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CoNtaCt is busiNess

All callers, whether they are customers, 
business partners or vendors, expect 
to receive accurate information in 
a split second. Your organization 
needs efficient tools to meet these 
expectations. 

Netwise (CMG) is an advanced user-
friendly contact management system 
for telephony. It contains a number of 
applications that provide switchboard 
operators and other employees with all 
the information needed for providing a 
rapid and professional service over the 
telephone.

Making the most of each opportunity means giving 
every caller a warm welcome and fast, accurate 
information. Netwise CMG directly routes incoming 
calls to the appropriate person so all employees 
can focus on their core activities; this leads to 
maximized production capacity and cost savings. A 
smooth and simple flow of information also results 
in a heightened quality of service to everyone in and 
outside the organization – a critical component in 
maintaining the competitive edge.

Increase availability and give a faster more personal service

Incoming calls  
- Contact is business

• Instant, high quality and 
personalized service

• The company is more available 

• Fast and easy access to person/
function

Attendants 
- improved productivity

• Swift call handling

• Access to relevant real-time 
information

• Advanced queue handling

• An efficient and user friendly tool

 

Office Users 
- increased personal efficiency

Take control over your presence and 
availability

• Decide where, when and how your 
customer can reach you

• Get fast access to; where, when and 
how you can reach your colleagues

• Dial, transfer and redirect calls with a 
mouse click

While traditional voicemail is a one-way street 
with standardized messages, Netwise CMG is an 
information highway, providing callers with up-to-date 
answers and multiple ways of getting in touch with 
your employees. Netwise CMG acts as a link between 
different systems within the company, enabling both 
switchboard and contact management functions from 
a single PC. It is an easy-to-use, ergonomic tool that 
automates the call-handling process and provides fast 
access to vital information. 

In no time at all, the operator can locate the right 

person and connect the call. The system shows 
queues, so calls can be prioritized. 

With Netwise CMG the average handling time for a 
call can decrease by up to 40%! When the operator 
no longer needs to spend as much time on repetitive 
tasks, more focus can be given to customer service.

The Netwise CMG concept recog-
nizes the importance of seeing each 
contact as an opportunity to build and 
improve your organization’s image.
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Netwise CMG 
aPPLiCatioN suite

Netwise offers a number of applications 
that simplify and streamline business 
communication for enterprises and their 
customers. The objective is to cost-
effectively optimize information quality 
and improve employee accessibility as 
a means for enhancing service levels 
throughout the customer organization.

Netwise CMG

Netwise CMG product suite provides functionality 
for routing incoming calls directly to the right person 
so that everyone can focus on their core activities 
which means better productivity and improved 
customer service.

The routing is based on a regularly updated 
contact management database that serves both 
the attendant application as well as the office user 
applications, e.g. through automatic synchronization 
with the e-calendars.

The system is scaleable from 100 up to several 
thousand users and supports multi vendor solutions 
as well as hybrid (IP/legacy PBX) solutions.

speech 

The speech applications provide self-service 
interfaces via the phone to the CMG system. The 
IVR application automatically gives the callers up-to-
date availability information and several contact 
options in case the call cannot be answered. 
Netwise SpeechDialer is a voice controlled service 
which complements the operator group with call 
transfers and number information for extensions and 
cell phone numbers in the company’s directory. A 
voicemail application is available as an add-on to 
both the IVR and the Auto Attendant applications.

Personal Productivity 

Snapware is a Personal Productivity and Presence 
Management tool that optimizes existing business 
practices and improves personnel availability.

Attendant Client

The attendant gets screen pop-ups on 
incoming calls having caller information 
at one glance for an optimized customer 
service. The attendant also has quick 
access to the directory including 
essential presence information and 
message delivery systems.´´

Communication Servers

The integration of voice and data 
streamlines the business process for the 
office user and the attendant. 

Interfaces to PBX system, Groupware, 
CRM, ERP- applications, e-mail,, etc.

Administrator Clients

Speech Applications

Office users

The office user can manage his/her own 
presence and availability in a split second 
and can also easily find information about 
colleagues’ contact options.

The office user is assisted with team 
collaboration in the best way.
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team Collaboration 

The system provides full team collaboration, 
including the facility to support virtual teams across 
different sites, and the necessary transparency 
of information. Integrated Presence Management 
optimizes reachability and virtual presence of users 
and working teams.

telemanagement 

The telecom management system Quality Manager 
provides functionality for monitoring and analysis of 
call-flow and response quality in order to optimize 
the telephony system and lower the telecom costs.

Netwise CMG Application Suite

Now 2007

Visit 2007

CTC Server 2007

Office Web 2007

Calendar 
Connection 2007

Mobile Client 2007

Snapware 2007

PM CD 2007

SpeechDialer 2007 

IVR 6.1

Voicemail

Quality Manager 
2007

CMG Server 2007 Voice Sever 6.1

Communications Servers

Telephony Platform

speech administrator
 Clients

The Netwise CMG product suite provides 
functionality for routing of the incoming calls directly 
to the right person so that everyone can focus on 
their core activities, which in turn means better 
productivity and improved customer service. The 
routing is based on a timely updated contact 
management database that serves both the 
attendant application as well as the office user 
applications, e.g. through automatic synchronization 
with the e-calendars.

attendant office users
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Now 2007

A multi-featured  
attendant system increasing  
switchboard productivity
The attendant console Netwise NOW offers 
extraordinary support through a large number of 
integrated functions securing high quality attendant 
performance. The logical structure and design 
makes it easy to get started and is at the same 
time an instant tool for the advanced attendants 
to handle high volumes of traffic and continuously 
increase productivity. 

In NOW, the Call Handling and the Presence and 
Availability systems have been integrated into one 
application. The application provides an optimized 
and efficient tool for the attendant for handling 
inbound calls and routing the calls to the appropriate 
resource in the organization.

Quick answers, swift connections

NOW is designed for attendants to manage high 
volumes of calls, internal and external, in a highly 
efficient way. In the automatic pop-up window the 
attendant can see activity and contact profile of 
the extension being called. Since the system is 
integrated with the Netwise CMG directory and 

the continuously updated CMG activity database, 
attendants can give correct information on the spot 
about thousands of employees: availability, ongoing 
activities, when to be reached, organizational 
belongings, if a colleague is free to take the call etc. 

easy access to necessary information

With NOW, attendants will always have access to 
correct Presence and Availability information for all 
employees and can easily search for any directory 
information. The attendant has full control over the 
activities and forwarding for everyone registered 
in the CMG database. For an attendant it is also 
important to be able to send quick and brief 
messages to employees. NOW can use all message 
systems supported by the CMG Server, e.g. e-mail 
or pager. 

To quickly support attendants and users with 
easy access to necessary information, there is 
the Quick Info database. It is a part of the CMG 
Server and can be accessed through a web-based 
interface in NOW. Quick Info can be used to store 
different types of company specific information that 
is outside the scope of the CMG directory, e.g. 
important external phone numbers, product lists and 
information about suppliers. 

The user interface and functionality of NOW vary depending on PBX platform. 

See Product Specifications for detailed information.
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Design defined by attendant demands

The logic design and screen layout of NOW is 
based on continuous development in interaction 
with attendants working in all kinds of corporations. 
Usage and commands are made easy to learn and 
operate. NOW allows attendants to do the switching 
solely by using a few keys – no need for tiring work 
with the mouse. Call handling time decreases, time 
to answer can be shortened and the attendants 
maintain a firm control over all calls!

integration with Microsoft LCs

With the integration with Microsoft LCS (Live 
Communication Server) the attendants can monitor 
presence status in the NOW application, to have 
additional information about people’s presence. 
(Microsoft LCS helps organizations  to increase 
individual productivity using presence, instant 
messaging (IM), and real-time communication 
capabilities such as voice, video, and data 
collaboration.)

NOW for Cisco CallManager

Key Benefits and Values 

integrated functions  
supports various attendant demands  

in one integrated system 

Logic structure  
easy to learn and operate on short  

notice by practically anyone 

ergonomic design  
minimum physical effort to operate

integrated  
with Microsoft LCS 
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Visit 2007

Make customer VIP treatment an 
effective and appreciated routine 
With Netwise Visit you implement a sophisticated 
visit management routine that really works and is 
highly appreciated by all parties involved; the hosting 
employees, attendants, receptionists and the visiting 
customers and partners. 

Netwise Visit meets this  
requirement in four steps: 

1. Visit Preparation 

2. Welcoming and Registration

3. Internal Hosting

4. Reporting 

All steps are highly integrated and based on the 
same visit information. Not only is the process highly 
effective but, most importantly, it creates a feeling 
among visitors that they are expected and welcome.

inform and prepare while  
registering meeting activity 

The instant you have agreed to meet at your office 
the preparation starts. Nothing complicated is 
required. The office user only has to enter basic 
information about the scheduled meeting in the Visit 
module in the Office Web e.g. where, when, with 
whom and for how long the visit will take place etc. 
The information will automatically be integrated into 
the CMG database and is instantly available to the 
attendant/receptionist and also to the host of the 
visitor(s). The Visit system also supports groups of 
visitors.

Create a feeling of being  
expected and welcome 

Upon arrival, visitors will feel a warm welcome when 
greeted by name by the receptionist. Registering 
on the visitor self registration PC terminal is easy 
including exact time, cars in company parking etc, 
and printing of visitors’ badges is done with just one 
mouse click. Notification (mail or SMS) of arrived 
vistor(s) is automatically sent to the host. 

Arranging for coffee, daily paper etc, while waiting 
for the host becomes a natural pampering addition. 
In principle, you have turned a basically mandatory 
security measure into a positive and relations 
building experience. 
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search and connect visitors as if employees 

Once in the corporate activity database, attendants 
will easily page and connect visitors to urgent 
internal and external calls or forward messages, 
almost as easily as for company staff members. So 
visitors are not lost to the world when subject to the 
corporate VIP visit process, which will bring across a 
clear message of a well functioning, service oriented 
company to visitors, persons looking for them as 
well as to proud staff members. 

utilize reports that make interesting reading 

As a bonus you will be able to get accurate and 
timely statistics over visitor flows. You can easily 
customize reports. Find out the most visited 
persons, the most frequent visitors and which 
companies they represent. Frequent visitors can 
easily be reactivated and info that is stored in the 
database can be reused. 

Reflect also over the average visit time, at what time 
during the day or week or month visits peak 

– maybe to be matched against the number of 
conference rooms or as an indication of business 
intensity. Without a doubt the database constitutes a 
mine of new, fascinating business information. 

Key Benefits and Values 

improves customer relations  
demonstrates personal interest,  
fficiency and service orientation 

increases productivity  
well functioning routine minimises  

time spent on every new visit

Once you 
have it you 
will realise its 
potential
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CtC atteNDaNt 2007

Extensive call handling features 
for the Cisco CallManager

The Netwise CMG Telephony Server for Cisco 
CallManager (CTC) provides the Cisco CallManager 
with extended call handling functionality such 
as advanced line state monitoring and powerful 
queuing features. 

Together with the Netwise CMG system for 
Presence and Availability management, the CTC 
brings an instant upgrade of corporate telephony 
services with functions and capabilities demanded 
by highly competitive service oriented enterprises. 

The major features of CTC are call queuing 
functionality, “camp on”-services and line state 
monitoring in order to enable outstanding call 
handling functionality for the attendants working with 
the attendant console Netwise Operator Workstation 
(NOW). 

Call queuing 

The CTC features a wide variety of configurable 
call queues with support for messages (welcome, 
queue, etc) and Music on Hold. The queues are 
easily set-up, for example to distinguish between 
calls to different units over the same switchboard 

– a great feature for large organizations and call 
centers. The queues are given different priorities 
in order to achieve optimized call flow. It is also 
possible for the attendant to retrieve a call from a 
queue manually in any order, anytime. Each queue 
can be configured to open and close automatically 
at specified times. There is also overflow functionality 
when a queue is closed or full. 

“Camp on” services

When the attendant connects a call – an internal 
extension or an external number such as a mobile 
phone number – the CTC monitors the call all the 
way. If busy, the CTC will make continuous attempts 
to connect the call. If the call cannot be established 
the call will be redirected to the originating (or any) 
attendant. 

Line state monitoring

The CTC enables attendants to monitor the line 
state of all extensions in the CallManager system 
in real time in the search view of NOW. The 
advantages are clear. The attendant sees directly if 
the person asked for is available or not or whether 
someone in the same group is free to take the call. 
Also, when the attendant calls an extension that is 
unavailable the attendant will see an explanatory 
symbol and the forward address.

TCA, Telephony Configuraion Application
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Key Benefits and Values 

enhances Cisco CallManager capabilities 
– call handling upgrade beyond legacy PBXs  

increases attendant productivity  
– smart features to facilitate call handling

 
Flexible telephony service  

– possible to provide customized service

Example Scenarios

single site
Single site scenario where each 
site has its own Cisco CallMa-
nager and CTC. In a smaller 
installation CTC and CMG can 
co-exist in a single server, pro-
ducing a compact solution for 
Call Handling and Presence 
and Availability Management.   

Multi site
Multi-site with centralized 
attendant groups capable of 
supporting a distributed or-
ganization. Smaller branch 
offices can have local 
attendants with automatic 
overflow to the centralized 
groups. The central site 
contains a Cisco CallMan-
ager cluster and CTC and 
CMG installations on sepa-
rate redundant servers. 

Multiple organizations with local offices
Multi-site with multiple attendant groups and local 
attendants serving multiple organizations for in-
stance in an Application Service Provider environ-
ment. The CMG and CTC installation separates 
incoming calls, enabling a single attendant to serve 
a multitude of organizations. The attendant service 
can be configured for each organization, such as 
attendant pop-up, opening hours, queue messages, 
queue priorities and separated databases.

system overview

The CTC enhances the Cisco CallManager product 
with call attending functionality. The server is 
integrated with the CMG system, enabling powerful 
contact management solutions. Together with the 
attendant console Netwise NOW, attendants can 
provide call attending and contact management 
services for small to large scaled companies.

The CTC handles queues, call information and 
communication with the NOW clients. The CTC also 
handles line state queries for extensions as well as 
forwarding of extensions from CMG. The attendant 
console NOW features efficient call handling 
(powered by the CTC) and extensive presence 
and availability functionality (powered by the CMG 
system). The CMG Server is the core of the CMG 
system for presence and availability management, 
with employee directory, and activity database as 
major features. 

CMG ServerPBX PBX

CTC

NOW

Call handling
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oFFiCe web 2007

Personal Presence and 
Availability Management  
– on every desktop 

The Netwise Office Web provides a powerful tool to 
empower staff members to effectively interact with 
customers and colleagues. From the web interface 
you can control how incoming calls are routed, 
for example during a meeting or a business trip. 
The Office Web also provides an online directory 
including colleagues’ presence information. Other 
useful functions are visitor management and 
management of your IVR and voicemail. The Office 
Web saves time for each and every employee each 
and every day all year round.  

be available  - on your conditions

The intuitive design of Office Web makes personal 
Presence and Availability Management an easy 
habit to learn and manage on a daily basis. You are 
in control and can arrange for how your incoming 
calls are routed, to colleagues, attendants or your 
voicemail.

it starts with your presence – your activities.

Each activity has a contact profile reflecting your 
availability, i.e. how you want to be reached at the 
moment. You can enter your activities in Office 
Web, single or recurring and in advance. When you 
enter an activity in Office Web, a contact profile is 
automatically displayed with availability information 
such as call forwarding.

 The contact profile can – if necessary – be adjusted 
to your current needs, e.g. if you want to use 
another forwarding number. For example, when you 
are in a meeting, you choose the ‘meeting’ activity 
code that activates a contact profile that is set up 
to forward your calls to the attendant. Or when on 
a business trip you can have your calls forwarded 
to your mobile phone. And in the evening when 
you get home, yet another contact profile kicks in 
and your calls are automatically forwarded to your 
voicemail box.

Find available colleagues at a click

Everyone is not always familiar with all staff in a large 
organization. Just search for name or organization 
and the correct number pops up including relevant 
availability information! In seconds, you are ready to 
call and you do not need to bother the switchboard 
for connection. Or look into the organization tree in 
the Office Web and you will know who is doing what 
in which part of the company. You can also have 
a printout of names and phone numbers for your 
colleagues or a separate department i.e. scroll down 
to the sales department, click on the printer icon 
and you will receive a wallet friendly phone book.

integrated functions

Office Web is designed to be an integrated and 
advanced telephony management tool for the office 
users. From the user interface you can manage your 
IVR and voicemail, and easily send a SMS without 
‘thumb-typing’ the text on your mobile phone. Office 
Web is also integrated with the Netwise Visit system.

Key Benefits and Values 

increases productivity   
less time and effort demanded on staff to 

maintain presence information updated 

supports business 
makes staff easier to contact for business talks 

and customer service

access to corporate information  
database with search functionality (Quick Info)
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oFFiCe web  
- QuiCk 2007

A quick mouse click to update 
your presence information 
Netwise Quick is a small but amazingly efficient tool 
for personal Presence and Availability Management. 
With only a click on the taskbar icon you activate a 
contact profile, forwarding your calls to the desired 
destination for a pre-set time and giving callers, 
attendants and colleagues relevant availability 
information. Being a complement to other Netwise 
CMG products such as Office Web and Calendar 
Connection, this little product is so speedy and easy 
to use that it leaves you with no excuse not to always 
put in your most recent Presence and Availability 
information. 

a professional habit

Imagine a colleague stepping unannounced into your 
office. A glance at the Quick icon in the PC taskbar 
shows that your phone is open. While rising from your 
chair to greet your visitor you swiftly make a click 
on the icon and select a pre-set activity shortcut. 
A contact profile is activated and incoming calls 
are instantly well taken care of while you give your 
meeting full attention. Not only will customers trying 
to reach you be greeted with updated availability 
information, switchboard attendants and other 
colleagues will also be able to schedule for when 
to contact you again. A little later, when you have 
finished, just make another move with the mouse and 
your extension is open for direct calls again. You have 
been polite and effective at the same time! 

Key Benefits and Values 

Flexible contact management  
– easy to adjust to actual daily events and 
demands; works as a “hand brake” for the 

telephone

increases availability  
- callers will always be met with the most up-to-

date presence information

Just two mouse clicks  
- and the system is updated

a speedy complement 

Presence and Availability information can be entered 
into the CMG database in a multitude of ways, e.g. 
from the powerful Netwise Office Web, the intuitive 
Netwise Calendar Connection or even using the 
phone. All these tools work seamlessly together 
to improve the efficiency of your work and the 
productivity of your company. With a single mouse 
click on the icon in the PC icon tray you input the up 
to the minute activity information.

a flexible tool

Quick allows you to create personal activity 
shortcuts, change activity duration time and 
select between alternative contact profiles. You 
decide which Presence and Availability shortcuts 
should be in Quick to match your own habits and 
requirements. 
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CaLeNDar  
CoNNeCtioN 2007

Automatic call routing  
through your e-calendar 
The success of the telephony system depends upon 
staff availability and employees’ information about 
where and how to be reached. 

With Calendar Connection, information about 
emploees’ whereabouts is automatically transferred 
from the e-calendar server to the CMG system. This 
means that updated presence information for every 
employee is available instantly for attendants, office 
users and IVR system, which in turn makes for good 
telephony service. And the best of all – it is entirely 
automatic! Now, the correct people will always be 
reached and contacted in the quickest and most 
efficient way -with no extra effort from either staff or 
attendant. 

settings and installation made easy

Either configuration is made as default or employees 
do the initial settings in the Netwise Office Web. For 
example, just one click is needed to determine what 
e-calendar contact data should be made visible to 
attendants or whether notes of private appointments 
included in Outlook should remain private etc. It takes 
only a couple of minutes. 

Key Benefits and Values 

increases productivity  
– less time and effort needed by staff to maintain 

and/or update availability information

supports business 
 – makes staff easier to contact for business 

talks and customer service

easy to install 
– one time on server only, for all users

Supports Microsoft Outlook,  
Lotus Notes and Novell Groupwise

… attendants

… office users

… IVR system

…Mobile Client

CMG
SERVER
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MobiLe CLieNt 2007

In touch with presence 
information when you are  
on the move 

Companies and organizations are 
becoming more and more mobile, 
creating a demand from people that are 
outside the office for easy access to 
the centralised Contact Management 
System (CMG).  With just a mobile phone 
you have now the power to manage 
and determine presence and availability 
information.

when and how the Mobile Client could be used

There are several occasions every day when people 
that often are on the move (i.e. sales persons, field 
engineers) have a need for the functionality the 
Mobile Client can offers. 

Below there are some scenarios that explain some 
of the benefits of the Mobile Client:

scenario a 
on the road trying to call a colleague

With the search function you can easily find 
information about a colleague in the CMG database, 
and get information about that person’s presence 
and availability. If he/she is in the office you can 
call the appropriate number with just a click. If the 
person is not present you can mail or SMS the 
person direct from the Mobile Client.

scenario b  
sales person sitting in an extended meeting

Imagine that you are sitting in a meeting. You now 
need to change your availability status in the CMG 
system and inform others that you will be available 
at 10.30 pm and not 10.00 am. Without any effort 
you can change your presence status using your 
mobile phone and with a single click you can 
change the CMG system information by extending 
the scheduled time by an extra 30 minutes. 
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Key Benefits and Values 

Fast and easy  
– with just one or a few clicks on the mobile 

phone you can find- and update presence 
information

increase the telephony service  
your attendants can deliver

scenario C  
Person on the way to lunch, forgotten to switch 
off the fixed office phone

On the way to the lunch restaurant, you remember 
that you haven’t switched off your office phone 
and left a message that you are not available for 
incoming calls within the next hour. You can just 
pick up your mobile phone and with the Quick 
Info function you can switch off the office phone 
with a single click. People calling you during your 
lunch break can leave a message on your voicemail 
instead, and you can call them when you are back 
at your desk.

scenario D 

Person on a sales trip, finished a meeting and are 
available to accept calls on his mobile phone. With 
just one click you can inform the central system 
(CMG) that the meeting with a customer is finished, 
and you are available to accept calls to your mobile 
phone. The function is called “All calls to mobile”.

scenario e

You are on the way to the office and would like to 
know the presence status for your colleagues of 
your workgroup.With just one click you get instant 
information about the presence and availability of 
your colleagues in your workgroup, and can easily 
call an available colleague in the office .

scenario F 

A person on lunch break has forgotten whether the 
meeting is scheduled to start at 1 pm or 1.30 pm.

By clicking on “My activities” you can have 
information about when your meeting is scheduled 
to start. The meeting was booked some days ago in 
the e-calendar.
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sNaPware 2007

Multi-featured personal 
productivity and team 
collaboration – also across 
different sites 

Perfect team Collaboration  
– excellent information

The informative Snapware Team Bar provides an 
excellent way for better team work in your company. 
At a glance you get essential information about your 
colleagues’ line status, their presence, etc.. All major 
functions of a modern telephone system are clearly 
visualized on the screen and you can start telephony 
functions like e.g. alternate calls, conference call, 
consultation call, etc. individually from the Snapware 
Team Bar with a simple mouse click. 

Comfortable functions support whatever you want 
your telephone to do, like picking phone calls for 
team members through the Team Bar, initiating 
outgoing calls with speed dial buttons or controlling 
a second incoming call efficiently. 

You can communicate with your colleagues while 
talking on the phone – just use the Snapware chat 
function. In consequence you are able to exchange 
information with your colleagues in real-time even 
if they are busy talking on the phone. You, too, are 
always available for your colleagues even if you are 
in a telephone conversation. 

The complete and continuous protocol function of 
all calls provides you with detailed information on 
every call – even for calls that come in during your 
absence. Thus you are always informed about what 
happened at your workstation. 

enhanced outbound calling 

Snapware adds telephony functions into your 
existing computing environment such as Microsoft 
Outlook/Exchange, Lotus Notes, SAP, Novell 
Groupwise or ODBC-capable databases. You can 
start a call to any person in your database by just 
double-clicking on the entry. Moreover, customer 
data can be drawn from other systems in real-time 
and “popped” to the screen to give a view of the 
customer and their likely interests. This empowers 
you and makes you feel more competent when 
interacting on the phone.  And using the Snapware 
Hot Key you can start a call directly out of any 
application, whether it is a phone number on the 
web, in your excel sheet or email, just mark it and 
press the button. 
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be prepared for inbound calls

Customer service could not be easier. Snapware 
can bring up all relevant customer information 
on your screen before even a word is spoken. 
Snapware identifies the caller using the incoming 
telephone number and the moment your telephone 
rings a pop-up window on your desktop displays 
information about the caller. So you can directly 
address the person by name. Providing caller 
information even before accepting a phone call 
increases the quality and efficiency of your telephone 
conversations. Moreover, Snapware is able to 
display  the original caller data even when the call 
is transferred to a colleague. The advantage is a 
positive company profile with satisfied customers 
appreciating your service oriented behavior.

 

inbound Call

Office User – Click to Dial Called Person

Caller Match data
PBX

Netwise Server

speed up your workflow and optimize  
business processes 

Customer calls that require further action can be 
speeded up by integrating Snapware with existing 
databases to initiate screen pop-ups. For each 
specific workflow the information can be pushed to 
your desktop triggering 3rd party applications. This 
can include a detailed customer profile gathered 
from CRM databases during the identification phase 
as well as a pre-filled application template (e.g. order 
taking with ERP applications). Each user is guided 
to the right screen automatically and has immediate 
access to all crucial information improving call time 
and customer satisfaction. 

Application Server Office User – Caller Identification
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Key Benefits and Values 

Productivity growth  
– higher usage of existing applications  

and user friendliness

increased customer service  
– team collaboration and visibility  

of critical information

workflow optimization 
 – fast and slim business processes  

without media fracture  

Future proof  
– complete integration into  

existing infrastructure

increased accessibility  
– according to your needs

The Snapware Presence Management provides 
the possibility to route incoming phone calls to 
different targets according to rules that apply to the 
incoming number. You can set individual profiles 
for all occasions when you are not at your desk. 
These profiles can be activated whenever you need 
them. For example, if you have a meeting once a 
week on a regular basis you can set a profile for 
this occasion: which calls are transferred to your 
mobile phone and which calls are transferred to your 
colleague, voicemail, attendant, etc. 

You can efficiently manage your substitution and 
own availability and guarantee a competent and 
personal commitment, which increases customer 
satisfaction. 

Different Callers activated Presence Manager Different targets

Attendant

Voicemail

Mobile Phone
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websNaPware 2007

integrated web client for highest flexibility

Snapware comprises WebSnapware which offers  
access to high end CTI functionality with modern 
JAVA technology. 

WebSnapware features efficient telephone support 
to improve employee’s productivity and customer 
service. You will have a closer and more productive 
relationship with your customer. Collaboration 
through voice, chat or email is made convenient 
and easy to use through the web based team bar. 
Line status in real time informs you of the presence 
status of colleagues even if your company uses 
several different telephone systems. 

The integration into the existing environment 
empowers employees and they benefit significantly 
from the user friendly tool and the intuitive use. This 
makes everyone more productive and they can even 
start outbound calls with a mouse click. In addition, 
the caller identification makes the conversation more 
professional and cuts transaction time giving callers 
and employees a more fulfilling experience. 

It is up to you and your specific requirements if you 
decide to use the highly sophisticated Snapware 
client or WebSnapware offering best of breed CTI 
functionality and full team collaboration. In fact, you 
can even use both in a mixed mode supporting 
full team collaboration. The great advantage of 
WebSnapware is the independence of the operating 
system and no installation effort at the client device. 
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PM CD 2007

Automatic call transfer providing 
constant availability and 
competence to your customers 

Personal customer relations  through quick, 
competent call processing

PM CD provides excellent telephone availability for 
all employees in your company. The configuration of 
work groups and service hours provides the basis 
for skilled call management for your customers – 
even around the clock if necessary and without long 
and unnecessary waiting periods or complicated 
forwarding techniques. Providing such outstanding 
telephone availability and service orientation will 
influence your company’s image directly and 
positively. 

Incoming calls are automatically transferred to 
available, qualified employees. You can greet each 
caller with an individual announcement until one of 
your employees is free to take the call. Or, you can 
provide the caller with the possibility to leave a voice 
message. At a glance, the integrated Snapware 
Team Bar shows every employee in her/his group 
the recent line status in real time including who is 
logged on/off,  currently on pause or working after a 
call. 

easy operation for agents and supervisor

The easy handling of PM CD will provide high 
acceptance among your employees. It takes just a 
mouse-click for an agent to log on to or log off from 
a work group. The same applies if an agent wants 
to set her/his status to pause or working after call. 

Due to the comprehensive graphical display which  
provides transparency and clarity about the progress 
of a call the supervisor is well informed at all times. 

the advantages for the supervisor 

• Complete control of all currently available 
telephones 

• Easy configuration of even complex call processes

• Individual routines for different workgroups if 
necessary

• Definition of different rules for the call process 
depending on time, the availability of   
employees, the configured algorithm for call   
processing to available partners or waiting   
queues. 

The extension is logged into 
the ACD and is currently in 
pause mode.

The extension 
is logged into 
the ACD.

The extension is logged into 
the ACD and is currently in 
postediting mode.

workgroup configuration

Name Device PBX Link
Details

Incoming 
Call

Service 
Time ?

Agent logged in ?

Yes

Announcement 
before answering

Agent free ?

Yes

No

Waiting queue

Announcement type

Yes

Queue full

Call distribution
Wrap-up time (s)

Forward call to...

Vertrieb 811 1: Cisco CallMar

Upper Bound

Once and record

Linear 10
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Key Benefits and Values 

enhanced Customer service  
-  Complete integration with Snapware  

provides fast and slim business processes  
and task automation

improved accessibility  
- Automatic distribution within the agent  

group ensures qualified information 

increase of employee motivation  
- Fair distribution of incoming calls leading  
into an equal occupancy of all employees 

better use of infrastructure  
- Consistent user interface for Snapware 

user as well as for agents 

real-time monitoring and statistics  
for first class control 

The supervisor is provided with the status of the 
call distribution in real time and as a result has a 
complete overview of the telephone availability of the 
company. The graphical representation shows the 
utilization of work groups, individual employees or 
waiting queues at a glance. This means she/he can 
detect bottle necks early and if necessary intervene.  

All data gathered from the complete telephone 
processing management is stored in a database. 
In fact, they can be used to create individual 
statistics to provide exactly those figures necessary 
to optimize your company according to economic 
criteria.
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sPeeChDiaLer 2007

Netwise SpeechDialer  
- open for business support 
around the clock

Voice controlled service

Netwise SpeechDialer is a voice controlled service 
which complements the operator group with call 
transfers and number information for extensions and 
cell phone numbers in the company’s directory. The 
SpeechDialer application uses speech recognition 
for interacting with the user. Just say the name of 
the person you would like to talk to and you will be 
connected.

takes off workload and increased operator 
efficiency

Many calls to switchboard operators are routine 
calls. In particular, employees quite often ask 
attendants for help to connect to colleagues and 
peers. By using the Netwise SpeechDialer each and 
everyone will manage the connections themselves. 
Also to partners and customers the SpeechDialer 
might result in smoother connections since they will 
access a direct “by pass” to their relations at the 
company.

Corporate attendants will be released from simple 
but time consuming tasks and will be able to focus 
on more demanding assignments and to deliver high 
quality customer service.

speech enabled call-handling functionality

Corporate staff will experience the difference 
immediately after the SpeechDialer has been 
installed. The SpeechDialer can always be reached, 
around the clock, from any phone and will answer 
every time on the first signal. Simply say the name 
of the person or department you want to talk to 
and you will be connected directly – no frustrating 
situation with looking up the direct number, pressing 
buttons or waiting for an attendant to make the 
connection manually. And the outcome is evident – 
lots of saved minutes every day for each and every 
employee.

speechDialer handles dialects and different 
pronunciations.

It supports several languages and it is possible 
to switch language during the call by saying the 
name of the language. SpeechDialer can also be 
configured to relate different nicknames to specific 
persons.

Key Benefits and Values 

increased productivity  
– releases manual attendant for more 

demanding and qualified tasks

increased service  
– open for business support around the clock. 

Increased possibility to reach target persons 
 also when the switchboard is closed.

automatic and seamless dialog  
using ASR (Automatic Speech Recognition)  

and TTS (Text-to-Speech)

extention number information

The SpeechDialer can read out the selected 
person’s mobile phone number or office extension. 
In case there are more employees with the same 
name, the SpeechDialer asks you to select the 
department for the requested person from a list of 
available departments in the organization.

increased availability, around the clock

The services of the SpeechDialer can also be 
offered to partners and customers and could be 
put in action at special occasions, during evenings, 
weekends and holidays. The system improves 
availability and increases the company service level 
at the same time.

I would like to 
talk to John 
Smith please.

John Smith,
one moment 
please

John Smith

simple call transfer
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iVr 6.1

Self-service keeping customers 
happy as well as improving 
corporate efficiency
The Netwise IVR offers a highly appreciated 
customer self-service that speeds up business 
contacts, but retains the personal touch. When a 
person calls you direct and you are not available 
he or she is greeted by your name, informed about 
your presence and availability and offered a menu of 

alternatives to contact you or leave a message.

All parties benefit from this system. Customers and 
colleagues appreciate speeding up contacts and 
saving time, including yours. In addition, attendants 
are made free for more demanding tasks than to 
trace you and your colleagues. You are all left with a 
good feeling of dealing with an effective and modern 
company. 

Polite and friendly welcome though absent 

When calling an extension connected to the IVR 
there is either a live reply or a welcoming voice 
message presenting the name of the called person 
and a polite excuse for the absence. From the 
activity database in the CMG system the caller 
is briefed about the reason for the absence and 
informed about when the person is expected back. 
In fact, the IVR brings callers as up to date and 
informed as anyone would like to be informed by a 
real person.

easy menu makes choosing simple

The caller is offered options for making contact, e.g. 
leave a voicemail, send phone number via SMS or 
e-mail, to connect to mobile phone or to a colleague 
or any other phone. At the same time there are 
opportunities to connect to the attendant – just by 
pushing the button. It is self-service made natural 
and easy. The IVR can also give different response 
depending on whether the caller is internal or 
external. 

simple activity management keeps  
contacts updated

Employees are equally self-serviced using the IVR 
6.1 voice-guided menu for activity registration. Just 
call a dedicated number from any phone, while 
at the office or on the move, and register activity. 
Activity codes cover all common reasons for 
absence, e.g. in a meeting, on business trip, gone 
for the day, on vacation, etc.

easy administration

Settings like activity presentation and contact 
options per user or group of users are made easy 
via a web based administrative tool. The IVR 6.1 
contains a selection of predefined menus with 
various activity and contact options that makes the 
setting and application fast and easy also for several 
thousand employees. The cost for forwarding calls 
to mobile phones, for example, might be acceptable 
and set up only for direct sales group or traveling 
service personnel but not for in-house office staff.
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Key Benefits and Values 

Customer self-service  
– speed up business contact

attendants  
– free time for more demanding tasks

strengthen the company image  
– speeding up contacts and saving time 

IVR Functionality 
Netwise IVR has two main features: automatic 
call handling via the phone for incoming calls and 
activity registration for office users. The automatic 
call handling includes greeting phrase, presentation 
of presence and availability information together with 
user defined or user group pre-defined menu with 
different contact options. 

The activity registration functionality enables the 
user to enter presence and availability information 
by phone (DTMF touch tone) directly to the IVR and 
further (automatically) to the Netwise CMG system.

The CMG Voice system
The Netwise Telephony Services (NeTS) platform 
connects to the PBX via the Telephony Interfaces. 
NeTS is a general telephony application platform. 

Based on this platform there are two servers: CMG 
Voice main server and CMG Voice telephony server. 
The CMG Voice main server contains databases 
and common services. The telephony server is 
connected to the PBX(s) and runs the telephony 
applications. One CMG Voice main server can be 
connected to one or several telephony servers, 
which in turn can be distributed. 

NeTS and Telephony Interfaces

Voice 6.1 Server (Main Server and Telephony Server)

IVR Voicemail*
Activity 

Registration
Auto 

Attendant*

Telephony platform

Layered overview of the Netwise CMG Voice system
*VoiceMail and Auto Attendant are optional and not included in IVR 6.1.
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VoiCeMaiL 6.1

A natural and easy tool to 
improve business dialogues  
and customer relations
Netwise VoiceMail provides basic but most efficient 
voicemail functionality. In combination with IVR or 
SpeechDialer, customers calling you when you are 
unavailable will be given a fast and efficient reply 
and an option to leave a voice message. Netwise 
VoiceMail takes a load off colleagues and attendants 
who do not have to forward messages between 
each other.

reply or forward

Your voicemail messages are accessed by phone 
through an extension number or through Netwise 
Office Web. When calling by phone your phone 
number can be used for automatic authorization 
to access your voicemails. Alternatively you can 
manually identify yourself with id and pin code. In 
Office Web you have a clear view of your messages 
and can listen to them, delete them or forward them 
as you like, with the option of a voice comment from 
yourself as an attachment. 

Key Benefits and Values 

increased productivity  
 – takes the load off attendants and  

colleagues forwarding messages

increases mobility  
– staff can be reached at almost any place  

via the telephone network for messages

Notifications as you please

VoiceMail supports notification of incoming 
voicemails on all message systems supported by 
the CMG system, e.g. e-mail and SMS. You can 
receive notifications on all devices at the same time 
or just on one. Or activate the “delayed notification” 
functionality to let the system collect three, four, 
five messages before sending you the notification. 
This could be useful if you get a lot of voicemail 
messages and do not want to be notified for each 
and every one of them. You decide and set it up in 
Office Web.
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QuaLity MaNaGer 2007 

Easy-to-use decision support 
system to increase switchboard 
productivity
Netwise Quality Manager (QM) enables switchboard 
operator centers to measure the traffic through the 
switchboard and evaluate the service level given 
by the attendants to the customers.The system 
features an easy-to-use web based report tool 
where reports can be generated on demand. 

Running a switchboard operator service can be 
highly demanding. Everyone has a viewpoint on 
performances and arguments are most often based 
on limited experiences or hearsay. Furthermore, 
in order to manage the operator department in a 
professional way you need facts about performance, 
traffic, service quality etc. And you need the 
data presented in easily understood and quickly 
interpreted formats. 

Quality data promotes decision quality

The Netwise QM system is a multipurpose 
management support tool with access to the most 
up-to-date information since data is collected 
continuously as operations and traffic go on. With 
a few clicks you will find the information in easy-
to-read graphs and diagrams with actual figures 
showing traffic and queue times per customer or 
switchboard operator, over any time sequence; 
today, last week, last month etc. You decide for 
each and every occasion which statistics and 
diagrams you want to be shown. QM the excellent 
decision support tool to manage your switchboard 
with the uttermost efficiency. The reports are your 
indisputable proof to customers and peers of quality 
of service delivered.

web reports to track performance

With the QM system you can look at your operation 
from almost any angle. Traffic reports generate 
tables and graphs on incoming calls, answered 
or abandoned, and the total number of calls, on 
certain days, weeks or months. Similarly, you can 
easily create reports over average queue times for 
all incoming calls. Or you can monitor the duration 
of various types of calls, e.g. direct, forwarded or 
recalls, to be answered and handled. And why not 
look into how the number of switchboard operators 
with open workstations relates to the average time in 
queue for a call. There is a multitude of opportunities 
- all of them available through your web browser. 

Graph from the report ‘Answered/abandoned calls vs. average logged 
on operators’

Wallboard

Management smartness

With QM you can monitor, interpret and decide 
actions to increase switchboard productivity, based 
on actual knowledge and timely facts. QM is a smart 
tool promoting management smartness. 
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Key Benefits and Values 

easy to use  
– intuitive tool for assembly, storage and 

structuring for presentation of data 

Cost saving and increasing productivity  
– operator management can run business based 

on actual facts and timely data

enables follow-up 
 – continuous monitoring of service level in a 

multitude of aspects

QM reports 
All reports are flexible and allow the user to 
choose the scope on a number of parameters. 
Each report has a header describing the purpose 
and suggested use of the report. The description 
contains some explanatory text and hints of how 
the presented data should be interpreted. The 
chosen time interval, customers, queues and 
operators the report applies to are also stated. The 
reports are divided into four groups: 

• Traffic

• Customers

• Queues 

• Operators 

QM system overview
Quality Manager consist of:

• QM Reports application

• QM Configuration Manager

• QM Service

• QM Database

The Quality Manager receives information on call 
traffic in the system from the PBX. This data is 
refined and stored to enable report generation. 

The QM System comes with a web based report 
tool, QM Reports, which can be used to generate 
various reports on demand. The tool provides a 
number of different templates to be used when 
generating a report.

Information flow

Example of QM report (Call traffic)

Storage Web server Web report

PBX
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CMG serVer 2007

Multi-featured server platform for 
the Netwise CMG system

The CMG Server constitutes the basis of all 
applications and product modules included in the 
Netwise CMG system. The CMG Server  controls 
inbound calls and routes them to the appropriate 
resource, e.g. attendants, office phones, mobile 
phones, voicemail etc.

The routing is based on the information in 
the activity database integrated into the CMG 
Server. The activity database is automatically 
and continuously updated by office user activity 
information, e.g. automatically through integration 
with the e-calendar system, via speech recognition 
(Auto Attendant), via the Mobile Client or through the 
Netwise Office Web.

the core product and basic system platform 

The CMG Server is the heart of the products 
included in the CMG system. It contains an SQL 
database including an employee directory and the 
activity database with availability information used for 
call handling. 

There is also the Quick Info database with easily 
accessible general information. The CMG Server 
can be connected to the telephony system as well 
as (optionally) to several other external systems, e.g. 
e-mail, e-calendar and IVR systems. In the activity 
database of the CMG system there is information 

External directories
Directory  

synchronization via 

LDAP/LDIF

Interfaces

PBX Interfaces
Connections to all  

major PBX brands

E-mail systems
Enabling attendant  

messaging

E-calendar systems
Automatic update of  

activity/presence  

database from  

e-calendars

SMS, Pager
Time, Ext IVR

Directory Presence

AttendantOffice users

Communication Server

about the employees’ presence, i.e. their activities, 
continuously varying from employee to employee 
and from minute to minute, all over the company. 
Every activity is associated with a contact profile 
with availability information. This information is used 
to route the incoming calls to the right resource 
– desktop phone, mobile phone, IVR system, 
voicemail, attendant, etc. Presence information 
can also be available through the integration with 
Microsoft LCS (Live Communication Server). 

being mobile in practice

As an example, let’s imagine a co-worker starting 
the working day at the office and available on the 
desktop phone. Later that day, the co-worker has 
booked a meeting and entered the information in the 
e-calendar. 

The information has automatically been transferred 
into the CMG system together with availability 
information (contact profile) for the activity. When in 
the car, the co-worker calls Netwise Auto Attendant 
and registers another contact profile which 
automatically kicks in. Now all calls to the co-worker 
are routed to the mobile phone. During the meeting, 
the co-worker doesn’t want to receive any calls. The 
contact profile from the previous e-calendar entry is 
activated, routing the calls to the IVR system. This 
is the ideal way to be available and still be effective! 
The only effort required from the co-worker is to 
enter the activity information, either in the e-calendar 
or in any of the Netwise CMG user products. 

Applications



Key Benefits and Values 

Flexible  
– prepared for tailor-made creation of contact 

lists to fit local requirements 

Cost effective  
– based on corporate contact database lowering 

cost for creation and proofreading

increases productivity  
– always latest and most correct data on staff 

members and organization makes contacts 
faster and more direct

PhoNe book 6.5 

Create your company phone 
book in an easy and cost 
effective way
When a company reaches a certain size there is a 
need for telephone contact lists. And the necessity 
for continuously issuing contact details such as 

telephone numbers, addresses, organizational 
structure etc grows exponentially as the company 
grows. The difficult part is not the actual printing 
of the data but to secure that correct information 
always is included. With Netwise Phone Book the 
problem is easily solved. Just utilize the Netwise 
CMG database that is continuously updated and 
corrected. 

Correct data without repeated proofreading

Any organization is a moving target and to pinpoint 
the absolute latest information about who is doing 
what, where and which numbers to use to reach 
them, and to get it absolutely right, can easily keep 
a small group of people busy. With Netwise Phone 
Book you can extract the information you need to 
create a phone book from the continuously updated 
CMG database. No double work, the data comes 
out correctly and you can make the phone book 
substantially more comprehensive than you would 
have achieved otherwise. 

sort and structure to fit special requirements

Different groups of employees may require different 
content and structure of their respective telephone 
lists. Phone Book is a flexible tool to present 
employee contact data from a multitude of angles. 
You can structure the information in any way you 
want, by alphabetical order, by department, location, 
and include all parts of the organization or just your 
local unit etc.

Flexible and cost saving

Included in the Phone Book are templates for 
standard layout structures and a variety of program 
features for individual page set-up to easily alter, 
store and update selected layouts. The program 
supports inclusions of corporate logo and header 
and footer. Flexibility also boosts cost effectiveness. 
Just create an updated phone book master and 
print the number of copies needed at the moment. 
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PreseNCe 
MaNaGeMeNt

Configurable into all kinds  
of networks
The CMG Server makes it possible to design and 
implement various telephony  network configurations 
based on PBX systems from most leading 
manufacturers. The CMG Server supports hybrid 
solutions and can work together with PBXs of 
different brands at the same time. The 

architecture is scalable allowing for a practically  
unlimited number of users, numerous PBXs and a 
multitude of operator workstations. The network can 
be located on a single site or be distributed over 
several geographical locations.

exchanging data

User data in the CMG Server database can be 
exported and imported to and from an external 
system. With the new interface, CWI (CMG 
Webservice Interface), other programs can easily 
read information in real-time from the CMG 
database. 

Fault tolerance and redundancy

The CMG Server is designed for system fault 
tolerance and redundancy.  It supports cluster 
environments and is also well suited for hosted 
solutions.

administration tools 

There are two administration tools included in the 
CMG Server, helping the administrator to maintain 
the system:

• Directory Manager  
(Netwise DM) for maintaining the CMG directory 

• Configuration Manager 
(Netwise CM) for system administration.  

smooth integration of multiple features 

The CMG Server runs on standard IT platforms and 
is built with an open architecture to work integrated 
with all kinds of network, database and peripheral 
equipment standards. Altogether, the modularity, 
open architecture, scalability and integrated 
multi-featured capabilities make for a future proof 
investment.

time Presence/activity availability/ 
Contact Profile

08.30  
–  

10.00
Meeting

internal phone  
– Colleague

12.00  
– 

 13.00
Lunch attendant

13.00 
 – 

14.00

travelling to  
business meeting

external phone  
– Mobile

14.00 
 – 

16.00
business meeting attendant

16.00 
 – 17.00

travelling from 
 business meeting

external phone 
 – Mobile

17.00 
 –

at home iVr menu

Key Benefits and Values 

Multi-featured platform  
for all major contact management functions

open architecture  
– product features easily integrated  

and interconnected

scaleable  
– cost effective feature and network  

expansion with growing demand

Future proof  
– core platform based on standard technology
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