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1 Product Line and Modules 

1.1 System Family 

The ACS VOiPOWER product line represents 
a state-of-the-art soft switch appliance in 
modular design. VOiPOWER can be 
deployed starting as simple PBX up to a full-
featured intelligent call-center (ACD) solution. 
This includes easy to use yet powerful 
management and reporting capabilities. 

VOiPOWER can be implemented in a 
standalone scenario or can be integrated with 
existing CRM applications such as SAP R/3 
and SAPphone using custom CTI modules. 

Due to the availability of all major telephony 
interfaces like analog lines, ISDN basic and 
primary rate interfaces as well as voice-over-
ip connectivity, VOiPOWER can be deployed 
in almost any existing infrastructure e.g. 
allowing a soft migration from switched telephony to ip based technologies. This flexibility also makes 
VOiPOWER a perfect media gateway solution, bridging the legacy PSTN to the expanding world of IP 
telephony. 

The VOiPOWER telephony solution is available as 19’’ rack-mounted Linux based appliance. For 
detailed technical specifications see below. 

The following modules and extension stages are available for the VOiPOWER solution. Please refer to 
the next chapter for individual feature description: 

 

¶ VOiPOWER EasyTalk Basic includes basic telephony and voicemail 

¶ VOiPOWER Web based Switchboard 

¶ VOiPOWER Voice Response (IVR) extension 

¶ VOiPOWER ACD includes configuration and basic reporting via GUI 

¶ VOiPOWER ACD Advanced Reporting for customized ACD reporting 

¶ VOiPOWER CTI Office for integration with Outlook and Lotus Notes 

¶ VOiPOWER CTI Professional SAP R/3 for integration with SAPphone 

¶ VOiPOWER CTI Professional for integration with other CRM systems 

¶ Further custom modules such as SAP based call routing 
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1.2 System features 

1.2.1 Standard features 

 

The VOiPOWER Basic module offers all common telephony features of today’s PBX systems such as
 

 
 
Call Detail Records can be generated and stored for billing, statistical analysis and reporting. A WebGui 
allows configuration of lines, voice mail boxes and users as well as monitoring of server load, 
connectivity of attached SIP devices, network state and line state. 
 

1.2.2 Extended features 

 

Additional features are available through extension modules 
 

¶ VOiPOWER IVR offers Interactive Voice Response and Text-to-Speech functionality. 
 

¶ A Web Based Switchboard application allows comfortable integration of a Front-Desk. The 
Switchboard application offers: 

 
o Hold/Unhold 
o Direct call to extension 
o Direct transfer to extension 
o Display of line states of local extensions (Busy Lamp Field) 
o Corporate telephony directory lookup for internal calls and transfers. 
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Switchboard Applet with Corporate Directory Search and Busy Lamp Field 

 

 

1.2.3 Automatic Call Distribution (ACD) and Call-Center features 

 
VOiPOWER ACD provides all capabilities and features required in customer contact and call centers. 
These include:  
 

¶ Flexible configuration of queues and queue members 

¶ Queue strategies Ringall, Roundrobin, Lastrecent, Fewestcalls, Random 

¶ Queue wrap-up time, penalties and priority queues configurable 

¶ Periodic announcements while waiting in queue 

¶ Announcement of queue-position and estimated hold time 

¶ Report caller’s hold time to agents 

¶ Queue member logon/logoff via telephone or CTI 

¶ Support for local and remote call agents 

¶ Predictive Dialer 
 
Configuration and monitoring of ACD functionality is performed on the VOiPOWER WebGui allowing to 
define projects, queues, agents, agent extensions and queue members. Monitoring includes agent 
login and logouts, agent status and queue status. 
 
Note: Screenshots below in German due to technical reasons for this document. An English user 
interface is also available. 
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Agent and Call Queue Status 

 
The WebGUI also provides predefined ACD statistics and reporting such as 
 

¶ Inbound/outbound and answered/unanswered calls per project or group 

¶ Call distribution, call duration, wrap-up time and response time pre agent 

¶ Average response rate and call processing time per agent or project 

¶ Breakdown of cost structure to projects, agents, cost centers or cost categories 
 
Advanced and custom reporting is available as separate module based directly on the VOiPOWER 
CDR and statistics database. Depending on the configuration, the statistics and reporting modules may 
require a separate VOiPOWER machine for database operation and report generation. 
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Reporting examples ï Reports can be customized to meet individual requirements 
 

 

Call Processing Time and Rate per Agent 

 

 

Call Distribution and Success Rate per Weekday 
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Cost Type Distribution per Project 

 

 

1.2.4 Computer Telephony Integration features 

 
Computer telephony integration allows the VOiPOWER system to interact with local desktop application 
or central customer relationship management systems. Connectors for major CRM systems as well as 
customer developed solutions can be provided. For example VOiPOWER offers a SAP R/3 Gateway 
module which connects to a SAP R/3 system via SAPphone. This provides controls to 
 

¶ Display incoming calls and attached data on the SAPGUI 

¶ Use SAPGUI agent mode (GUI is locked while waiting for call) 

¶ Accept, drop, hold, unhold and transfer calls via the SAPGUI 

¶ Initiate three way calls via the SAPGUI 

¶ Initiate outbound calls based on SAP data 
 
Note: The SAPphone component is part of SAP R/3 and hence its installation and configuration is part 
of R/3 administration. 
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1.2.5 User solutions 

 
For certain applications user specific VOiPOWER extensions can be provided by ACS. As an example 
a call routing feature based on SAP R/3 customer data has been developed. 
 

1.3 System Administration 

 

Note: Screenshots below in German due to technical reasons for this document. An English user 
interface is also available. 
 

The VOiPOWER system is designed as a Linux based appliance and the device itself needs no direct 
customer interaction. A web browser based GUI allows to configure and monitor all necessary system 
parameters and functions such as server performance and state, display and download of error logs, 
database capacity, basic telephony and ACD features as described in the feature set above. 
Depending on the configuration of the system, generation of reports is also available through the GUI. 
 
 

 

Management GUI Login Screen 
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Network and SIP Extension Status 

 
 

 

External (ISDN) Line Status and Usage 

 
Custom configurations e.g. of agents and queue can be downloaded to a local file via the GUI for 
backup and restore purposes. Call detail records (CRDs) can also be downloaded for backup. As the 
system contains only static configuration information besides CDRs, further scheduled or recurring 
backups are not required. 
 
For automated health and availability checks it is possible to attach all VOiPOWER machines to a 
customer provided datacenter monitoring facility. 
 
Additionally remote assistance and monitoring of system and database functions is available directly 
through ACS as a managed service partially included in the VOiPOWER license. To utilize this service 
SSH connectivity from the Internet to the VOiPOWER system must be provided. ACS guarantees 
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proper protection of customer data in accordance with applicable data protection legislation. 
Furthermore service windows e.g. during nighttime must be agreed where ACS may perform necessary 
maintenance work. 
 

1.4 Security 
 

As an appliance the VOiPOWER system has limited network connectivity (open ports) 
 

¶ WebGui access protected by username & password logins 

¶ ACS remote administration (if subscribed) access through SSH2 only 
¶ Any ports that need to be available for IP based communication if applicable 

¶ Any ports that need to be available for CTI integration (e.g. SAP RFC) 
 

IP based telephony is currently performed via standard, non-encrypted protocols such as SIP/RTP. If 
locations or agents located outside the protected local area network are to be integrated, additional 
security measures (e.g. virtual private networks) must be taken in the network infrastructure. 
 
The regular maintenance by ACS included in the license also covers security updates and patches. If 
remote management services are appointed, system updates and patches will be applied by ACS 
mostly without requiring customer interaction. 
 
 

1.5 System Availability and Scalability 

 

Average availability of a standalone VOiPOWER system is equivalent to any Intel architecture based 
industry standard server or PBX with single power supply. A redundant power supply is available upon 
request. In standard configuration all hard drives are working in RAID 1 mode.  
 
In case of hard- or software failure, ACS will replace the device with a customer pre-configured unit 
within the contractually agreed timeframe (e.g. one working day). 
 
Optionally cluster and standby configurations of VOiPOWER are available upon request. 
 
The number of available line interfaces is limited by the number of possible interface cards per machine 
(see below). A single VOiPOWER device can handle up to several hundred SIP extensions depending 
on the individual configuration. For more line interfaces or additional IP extensions, cascading of 
several VOiPOWER machines is possible. 
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2 Technical configuration 

2.1 Line Interfaces 

 
For VOiPOWER all most current line interfaces and IP telephony protocols are available. Each device 
can be equipped with up to 
 

¶ 24 ISDN BRI ports 

¶ 24 ISDN E1/T1/J1 ports 

¶ 48 Analog ports 
 

2.1.1 Line Interfaces 

¶ Analog lines (POTS) in Foreign Exchange Office (FXO) and Foreign Exchange Station (FXS) 
mode 

¶ European basic rate (ISDN BRI/S0) in Terminal Equipment (TE) or Network Terminal (NT) 
mode. Please contact ACS for North American BRI interface availability. 

¶ European, North American and Japanese primary rate (E1/T1/J1) 
 

2.1.2 IP Protocols and Codecs 

 

¶ H.323, Session Initiation Protocol (SIP) and Real Time Protocol (RTP), Media Gateway Control 
Protocol (MGCP), Cisco Skinny Client Control Protocol (SCCP), Inter-Asterisk eXchange 
(IAX™), Time Division Multiplexing over Ethernet (TDMoE) 

 

¶ ADPCM, G.711 (A-Law & μ-Law), G.722, G.723.1 (pass through), G.726, G.729 (through 
purchase of a commercial license), GSM, iLBC, Linear, LPC-10, Speex 

 
Generic trunking between VOiPOWER and other switches is available through ISDN or SIP interfaces. 
 

2.2 Installation Requirements 

 
The VOiPOWER system can be rack-mounted requiring four rack units per device. For ACS remote 
monitoring and maintenance internet connectivity (inbound) on port 22 (ssh) is required. 
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2.3 Technical data 

 


