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7.2 Click-to-dial with the Google Chrome or Mozilla Firefox 
Web Browser

Easily click-to-dial a phone number on a Google Chrome or Mozilla Firefox web page using the Interact 
Professional user interface (with an Allworx desk phone or Allworx Interact Softphone). Users can 
navigate to a web page, click a phone number to dial, and automatically send a call from the Allworx 
handset connected to the Interact application. 

To select the number to dial:
Select one of the following options:

• Click the enabled Allworx logo, and then select a detected number in the drop-down list. If Interact 
Sync does not detect any phone numbers, the Allworx logo is disabled. Examples below are from 
Mozilla Firefox web browser (Google Chrome browser displays the Allworx logo in the URL 
Address bar).

• Place the cursor over the phone number listed on the web page – the cursor changes from an 
arrow to a hand. Click the number.

Phone number detected No phone number detected
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• Highlight and right-click the phone number on the web page. 

To disable Interact Sync within the Mozilla Firefox web browser:
Navigate to Open menu > Add-ons Manager > Extensions > Allworx Interact Sync for Firefox > 
Disable.

To disable Interact Sync within the Google Chrome web browser:
Navigate to Open menu > Settings > Extensions > Allworx Interact Sync for Chrome and then uncheck 
the Enable check box.

7.3 Click-to-dial with Microsoft Outlook
Click-to-dial a Microsoft Outlook 2010, 2013, or 2016 contact with the Interact Professional 
application and a connected Allworx desk phone.

Interact Professional users can right-click any Outlook contact and then Allworx dial to see the 
available phone number information (except FAX numbers). After selecting a phone number, the 
Interact Professional application automatically sends a call from the connected Allworx handset to the 
Outlook contact.

The Allworx dial menu is available in the following Outlook screens: 
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• People tab > Contacts List (2 options)

• Email > To field

7.4 Presence Synchronization with Microsoft Outlook
Easily synchronize Allworx Presence with Outlook calendar appointments.

When creating or modifying an Outlook appointment, the Set Default Presence setting in the Outlook 
tool bar enables selecting an Allworx Presence setting for an appointment. The Allworx Presence 
status automatically updates through Interact Professional for the duration of the appointment, and 

Option 1
1. Right click the contact.
2. Click Allworx dial…
3. Click the contact phone number to dial.

Option 2
1. Click the ellipsis for more options.
2. Click Allworx dial…
3. Click the contact phone number to dial.

1. Right click the email addressee.
2. Click Allworx dial…
3. Click the contact phone number to dial.
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then restores to the original value once the appointment is finished. The Allworx Presence changes to 
the pre-appointment state after exiting the Interact Professional application. 

When the Allworx Presence setting is not set for an appointment or is explicitly set to use the default 
setting, the user’s Allworx Presence status updates to the default value for the duration of the 
appointment. Users can configure the Allworx Presence value in the Interact Sync options screen in 
Interact Professional or by selecting the default Presence in Outlook.

Users can also modify an Allworx Presence based on the “Show As” value for the given appointment. 
The Show As value of an appointment maps to an Allworx Presence according to the following:

Outlook “Show As” Value •  Free
•  Tentative

Working 
Elsewhere

Busy Out of Office

Allworx Presence Value Does not change the user’s 
Presence

On Business Trip At A Meeting Away

Use Default: displays a drop-down 
list to select which Allworx Presence 
setting to use while the meeting or 
appointment is in progress.

Allworx...:check the box to enable the 
synchronization. Use the drop-down 
list to select the default presence, and 
then click OK.
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Chapter 8 Troubleshooting

Condition Description Solution

Installation

Interact application 
provides “Could not 
access VBScript 
runtime for custom 
action” error 
message.

McAfee anti-virus is interfering 
with the installation of the 
Allworx Interact application.

User must do a complete removal of McAfee anti-virus, using 
the MCPR.exe tool. 
1.  Navigate to Start > Control Panel > Programs and Features.
2.  Locate the McAfee software, and click the Uninstall button 

at the top of the list.
3.  Download the MCPR.exe tool from http://

download.macafee.com/products/licensed/
cust_support_patches/MCPR.exe.

4.  Run the tool.
5.  Download Microsoft Fixit 50842.msi from http://

go.microsoft.com/?linkid=9804433.
6.  Run the tool.
7.  Reboot the computer.
8.  Install the Allworx Interact Professional software.

Note: The Allworx Interact Professional application requires an 
additional un-install and re-install.

Warning message 
during the Interact 
application uninstall 
process.

In Windows, users can install 
Interact for multiple user 
accounts.

Click Continue to uninstall the Allworx Interact application. This 
does not affect other installations of the Interact application.

The current Interact 
application version 
level does not match 
the Control Panel > 
Programs and 
Features > Uninstall or 
Change a program 
version level after 
upgrading the 
application.

Control Panel > Programs and 
Features > Uninstall or change 
a program page reports the 
application installed version, 
not the upgraded version.

The Windows un-installer works without regard to version level 
reported in the Control Panel > Programs and Features > Install 
or Change a program page.

http://download.macafee.com/products/licensed/cust_support_patches/MCPR.exe
http://download.macafee.com/products/licensed/cust_support_patches/MCPR.exe
http://download.macafee.com/products/licensed/cust_support_patches/MCPR.exe
http://go.microsoft.com/?linkid=9804433


Allworx Interact Release 5.1 User Guide

Page 86 866.ALLWORX (866.255.9679) or 585.421.3850
www.allworx.com

Version: A Revised: TBD

During install the 
following message 
displays: 

You do not have 
sufficient privileges to 
complete this 
installation for all 
users of the machine.

Log on as the 
administrator and 
retry this installation.

Insufficient PC privileges to 
install Interact Sync.

Interact continues to install. The Interact Sync application and 
features are unavailable.

I believe the following link needs updating...

User must run Interact Sync installer as administrator. Interact 
Sync installer is located at: 
%localappdata%\Allworx\Interact\<current 

Login

Receiving a Windows 
Security Alert dialog 
window when clicking 
the Find Server IP 
button.

Windows users with limited 
privileges are clicking the Find 
Server IP button, and the 
firewall exception for the 
application may not exist. 

Click OK to close the Windows Security Alert dialog window. 

To add the Allworx Server IP:
•  Ask the Allworx administrator the IP address of the server, 

and enter the IP address manually.
•  Ask the Allworx administrator to add a firewall exception on 

the workstation for the Interact application.

The Interact 
application detects an 
upgrade is available, 
but user sees an error 
message when 
attempting to 
upgrade.

The Interact application 
detected an upgrade.

Exit the application by clicking the icon in the Windows System 
Tray, and click Exit. Restart the application.

The Interact 
application feature 
does not work as 
described.

The Interact application 
features are missing or don’t 
work properly.

Verify that the Interact application is the latest version.

Password failure The Interact application does 
not accept the newly changed 
password.

The new password or PIN does not meet the Allworx System 
Software requirements. Contact the Allworx administrator for 
the password/PIN requirements.

Logged in, application 
opens, but it is not 
available on the 
screen.

The Interact application was 
minimized to the Windows 
System Tray prior to the last 
application exit.

To open the Interact Professional user interface to full screen:
1.  Locate the Windows System Tray (lower right corner of the 

screen - typical).
2.  Click the Allworx icon (red circle with white lowercase “a”). A 

drop-down menu displays.
3.  Click Open. The user interface displays full screen.

Condition Description Solution
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Messages

Message displays: 
Communication with 
phone has been lost. 
Attempting to 
reconnect.

The Interact application has 
lost contact with the phone 
and is attempting to 
reconnect.

Verify the following connections:
•  Phone
•  Computer
•  Network activity

Verify phone is not rebooting.

If the Allworx administrator rebooted the phones, restart the 
Interact or Interact Professional application.

Message displays: 
Reconnecting with the 
phone.

The Interact application 
connection to phone was lost, 
and is actively attempting to 
reconnect.

Verify the following connections:
•  Phone
•  Computer
•  Network activity

Verify phone is not rebooting.

Message displays: 
Not receiving audio. 
Contact your system 
administrator.

While recording, no incoming 
data was received. May 
indicate a firewall issue.

Verify the firewall on the PC enables the Interact application as 
an exception. Contact the system administrator.

Message displays: 
The recording 
directory file system is 
full. Recording has 
been stopped.

The call recording storage 
directory has no more storage 
space available.

Move or delete older call recording files or designate a new 
location to store call recording files. See “Begin talking using 
the designated Allworx handset, and then click End Call when 
finished.” on page 38 for more information.

Manage Calls

Cannot place a call on 
an outside line.

Cannot access an outside 
phone line.

Dial the outside line access digit set in your dial plan - usually 9 
or 78+PIN code. 

If this does not work, verify with the Allworx administrator that 
the outside line access information based on the Dial Plan 
External Dialing Rules.

Current active call 
drops when selecting 
Dial or Intercom 
features.

Handset not configured to 
automatically place the 
current call on hold so that 
user may place another call.

Configure the Allworx handset. On the handset, navigate to 
CONFIG > Preferences > Auto On Hold. Select Enabled and exit 
the handset configuration menu. 

The Intercom Call 
option does not work.

The 9202E model Allworx 
phone does not support 
Intercom Calls.

The 9202E model Allworx phone does not support Intercom 
calls.

Selected Interact 
contact does not dial 
correctly.

Interact user selected an 
Interact contact to dial with a 
local number that requires 
dialing an area code.

The Allworx Administrator must add the local area code into the 
Allworx server dial plan, but the Allworx server strips the “9 + 1” 
from the entered phone number.

The Allworx Administrator must configure the Allworx server so 
that the send digits as dialed on the outside line is disabled.

Condition Description Solution
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An error message 
displayed when the 
recording drive is 
unavailable.

While recording an Interact 
call, the drive specified to 
store the recording file 
becomes unavailable.

Do one of the following:
•  Restore drive connection.
•  Select a new location to store the recording file.
•  Cancel the recording. The file will be lost.

Windows

The undocked Parked 
Calls window is 
empty.

The undocked Parked Calls 
window does not populate 
after selecting More > Park or 
when doing a drag and drop.

Verify with the Windows Administrator that the Interact  
application is on the same network as the handset and network 
routing is consistent.

Not all the panes 
display in the Interact 
Professional user 
interface. 

The Visible Windows setting 
was changed.

The user may not have server 
permissions to display certain 
windows.

Navigate to Settings > Visible Windows and select the windows 
to display.

Verify the correct permissions to view active system calls. Also, 
the outside lines window does not display if the her does not 
have any outside lines defined for the handset.

Cannot find the 
personal contacts in 
the Contact pane.

Outlook Interact contacts do 
not display in the Interact 
Professional user interface 
Contact pane. 

The Interact Professional user interface requires the Outlook 
2010 application to be open prior to launching the application.
1.  Close the application.
2.  Launch the Outlook 2010 application.
3.  Restart the Interact Professional application.

The Outlook contacts are now available within the Interact 
Professional user interface.

Agent is in an 
unknown state.

The agent logged out of the 
Interact application while the 
application was in a hibernate, 
sleep, or screen lock state.

Restart the Interact application.

The Agent option for 
Interact Softphone is 
not included in the 
Visible Windows list.

The Agent <user name> pane 
is not visible and is not able to 
be selected as an option in the 
Visible Windows drop-down 
list. 

Contact your system administrator to verify that the user has an 
ACD Programmable Function defined for the Interact Softphone 
handset.

Interact Sync

Interact Sync is not 
working.

The Interact Professional 
application is not 
synchronizing with Skype for 
Business application.

The Interact Sync application requires the Skype for Business 
2015 or 2016 application to be running. Interact Sync does not 
work with earlier versions of Skype for Business.

Condition Description Solution
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The Interact 
Professional user 
interface presence 
setting is not 
synchronizing 
properly.

The synchronization between 
the Skype for Business 
application and the Interact 
Professional application is not 
updating properly.

Do the following:
•  Check the Skype for Business client is updating properly.
•  Verify the Interact Sync feature key and application are 

installed.
•  Check the settings in Settings > Options > Interact Sync.
•  Shutdown Skype for Business and Interact Professional, and 

then restart in the following order:
•  Skype for Business
•  Interact Professional

The Interact 
Professional user 
interface Presence 
does not change per 
the Outlook calendar.

The Skype for Business 
application does not 
synchronize with the Outlook 
calendar availability, which 
synchronizes with the Interact 
Professional user interface 
Presence setting. 

Do the following:
•  Schedule meetings in advance. 
•  Check the Skype for Business client is updating properly.

The Allworx Presence 
is not changing with 
the Outlook 
appointments.

The Outlook calendar is not 
syncing the Allworx Presence.

Check the following settings available at Settings > Options > 
Interact Sync and verify:
•  The Presence Synchronizations options check box is enabled 

(checked).
•  The Override options are not enabled (unchecked) - e.g., On 

Vacation, On Business Trip, or At Home.
•  The Appointments and Allworx Presence > Default Presence 

for calendar appointments: is set to the “Show As” based 
option.

•  The Appointments and Allworx Presence > Do not modify my 
presence for appointments with a “Show as” value of: 
overrides are not enabled (unchecked) - Free or Tentative.

The Outlook welcome 
screen displays.

User does not have an Outlook 
profile and does not expect to 
see this screen.

Interact Professional user interface automatically retrieves 
contacts from Microsoft Outlook, regardless if there has never 
been an Outlook profile created. 

Miscellaneous

The Interact 
application does not 
respond. When 
starting Task 
Manager, the 
application does not 
display in the 
Applications tab.

Only running applications with 

a sustained window showing 
display in the Task Manager 
Applications list. 

1.  Open the Task Manager and click the Processes tab. 
2.  Locate InteractStartup.exe and right click on it. 
3.  Click End Process to close the application.
4.  Re-launch the Interact application.

Condition Description Solution
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The font does not look 
crisp.

Windows XP users may 
experience bit mapped fonts 

within the Interact Application.

1.  Navigate to the computer desktop and right-click on the 
desktop. Select Properties from the drop-down list. The 
Display Properties control panel box displays.

2.  Click the Appearance tab, and then the Effects button.
3.  Click the check box “Use the following method to smooth 

edges of screen fonts”.
4.  Click the drop-down arrow and select Cleartype. 
5.  Click OK, and then click Apply, and then click OK to save the 

changes.

The recording 
directory no longer 
exists. Please check 
the file system.

The call recording storage 
directory is not available.

Verify the directory is still available or designate another 
location to store the call recording files. See “Begin talking 
using the designated Allworx handset, and then click End Call 
when finished.” on page 38 for more information. 

Cannot find the 
Launch Allworx View 
button.

The Launch Allworx View 
option is not available in the 
Queue status window, the 
Device Status Options 
drop-down list, or the System 
Tray options.

The Launch Allworx View option is unavailable until the Allworx 
administrator installs the View CDR feature key and establishes 
a connection between the Allworx server and the View server.

Interact is unable to validate the default View application link.

Unable to update the 
contact image.

The option to upload a 
directory contact image is 
unavailable.

The Allworx Server Administrator has disabled the ability to 
upload a directory contact image. Contact the Allworx Server 
Administrator to enable this option.

Directory contact 
image is gone.

Added a directory contact 
image, but it is no longer 
available

The Allworx Server Administrator has deleted the contact 
image. Replace with a new image.

An alert icon ( ) 
appears to the right of 
the Interact Softphone 
Presence drop-down 
list.

This icon displays on the user 
interface as an error 
message, such as BLF lost, 
Interact lost connection, 
Running out of recording 
space, etc. 

Detailed information about the error condition can be seen by 
hovering the mouse cursor over the alert icon.

Condition Description Solution
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Appendix A Task Table
The Interact Professional user interface provides a wide range of options for managing calls. The 
following table is useful as a reference for locating varying instructions for some of the most common 
call management tasks discussed throughout this document.

 Call Management Task Link to Instructions

Answering a call •  “To answer a call from the pop-up dialog box:” on page 25“To 
answer another user’s call from the expanded user interface 
Contacts pane:” on page 26

•  “To pick-up another user’s call from the Contacts pane:” on 
page 63

Placing a call •  “To place a call using an Allworx desk phone:” on page 22

•  “To place a call using the expanded user interface Call History or 
Contacts pane:” on page 22

•  “To place a call using the expanded user interface Dialpad pane:” 
on page 23

•  “To answer a call from the pop-up dialog box:” on page 25

•  “To place a call:” on page 63

Placing a call on hold •  “Placing a Call On Hold” on page 27

•  “To place a call on hold:” on page 66

Ending a call •  “Supervising a Call” on page 28

Transferring a call •  “To transfer a call using the expanded Interact user interface” on 
page 66

Parking a call •  “To Park a call when using Allworx System Software 8.5 or higher:” 
on page 72

•  “To park a call when using Allworx System Software 8.4 or lower:” 
on page 72

•  “To retrieve a parked call:” on page 73

Muting a call •  “Muting a Call” on page 34

Supervising calls “Supervising a Call” on page 28

Placing an intercom call •  “Placing an Intercom Call” on page 29

Creating a conference call “To create a conference call:” on page 68

“To end a conference call using the Interact Professional user 
interface:” on page 68

Recording a call •  “To record an active call:” on page 37
Continued
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 Call Management Task Link to Instructions

Managing Voicemail messages “Messages” on page 70

Managing contact information and images “Contacts” on page 55

Managing user presence settings •  “To change the user presence” on page 38

Handling queue calls •  “To answer an ACD call without logging into the ACD queue:” on 
page 76

•  “To identify the Queue Line information:” on page 77
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