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1. INTRODUCTION

SkyStoneACD is the SkyStone add-on software to allow:
- multiple incoming Skype calls to the same account (free line selection)
- incoming calls from Skype to the direct phone extension (DID)

- redundancy and scalability by sharing the load across SkyStone servers

SkyStoneACD is able to catch all incoming calls from Skype and dispatch to
the first available channel across several SkyStone machines, adding

redundancy and scalability as an EXCLUSIVE Stonevoice feature.

SkyStoneACD is intended for any company with one or more of these needs:
- multiple concurrent incoming calls to the same Skype account on
SkyStone (company account, ex: stonevoice-sales);
- the skype-me button on each user’s email signature (DID) to be
directly called from skype on their desk phone;
- a lot of SkyStone channels and a reliable service with multiple hot
standby machines

SkyStoneACD will catch the call and dispatch (transfer) to the first available
SkyStone channel.

Features in a nutshell:
e Smooth integration with one or more SkyStone machines
e Software only: easy to install, configure and use - PLUG & PLAY
 Running on a Windows based platform (XP or 2003)

e Powerful: multiple dispatcher can run on the same box

SKYSTONE SERVER

SKYSTONE ACD SERVER

=SS vﬂ stonevoice-ch02

=i CALL T 'ﬂ stonevoice-ch03

Hain s Pl : stonevoice-info — DISPATCH {
= — | | \ \& stonevoice-ch10

—————————— >0
| (TRANSFER) . 4 stonevoice-ch11

S 00 | —mmmmm———= né stonevoice-ch18
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2. REQUIREMENTS, INSTALLATION AND FIRST RUN

SkyStoneACD can be installed on the same machine of SkyStone or on a
different machine.

SkyStoneACD v. 1.3.0.1 needs Skype version 3.5 installed on the same
PC/Server.

Please switch off any firewall and any VPN client with stateful firewall

installed on the SkyStoneACD machine.

Please download Skype here:

http://downloads.stonevoice.com/downloads/special/Skype35Setup.exe

Please install Skype before installing SkyStoneACD

You need Internet Connectivity for SkyStone to properly login Skype clients.

Verify Skype Configuration before installing SkyStoneACD
You need to unflag "Sign me in when Skype starts” and "Start Skype when

the computer starts”

B[i=]E

File Account —al  “hats View  Tools  Help

Welcome to Skype

Skype MName

istanevaice.cam w |
Don't have a Skype Name?

Password

Forgot wour passward?

] sign me inwhen Skype starts

Start Skype when the computer skarks

3ign In

* Mot Connected
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Install SkyStoneACD by following the on screen instructions

At the end of installation, the First Run wizard will appear and drive you
through the skype accounts configuration procedure.

Please click OK to start the Skype accounts configuration wizard.

Setup - Stonevoice SkyStone

{SSkyStune first configuration wizard il

Hella, before starting SkyStone it is necessary ko configure it Please follow the indication below,

Please ensure that Skype is installed and vou logged in as Administrator; otherwise press Cancel button,
If wou have already configured Skwstone and vou are re-in‘sI:aIIingL.iI:J please press Cancel butkan,

Ta skart configuration process please press Ok butkon.

Cancel |

LI i I

If an “Error configuring Skype” message appears, please double check to

have correctly installed Skype and select the installation path as requested.

AT I
Skystone Skype(tm) configuration wizard

Sk}-’pe(tm}-cnnfiéurﬁkiun stage: after pressing "Mext" button Skypé{f:m:l client will appear.
Please enter usernarne and password,
You can either create new user o use already existing account,

Flease tick "Sign me in when Skype starts" box and Ubitick "Start Skyvpe when the computer starts" box,
Log inwith appropriate username and passward. -

When asked allaw "SvSstilient.exe” have an access to Skype(tm),

Wehien Skypelto) logs in click "Mext" button,

Firnish |
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SkyStoneACD supports multiple dispatchers (Skype accounts to be
published): so the wizard will launch as many Skype clients as the license is
allowing.

Click Next to start with the first dispatcher.

For each Skype client you need to enter the username and password for that
dispatcher (ex: Sv.SkyStone).

You can either create the account at this stage or use already existing one.

Remember to flag “"Sign me in when Skype starts” box.

When asked, allow “"SvSsaClient.exe” application to have access to Skype.
Please wait until Skype logs in, then click Next to configure the next

dispatcher.

ﬁSkype"“ - Another program wants to use Skype B

_-:?‘ Another program wants to use Skype

Anather program is trving to access Skype. This can be a potential security
risk.
What would vau like to do?

Mame: swsskclient exe
Publisher: stonevoice.com

€ !' Allow this program ko us;_"s@

" allow this program o use Skype, but ask again in the future

' Do not allow this program ko use Skype

What does this mean?

Every time you need to change the skype accounts managed by the

SkyStoneACD you need to run the First Run wizard again.
If you have applied a new license able to change the number of dispatchers

available through SkyStoneACD, you need to run the First Run wizard again

to configure the new dispatchers.
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3. MULTIPLE INCOMING SKYPE CALLS ON THE SAME SKYPE
ACCOUNT

SkyStoneACD allows receiving multiple incoming Skype calls to the same
Skype account and then dispatch to the first available SkyStone channel.

If you have 2 channels, you have created/assigned during SkyStone
configuration 2 different skype accounts, let's say yourcompany.001 and
yourcompany.002.

People can call you on both, but if you want to publish just an account and
receive multiple calls on it, the SkyStoneACD will catch the calls and dispatch

(transfer) to the first available SkyStone channel.

SKYSTONE SERVER

SKYSTONE ACD SERVER
_I'-E IR 'ﬂ stonevoice-ch02
.':.'._:T'.I‘ » : stonevoice-info || DISPATCH hé stonevo!ce-ch03
e — | - 'aé stonevoice-ch10
I Lo i )
a- : stonevoice-sales : (TRANSFER) e 4 stonevoice-ch11
= —________-_— wé stonevoice-ch18
D ! : stonevoice-support : 4 stonevoice-ch19

"

As shown in the above image, it is possible to define multiple “Dispatcher
(ex: stonevoice-info, stonevoice-sales, stonevoice-support) to publish with
the SkyStoneACD and these being redirected to the same or different
SkyStone channels behind.

This way the SkyStone will handle unknown Skype accounts to physically
connect the call to the SIP/H.323 PBX, while the SkyStoneACD will handle

the Skype accounts to be officially reached by the Skype world.

So the logical structure could be something like:

‘SkyStoneACD Public accounts’:

sv.support

sv.info

->
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sv.support.001
sv.support.002
sv.support.003
sv.support.004

sv.info.001
sv.info.002
sv.info.003
sv.info.004
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or either a situation like the following one, if less SkyStone channels are

available:

‘SkyStoneACD Public accounts’:
sv.support ->

sv.info - >

© 2007 Stonevoice S.r.l. - www.stonevoice.com - inf

‘Internal’ SkyStone channels:
sv.skystone.001
sv.skystone.002
sv.skystone.003
sv.skystone.004

sv.skystone.001
sv.skystone.002
sv.skystone.003
sv.skystone.004

o@stonevoice.com




4. DIRECT INWARD DIAL CAPABILITIES

SkyStone provides an exclusive feature in combination with SkyStoneACD
for each user to be called from skype directly on personal phone (DID,
direct-inward-dial).

As SkyStone manages as many channels as the number of concurrent calls
supported, it would not be possible to publish as many accounts as number
of users to be directly reached from Skype (this is limited by the number of
SkyStone channels). With SkyStoneACD you can separate the SkyStone

channel from the Skype account to publish as per below figure:

SKYSTONE ACD SERVER SKYSTONE SERVER

\_ﬁ stoneyoice-chi0z
"-&' stoneyoice-ch03
I ‘ﬁ stonevoice-chl0
(TRANSFER) 14 stonevaice-chil
‘F" stonevoice-chld

4 stonevoice-ch1

DISPATCH

SkyStoneACD is able to manage more accounts then SkyStone, as these are
just DISPATCHER for calls to be transferred to the SkyStone channel
account.

This way each user can put the skype call me button on his signature and

being able to receive these calls directly on his phone.

This is a sample signature that all users in your company can now have,
being able to receive the calls placed by clicking the “Call me” button directly

on their phone:

John Smith
Regional Sales Manager - EMEA
ACME Inc.

T Call ma!

If you don’t have Skype download it now and call us free of charge.
Would you like to use your desk phone to call Skype users ?
Connect SkyStone to your PBX and improve your business!
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Each user can configure his skype account (ex: robertb) either on the
SkyStoneACD machine as a dispatcher and keep using on his laptop or
mobile phone.

As the SkyStoneACD will catch the call instantly to dispatch to the first
SkyStone available channel, it is possible to configure the “Transfer Delay”
parameter to wait for a certain number of seconds before dispatching the
call. This way the user has the time to answer the call from his client ringing
for the number of second configured before being caught by SkyStoneACD.
To configure the “Transfer Delay” go to "Configure" menu and change the

value of "Transfer Delay" parameter as follow:

ENGINE CONFIGURATION

e -
SkypePresence v

RoundRobin

L3S Message:

Click the Save button and then restart the Engine.
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5. REDUNDANCY AND SCALABILITY

SkyStoneACD can dispatch calls to SkyStone channels regardless where they
are. You can reach redundancy by dispatching calls to channels managed by
different SkyStone and having a hot-standby configuration where:
- should any SkyStone machine have a problem, the SkyStoneACD will
simply dispatch to the other ones without stopping the service.
- Adding more SkyStone machine will increase the scalability and number

of total concurrent channels available

stonevoice-ch02
SKYSTONE ACD SERVER StOF\GEVO!CGE-ChO3
stonevoice-ch10
—————————— < stonevoice-ch11
! stonevoice-info stonevoice-ch18

\ .
__________ I stonevoice-ch19

ACD / stonevoice-ch04 , stonevoice-ch05 , stonevoice-ch06
sever V¥V ————————— T stonevoice-ch08 , stonevoice-ch12 , stonevoice-ch13
— i | tonevoice-ch16 , stonevoice-ch20 , stonevoice-ch21

| stonevoice-support | —_| S ’ ’

__________ \stonevoice-chzz , stonevoice-ch23 , stonevoice-ch24

/ stonevoice-ch01
AD| ~M————————— stonevoice-ch02

I .
Web Admin | stonevoice-sales < stonevoice-ch09

__________ stonevoice-ch10
\stonevoice-chﬂ
stonevoice-ch18

Ex: with one SkyStoneACD and couple of SkyStone 8 channels, you have
created a redundant SkyStone architecture with up to 16 concurrent

channels available.
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6. CONFIGURATION

Configuration is web based available with Internet Explorer through the link:
http://x.x.x.x:7508/

where x.x.x.x is the SkyStoneACD machine IP address in our example.

You will be starting from a login page where logging in with default
username/password: admin/admin

Automatic cail km‘”"’ﬁ

vertoor | STONEVOICE

ENGINE HELP

MONITOR CONFIGURE LICENSE

WELCOME, PLEASE LOGIH

Username:
password: [ ]

[ remember me

Supposing you have configured the skype account Sv.SkyStone during the

First Run configuration wizard, you will find this available dispatcher by
clicking on the CONFIGURE link:

ENGINE HELP 1 Sh
X WSl
MONITOR CONFIGUER LICENSE Au'tl:'ll'l'iatu: Call Dispatcher - -
~ Rafrosh ‘Add Channel
Save

You need now to add the SkyStone channels to dispatch the calls to in the
“Available channels” section.

You can add channels here by clicking on the “Add Channel” button and
specify the SkyStone channels you want to dispatch the calls from Skype,
ex: sv.skystone.001, sv.skystone.002 and sv.skystone.003

~ Add Channel |

Save
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Click on the “Save” button to activate your configuration:

AVAILABLE CHANNELS

| sv.skystone 001 |%
| sv.skystona, 002 |%
| sv.skytone003] |%
| Refresh | AddChannel |

Drag and drop these channels to the dispatcher to have SkyStoneACD
managing the Sv.SkyStone skype account and redirecting calls to this

account to the first available channels among sv.skystone.001,

sv.skystone.002 and sv.skystone.003.

ENGINE HELP 3 k Vs:
- 2! e
MONITOR CONFIGURE LICENSE __Alltﬂmatlc Call Dispatcher -
aummgcmmﬁ . -‘H‘ SV.SKYSTONE ..J
= - e ND‘tE _ }
| sv. sk'ﬁtnn‘ St f e | Addzd by FirstRun Pracedurs 26/11/2007 |A[
: 11,00,5%
; sv.skystons,002 lw | I_v..l
:| sw.skytons. 003 |% CHANNELS ACCOUNT
Refresh | Add Channel | : e T
T - : — | Rf_‘{rﬂh | Al"{!ﬂhﬂﬂ“ﬁl |
| Save | _-_- -
Save
Click on the “Save"” button available on the Sv.SkyStone frame
ENGINE HELP i\ 3““1’
Bane
MONITOR ONFIGURE LICENSE Automatic cail Dispatcher -+

| Hotes
_ sskydane bl 1} ¥ Chinged by FreRun Precedure *
| 2311/2007 1B 37.03
& skiydone 002 % -
sk ytone. 003 3 cuanmrLs account
Refresh Add Channal
Save

You can change the order of the channels account in the Sv.SkyStone frame
to change the order the SkyStoneACD will dispatch calls.
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SkyStoneACD can be configured in two different ways:

1. Without checking presence status:

For each incoming call to SkyStoneACD, the engine will dispatch the call to
the first channel assigned to that dispatcher without spending time in
verifying the first available/free one.

If the channel is busy the call will get back to the dispatcher which will try
again with the next available channel.

This is the 'branch and bound' mechanism which is the preferred one as the
skype transfer operation is very fast and there is no need of a synchronized

presence/status for channels.

To configure the main dispatching mechanism, go to the "Configure" menu
on the web interface and change the "SkypePresence" parameter accordingly

as follow:

R ey

Transfar Delay 2
SkypePresance E

RoundRobin i

2. Checking presence status through Skype presence servers:

For each incoming call to SkyStoneACD, the engine will check the first

available SkyStone channel by querying the Skype presence servers.

ENGINE CONFIGURATION
Transfer Dely 2
SkypePresence 2
RoundRobin i

L3Sy Imessage;

It is also possible to enable the RoundRobin mechanism to dispatch calls
starting from the last used/dispatched channel.
For example if the SkyStoneACD is configured as follow:

sv.skystone --> sv.skystone.001 , sv.skystone.002

© 2007 Stonevoice S.r.l. - www.stonevoice.com - inf o@stonevoice.com
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- without RoundRobin, the call will be first dispatched to sv.skystone.001,
then to sv.skystone.002

- with RoundRobin enabled, the first call will be first dispatched to
sv.skystone.001, next call will be first dispatched sv.skystone.002, ..
When using SkyStoneACD without Skype presence checking, the
RoundRobin mechanism is automatically applied to avoid overhead in

dispatching the calls.

To let ACD engine access to the SkyStone channel status, it is needed to
configure the "web status" option on each SkyStone channel.

So all channels accounts the SkyStoneACD has to dispatch the calls to,
needs to be configured to allow their status to be shown on the web.

This is a mandatory configuration step to accomplish on every SkyStone
machine where the channel accounts are running.

Connect to the SkyStone machine through VNC or directly to the console and

modify the property of each instance of skype running as per below figure:

'S Skype™ - Options

A General Privacy %ttings: protect yourself frorm unwanted calls and chats

{?;,% Privacy o Allow calls from...

&) anyone
) only people in my Contact List

vatically receive video from.

S Blocked Users

P Notifications

o Calls Allow chats from... Keep chat history for
Chats & SMS O IF | [ Clear chat i
ats 0 anly people in my Contact List | Farewver b [ Clear Chat History ]
@ Advanced
Clear Skype Cookies
Show Basic Options
[ Save ] ’ Cancel ]

This procedure is mandatory for the SkyStoneACD to correctly understand

the status of the channel accounts.
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7. MANAGE SKYSTONEACD

At this point you need to start SkyStoneACD by clicking the Start Engine
button on the ENGINE link as per the following image:

ENGINE HELP

T

verzoa1 | STONEVOICE |

MONITOR CONFIGURE LICENSE

Engine status

@0 started

The SkyStoneACD is the key element of a SkyStone solution and
consequently needs to be completely reliable and safe.

That's why it is based on a robust angel process able to monitor both the
Skype instances and the engine process and guarantee Skype and engine
recover after any kind of issue.

Moreover it can support a ‘cluster’ configuration where two different
SkyStoneACD machines running the same configuration can manage all

incoming calls in a redundant mode.

8. MONITOR

By clicking on the MONITOR link, you can access the dispatcher monitor and
see the status of the channel accounts of each dispatcher.

The monitor will be only available for channels accounts configured for
showing their status on the web (see previous chapter).

After having started the SkyStoneACD engine, if you don’t have any activity
on both SkyStone and SkyStoneACD, you should see all the channels

configured in the Online status as per below figure:

EMNGINE HELP

MONITOR COMFIGURE LICENSE

T —

1‘} sv,skystone 001 Ondine
.g_:# sv,skystone, 002 Oine
'g_:} sv,skystone, 003
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If you don't see the channels in the Online status, please check the

properties of the browser as per below image:

To access Monitor section you need to setup in your browser the correct
permission to enable access data sources across domains, that it means you
need to dissble Cross Dormain Restriction. (as this page needs to access
mystatus.skype.com domain).

In Intermnet Explorer:
Tools | Internet Options | Security | select as follows:

A0 [MIEQIUN Sarecy
=
& Miscellaneous
g, Access daka sources across domains

) Prampt
& allow META REFRESH

) Disable
%1 Fnahla

[close]

If you still don’t see the status of channel accounts or the status is unknown,
get back to the configuration chapter and be sure to have modified the

properties of each channel for the status to be shown on the web.

b On every incoming skype call to the dispatcher account:
' - The SkyStoneACD checks the status of the channels associated to that
dispatcher and transfers the call to the first available one (skipping the
accounts in the ‘DO NOT DISTURB' status).

- When the call is transferred to the available channel, the relative SkyStone

Server receiving the call (RINGING) changes the status of that channel to
. ‘DO NOT DISTURB'.
;’“ ¥ y b - When the call completes, SkyStone restores the channel status to *ONLINE’

g ENGINE HELP

MMONITOR COMFIGURE LICEMNSE

\a sv.skystone 001 Do Mot Desturb
\a si.skystone 002 Do Mot Desturb
, A— sv.skystone 003 Cnline
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9. CONFIGURE ADDITIONAL DISPATCHERS

If you need to configure new dispatchers on SkyStoneACD to have additional
skype accounts to publish (ex: sv.support, sv.info), you must connect to the
SkyStoneACD through VNC or directly to the console and start the First Run
configuration wizard. Here after having confirmed the configuration of the
first dispatcher click on next button to configure the second dispatcher and
next again for the third one, press Exit when you have configured all the
dispatchers (you must have a valid license).

This done, connect to the SkyStoneACD web interface as per Configuration
chapter and you will find all the added dispatchers available for the
configuration: you can now drag and drop the channel accounts you would

like the dispatcher to redirect the incoming calls to.

ENGINE HELP ay Sm

3 Toue

MONITOR CONFIGURE LICENSE Automatic Call Dispatcher-
AVAILABLE CHANNELS g — - —
Hokes; = o e
| sv.skystone 001 |% | Add=d by FirstRun Procedurs 26/11/2007 ||  Add=d by FirstRun Procedure 26/11/2007 ||
11,00,59 - | 1.00:59 —
| sviskystons 002 |R | |:[ | |\CJ

| sv.skytone.003 |% CHANHELS ACCOUNT CHANNELS ACCOUNT
|_ F_lei_‘l-'esh ' | _Adﬁ_channel-' | sv.skystona 001 |% | sv.skystons.001 |%
I Save ] | svakystoneon 188 | svakystoneon >4
| sv.skytone.003 |% | sv.skyton=.003 |%
[ Refresh || Add channel | [ Refresh || Add channel |
Save [F Save :

ENGINE HELP . .
MONITOR CONFIGURE LICENSE Automatic &%m }@
vertagr | STONEVOICE |
\a sv.skystone.001 Do Mot Desturk \a sv.skystone.D01 Do Mot Disturb e bl e rowmer
Q@ sv.skystone,002 Gnline ) sv.skystone,002 Snline configuration clicking here

Q sv.skystone.003 Gnline ) sv.skystone,002
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10. SKYSTONE CONFIGURATION

On each SkyStone machine the calls from the SkyStoneACD will be
dispatched to, you may need to add specific rules depending on how you

want to connect the call.

SkyStone ships with a default rule connecting “All Skype accounts” to the
number 201@192.168.10.1

If you just want all skype incoming calls to be connected to a single humber
(ex: the company auto-attendant/operator), you just need to change the
relative number and IP address as per SkyStone system guide without

having to add any additional rule.

If you want to match the specific called account, you have to add a
dedicated rule.
Example: you configured two dispatchers in the SkyStoneACD to publish the

skype accounts sv.info and sv.support.

You need calls from skype to sv.info to be connected to 1000@192.168.10.1,
while calls from skype to sv.support to be connected to 2000@192.168.10.1

Then you need to create two different rules on SkyStone(s) matching the

two different accounts as per below image:

SKYSTONE

DEFINT

[ || sourca (Skype cslled) o (ValP) Description | || #res [ 1q] search E

ID.w!Enabled? [Prefarence | Group Source { Skype called ) Destination { ¥oIP } Log Description
0 True 20 Eﬂnﬁ}‘a sw.info m’ﬁ 1000£192.168,10.1 Fale
5 True 20 I!J!E}'a sv.support m) 20002152.168,10,1 Falze

Back « 1 e P e

Found n® 12 results. Page Z of 2.

STONEVOICE| @207 Stonsvoice® Suril, Vers, 1L1.0. ﬁ admin | 0] quit

I i . ol
50 True 20 P oo i @ﬁ 1000@ 152, 168.10.1 Fals=
51 True 20 . F, _ wﬁ 20002192, 168101 Fakss

| 11. CONTACTS

Web: http://www.stonevoice.com
http://support.stonevoice.com

Email: support@stonevoice.com
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