their

individual call taking needs.

1.3a Managing Audio Preferences

Managing audio preferences is the most important setting in xT911. It is highly recommended to establish a
preferential audio setting for the call taking process before logging in each time.

% Note: Audio settings are preferences that are stationdependent. The audio settings are not user
preferences and do not follow the call taker to another station.

To Set up individual audio preference levels

e Use the Audio Tester/Tuner to set individual audio preference levels for calls at the call taker’s

station.

CRIE

Ed Help-aAdministrators
B sudio Tester
Change Fassword
% Debug View

Refresh xSwitch Seftings
About xT911

N

Audio Tuner

el

Audio tuner: Tunz audio devices.

"

| - 4 Microphone: E]

2 I —
‘= Hseicrophone-Boost—

& o J

, i

% g H.wﬂdim ]

4 4d | i

zchudioSettings primaryfudicOutputDevice="{x:Reference _ Refers
4 =“chudioSettings notiicationfudioOutputDevice

zobudioDence x:Mame="__ReferencelD0" device Description
4 =“chudioSettings recorddudiolnputDevice:

zobudioDence deviceDescnption="Jack Mic (IDT High Defin
4 =“chudioSettings recordAudioCutput Devices

zobudioDence deviceDescrption="NONE" devicelD="MOMNE

Save ] [ Cancel

Note: Be sure to keep the Use Microphone Boost option unchecked. The microphone gain/volume

should be adjusted using the slider only. Using Microphone Boost can lead to audio distortion and echo
issues! Used for trouble-shooting purposes only.
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Icon Description and Adjustment
i‘ ) Controls the Volume that Call Participants hear (outgoing volume). Select Record E] and
i Microphone: when the countdown timer displays 5, begin speaking as if answering a call. The recording
will automatically play back. Adjust the Microphone slider and repeat the recording and
playback until the desired volume is achieved.
@ Speakers: Controls the Volume that the Call Taker hears. Select Play |2 to hear a pre-recorded voice

prompt and adjust slider to the desired volume.

Ringer/ Controls the Volume for Call Ringing and Notification. Select Play |2 to hear a pre-
recorded ring tone and adjust the slider to the desired volume.

Select Save to apply and save the new settings.

| F5ET
[ s

Note: The Audio Tester/Tuner cannot be accessed while logged into ACD queue(s).

Adjusting the Call Volume with the Home Tab Volume Controls
At times, it may be necessary to adjust the volume and/or microphone for a particular caller.
To adjust the volume and microphone for the current call only

e Adjust the volume and microphone through the Volume and Microphone sliders on the Home tab
while on an active call. This will adjust the levels for the current call only.

To adjust the volume and microphone for all calls

e Use the Volume and Microphone sliders on the Home tab while not on a call. This will adjust the
levels for all future calls.

To mute and unmute the Call Taker

e Select the Microphone icon itself to mute the call taker. A red slash will appear across the icon,
indicating that the call taker is muted. Select the Microphone icon again to unmute the call taker.

0D o P

Violume Microphone

/ Volume \
AN

~ ¢

Microphone
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Using the VU (Volume Unit) Meter

The VU Meter is located at the lower right corner of the xT911
interface and is intended to help set the microphone level while on Station ID: TRAINING-A
a call by indicating the current gain.

While speaking into the headset, the meter will move. Ideally, the
meter should peak in the yellow range, or at the high end of the Station ID: TRAINING-A
green range.

If the meter peaks below the yellow, or in the red range, adjust the microphone gain to a higher or lower level,
respectively.

Station ID: TRAIMIMNG-A

Gain levels that peak in the red for more than five seconds while
on a call will result in a Gain Warning message. Should the warning appear, adjust the microphone gain down to
peak in the yellow or upper green range.

q’ Unit 1 Exercise: Audio Tester/Tuner & Volume and Microphone

Use the Audio Tester/Tuner to establish a preferential audio setting.
Use Volume and Microphone on the Home tab to adjust audio.

1.3d Customizing the Screen Layout

The layout of the five main panels in the xT911 interface can be customized to suit individual call taker needs or
preferences.

Panel
Docking
Points

@.‘ FEHE- - XT6113.9.0.0

fome Customer Info

\
IEMIEIﬁﬁIE ﬁl @ a .

Release Dial Consult Park Hold Texting TTY/TDD [JE ult] RR  Support | Volume M rm hone

Available Agents

Hour Call Count

W Queved

Queue Features Call Control Other Volume Call Stats

Display % = =
—r = = (VA =] No Alerts () vistory [
2a-8
Contacts
E Dial Contact Transfer To Contact m Manage Personal Contacts
| Animal Control | Name ‘Dhun' |5xe, Cell Alt 2 Address Community Notes

panel S E_[ﬁ i.‘n,\mma\:am.m (401) 876-5309
i EIRE

Docking » Eood

Points § Forestry

Panel
Docking
Points

Ring All Calls X E
| BN

Customer Name Community Trunk Notes

I General

Z

Call Manager

/e
L
B s
A
ol

[+ 8

Lines Call Participants

TTv.on Mo Alarms Mute:on ‘Consult OF Agent: Jake Briggs (PSAP 100) Auailable Call Servers: 1 station10: TRaininG-+ R
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To customize the layout of the xT911 user interface:

1. Select and drag the top of the panel (Ring All Calls in this example). Panel Docking Points appear
while the panel is being moved.

2. Point and release the left mouse button on any one of the Docking Points that appear. The panel will
then be docked at that selected point and the system will adjust the other panels accordingly.

3. To save the new layout for subsequent sessions, no additional call taker action is required. Simply
logging out at the end of the session will save the new layout.

To Return to the xT911 Default Layout

e From the xT911 Button, select Load Default Layout to return to
the default layout of xT911’s user interface. This can be done to
recover an accidentally closed or moved panel.

Settings

Load Default Layout

.+ Note: The Load Default Layout option from the xT911 menu
loads the system default Screen Layout only. Change Password

g Exit

1.3e Customizing the Column Order

The Active Calls panel and the Call History panel both have the option to rearrange columns to suit the call
taker’'s preference.

To Customize the Column Order

e Select the top of the column, and then drag it to the desired position.
Rearranged columns will be saved upon exiting the application.

To Restore the Default Column Order

e Uncheck the Load Layout check box on the Login panel when logging back into the application.
(Note that using the using Load Default Layout from the xT911 menu will not reset columns to the
system default order.)

User rame + Note: The Load Layout check box is checked by default,
= ] therefore the user layout will be loaded unless the call
Password taker unchecks the option prior to logging in.
| |
Settings Group
| NO GROUP v
OF. Cancel
I Load Layout I
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1.3F Sorting and Freezing Call Record Sort Orders in Columns

Call records can be resorted in any column in ascending or descending order. The default sort is by the most
recent call time in descending order.

Columns can also be frozen in Call History so that they remain in place while the call taker scrolls across the
panel.

To Freeze Call History Columns

e Select the Pin icon at the top of the column. When the Pin is in the vertical position, the column is
pinned or frozen in place on the left. A horizontal Pin indicates that the column will scroll.

Call History — X
N N B LA
} Search Criteria V| Ringback Call Show ALT Customer Info [
o
Media = Start Time = PSAP A Call Back # = State + Class & ESN & Customer wldress + Agent A Station & Trunk |1y 4 Queue 4 Community 8| ;
3 e J Aug-31-13 13:33:20 Training PSAP  (401) 901-9483  abanManualForcedClearsd ANY o Providence HS Overfiow Admin Trunk  False Admin Calls
=
? e J Aug-31-15 13:29:39 Training PSAP | (401) 330-9990 | closed 270 TRAINING B | 101 911 Trunk 1 -TDM 1 False 911 Calls
a
g’ 6 J Aug-31-15 104221 Training PSAP | (401) 330-9990 | closed 270 Jake Briggs | 101 911 Trunk 1 -TOM 1 False 911 Calls
Qa
G J Aug-20-15 13:41:59 Training PSAP | (401) 330-9990 | abanManualForcedCleared 270 Jake Briggs | 101 911 Trunk 1 -TOM 1 False Admin Calls =
] i 3
;_n 0 Active Calls Listed 0 Abandoned Calls Listed 0 Queued Calls Listed 100 Total Calls Listed

Note: Screen Layout and Column Order are user preferences and will follow the call taker from station
to station.

Note: The Load Layout option in the xT911 Login panel will load the system default Screen Layout
AND the system default Column Order.

“Y Unit 1 Exercise: Screen Layout & Column Order

Modify the screen layout to become familiar with the different settings. Reset the layout by
selecting Load Default Layout. Change the column order and freeze.
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Unit 1 Review

Topic ‘ M Comments

Logging in to xT911 |

Panels: Active Calls

Panels: Stations

Panels: Call History

Panels: Contacts

Panels: Call Manager

Panels: ALl Display

Tabs: Home - Function lcons

xT911 Button: Menu options

Audio: Setting up with Audio Tester/Tuner

Audio: Volume & Microphone

Preferences: Moving, floating, resizing, docking

Preferences: Resetting layout

Oo|oo|ojo|jojo|ojo|o|jgo|o|a

Preferences: Column Order
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Unit 2: Taking Calls with xT911

2.1 Logging into the Call Taking Queue

Logging into the xT911 application does not automatically enable a call taker to take calls. Call taking is only
enabled after the call taker has logged into one or more ACD (Automatic Call Distribution) queues. ACD queues
are created and managed by the system administrator.

The Status Bar (in the bottom left corner) will indicate that the user is

not logged in to any queues.

Queve(sk Logged Out || Statiorn: Logged Out

2|

G 8

Login | Awvailable Legout]  Available
ACD Features ACD Features
ALLOCATED READY

After initially logging into the xT911 application, the station is
allocated but not available to take calls. To make a station ready
to take calls, select Login from the ACD Features.

Depending on the system configuration, one or more queues
may be available for selection from the Login dropdown menu.

After logging into the ACD queue, the Login icon changes to

Logout. The station is now ready and available to take calls. The
Status Bar will now show that the queue(s) are logged in and the
station will be a neutral color.

Station: Ready

Queue(sk Logged In

JHIs

Available

Legout

-

ACD Features
AVAILABLE

Green = Available
(In Queue)

g

Legout

-

ACD Features

Busy

BUSY

Red = Busied
(Unavailable)

The Busy toggle button will set the call taker’s status to Busy.
The Status Bar will indicate that the call taker is Busy.

Queue(sy Logged In

With Busy toggled on, the station will not be presented with the
audible alert or the flashing ringer dialog box associated with
incoming calls. Incoming calls can still be answered via the
Answer Selected Call button in the Ring All Calls window.
Outgoing calls can still be made by the call taker. If the call taker
chooses to take or make a call, then the status will automatically
default from Busy to Available.

Other stations will not be able to call or transfer a caller to the
busied station.
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Depending upon system configuration, a popup reminder along with an audio tone will appear if the user has
been in a busy state for a designated amount of time.

=]

N REMINDER
—  Your agent status is currently set to
Busy.

You will not receive calls while Busy.

|

“Y‘ Unit 2 Exercise: Log In to Queue(s) and Busy Status

Log in to the Queue(s) to be available to take calls.
Utilize the Busy toggle.
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2.2 Answering Incoming 9-1-1 and Admin (Non-Emergency) Calls

When a station receives a 9-1-1 call, a pop-up appears indicating that a call is coming in
() Ga- -

x1911 3.9.0.0
Home Customer Info

| &3 :
_Elﬁﬁﬁ@@l@@ﬁ :

M Active Available Agents
Abandoned
M Parcea
Available || Release Dial Consult Park Hold Texting TT wpport || Volume . Micophone |5
Call Control Other
ALI Display %

e e
|- 0

Call History

? Search Criteria Vl Ringback Call . Show AL E Customer Info

Media 5 Start Time

[Default]
Queue Features

Volume Call Stats

No Alerts

System Stats

History

Create
Message

xdﬂ

Bupioay e
®
S ||

| >>>>> RINGALL <<<<< Ll el -
eu_y ‘hug-31.15 13

- ATIY = Queve = Community 5|
Overfiow Admin Trunk
911 Calls /911 Trunk 1
Aug-31-1513 i

False Agmin Calls

JOHN BAKER || 912 Trunk1-TOM 1 | Faise 911 Calls
38 BROWN ST

PROVIDENCE || 911 Trunk1-TOM1 | False 911 Calls

(401) 330-9330

RES-3 || s11Trunk1.TOM 1 | Faise

@ g At

@ noz0is

x
¥
3

a Active Calls .

Ring All Calls

100 Total Calls Listed

Bl sonn Barer

[STAs

| Trunk
-ToM 1

Notes

i Answer
Call Manager L

il it
B e

Lines

Call Participants

o oois o YOS weor

Consult: Off

Agent: Jake Briggs (PSAP 100 Availzble Call Servers: 1

swono oo (I

To Answer a Call

You can answer a call through any of the following methods:

Admin Call: (802) 748-5503

Refuse
e Select Answer in the Ringer Dialog box.
e Click anywhere on the 9-1-1 Globe.
[ ]

Press the Space Bar on the keyboard.

4! Enter
e Pressthe key on the keyboard

e Press the relevant Function key on the keyboard. (This is Call from Gueus: Admin Calls
usually F1, but please check with the system administrator, as e
this is a configurable option.)

Calls that come in through the Admin (non-emergency) queue will display a different ringer dialog box for ease of
differentiating them from 911 calls. Admin calls are answered in the same way as a 911 calls

To Release Yourself from a Call

e Use the Release Button , release shortcut key (default F12), or the release button attached to
your call participant to release yourself from any active call

‘Y Unit 2 Exercise: Answer & Release Calls

Answer an incoming 911 or non-emergency call and release
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2.2a Call Manager

When connected to a call, the Call Manager panel is populated with information regarding the connectivity of the
call. Use the Call Manager to perform a variety of call-related operations.

S@“ Remember: The Call Manager will only populate for call takers who are participating in the call
(actively on a call).

The Call Manager panel displays information about all call participants, including:

e CALLER: The name of the person to whom the calling party phone is registered
e CALL TAKER: The call taker name and station they are logged into

The status of all call participants — Connected, Holding is displayed. Each call participant has an accompanying
Release button, which can be clicked to release the individual participant from the selected call.

Each call participant has a call timer. The timer for the caller starts at ring time, or when a call first rings into a
station. The call taker’s timer starts when the call is answered. Call Participants display left to right in order of
their start time as a participant in a call.

Note: Placing a call on Hold results in the station call timer being reset to zero. The timer will start
running when the call is picked up.

Call Manager x
E Mute Hald Consult E Park E Release
Lines Call Parbcipants] Status
2 (401) 330-999( ) = TRA.INI
& connected % IOHN BAKER + Drefault Admimstratar
=il 00:01:09 b PROVIDENCE xi5115tation
., III " 00:01:08 10.2.6.201 00:01:01
Caller Information Call Taker Information
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2.2b Call Control Features in Call Manager

Button (Feature)

Description and notes

Use to Mute the call taker.

ﬁ Pickup Holding Call

Select Hold to put an active call on hold. The call can only be picked up at the station where the call was placed
on hold. The Call Participants will be hidden while on Hold and the Hold icon in the Call Manager panel
displays Pickup Holding Call. Select this option to pick up the call.

The recording of a call is stopped while Hold is applied. When the call is picked up, recording of the call is resumed
and is appended to the pre-hold portion of the call.

E Park

Select Park to put an active call on public hold. The call will display in the Active Calls panel with a parked
status. Call information will disappear from all other xT911 interface panels when a call is parked. See section

2.2c for directions on picking up a parked call.
The recording of a call is stopped while Park is applied. When the call is picked up, recording of the call is resumed

and is appended to the pre-park portion of the call.

Release

Select Release to be released from an active call.

If there are only two call participants, the call will be terminated.

If there are more than two call participants, only the call taker is dropped from the call. The other call participants
remain connected and the call remains active.

2.2c Call Control Features on the Home Tab

The Home Tab contains the following Call Controls used in managing a call.

Button (Feature)

Description and notes

——
| g—

4

Release

Select Release to be released from an active call.

If there are only two call participants, the call will be terminated. The call taker then becomes available to
receive a new call.

If there are more than two call participants on the call, only the call taker is released from the call. The other
call participants remain connected and the call remains active.

9
o

Activates a Dial Pad to manually dial a call. Digits can be entered by using a computer keyboard or by using
the mouse to click the buttons on the Dial keypad.

Anzwer Call

© B E
0
Q
g

Used to Park an active call or put the call in a public hold ACD queue. The call will display in the Active Calls
panel with a parked status. Call information will disappear from all other xT911 interface panels when a call is
parked. To pick up a parked call, select the call in the Active Calls window and click the Answer Call button.

The recording of a call is stopped while Park is applied. When the call is picked up, recording of the call is
resumed and is appended to the pre-park portion of the call.

Hold

Select Hold to put an active call on hold. Doing so will place the call in the hold ACD queue specific to the
station. The call can only be picked up by the call taker at the station where the call was placed on hold. The
Call Participants will be hidden while on Hold.
The recording of a call is stopped while Hold is applied. When the call is picked up, recording of the call is
resumed and is appended to the pre-hold portion of the call.

Texting

Used to access the Text features in xT911.

TTY/TDD

BE &

xT911 can detect audible tones consistent with a TTY call. If these tones are detected at the call taker station
at the time of a call, xT911 will automatically display the TTY/TDD dialog box if configured to do so. Use this to
quickly begin receiving and returning messages from a deaf, hearing impaired, or speech impaired caller.

—

Note: A Genovation Keypad may be programmed with functions similar to that in the Call Control
panel to assist with call handling.
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2.3 Answering Incoming Calls While on a Call

2.3a Ring All Calls Panel

When on an active call, the Ring All Calls Panel will alert the Call Taker of calls ringing into the PSAP without
displaying the ringer popup. Calls in the Ring All Calls Panel are prioritized by longest ringing 9-1-1 calls down to
the most recent Admin call. Answer Selected Call will flash red, allowing the call taker to answer by selecting the
call and clicking Answer Selected Call. A call taker can also click the Answer Selected Call button to answer
the highest priority, longest ringing call. The active call will automatically be placed on Hold.

Ring All Calls
Customer MName Community CBN Trunk Notes
| k| PROVIDEMCE HIGH SCHOOL PROVIDEMCE 4015989169 911 Trunk 2
Call Manag
ﬁ Mute ﬁ Hold r. Consult ﬁ Park Release
Lines Call Participants
< (401) 598-9169 ) (401) 5089169 Connected (g [y TRAINING-A Connected =
connected +®_PROVIDENCE HIGH SCHOOL Default Administrator |
el 00:00:24 el PROVIDENCE +911Station
»-‘ (401) 330-9990 00:00:2 10.2.6.201 00:00:18
holding
el 00-00:33

2.3b Placing a Call on Hold / Park

When on an active call, placing the caller on Hold or Park will allow the ringer popup to display and the call to be
answered. This method will present the longest ringing 9-1-1 call automatically.

Unit 2 Exercise: Answer a Call While on a Call
Answer an incoming call while on a call using Answer Selected Call in the Ring All
Calls panel.

J Unit 2 Exercise: Hold & Park
Place an active call on Park or Hold and answer incoming call using pop-up.
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2.4 Conferencing and Transferring Calls with xT911

During the course of an active call it may be necessary to conference in or transfer to another party. Conferencing
allows the call-taker to “pre-announce” or “introduce” the caller to the party receiving the call. Transferring is
“blind” and does not provide the opportunity for the call-taker to speak to the party receiving the call. There are a
number of methods for conferencing and transferring.

To Conference Calls from the STAs Panel

To

¥
Select u next to a record in the STAs panel to conference that STA. Three parties will then be
conferenced on the call. Additional parties can be added and released as needed.

Drop the Call Taker from a Conferenced Call

Select Release on the call taker's own Call Participant entry (Participant @ in the example). The
Call Taker is dropped from the call, allowing the other participants to continue their conversation. It is
recommended that the main Release button in the Call Manager be used to release the call taker
from the call.

To Drop the Person who Initially Made the 9-1-1 Call

Select Release on the Caller’'s Call Participant entry (participant @ in the example). The person
who initially made the 9-1-1 Call will be dropped from the call.

To Drop the Newly Conferenced Party

Select Release on the most recently conferenced party’s Call Participant entry (Participant @ in
the example). The newly conferenced party will be dropped from the call. The Call Taker and the 9-1-
1 caller will remain on the line.

Call Manager m
STAs x - M
o . - ﬁ Mute Hold Consult ﬁ Park Release
State PATROL Click Here Lines Call Participants
(401) 330-9990 401) 330-9990 Connecled (=3 TRAINING-A Comnecied (=3
(303) 579-8403 H - connected p’ Souri BAKER EDefaulthdministlator
bl 00:01:40 sl PROVIDENCE xt3115tation
Providence POLICE 00:01:40 10.2.5.201. 00:01:17
(405) B77-6666 ﬂ "
rd ’
=T Call Manager changes to reflect 3™ party added !
N Call Manager (2) 7 x
— —_— w
Provi ﬁ Mute Hold Consult ﬁ Park Relzaze
@ Lines Call Participants
2 (401) 330-9990 F-, (401) 330-9990 Connecled (= ) TRAINING-A Connected == || ¥ |(303) 579-8403 Connecied (=5
+&_connected +%_ JOHM BAKER HDefaulti-\dminishatm o IState PATROL
el 00-05:36 b PROVIDENCE *t5115tation 2
00:05:36 10.2.6.201 00:05:13 00:00:05
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2.4a Conferencing Calls via Contacts

Contacts can be speed-dialed from the Contacts Explorer window.

Contacts
ol # Dial Contact Transfer To Contact @ Manage Personal Contacts
I, Animal Control “ | Name | Phone | Ext. | Cell | Alt # Address | Commun | Notes
= Mewport EMS (819) 422-2...
Providence EMS (607) 8774...
L Somewhere EMS (000) 368-8...
I, Parks & Rec -
3 Total Contacts |I
-3 q b M . el q -_—
Active Calls Call History Stations [§&=f Contacts

To Speed Dial a Contact

1. Inthe Contacts Explorer window, select a category from the list of folders on the left side. The
Contacts for the selected folder will open in the right side.

2. Search for a Contact by name by clicking in the search box (next to the magnifying glass), and begin
typing the name of the Contact. The list in the right side of the Contacts Explorer window will “filter”

to those that match what is entered in the search box.

3. Select the Contact to be dialed

4. Select the Dial Contact button, right-click the contact entry and select Dial Contact, or double-click
the contact. xT911 will automatically speed-dial the selected contact’s primary phone number.

To speed-dial a cell or alternate number for the selected contact, right-click the contact and select the
appropriate number from the list.

2.4b Transferring Calls via Contacts
You can transfer a call to a contact via the Contacts Explorer window.

To Transfer a Call to a Contact

1. Inthe Contacts Explorer window, select the Contact to be dialed.

Contacts
\_\ E Dial Contact Transfer To Contact Manage Personal Contacts
I, Animal Control “ | | Name Phone Cell Alt # Address Commun | Notes
" = MNewport EMS (819) 422.2...
I, FIRE
Providence EMS (607) 8774...
|, General
I LAW * Somewhers EMS (000} 368-8..
|, Parks & Rec -
3 Total Contacts [
-3 o b a = o ——
Active Calls Call History Stations Contacts

Select Transfer to Contact or right click the contact and select Transfer to Contact. xT911 will transfer the call
to the selected contact’s primary phone number.

Remember: Transferring does not give the option to “pre-announce” the caller. Transfer is “blind.”
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2.4c Conferencing Calls via the Dial Pad E Dial Pad =]
. . (303) 555-1212 lDiaI ~
You can also conference a call by using the Dial Pad. Dial
Transfer
To conference an existing call with an outbound call via the Dial | |
Pad 1 2 3
- | Cr ]| aec | e |
1. Select the Dial icon from the Call Control icons on the Home tab.
. : . . 4 5 6
To dial a call, type in the phone number using your keypad and select Dial or ‘ GHI ‘ | JKL | ‘ MNO ‘

press Enter, or use your mouse to point and click the numbers on the dial pad

and select Dial (the point and click method must select Dial). ‘ 7 ‘ | e | ‘ 9 ‘
PQRS TUV WXYZ
To conference in another party, click the Flash button on the Dial keypad, then

dial the phone number. (The Flash button is generally not utilized on the Dial ‘ * H 0 H # ‘
Pad and is dependent on system configuration.) The number dialed is
conferenced in. ‘

Flash ‘ | Clear ‘
Any number dialed since logging into the xT911 application will be available : .
directly from the Dial Pad by clicking the dropdown arrow next to Dial. A G
2.4d Transferring Calls via the Dial Pad
The xT911 call taker may transfer an existing call to an outbound dialed number | 2! Pad =
by entering the number in the Dial Pad. (303) 555-1212 ‘Dial "
To Transfer Calls via the Dial Pad E II Transfer |
1. Select the Dial icon from the Call Control icons on ‘ 1 || 2 H 3 ‘
the Home tab. Dial ABC DEF
Enter the phone number for the transfer destination ‘ 4 | | 5 ‘ ‘ 6 ‘
GHI JKL MNO

Select Transfer. The call is transferred to the dialed number, and the xT911 call

taker is immediately released from the call. ‘ PQLS || T:v H W:YZ ‘

If the Mute Tones From Caller option is checked, the tones being dialed by the
call taker will be muted from the caller. Be sure to uncheck the option if the ‘ ) || 0 ‘ ‘ - ‘
receiving end of the call is an IVR (Interactive Voice Response) system.

Note: It is not necessary to enter parentheses (for area codes) or dashes. The phone number will
automatically format based on the number of digits entered.
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2.4e Conferencing Calls via Stations

|ﬂ Call Join Call ﬁ Monitor Call Transfer Call ﬁ Shadow Monitor

-—

—,
1| TRAINING-F
dy
Default Administrator| BEIEETIIER S

g Call History Stations @ Contacts

1. Inthe Stations panel, select a Station

2. Select . 1 Call or double-click the Station

2.4f Transferring Calls via Stations

1. Inthe Stations panel, select a desired Station
2. Select Transfer Call

Stations x
-5 . B — 5
ﬁ Call Join Call ﬁ Monitor Call Transfer Call Shadow Monitor

—

—
1| TRAINING-F

Default Administrator | BETERS

Active Calls Call History | Stations @ Contacts

Note: Multiple contacts, dialed parties or stations can be conferenced into a call.

Unit 2 Exercise: Call Conferencing & Transfer

Conference and/or transfer active calls using various different methods.
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2.5 Merging Calls
XxT911 agents can merge a parked or held voice call with their currently active voice call. This is done via
#)

——1 that displays for parked and held calls in the Active Calls tab of the Calls

the Merge button
Window.

Both 9-1-1 and admin calls can be merged depending on how the system is provisioned. If a parked or
held call is displayed for an xT911 agent in Active Calls, then the agent is able to merge the parked/held
call with the agent’s current active voice call.

To merge calls in xT911

1. Take an incoming call or place an outgoing call.

)

2. In Active Calls, the Merge button will display next to any parked or a previously held call.

3. To merge the current call with the parked or held call, click the Merge button. In the Call Manager
Window, the Lines section will display as “merging” for one or two seconds and then change to
“connected.” All parties will then be participants on the call.

»~ “ = . . o P i .
Anzwer Call Ringback Call Join Active Call ﬁ Monitor Active Call Shadow Monitor Call

Call

Media Duration Participantz Direction Received Call Bag

_--_-

aholdlng J 00:03:37 incoming 06/18/2015 11:40:53 (401) 3304

DECD

-

mn

2 Active Calls Listed 0 Abandoned Calls Listed

Acti'.re Calls T; Call History | Stations E Contacts

There is now only one call in Active Calls. The agent continues to retain full call control. If the agent
releases the call, the other parties will remain connected.
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=y —— — ———
Answer Call Ringback Call Join Active Call Monitor Active Call E Shadow Monitor Call

Call

Media Duration Partici D

Call Back# ALl Key Agent Station Addreg

State wcchon{{Heces
e S e o o T i

008

| M I

1 Active Calls Listed 0 Abandoned Calls Listed 0 Queued Calls Listed

‘__‘-‘ Call History E}; Stations E Contacts

1 Total

Customer Name Community ¢ CBN Trunk

E Mut.e & o [T consut [ Park [ Retesse

Lines Call Participants
[ Y (401) 3309990 (401) 330-9990 Connecied |5 Virtual Trunk 114311.241 Conneded |5
connected 1) + +
el 00:05:54 5
IOHN BAKER Default Administrator 43110010001
PROVIDENCE 3t911Station
00:05:54) 10.2.6.201 00:00:50) 00:00:47]

When two calls are merged, the active call keeps all its call information, while the parked/held call is closed. The
caller on the parked/held call is conferenced into the active call.

If a parked or held 9-1-1 call is merged with an active admin call, the admin call is parked and the 9-1-1 call is
made active before merging.

Additional callers can be added to previously merged call session by selecting a parked or held call in Active Calls
and clicking the Merge button to add a caller to the merged call session.

2.6 XxT911 Text to 9-1-1

Incoming emergency text messages are answered the same way as a —
normal incoming voice call. 121, Call: (039). 3912 2 e

To Answer and Incoming Text to 9-1-1 Message Refuse

Users can perform one of the following functions to answer
an incoming Text to 9-1-1 message:

e Click the Answer button, or
e Click anywhere inside the Text Envelope, or

e Click the call tile where ANI data for the call is displayed,
or

e Press the space bar or the Enter key as the SMS icon is

 SMS

Call from Queus: 911 MSHP

Answer
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Once an emergency text call is answered, [ AN (035) 551-2324 ==
the Text Communication Dialogue | B Refres [ Hol BPark i Releas | STATIONS
Window will automatically be displayed to i

06:08:34 0355512324: Hello
the user. The user can type any message

needed or select from a list of predefined
messages. This window will also display a
list of logged-in stations. The text “call” can
be conferenced to any of the available
stations in this list, should the need arise.

911, what is your location? | Send

Preset Messages

Active Calls Window

After an incoming emergency text message has been answered, it will be displayed in the Active Calls Window. In

the Media Column, it is displayed as a Text Call; the other columns will include information related to that text
message.

| Active Calls b
_l 1. =
nswer Call | Ringback Call ,,a [l Join Active Call ( Menitor Active Call Shadow Monitor Call

Media fDuration F Direcion T CallBack# ALl Key Agent Station Address ESN Call Type Community PSAP (

_wmww-nm-l

;EMM@E

| 1 Active Calls Listed 0 Abandoned Calls Listed 0 Queued Calls Listed 1 Total Calls Listed
== . L ) —_ =
Active Calls Call History Stations @ Contacts

Call Manager

When a user answers an incoming

Emergency Text M h Il —
e ge C¥ ext _essage’ t . € Ca ) ﬁ Mute m Hold Consult ﬁ Park Release

Manager window will automatically display

Lines Call Participants

Call Manager

information and provide a number of call (035) 551-2324 911 MSRP Connected ‘ TRAININGG Connected
. . connecled 0355512324 RAINING G
controls. The Call Manager will display a 000056 o x81TSaton S
00:01:02 10.2.6.107 00:00:59

participant tile for the reporting party who has
sent the text message and a participant tile
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for the call taker who is handling the call. Call control functions (release, hold, park, etc.) will also be displayed

while an active Emergency Text Message is in progress.

Releasing a Text Message
A text message can be released in the same manner as a voice call.

To Release a Text Message

e Release a Text Message from one of the following locations:
0 The Call Manager Release window
0 The release button on the ribbon, or
0 pressing the short-cut key, F12.

2.7 Joining and Monitoring Calls

These call options allow users, with permission, to join or monitor active calls. These options can be useful if

another call taker needs advice or assistance.

2.7a Joining a Call

Joining a call allows the call taker to join a call as an active participant. When using the Join feature, the joining

call taker is not muted.

. Ringback Ca II| Join Ackive Calli:i Monitor Active Call E Shadow Mondtor Call

i . m

c‘" Duration Participants Direcion Heceived Call Back® AL Key Agent  Station | Address

2 O e el A

ESN Call Type Cd

1 Active Calls Listed 0 Abandoned Calls Listed 0 Queued Calls Listed

1 Total Calls Listed

| Active Calls Call History Stations E Contacts

To Join a Call Via the Active Calls Panel
1. Select the call to be joined
2. Select Join Active Call

Stations

Join Call E Monitor Call Transfer Call ﬁ Shadow Monitor

jj-’ Active Calls

—: Call History Stations E Contacts

To Join a Call Via the Stations Panel
1. Select the Station with the call to be joined
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2. Select Join Call

2.7b Monitoring Calls

Monitoring allows the call taker to listen to an active call. When using the Monitor feature, the listening call taker
is automatically muted.

Active Calls x
. Anzwer Call . Ringback Call . Join Active Call Maonitor Active Callhi Shadow Monitor Call
S Duration Participants Direction Received Call Back# ALl Key Agent Station Address  ESN Ca

)
I e O e e ) e e

¥ < n | 2

1 Active Calls Listed 0 Abandoned Calls Listed 0 Queued Calls Listed 1 Total Calls Listed

I Active Calls Call History [& ¥ Stations [2=]] Contacts

To Monitor a Call Via the Active Calls Panel
1. Select the call to be monitored
2. Select Monitor Active Call

Stations x

ﬁ Call Join Call |ﬁ Monitor Call Transfer Call ﬁ Shadow Monitor

J Active Calls

Stations % Contacts

To Monitor a Call Via the Stations Panel
1. Select the Station with the call to be monitored
2. Select Monitor Call

Call History

Shadow Monitoring, with permission, allows the user to monitor an active call without any notification in the
system that the call is being monitored. When using the Shadow Monitor feature, the listening call taker or
supervisor is automatically muted.

Active Calls X

. Answer Call . Ringback Call . Join Active Call ﬁ Menitor Active Calllﬁ Shadow Monitor Call

Cﬂ" Duration Participants Direction Received Call Back#  All Key Agent Station Address ESN Call Type Ca

_--WWW

H ‘| i | »

1 Active Calls Listed 0 Abandoned Calls Listed 0 Queued Calls Listed 1 Total Calls Listed
I J Active Calls Call History [&:® Stations @ Contacts
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To Shadow Monitor a Call via the Active Calls panel
1. Select the call to be monitored
2. Select Shadow Monitor Call

Stations b

ﬁ Ccall Join Call ﬁ Monitor Call Transfer Call |ﬁ Shadow Monitor

Active Calls Call History Stations % Contacts

To Shadow Monitor a Call Via the Stations Panel
1. Select Station with the call to be monitored
2. Select Shadow Monitor

Note: It is not necessary to Release from a call to switch between Join and Monitor. The call taker
can simply toggle between mute and unmute.

.q" Unit 2 Exercise: Joining / Monitoring / Shadow Monitoring Calls

Join, Monitor and Shadow Monitor an active call or another station’s active call.
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Unit 2 Review

Topic Comments

Logging in to the Call Taking Queue

=

Busy Status: Toggle

Answering a 911 Call: Options

Answering an Admin Call: Options

Release: Options

Answering a Call: When on a call

Call Control Features: Call Manager and Home Tab

Hold vs. Park

Transferring vs. Conferencing

Dial Pad

Contacts

Stations

Merging

Texting

Join vs. Monitor

O|j0|0O|jO0|j0o|jo|jo|o|o|o|o|o|Oo|Oo|O0)|0

Mute: Options
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Unit 3: Call Management

The xT911 application offers the call taker a variety of functions for active calls in addition to the basic functions
covered in the previous section.

3.1 Calls Information and Management

Once a call is answered, details will appear in Active Calls and Call Manager and may appear in the ALI and
STAs panel.

@ -5 ¥T911 3.9.0.0 — = o
Home Customer Info
= If —_ - 2 I - M Active Available Agerts: O
BB BB0RDRE B G 80 B B @y
o Farked Hour Call Count: 2
Logout Avallable || Release Dial Consult Park Hold Textng TTY/TDD ([Defsul] || RR Support || Volume Microphone || e e
Queue Features Call Control Other Volume Call Stats System Stats
(V] No Alerts History  [jfees
x
all .J_’ Join Active Cal 1DD Monitor Active Czll [EE=ll Shadow Monitor Cal
o Media Duration Participants Direction Received CallBack® AllKey  Agent  LastAgent Staion Address  ESN Call Type Community F
—--_n—m RO s ) S50 () 0 e S TS AR S v I IO
@ | g wwz incoming 0310972015 08.03:42 (401) 3308950 (207) 330-3980 38BROWNST 270 811 PROVIDENCE ™
- T
" 2 Active Calls Listed 0 Abandaned Calls Listed 0 Queued Calls Listed 2Total Calls Listed
Aclive(al\s [a\lHislory s:auons .Trunks EConlads
Ring All Calls X
Customer Name Community BN Trunk Notes
Answer
Selected
Call

327 Dayton Place
idence POLICE

[+ 9 m Hod [ consut [ Park [ Retesse

Lins Call Pariicipants

(401) 330-9990 {401) 330-9990 Connodicd
W comected 2 a8
e VOHN BAKER

PROVIDENCE

TRAINING-A Connected la

Jake Briggs
x1911Staton
10.26.201

344 washington St
Providence FIRE

N (506) 877-2225
1 Communications Pl

e 00-00-03

00.00.0;

E:E:E:

ALARMS Mute: Off Consult: OFF Available Call Servers: 1

sion o e+ [

Agent: Jake Briggs (PSAP 100)

3.1a The Active Calls Panel

Use the Active Calls panel to view all active calls at the PSAP. Selecting Call Control features such as Park and
Hold enables the call taker to manage and interact with multiple calls. The Call State may change based on
which call controls are applied during the course of a call.

) =3 ——
Answer Call Ringback Call Join Active Call ﬁ Monitor Active Call a Shadow Monitor Call

Call
State

|K| @holding
[i| Oparked

Media Call Back #
J (401) 330-9950 00:0355 1

Duration Participants Direction Received
incoming  06/30/2015 10:13:26 911

; (401) 330-9990 00:03:40 1 incoming  06/30/2015 10:13:41 911

(401) 598-9169 00:00:07 0 06/3072015 10:12:24 911

a a

. abandoned (401) 2596741 00:00:06 0
@ & J

incoming  06/30/2015 10:12:43 911

Call Type ALl Key

Address
(401) 330-9990 38 BROWN ST

(401) 330-9950 38 BROWN ST

e e L e e L e i)
al

(401) 598-9169 401 ELMGROVE AVE

(970) 003-0001

Customer
JOHN BAKER

JOHN BAKER

PROVIDENCE HIGH SC

ATT WIRELESS

3 Active Calls Listed 2 Abandoned Calls Listed 0 Queued Calls Listed

5 Total Calls Listed
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3.1b Managing Abandoned Calls

Call takers can quickly ring back an abandoned call from xT911. Abandoned calls are 911 calls in which a caller
disconnects before a call taker answers the call.

Abandoned calls can be displayed two
ways. If there is only a single abandoned Media Call Back #

call from a specific Call Back # then the
abandoned call will be displayed in Active .-._-

Calls as shown here.

Abandoned calls are grouped if there are

two or more abandoned calls from a gﬂm Media Call Back #
specific Call Back #. Grouped calls will be _ R T (401) 259-6741
displayed in Active Calls, as shown here. v 2 (&3 | L .’

Abandoned calls remain in the Active Calls panel until they are called back or manually cleared without a call
back.

To Call Back an Abandoned Call

¢ Highlight the call and click on Ringback Call, or, right-click and select Ringback Call.

. Answer Cal “ Ringback Cal oin Active Call Monitor Active: Call E Shadow Monitor Call
1}

E [‘a Media Call Back # Duration Participants Direction Received Call Type ALl Key Customer

_.l_-“----_““_m

(401) 259-6741 00-00-06 0 0673072015 10-12-43 911 (970) 003-0001 ATT WIRELESS

To Manually Clear a Call

e Click the white “x” icon ﬁ XxT911 tracks which agent clears or rings back an abandoned call.

When a call has been called back, a pop- e = & & |
up panel will appear. The call taker can ¢J Clear Abandoned Call e ;
then either Clear Call(s) or Leave as There are more abandoned calls asseciated with this CBN. Flease
Abandoned. select an option below to clear this group of abandoned calls.

This pop-up will also appear if there are
Abandoned Calls listed and the call taker
transfers, releases, or parks an active call.

‘ Clear Callis) ‘ ‘ Leave as Abandoned

“Y Unit 3 Exercise: Ringback / Clear an Abandoned Call

Select an abandoned call from the Active Calls panel and Ringback the caller. Clear an
abandoned call manually.
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3.1c Adding Agent Notes

Agent Notes are added in a pane that can be expanded and collapsed in the ALI Display panel. This feature can
be used on active calls, as well as completed calls in Call History. Notes can be added by any user with the
rights to do so, therefore notes are not limited to being added by the original call taker.

To Enter Agent Notes

1. Inthe lower-left corner of the ALI Display panel, select the plus sign to expand the Agent Notes text
box in which the notes can be entered.

After entering the notes, select Save at the right of the text box. This saves the notes, which will now be
associated with the call. Completed Agent Notes can be viewed in Call History.

To collapse the Agent Notes text box, select the minus sign.

ALI Display * ALI Display X ALI Display X
w A R N Yl A R R 7 =R A R e g
BEE00C [ 800 6 | mECO-B [
(401) 598-9169 07/22 12:28:35 (401) 598-9169 07722 12:28:35 (401) 330-9990 12/07 07:10:11
PROVIDENCE HIGH SCHOOLCNTX PROVIDENCE HIGH SCHOOLCNTX JOHN BAKER RES
401 a0m 38
ELMGROVE ELMGROVE BROWN
PROVIDENCERI & PROVIDENCERI E PROVIDENCERI =
= | Agent Notes = | agent notes
LAT:+ 0000000000LON: 0000000000 [ RP states cell call dropped multiple
ELV: COF:0000000COP: times
(401) 598-
9169MTN: CPF:
ESN: 00270
| agent N::ltesl

Example: A caller attempts to call 9-1-1 several times from a cell phone and loses the call each time before
anyone answers. One of the abandoned calls is called back to take care of the caller and the other abandoned
calls from the same number can be cleared after adding notes as to why the calls were not called back.

3.1d Call State

Call Statuses displayed in the Active Calls panel include:

Call State Description
eringing Incoming calls which are currently ringing
em““md Calls that have been answered and are Connected with a call taker
ehnlding Calls that have been answered and placed on Hold
Oparked Calls that have been answered and are Parked
eq”e“Ed Calls which are in the Active Calls Queue waiting to be answered
An abandoned call currently being called back
Fix abandoned The call was disconnected before being answered by a call taker
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3.1e Vertical Toolbar

The Vertical Toolbar is displayed in the Active Calls and Call History panels. The Vertical Toolbar provides
the following selections:

Clear Abandoned Call — Accessible in the call row in Active Calls, Accessible in the Vertical
Toolbar in the Call History Panel
Clears the selected abandoned call from the Active Calls panel. This does not ringback the caller.

Play Call Recording
Plays the recording of the active call

Show ALI — Active Calls Panel Only
Populates the ALI Display for the selected call in the Active Calls or Call History panel.

O E

a0

Show On Map — Call History Panel Only
Shows the location of the ALI on the map. Only for use with xTrakker mapping application.

Show CDR
Opens the Call Detail Record (CDR)- used for troubleshooting

f

Show TTY Transcript
Displays the TTY transcript for a call

Lock Record
Locks/unlocks a call record, making the call recording, TTY transcript, and CDR available only to
authorized users. Typically only administrators can lock/unlock calls.

Refresh
Updates the panel. Use when the display is not representative of latest call data.

Stacked View / List View — Call History Panel Only
Switch between Stacked View or List View in the Call History panel.

Log Trouble Ticket — Accessible via right click in the Active Calls Panel. Also accessible in the vertical
toolbar in the Call History Panel

Launches the form used to submit a Trouble Ticket on a selected call. Trouble Tickets are
discussed in detail in Section 6.

2ol & B

Call
History
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3.1f Playing Back Calls via the Playback Panel

Clicking Play Recording on a selected call in the Active Calls panel will automatically open the Playback Panel
and begin playing back the call.

Hover over the colored lines to view a label at the top of the Playback Panel that states the activity associated
with the line.

Yellow Line: A call taker Answered the incoming call
Green Line: Added a participant to the call
Red Line: Removed or Disconnected a participant/station from the call

Blue Line: Indicates Consult was turned on

’E - |

00:12/03:43

Unit 3 Exercise: Call Playback
Playback an active call.

In addition to the Active Calls panel, Play Recording is also available for the selected call in the Call History
panel.

‘*‘ The IRR icon from the Other section of the Home tab is another way to playback a call recording. The
g IRR button will playback either the active call, or if not on an active call, the previous call that the call
Irr | takerwas on.
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3.1g IRR Radio Dispatch Recording

The Instant Recall Recorder (IRR) allows for the recording and instant playback of radio traffic. xT911
workstations can record the active radio channel independently from the call, and the IRR playback can be a
combination of telephony and radio or telephony only.

To access IRR radio recordings

e Onthe Home tab, click the bottom half of the 21 Il N Il
IRR button to display the IRR dialog box. If H u NO
IRR

any radio recordings have been made within Support Volume  Microphone
the time frame that recordings are to be - - -
. . . : . L
Letalned, they will be listed in the IRR dialog Radio Recordings - select row to play IRR
oX.
Recorded Date and Time File Length -
There are two columns for each recording 02/14/2013 03:12:08 00:00:04.774... 3
entry: Recorded Date and Time and File 02/14/2013 03:11:37 00:00:05317 ...
Length. The most recent recordings wil 02/14/2013 03:11:23 00:00:04.840...
display at the t_op of the list and these can be 02/14/3013 0310:38 000004803 .
sorted by clicking the column header.
02/14/2013 03:10:29 00:00:04.535...
02/14/2013 03:09:27 00:00:05.977 ..
To play recordings mm i a ;A A S — s
e Click a recording for playback via the IRR Playback Type
player. Two types of IRR playback can be @ Telephony Combined (Telephony / Radic)

selected in the IRR dialog box:

0 Telephony: Plays telephony only recordings
0 Combined (Telephony/Radio): Plays telephony and radio recordings together

If Combined is selected, two additional volume settings
will display: Playback Type

Telephony @ Combined (Telephony / Radio)
e Telephony Volume: Slider control (0-10) for Q%

telephony recordings Combined Levels

e Radio Volume: Slider control (0-10) for radio TEleF'hD"}rT_jlumE T_jdm Velume

recordings
0 10 ] 10
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Playing back combined recordings

Playback of combined telephony/radio recordings via xT911's IRR player features added visual identifiers to
distinguish between the radio and telephony portions of the recording:

 Purple Line: Start of radio recording
* Pink Line: End of radio recording

All other IRR player controls and visual identifiers are the same described above.

&2 Combined IRR Recording 2

Start of Radio Reconding

3.2 Additional Call Features

The following are some commonly used features in xT911; however, these features may or may not be configured
for use. Please contact the system administrator regarding availability.

3.2a ALI Display Functions

ALI Display

PEEE D

If the ALI Display panel is empty, the
function icons will not be active.

ALI Display
co-0 .

(401) 330-9990 12/07 07:10:11

To populate the ALI Display panel and
activate the function icons, select =4

a call in Active Calls and click 3éJCfHN BAKER RES
BROWN
Or select a call from e

E Show ALT

Call History and click

LAT:+ 0000000000LON: 0000000000

: ELV: COF: 0000000COP:
The Show ALI feature displays ALl (401) 330-
details associated with the selected E%E‘ﬁ_mogim CPF:
active or historical call and activates the | 1234557890
function icons at the top of the panel. ngg\l/?gg%EP%lECE
When the ALI Dlsplay is Updated the UNIVERSAL AMBULANCE
title bar will flash red several times. Tof1

ﬂ Agent Motes ﬂi.gsnt Motes
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Dial ALl — Admin and 9-1-1 calls

.u’f Calls back the number associated with the ALI
7 Show On Map — 9-1-1 calls only
< Shows the location of the ALI on the map. For use with xTrakker mapping application only.

Rebid ALI — 9-1-1 calls only
Sends a manual rebid for ALI. Check with the system administrator regarding the ability to
manually rebid ALI.

&

ALI Discrepancy — 9-1-1 calls only

Used to report a discrepancy for the associated ALI. The down arrow displays a tabbed list of
ALI Discrepancies entered in the system. Check with the system administrator regarding the
ability to enter ALI Discrepancies.

i
T

Send to CAD —9-1-1 calls only
Sends ALl to the CAD system. Send To CAD is dependent upon system configuration.

Print ALl — Admin and 9-1-1 calls
Sends ALl to a printer

Reverse ALI Query — 9-1-1 calls only
Used to enter a Reverse ALl Query. Check with the system administrator regarding the ability to
perform reverse ALl queries.

Eom E

3.2b Performing a Reverse ALI Query

Reverse ALI Query is used to perform a lookup of ALI based on a ANI/ALI
phone number.

To perfrom areverse ALI Query lﬁ
b 4

2. Select the Reverse ALI Query icon.
3. Enter the phone number in the ANI/ALI box, type a
reason for the query, and select the Search button. (You

must click on the search; the enter key on the keyboard
will not function in this application).

Reason For Reverse Query

You must enter a Description to
enable Searching Reverse ALL

Note: The Search button will not activate until a reason for
the query has been entered.
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3.2c Reporting an ALI Discrepancy

This feature is used to report a discrepancy with an ALl in the ALI Display. ALI Discrepancy is accessed from
the ALI Display panel during an active or historical call.

To report an ALI discrepancy

e Select the ALI Discrepancy icon in the ALI Display panel. (Selecting the drop down arrow instead of
the icon will provide ALI Discrepancy history, not the discrepancy menu.)

The ALI information displayed with the call will automatically populate in the Display (left side). On the
Correction side (right side) only enter the data to be corrected for the ALI record.

ALI Display

-8

(401) 330-9990 12/07 07:

JOHN BAKER RES
38
BROWN
PROVIDENCERI

LAT:+ 0000000000LON: 0000000000
ELV: COF: 0000000COP:

(401) 330-
9990MTN: CPF:
ESN: 00270
1234567890
PROVIDENCE POLICE
PROVIDENCE FIRE
UNIVERSAL AMBULANCE
10f1
ﬂ Agent Notes

&) xT911: Add ALI Discrepancy

S

Select ALT Activity Code: | |

Display
Telephane:
Customer:
House #:
Street:
Community:
Locatiom:
ESM:

Class:

Remarks:

B Print

(401} 259-6741

ATT

40

GULF AVE
PROVIDEMCE

270 County:

Wireless Phase 2

Unit 3 Exercise: Adding an ALI Discrepancy

Correction

Telephone: | [

Customer:
House #:
Street:
Community:
Location:
State: | RI ESME:

= Class:

The Caller Did NOT Dial 8-1-1

County:
< IMASSIGMED >

AdHoco |

OK

State:

Cancel |

W

Create an ALI discrepancy using the Add ALI Discrepancy dialog box
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Unit 3 Review

Topic ‘ M Comments

Abandoned Calls: Ringback & Clear |
Call Playback O
Show ALI O
TTY/TDD O
ALl: Ringback ANI O
ALl: Send to Map O
ALl: Rebid (retry) O
ALl: Create a Discrepancy O
ALl: View Discrepancies O
ALl: Send to CAD O
ALL: Print O
ALl: Reverse ALl Query |
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Unit 4: Call History

Access historical call information by selecting the Call History tab at the bottom of the Calls panel. The Call
History panel displays call records for the agency. By default, the last 100 calls are displayed at the startup of the

XT911 application.

4.1 Call History Features

ﬁ Search Criteria ™™

Create a search based on specific queries or criteria

—

_./.’ Ringback Call

Call back the number associated with the call

Show ALl

Display the ALI for the selected call

ﬁ Customer Info

Display the detailed Customer Information including call history in the
customer info tab of the ribbon.

4.1a Search Criteria

The Search Criteria dropdown allows a call taker to narrow call search based on custom criteria as well as pre-

defined searches.

a. Custom date and time search

b. Search based on customer fields. Automatic wildcards are used at the beginning and end of the value

entered.

c. Preset search queries; select the desired option
Clear Search clears all custom search criteria entered

o

e. Select Search to execute a search based on the criteria entered

p Search Criteria VH =
+ [ PSAP 200 (922}

+ [ PSAP 300 (933)

P54 100(311)

(22
October 2011

S M T wWTF 5

1
2 3 4 5 6 7 8
910 11 12 13 14 15
16 17 16 19 20 21 22
23 24 25 26 27[z5] 29
30 31

Time From: 12:00:00 AM Timne To:

October 2011

S M T WTF S
1

zZ 3 45 86 7 &

910 11 12 13 14 15

16 17 18 19 20 21 22

23 24 25 26 27[28] 29

30 31

115959 PM

Todays Calls |

Yesterdays Calls |

Last 24 HR's Calls

Wy Last 100 Calls

W Use dates in search Filker

My Last 500 Calls

b Jt Name Like % |

Address Like % |

CBN Like |

ALl Key Like & |

l', d LCIear Search ': c b Search |
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%

Note: The Search Criteria button will be highlighted orange (top left) and FILTER ON will blink in red
(bottom right) whenever the Call History panel is displaying the results of a filtered search. Click the
highlighted Search Criteria button to toggle between the search results and the full set of Call History
records. Once the search is cleared, the Search Criteria button will no longer be highlighted, FILTER
ON will no longer be present, and the default number of calls will be displayd in Call History.

|¢’ Search Criteria j Ringback Call Show ALL Customer Info

Start Time: B CallBack# ¢ Address? Customer I Media -+ PSAP 4 State  + Class + ESN + Agent 41 Station 4 Trunk +TTY + Queuve® + Community = Released -

ﬁ @ Jul-01-15 13:35:31 (401) 330-9990 N Training PSAP  closed 270 Default Administrator 101 911 Trunk 1 False 511 Calls Jul-01-15 13:38:3/ =
- i

&

; e Jul-01-1513:39:04 (401) 330-9950 ‘J Training PSAP | closed 270 Default Administrator | 101 911 Trunk 1 | False 911 Calls Jul-01-15 13:3%:0
S

g—. e Jul-01-1513:38:38 (401) 330-9990 ‘J Training PSAP | closed 270 Default Administrator | 101 911 Trunk 1 | False 911 Calls Jul-01-1513:38:4
@

e Jul-01-1513:37.57 (401) 330-9990 ‘J Training PSAP | closed 270 Default Administrator | 101 911 Trunk 1 | False 911 Calls Jul-01-15 13:38:0

it iy s 5 T T TR E T P T T e YT
4 [

0 Queued Calls Listed 100 Total Calls Listed

B2 . [0Active Calls Listed [1 Abandoned Calls Listed

4.1b Viewing Caller History

Select View Call History in the Customer Info section to display the history of F“%j‘
calls from a specific phone number. If the Customer Info tab is empty, search | Gita: [ Soarch |
by the known phone number or select a call in Call History and click

Customer Info. ANLceN
Customer Info
- Total 911 Calls: 102 Customer Name |
‘ =) | (401) 330-9990 Last Call Date: 6/6/2013 @ Address | 2
| clear ||  search || Average Call Time:00:01:55 View Call
History~ ||| Delete |
ANI/CBMN Customer Call Stats ANI/ALL Ry
Ringback Call | E Play Call Recording Shm$u Show On Map ,.i Show CDR
Drag a column header here to group by that colu h
—
Phone Service Class Duration -
Address Agent Comments
Customer Name Start Time =
(401) 330-9990 RES 109 38 BROWN ST Test Note 1
JOHN BAKER Jun-06-13 16:29:06
(401) 330-9990 RES 14 38 BROWN ST Test Note 2
JOHN BAKER Jun-06-13 15:57:55
(401) 330-9990 RES 143 38 BROWN ST
JOHN BAKER Jun-06-13 15:53:55
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When entering a phone number, enter just the 10 digits. The phone number will auto-populate with parenthesis
for the area code and dashes. The history displayed here will show ALL calls made by or to this number.

Note: Click on the View Call History dropdown arrow to display the call history, not the blue icon .

Tf' Unit 4 Exercise: Viewing Caller History

Select a call from Call History and using the View Call History option on the Customer
Info tab, activate the caller’s history.

Unit 4 Review

Topic ‘ Comments

Search: Pre-defined reports O

Search: By date, station, agent, caller number, etc.

Search: Clearing the Search Criteria

Customer Info

Oloo|o

Caller History: Viewing

Unit 5: Using the Broadcast Messenger

Use the Broadcast Messenger to display important messages to all logged-in stations at selected PSAPs.

To enter a message in the Broadcast Messenger

1€ | No Alerts (1) wistory [fCieste

1. Click Create Message in the Alert area just above the Calls Panel.

2. Inthe Create Status Message window, choose the preferred display settings and the PSAP(s) the
message should be sent to. Type the message in the Message Text box and click Send.
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Create Status Message @
Status Message:
To: |EJ| | 100XSWITCH.CLIENT*

Marguee Style; | >crolling ™| Margue Speed: N |
Font Color: [} 54,0, 64 ~ Font: | Arial Black -
Preview =
Message: Preview Message

Message Text

SEmpleBrDadcastMessage{

| Cancel || Send |

The message will display in the Alert area with the Marquee Style selected. Users can click the green checkmark
to the left of the message to acknowledge and clear the message from their own display. Unacknowledged
messages will clear from the Alert area when their delay time has expired. Message display times are configured
by the system administrator.

& Sample Broadcast Message (}) wistory | [1OFR Emey
Active Calls

Answer Call Ringback Call Join Active Call ﬁ Meonitor Active Call Shadow Monitor Call

Sal Duration Parficipants Direction Received Call Back# ALl Key Agent Station Address ESN

Unit 5 Review

Topic ‘ M Comments
Broadcast Messenger: Create message O
Broadcast Messenger: Acknowledge message O
Broadcast Messenger: Scroll through multiple messages |
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Unit 6: Submitting a Trouble Ticket for Assistance

6.1 Logging Trouble Tickets

Trouble tickets can be used to report an error from Active Calls or Call History.

To log atrouble ticket from the Active Calls panel

e In Active Calls, select a call, right click, and select Log Trouble Ticket.

M

Anzswer Call Ringback Call ,,.-v;f Join Active Call ﬁ Monitor Active Call E Shad

Call

Ll

—
&/

'

ﬁ ® Lo Y Ringback Call
¥

A SVE

3

Join Active Ca

EAnnitor A chive o9
Wonitor Active Ca

Shadow Monitor Active

il

cording

i

>2 Active Calls

Show TTY Transcript

S~
CESCE ﬁﬂﬂ
T
w
(]
wh)
=
m

Customer Name Show Text Transcript

E Lock Record
E Mute ﬁ Log Trouble Ticket I|
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To log atrouble ticket from the Call History panel

Note: The capability to submit a trouble ticket is dependent =
upon system configuration. Check with the system e
administrator regarding your system's trouble ticket logging ‘P search Crieria v | [J Ringback cal -
capability.
1. From Call History, select a call and either right E Sta:“T""B #|Call Back# ¥|Address¥|(
click and select Log Trouble Ticket or select ) EJ“"M'EQ&M” - (401} J30-FH0
Log Trouble Ticket from the vertical toolbar. ﬁ Play Recording
o _ il Jul-02-1512:30:02 | [ Show AL
2. Enter a description of the call issue or error and ] show COR
select a Ticket ngerlty level from the_drop— & Juk-02-15 12-23:27 Show On Map
down menu. Provide as much information as
. . - E Customer Info
possible for the best assistance with problem Jul-02-15 12-20.33
resolution. Click Submit when the ticket is @ Ringback Call
completely filled out. 1.1 n2 1512017 | Log Trouble Ticket
4

[ Log Trouble Ticket

Ticket Input
Summary
Call from 4012596741 (4010020003} at 16:44:24 using station TRAINING-A 1911 3.4.6.13011)

Description:
Could only hear static on this call and nothing else. JB

1 -Work Stoppage

2 -Immediate Meed

C 3 | Moderate Impact [}

Submitted By (Mame) Submitted By (Phone) A - Minimal Impact

Default Administrator i
5 - Long-Term Project

Collection Status: Finished - Mo Errors | savens. ||
Hide Details
= ./ Success Call from 4012596741 (4010020003) at 16:44:24 using station TRAININ
Status Host Application StatusDetails
',-’ Success TRAIMIMNG-A xT911 3389 relevant entries we
_,-9 Success TRAIMIMG-A XSwitch 2467 relevant entries we
,." Success TRAIMIMG-A 010002006021-Kiw 0 relevant entries were 1
4 [

6.2 Calling Support

— The Support icon in the Other section on the Home tab is a direct dial to the support provider for
XT911. The support provider is dependent upon system configuration.

Support
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Unit 6 Review

Topic ‘ Comments

Log Trouble Ticket |
Support icon |
NOTES:
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