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Introduction
This SoftPhone User Guide is for version 7 using Macintosh OS X and Cisco Unified Personal Communicator devices. SoftPhone allows you to make and receive “phone” calls or listen to your voice mail messages from your NASA-issued computer.  Because this service is integrated into the Headquarters (HQ) telephone system, the phone number associated with your software phone is the same as your office phone (202-358-xxxx).  

Using SoftPhone in combination with HQ’s Virtual Private Network (VPN), you can place and receive calls from your HQ extension (202-358-xxxx) whether you are in Alexandria, Virginia or Alexandria, Egypt.  The presence of voice mail messages is displayed on your computer screen, and you can listen to your messages with a simple double-click of the mouse.
Important Note: Do NOT Call 911 Using SoftPhone!
	It is extremely important that you do NOT call 911 using SoftPhone.  Because SoftPhone 
uses the NASA Headquarters (HQ) telephone infrastructure to identify the caller’s location 
to emergency dispatchers (police, fire, etc.), your location will appear to be inside the 
HQ building—not wherever you are physically (at home, in a hotel, or at some other location).  You should always use a land line or a cell phone to dial 911 in the event of an emergency.


Getting Started
What You Will Need to Get Started

You will need the following items to successfully log in to and use SoftPhone:

· NASA-issued laptop with VPN and SoftPhone software installed

· Headset

· SecurID Token for accessing VPN
· Your Agency User ID (AUID)
· Your CallManager password, which will be used to access SoftPhone as well. If you don’t recall yours, contact the IT Help Desk at (202) 358-HELP (4357) for assistance. 
Adding the SoftPhone Icon to the Dock

The SoftPhone application is located on your Macintosh Hard Drive (Mac HD) | Applications | Utilities folder.  To make SoftPhone easily accessible, you should add the SoftPhone icon to the Dock.  Follow the steps below to dock the SoftPhone icon.

1. On the Finder menu, click Go | Utilities.
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2. Click on Cisco Unified Personal Communicator (the manufacturer’s name for SoftPhone), and drag it to the Dock beside the Firefox icon.
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3. The SoftPhone icon appears on the Dock as shown below.  Now you are able to conveniently launch SoftPhone directly from the Dock.
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Connecting Your Headset
This process is similar to connecting a flash drive or thumb drive to your computer.  However, the very first time you connect your headset, you will have to designate your headset as the default sound source for SoftPhone to function properly. 

	Before you begin, make sure your computer is completely powered off.


1. Insert the USB cable of your headset into any available USB port on your computer.

2. Turn on your computer, and allow it to boot up completely before proceeding.

3. Log in to SoftPhone.  

4. On the menu bar, click Cisco UPC | Preferences.
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5. After the Profile Preferences screen opens, click the Audio/Video icon at the top.
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6. At the Audio/Visual Preferences screen, select your specific sound source from each of the three categories:  Microphone, Audio Call Output, and Ringer & Alerts.  

· Dynex headset users should choose Unknown USB Audio Device for each category as shown below.
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· Logitech headset users should choose Logitech G330 Headset for each category as shown below.
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At this point, the new hardware has been configured and is ready for use with SoftPhone.

	If you have questions about this process, refer to the manufacturer’s instructions that accompanied your headset.  If you encounter technical difficulties selecting your headset as the default sound source for SoftPhone, call the IT Help Desk at (202) 358-HELP (4357) for assistance.


Logging into SoftPhone

To begin using SoftPhone from your NASA-issued laptop, you must launch the SoftPhone application and log in. Follow the steps below to get started.
1. Log in to the HQ Virtual Private Network (VPN) if necessary. 
2. Launch the application by doing one of the following:
· Click the SoftPhone icon [image: image8.png]


 located on the Dock.  
· From the Finder menu, click Go | Utilities.  Then double-click Cisco Unified Personal Communicator.
3. In the Username field, type your Agency User ID (AUID).
4. In the Password field, type your CallManager password.  
	If you do not recall your CallManager username or password, call the IT Help Desk at (202) 358-HELP (4357) for assistance.
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5. Click Login.
Making Calls with Your SoftPhone

Refer to the following sections for instructions on how to:
· Call a Coworker
· Call Anyone
· Call People in Your Contact List
· Dial a Teleconference
· Put a Call on Hold
· Merge Calls into a Conference Call
	Your SoftPhone password is based off of the Cisco CallManager password, which requires a reset every 180 days. If, after logging on to SoftPhone, you are not able to make a call, verify whether your Cisco CallManager password requires resetting. 


Calling a Coworker
1. In the Search field on the SoftPhone console, type the first few characters or all of 
a full name, first name, last name, or phone number.

	NASA HQ Phone System Directory searches are not case-sensitive. The alpha-numeric characters you enter are shown in the leading position of the search results. 

Example:  If you search for “den”, the search results could include “Denise” and “Denzel”, but not “Arden” or “Hayden”.
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2. Press Return on your computer’s keyboard.

3. Control+click the appropriate person’s name in the list that displays in the Search pane.

4. Select Place Audio Call from the menu. 
5. Select the person’s work phone number.
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Calling Anyone

You can call people directly from your contact list, by searching, or you can use the following procedure to call from the dialer.
1. Click the Toggle New Call Dialer icon on the SoftPhone console.
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2. Enter the phone number by clicking the numbers on the New Call Dialer, or by using the number keypad on your computer’s keyboard.  
	Be sure to enter the number exactly as you would dial it from your desk phone.  For example, you may need to dial a “9” before the number to call someone outside of NASA HQ
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3. Click the Place Call icon (shown below) on the New Call Dialer, or press Return on your computer’s keyboard.
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Calling People in Your Contact List
1. From your contact list, Control+click a name or number, and select Place Audio Call from the menu.

2. Choose the appropriate number to dial if there are multiple entries listed for that person.
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	You can set your preferences to initiate an Audio Call when you double-click a contact’s name or phone number.


Dialing a Teleconference
1. Click the Toggle New Call Dialer icon on the SoftPhone console.
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2. Enter the phone number by clicking the numbers on the New Call Dialer, or by using the number keypad on your computer’s keyboard.  

	Be sure to enter the number exactly as you would dial it from your desk phone.  For example, you may need to dial a “9” before the number to call someone outside of NASA HQ.
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3. Click the Place Call icon (shown below) on the New Call Dialer, or press Return on your computer’s keyboard.
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4. When you are connected to the teleconference and prompted for the passcode, 
click the Toggle Session Keypad from within the call window to enter the passcode.
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5. Be sure to mute your headset once you are connected to the teleconference:  

· From the call window, click the Mute icon  [image: image20.jpg]


 .  
· In most cases, you can also mute a call directly from the headset.  
	The method varies by headset; so refer to your headset’s user manual for the exact location of the mute feature.


Putting a Call on Hold  
1. To put an active call on hold, click the Hold/Resume icon  [image: image21.jpg]


 .

2. To resume a call that has been put on hold, click the Hold/Resume icon a 
second time.

Merging Calls into a Conference Call
1. While you are on an active call, place the call on hold by clicking  [image: image22.jpg]


 , the Hold/Resume icon.


2. Make a second call using any method explained in this user guide.

3. Click the Merge icon  [image: image23.jpg]


. 

4. Select the held call from the menu. 

Both calls merge into a single conversation.

Adding Contacts

Adding a Contact from the NASA HQ Phone System Directory

	The contacts in SoftPhone are not the same as the contacts in Outlook.  These two services are unrelated.


1. Click Contacts | Add New Contact.
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2. In the Search field, type the first few characters or all of a full name, first name, 
last name, or phone number.

	NASA HQ Phone System Directory searches are not case-sensitive.  The alphanumeric characters you enter are shown in the leading position of the search results. 

Example:  If you search for “den”, the search results could include “Denise” and “Denzel”, but not “Arden” or “Hayden”.


3. Press Return on your computer’s keyboard.

[image: image25.png]B e ol
Q- carter <c——

Search Company Directory.

Name 4 User D Phone
Gail Carter_Kane gcarterl 3656
Kim Carter kearter 1387
Sharmaine Carter sdcartel 4486

Add Contact To: [ Sample =)

st PersoraliGoTAE @




4. Click the appropriate name displayed in the Search Results list.

5. Click Add.

Adding an External Contact

1. Click Contacts | Add New Contact.
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2. Click Create Personal Contact.
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3. Type the external contact’s First Name, Last Name, Display Name, and Phone Numbers (along with Job Title and Organization if you choose) in the corresponding fields.  
	· To move from one field to the next, press the Tab key or use the mouse to click.
· You may also add an e-mail address and a Web site URL for an external contact.
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4. Click Add.  
5. Once the contact has been added, an Info screen for that person appears where you can:.  
· Click Edit to make changes. 
· Click the red circle in the top left corner to close it.
Creating Groups of Contacts

1. Click Contacts | Add New Group.
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2. In the Add New Contact List Group window | Group Name: text box, type the name of the group.
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3. Click OK.

Add Contacts to Group
Choose one of these options for adding to the group:

· Add new contacts directly to this group 
· Drag and drop existing contacts into the group.
Add Contact to Multiple Groups
To copy a contact into multiple groups, do the following:

1. Control+click on the person’s name

2. Select the Copy Contact To option.  
3. Choose the appropriate group from the menu
Voice Mail

Logging into SoftPhone automatically gives you access to your voice messages. Your SoftPhone voice mail password is made up of your AUID plus your four digit phone extension.      Example: jdoe1234
If you experience problems with your password, see Resetting SoftPhone Voice Mail Password.

Sending Instant Messages

1. Click the intended recipient’s name in the SoftPhone console contact list.

2. Click Contacts | Send Instant Message.  The Instant Message (IM) window displays.
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3. Type your message in the text box at the bottom of the IM window.
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4. Click Return on your computer’s keyboard to send the IM to your selected recipient.
Specifying Your Availability
To determine if someone in your contact list is available to receive IMs, check that person’s availability status.  By default, the system automatically determines the availability status of each person. 

Availability status is displayed only for: 
· Contacts that are listed in the NASA HQ Phone System Directory 
· External contacts that use SoftPhone and have accepted your request to view their availability status. 

You can also set your own availability status manually or by setting your preferences.
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	To
	Do This:  

	Choose a status to display
	1. Click your current status near the top of the console as shown above 

2. Choose an option from the menu.
This status remains until you change it or exit SoftPhone.

	Set your status preferences
	1. Choose File | Preferences.  
2. Click Status from the Category list on the left. 

3. Make your selections on the right. 

You manually override this setting from the SoftPhone console.


Exiting SoftPhone

There is only one way to exit out of the SoftPhone application.  
	Clicking the Close icon (red X) in the upper right-hand corner does not close the application.  This action just minimizes SoftPhone and puts it in the System Tray.


To properly exit SoftPhone, use the following method: 

From the menu bar, choose Cisco UPC | Quit Cisco UPC.
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SoftPhone Passwords

· Expiration
· SoftPhone Password Rules
· Changing Your CallManager Password
· Resetting SoftPhone Voice Mail Password 
You will need to change the initial SoftPhone password that Help Desk provided to something that you will remember, and that conforms to the SoftPhone Password Rules. 
Your SoftPhone password is also your CallManager password. Therefore, to change your password for SoftPhone, you will need to log into CallManager and change your CallManager password.  
Expiration
You will be required to change your CallManager password every 180 days. 
	Since CallManager does not notify you when your password is about to expire, you may want to set a reminder in your Outlook or Entourage calendar prior to the 180 days. 


SoftPhone Password Rules

Follow the rules listed below when setting up your SoftPhone password.

· Your SoftPhone password MUST: 

· Have a minimum of 8 characters.

· Contain at least one character from at least three of the four following sets of characters: 

· Uppercase Letters (A, B, C, etc.)

· Lowercase Letters (a, b, c, etc.)

· Special Characters (~, !, @, #, $, etc.)

· Numbers (1, 2, 3, etc.)

· Your SoftPhone password CANNOT:

· Repeat of any of your previous 12 passwords.

· Use a character or number more than three times consecutively.

· Repeat or include your username or extension.

· Consist of consecutive characters or numbers.  (For example, passwords such as 654321 or ABCDEFG are not allowed.)

The password you use is case-sensitive. For example, the application can tell the difference between an uppercase “A” and a lowercase “a.”
	After 5 unsuccessful attempts to log in to SoftPhone, your SoftPhone account will be locked for 60 minutes.  After 60 minutes, the password will reset and allow you to try again.


Changing Your CallManager Password
Changing your CallManager password automatically changes your login password for SoftPhone. The Cisco CallManager password requires a reset every 180 days.
	Since CallManager does not notify you when your password is about to expire, you may want to set a reminder in your Outlook or Entourage calendar prior to the 180 days. 


To change your CallManager password:

1. Visit the CallManager Web site. 

2. Log in to CallManager.
	If you do not recall your AUID or password, call the IT Help Desk at (202) 358-HELP (4357) for assistance.


3. From the User Options drop-down menu, select User Settings.
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4. At the User Settings Configuration screen under the Browser Password section:

· In the Current Password field, type your current password.  
· In the New Password field, type your new password. 
· In the Confirm Password field, type your new password.
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5. Click Save.

6. Log out of CallManager.
7. Changing your Call Manager/SoftPhone password should not affect your SoftPhone voice mail password. However, it is good practice to double check that the SoftPhone voice message password did not change. To do this, follow the steps under Reset SoftPhone Voice Mail Password.
Resetting SoftPhone Voice Mail Password 
Logging into SoftPhone automatically gives you access to your voice messages. Your SoftPhone voice mail password is made up of your AUID plus your four digit phone extension.      Example: jdoe1234
	If for some reason you are not able to retrieve your voice mail messages in SoftPhone (due to software upgrades, problems with your machine, etc): 
· First try resetting your SoftPhone voice mail password using the steps below. 
· If this does not resolve the problem, call the IT Help Desk at (202) 358-HELP (4357) for assistance


To reset your SoftPhone voice mail password:
1. In the SoftPhone console main menu, choose File | Options.

2. In the General Options dialog box that opens, from the list on the left side of the screen, click Accounts.

3. On the Account Options screen under Voicemail: 
· In the Username field, type your AUID. 

· In the Password field, type the SoftPhone voice mail password that Help Desk provided (Your AUID plus your four digit phone extension).  

4. Click OK to close the dialog box.
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This document is posted on the ITCD Web site at:  
http://itcd.hq.nasa.gov/instructions.html

Information Technology & Communications Division
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