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Introduction

Call Management System is used to manage non-geographic numbers and services via the
Intelligent Network (IN) and Interactive Voice Response (IVR) platforms.

Auto Attendant Management with the Call Management System

Auto Attendant has been re developed and is now available via the Call Management
System. All features of the Legacy Auto Attendant product are still available and some
features have been improved for better customer experience. All creation, configuration,
connection and reporting are available via one screen using the Call Management System.

The service settings consist of a welcome message, operating hours and advanced service
settings.

If the main service hours are open the call will move on to the main menu where the call will
be directed dependant on the individual option settings.

If the main service is closed then the call can be directed to either a closed message followed
by call termination, or to a closed service setting of which the set-up is identical to the
individual option.

An individual “Option” Welcome message may be played. The service can then be configured
to check individual option hours, an outdial with or without a queue and with or without a
secondary “queue to call plan” number, a further “divert on busy” outdial and finally a data
capture slot to gather information. The service can be set up to use all of the above stages or
just one or two dependant on what is required.



Service Management

Getting to the Services Screens

From the menu select Products & Service then Inbound Services.

Welcome Training Reseller | Home | Loa|

flome Our Customer & Partner Zone

My Settings

Accounts

Management Tools

Humbers

Products & Services Inbound Services

Profiles

Reports

Users

Call Management System Home Page
The following screen appears:

Inbound Services

| Search Service Description

| Search Connected Number

[ Search Terminating Mumber

| Search Service ID

Advanced Search

Wiew All Services
Create Service

Create Service Wizard

Qa8

Area Plan Service Types

Inbound Service Management Screen

The following options are available from this screen:

Advanced Search (See 2.2)

View All Services (See 2.3)

Create Service (See 2.4)

Create Service Wizard (See 2.5)

Area Plan Service Types (not relevant)

Searching for an Auto Attendant

If the Attendant is already in existence it can be searched for using either the search
criteria fields on the main page which allow to search by:-

Service Description: Search for services containing a specified service description
Connected Number: Search for services containing a specified connected number
Terminating Number: Search for services containing a specified terminating number
Service ID: Search for services containing a specified Service ID
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Or by using the advanced search. The advanced search tool allows the searching of
services via either all or some of the following criteria:

Service Description: Search for services containing a specified service description
Connected Number: Search for services containing a specified connected number
Terminating Number: Search for services containing a specified terminating number
State: The status of the service whether it be Active or Removed

Type: The services type such as Auto Attendant Service

Replay: Only return services with Replay either enabled or disabled
Reroute: Only return services with Reroute either enabled or disabled
Connected: Only return services that are either connected or not connected

Inbound Services

(> ]|

Description

Connected
number

Terminating
number

State
Type
Replay
Reroute

Connected

Simple Search

I}-\cti\-'E

|20

| Mot Specified

| Mot Specified

| Mot Specified

K KO N CA K

Advanced Search

The desoription associated with the service
{max 100 characters)

The number connectaed to the ssrvice
(wildcards permitted)

The number that the service terminates to
(wildcards allowed)

The cument state of the service

The type of the service

The cument Replay sstting of the ssrvice
The cument Reroute setting of the service

The cument connected state of the service

Advanced Search Screen

After entering criteria select the Search button and all the matching services to the search

criteria will be displayed.
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Search Results
Records per Page : m

View 441462

438662

=
o
H

454217

=
o
=

540417

=
&
=

540421

540424

=
o
=

540427

=
i
=

View 540430

View 540434

View 534181

m o m fe (e m fEl el s m
=
e

View 534184

L T Total Records: 11 =

Auto Attendant Service

Auto Attendant Service

Auto Attendant Service

Auto Attendant Service

Auto Attendant Service

Auto Attendant Service

Auto Attendant Service

Auto Attendant Service

Auto Attendant Service

Auto Attendant Service

Auto Attendant Service

H a8 B ™ Total Records: 11 =

Tester
Agent

Tester
Agent

Tester
Agent

Tester
Agent

Tester
Agent

Tester
Agent

Tester
Agent

Tester
Agent

Tester
Agent

Tester
Agent

Tester
Agent

o

telco test 10

telco test 5

test for hours

Test Service Al

Test Service A2

Test Service A3

Test Senvice A4

Testsenice AS

Test senvice AG
Test Senvice SG
FIrg

Test Sernvice SG
FIrg

Go

Page 1 of 1

Page 1 of 1

Service Management Search Results Screen

The Refine Search hyperlink, located at the bottom left of the screen, allows the refining of

the initial search and returns you to the initial advanced search screen.

View All Services

To view all of the services that you have permission to review, select View All
Services, from the Inbound Service Management Screen.

Call Manac
This document
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Records per Page : EI

Total Records: 173

ul I} Type Agent Description Connected
Numbers
T view 324793 Bespoke IN Service Tester 612198 1
Agent
Tester
[T view 148589 DataCapture Service = Account Test 1 a
Agent
T Wiew 411434 Date/Time Divert T Andrew a
- Agent
[T View 1457281 Bespoke IM Service ;‘::t:: Bespoke IN 801248 4
T view 241053 Bespoke IN Service ;;ﬁ Bespoke IN 801248 2
[T View 1486888 Bespoke IN Service Tester Bespoke IN 801247 a
Agent
T view 147314 Bespoke IN Service l::t:: Bespoke IN 802209 B
C wicw 140009 Boonnks 1M Sories Tester Bosnnbs |W ANATAD 1

lal

Search Results

Expand the pages to include more results per page and scroll through the pages to find the

Inbound Service Management Screen: View All Services

services required.

Create Service

By selecting Create Service the following page will be displayed. This enables the user to set
up the service without the use of the wizard. All settings to the Queue Manager will be default
settings and can be amended later as required.

Enter the description

Select Auto Attendant Service under type
Enter the terminating number
If Skip Hours is selected no hours will be added to the service, they can be added

later if required

Expand the account selection to show all accounts available and select which one
to place the service into. If no account is selected the service will be placed in the
agent root account. Only users with permission to view the agent root account can
skip account selection.

Select Create
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Mote: not all service types are available from here. In order to create all service types please use the
Create Service Wizard.

Description |custcemr Test ;I The description associated with the service
* [max 100 characters).

[~
Agent * I Tester Agent ;I The agent the service belongs to
Type IAutU Attendant Service LI Select a service type from the list provided.
SkipHours [ Chedk to skip hours.
Enable - Chedk to enakble replay
Replay

Select the accounts to place the new service into:

=l My Accounts
- Root

Create Service Screen

The service will be created and the following screen will be presented. Selecting

create another senvice. will open up another create service screen; selecting OK will take the
user into the newly created service.

Create Service

Sernvice created.

Click "0K™ to view the service or create another service.

Service created confirmation

Create Service Wizard

By selecting Create Service Wizard the wizard will launch to assist with the set up of the
queue. The following screens show the creation of a new Auto Attendant Service

Call Management Auto Attendant 3 User Guide Version 3.1.doc 9 of 39
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Select Agent and Service Type
Selectthe agent and the type of senvice you would like to create.

Description Customer & ;I The description associated with the service
{rmax 100 characters).
[
Type I Auto Attendant Service ;I The type of the service
Skip Hours Il Chedk to skip hours

con |

Select Agent and Service Type

Enter a description
Select service type Auto Attendant Service

Select Next

Select Skip Hours if required (not selected for the purpose of this guide

Drop the service into an account, or if permitted account can be skipped and the service will

be placed in the root account.

Choose Accounts
Flease place this new sernvice into one or more accounts, using the tree below.

Place this new service into the following accounts to allow them to be managed in the future
[=f TESTEr AQENT HOOT ACCOUNT ;I

H- [T Agent

----- I BOC test account

tl- [~ Blue Media

tl- [~ Brown Automobiles

t- [ Business Development Centre (Tester)

t

frn B s B e B

[~ Business Operations
----- ™ Engineering

- [~ Green Buiding Socisty
----- ™ Michelle Test Account
----- I MNew Account

- [~ Red Finance

- [T ellow Supermarkets

-
Lt

L« |

(e
L+

Badk

Next Gancel |

Account Skip/Selection

A summary of the service will be displayed and if changes need to be made Back can be

selected, otherwise select Next and the service will now be created.
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Service Summary
Review the details of the newly created senvice before accepting it.

Service Type: Auto Attendant Service
Description: Customer A
Enable Replay: Disabled

This service will be placed into the following accounts:

Name
Business Development Centre (Tester)

Click "Mext to save or'Back’ to amend these rules.

Badk Mext Cancel

Service Summary

The option to connect a number will be displayed at this point. Search for the required number

and select Connect, or select Finish and continue to the service where the number can be
connected later.

Connect Numbers to Service
Optionally select inbound numbers to connect to this service.

Your service has been created.

Search for and select one or more number(s) and click "Connect” to connect this service. Or just click “Finish™ to close this
wizard without connecting.

Country [united Kingdam -1 Select 8 country

The number (wildcards permitted)

Bad: I et I Finish I

Connect Number

Select Finish here and the new service will be displayed. The screens are displayed in view
mode:-
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Auto Attendant Cal

Out OFf Hours

Option Closed

ol
-

Max Attempts/ 1
Timeouts

skip
Hours

. Option | |Option| |Option| |Option| |Option
‘Option Defauly 1 2 2 a 5
DShow Extra Options
Main Screen

And on selecting any of the green boxes further option settings will be visible:-

Auto Attendant Call Flow

Call Destination (skip hours)

‘On Option End
I:IR.EI]..Im To Menu

Option 1

Welcome

Data Capture {skip hours)

Check
Howurs

In Ho

Data Capture if Out Of Howrs

urs

call

Data Capture on Busy

Data Capture

Divert on

Busy

Data Capture on Divert Busy

ent Auto Attendant 3
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Service Tasks

Once the service has been created the service task bar displays on the right hand side of the
screen.

Service Tasks

[E) view Senvice

View Connected Mumbers
M view Reports

[ view Accounts

B view IVR Account Details

B Edit Service Information
Modify Service

Modify VR Messages
B Connect Service

[ Disconnect Senice

] clone Service

@ Delete Service

e View Service — Displays a full summary of the service on one page

e View Connected Numbers — Allows you to see which non-geographic numbers are
currently connected to the service

e View Reports — This option will take you to the standard inbound call analysis reports
for the numbers attached to the service

e View Accounts — Allows you to view which accounts the service is associated with

e View IVR Account Details — Displays the accounts and pins required for recording
prompts on the management service

e Edit Service Information — Allows you to change the description given to the service

e Modify Service — Allows you to Modify all parts of the Auto Attendant Service

e Modify IVR Messages — Allows messages to be uploaded onto the service via the
user’s computer. Messages can be loaded in bulk
Connect Service — Allows you to search for numbers and connect them to the service
Disconnect Service — This allows the number to be disconnected from the service
The number will go into a quarantined status but the service settings will remain the
same

e Clone Service — Allows services to be copied, given new descriptions and assigned to
different accounts

e Delete Service — This option deletes the service. You will be prompted to confirm if
you want to delete the service before the systems actions the request

Note: Not all options listed above will be available to all users. Some users may have
restricted permission’s which will hide some of these Service Tasks.

Configuration

To make changes to the Auto Attendant Service once created select Modify Service from the
Service Task menu. Each module will become configurable when selected and check boxes
will open up to enable/disable options.

Changes to a service can be made individually or in bulk. If numerous changes are required
the user can navigate through as many options as required and on completing all the required
changes click Update Service. All these changes will be activated at the immediately.
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Activating the Hours

skip [

Hours

Out Of Hours

Option Closed p

Max Attempts/ 0 20 =0 4O 0

Timeouts
Option Default Option | |Option| |Option| |Option| |Option
1 2 3 4 3
[CJshew Extra Options
| Update Sarvice | | Cancel |

Modify Mode with active hours

Once Modify Service has been selected check boxes will appear throughout the service
which enables the user to activate the parts of the service they require to use.

On the main screen the user can select the Skip Hour’s Check Box and the Hours’ Module
will not be highlighted. If this box is Unchecked the line highlighting skip hours will de-activate
and the out of hours, check hours and in hour’s lines will become active and appear in bold.
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skip [

Hours

Check
Haours

Cut Of Hours

In Hours

Max Attemprs/ 2 I = I = | 4] = )|

Tim=outs

DShow Extra Options

I Update Service I I Cancel I

Modify Mode with hours de-activated
Activating Closed Option

The Option Closed should be selected to configure what happens to the service when out of
hours. Once selected a new screen will appear showing all settings available when the
service is Out of Main Hours. Checkboxes are available for activating modules.

. Data Capture

call O

Destination
Dats Capture on Busy -

Divert GHD
Busy

- Diata Capture on Divert Busy

Update Service | I Cancel I

Option Closed
Activating Default Option

To activate the Default Option the user needs to enter the Default Option and activate any of
the modules in this option.
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Modify Auto Attendant

Call Destination (skip hours) Option Data Capture {skip hours)
Drefault

check[]

Hours

Data Capture if Out Of Hours

In Hours

call Data Capture on Busy

- Data Capture

Divert on[_]
Busy

) Data Capturs on Divert Busy
Divert

Update Servica | | Cancel |

Default Option

Once activated the line on the main screen will show as active and appear in bold.

skip [

Hours

Out Of Hours

Option Closed i

Max Attempts/ 1 2] | | sOd
Timeouts
h 4
» Option| |Option| |Option| |Option| |Option
(Option Defauly 1 5 3 4 5
DShow Extra Options
Update Service | | Cancel |

Default Activated
Activating Number, Star and Hash Options

Each Number Option has a checkbox for activation, once selected and updated this option
will become valid. The example below has options 1, 2 & 3 ready to be activated.
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skip [
Hours

Check
Hours

In Hours

Max Attemptss B % | i | ] | <O s

Timeauts

|;pl'-)rl Defau;l :1:|p|ion |gpl:ion| |gph’on| |2plioll| |gpuon|

[dshew Extr= Options

[ update serviea | | Cancel ]

Main Screen in Modify Mode

There are 10 number options plus * and # available to set, options 1 — 5 display on the main
screen, The other options appear by selecting Show Extra Options as per example below.

skin [
Hours

Check
Haours

Cut OF H
Option Clesed = Cas

In Hours

o] s 7d =[] s[] star[ ] Hash[]

Option Option Option Option Option Option Option
a 5 7 k=3 =] Star Hash

Eshew Extra optians

I Update Service I I Cancel I

Main screen with extra options selected

Activation of Modules

The Number, Star and Hash options are all identical. Each has a Welcome, Hours, Call,
Divert on Busy Data Capture and Return to Menu available. The modules are activated by
checking the relevant boxes, deactivated by deselecting the check boxes. The lines will
become bold when active. Only on selecting Update Service will the changes take effect.
The example below shows that the hours will be checked before outdialling if open and
moving to a data capture should this not be answered for any reason. As no action is set out
of hours the service will play a closed message and terminate.
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Call Destination {skip hours) Data Capture {skip hours}

Data Capture if Gut Of Hours

call Data Capture on Busy
ination Data Capture
Divert on[]
Busy
On Option End e Data Capture on Divert Busy
DR.Etum Ta Manu !

| updata sarvic= | | Cancal |

Activating modules on humber option

The Closed option has a welcome, Call, Divert on Busy and Data Capture available to set, the
below example shows that on closed the caller will be directed to a Data Capture module,

]

Opticn Data Capture
Closed

Call
Dastination

Data Capture on Bus
Call o P ¥ Data Capture

Divert enD

Busy

O

Data Capture on Divert Busy

Divert

Update Service I I Cancel |

Activating modules on closed option

The Default Option has a Welcome, Hours, Call, Divert on Busy and Data Capture. The
example below shows that on reaching the max defaults set the caller will be routed to an
outdial, if this is busy/NA they will be routed to another destination (Divert on Busy) and on
this not being answered they will be directed to a Data Capture module.




Call Destination {skip hours) Option Data Capture (skip hours)
Dafault
CheckD
Hours
Data Capture if Gut Of Hours
In Hours
call Data Capture on Busy
ation Data Capture
Divert unE
Busy
" Data Capture on Diverk Busy
Divert
Update Service I I Cancel I

Activating modules on default option

Module Configuration

To configure a module select it by pressing that module and a wizard will launch. The wizard
will then prompt the user to enter any required data to ensure the modules are set up. Certain
parts of the service must be set up in order to move to the next step. Should these parts be
missed for any reason on trying to move from this screen to the next an error/warning
message will prompt the user to enter the missing data.

Main Welcome

To configure (not upload) the Welcome Message select the Welcome Icon on the main page
and the Set Welcome/Menu screen will open as per below:

Set Welcome/llenu
Specify the welcoma/menu settings

MenuWelcome options
Welcome Interrupt

| If s2t, callar can select a menu option during the welcome massage.

Menu Interrupt 7 If s=t, caller can select 8 menu option during the menu messsgs.

Maximum Attempts IE Maximum number of invalid attempts allowsd in the menu,
lo

Iaximum numbser of timecuts sllowed in the manu

Maximum Timeouts

Cancsl | Finish |

Set Welcome/Menu Screen
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This screen allows the following options to be set:

= Welcome Interrupt - If set, caller can select a menu option during the welcome
message

Menu Interrupt - If set, caller can select a menu option during the menu message
Maximum Attempts - Maximum number of invalid attempts allowed in the menu
Maximum Timeouts - Maximum number of timeouts allowed in the menu

Once the desired configuration is setup select Finish.

Main Menu
To configure the Menu select the Menu Icon on the main page and the Set
Welcome/Menu screen will open as per 4.6.1.

Option Welcome

Each green box/rectangle on the main attendant page relates to an Option. When pressed the
user will be diverted to that particular option.

h J

option Defauld Opticn Opticn Opticn Opticn Opticn

The Welcome message relates to the “Option X” green circles. If uploaded this is the point
where the option welcome message will play. The Option X circles should be selected to
navigate back to the main attendant screen.

Opticn 1

Welcome

Hours

Upon activation of the Hours’ Module default rules are applied. This allows the user to move
to the next stage without forcing the set up of the hours’ module. These default rules are “In
Hours All Days Open” and a default “Out of Hours” Rule. If the user wishes to have different
hours settings applied they should select the Hour’s Module and the hours’ wizard will
launch. Both default rules can be amended but the default rule cannot be deleted.

On launch of the wizard the Hours screen is displayed showing current hours. Select
Add to create a new rule.
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Hours
Current hours rules
u Action Day/Date ‘Start Time End Time
il Edit In Hours All Davs 00:00 2358
[ Edit Cut Of Hours Crefault A Ii&
Add Rule Remows S=lectsd
Bage | Cancel Finish

Hours: Current Hours Screen

The following screen appears. The action should be selected and the day/s of the week and

times completed dependant upon requirements. Public Holidays and Special Days radio

buttons are also available to set.

Hours
Specify the days and times.
Ilr Hours 'vI The action that this rule should follow ‘
' Specified Days ~ Public Holidays " Special Days ‘
All Day Start Time End Time
|AII Days vI v 00:00 |:3 &4
Baao Mt Tancsl

Hours: Specify Days and Times Screen

Selecting Next will add this rule and will display as follows. Any rules not required can be

selected and Remove selected. This will delete that rule.
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Hours
Current hours rules

| Edit  InHours A1l Days 00:00 5359
! fF  Edit  InHours Thursday 00:00 23:59
| {1 Edit Out Of Hours Default N TiA
| Ads Rul= ] Removs Sslect=d
g5 | | cancsl Finish

Current Hours Rules Screen

Should the user try to delete the Out of Hours rule they will be presented with an error. Each
hour’'s module must contain an out of hours setting in order to operate correctly.

Either Edit the existing rules to ensure an out of hours has been set or Add Rule to create a

new rule.

Hours
Current hours rules

The default rule cannot be removed

| Edit  InHours All Days 00:00 23:59
| [ Edit Qut Of Hours Default A i
Add Rule Remows Sslectsd I
Bag: I Canoel I Finish I

By selecting Edit on the default rule it can be changed to Out of Hours. Select Next to return

to the summary screen.
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Hours
Zpecify the days and times.

The action that this rule should follow ‘

Badk et I Canoel I

Selecting Finish updates the hours’ module and returns the user back to the option screen
they were configuring.

These changes will not be applied to the service until Update Service is selected on the
option or main attendant page.

Call Destination

To set any destination select the required Option and click on the Call Destination icon and
the wizard will launch. The user will be asked whether a queue is required first, if this box is
checked the queue settings screen will launch and call plan functionality will become
available. If this check box is not selected the user will only be presented with a TLI screen,
no call plan will be available.

The Wizard starts by asking whether a queue is required.

Set Queue
Specify the Call Destination settings for this option.

Use Queue || If s=t, call will be queusd

Badk fext Cancel

Queue Addition

Activating the queue will activate the queue screens. These fields are completed as standard
but changes can be made to the queue settings.
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Configuration of the follow can be made via this screen:

= Queue Limit - Maximum number of calls allowed in the queue
= Queue Time - Maximum duration a call can remain in the queue
n

Call Limit - Maximum number of calls to connect (number of lines available)

Next should be selected when complete.

Queue
Enter call queue details.
Queue Limit 10 Iaximum number of calls allowsd in the queus.
Queue Time 200 Maximum durstion s call can remain in the gueus
Call Limit A Maximum number of calls to connedt (number of lines available),
Back Next Canosl

Queue Screen

The user is prompted to enter a terminating number. This screen is mandatory. If an incorrect
number is added an error message will be displayed.

Terminating Phone Number
Select a phone number.

Enter number directly

Number [g121 23] : the destination

number. The following number types can be specified:Nstional, Ul Islands,
Kobile, Paging and Intemati

Fress "Mext” to update the destination for this senice, otherwise press "Cancel”.

Badk Iext GCancel

Enter TLI

Time to Ring can be left as default, which is 15 seconds, or can be changed by checking the
box and entering an amount manually. If Replay is required on this outdial and has been

activated at the service level as shown in Fig 3 it can be selected here by Checking the Box.
If Replay was not added to the service then this replay box will be greyed out.
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Modify Terminating Phone Number Characteristics
Select eptions for this terminating phone number.
Terminating number characteristics
Time ToRing [~ |_:;_,._,v, + Max time that this numbar will fing in s2conds. Min: Bs, Masx: 1202, Default: 15, {dick chadkbox 1o ansble)
Replay = Ched to enable Repley for this gestination
Sade Next Cancel

Terminating Number Characteristics

The summary screen shows the data entered so far. Selecting the + will launch the

terminating phone number screen again and user can enter another TLI.

Standard Service Summary
Add and remove diverts as necessary.
Terminating Phone e 5 o
Humber Ring Time Replay
Edit Dest.1 01617772222 15 Disabled +
Badr Mt Canoel
Summary

Once more than one TLI has been entered the following call plan screen will appear. The

order can be changed between Indexed and Longest Waiting and Home Working can be
selected. If Home Working is selected the logged in checkbox appears on this screen.
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Standard Service Summary
Add and remave diverts as necessary.

Terminating Phone =
anres Ring Time Replay

€& Edit Dest1 01617772222 15 Disabled +

L Dest 2 01617771111 15 Disabled e
Order Ilr‘asxsc v] stinstions srs szlected: “lndeksd” (in the Sbove crder), “Longest Waiting™ (waiting
Home Working I Allows destinations to b= loggsd on snd off |
Back Next Cancs|

Call Plan Screen

The summary screen displays, selecting Next and selecting Finish updates the call module
and returns the user back to the option screen they were configuring.

Call Destination Summary
Review your new inbound services.
Queue Limit 10
Queue Time 600 seconds
Call Limit 1
Terminating Phone Ring Time Replay
Number
o Dest. 1 01617772222 15 Disabled
L Dest. 2 01617771111 15 Disabled
| Order Indexed |
|HomeWorking Dizabled |
Badk = Cancel Finish
Summary

Hovering over the Destination module will display the basic settings just entered.

These changes will not be applied to the service until Update Service is selected on the
option or main attendant page.

Divert

Selecting this module will allow the user to set up a divert on busy destination should the
primary outdial be engaged or not answered. The wizard that launches here prompts the user
to enter a terminating number and amend if required the characteristics. No queue is
available with the Divert on Busy.

Enter the destination phone number in the Number field. Do not leave any spaces.
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Click Next. The following screen appears:

Modify Terminating Phone Number Characteristics
Select options for this terminating phone number. b
Terminating number characteristics
Time To l— I:Ef'-"l: = Max time that this number will ring in seconds. Min: 8s, Max: 120s. Default: 15s/Maximum. {clidk chedbox
Ring to enable).
Replay l— Chedk to enable Replay for this destination.
Back Next | | cancel |

Inbound Service Wizard: Terminating Phone Number Characteristics

This screen enables you to set the maximum time in seconds that the number will ring for.
The minimum is 5 seconds, the maximum is 120 seconds.

When planning to add a divert, consideration may want to be taken to the ring time prior to the
diversion being made, the default setting is 15 seconds.

To change the terminating number characteristics, click the checkbox next to the setting and
specify a time in seconds. Click Next when you have finished.

If you do not want to specify any characteristics, leave the check-boxes blank and click Next.
The following screen will appear:

| 4
i Standard Service Summary
Add and remove diverts as necessary.

Terminating Phone i
Wk Ring Time Replay
| Edit Rule 1 01817772222 15 Disabled

Bad Caneel I Finish |

This screen displays the termination rule that you have just created. You can edit
the divert destinations by hitting the Edit hyperlink. Select Finish to return back to
the main attendant screen.

Hovering over the Divert module will display the basic settings just entered.

Data Capture
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Once Data Capture has been selected the wizard for the Standard Data Capture will be
displayed. This works in exactly the same way as the Standalone Data Capture product. The
following screens will be displayed.

Data Capture Settings
Diata capturs sstting for this sarvice.

Record Interrupt r 7 5, Caller &30 3300 NECOMING by PRESSINg 2 Ky o Ml phone
Max Silence F seconds Marimum sllence (I seconds) behre recording ks siopped. (1 - 10 5e0000s)
Generste NUmBEr (& o (Don't generste number) Generaie 3 numioer for s O Caghure
specified
rangs)

)
1 Unique [Generste s uniqus numbsr)

Storage

Auto Delete o] Aummzthally deleie dxta caphure

Auto FTP r Aumenztially FTP etz capture

Mew Days On IVR Ig] Number of d3yE 10 keep new 023 capture. (1 -0 dayE)

Saved Days On IVR |7 Numbzr of days o kee saved o2tz captune. (1 -20E)

Recovery

Recovery Interface  [voreman = Sekect how you would 1K 80 NeCouer caphured data

Recovery Newhuto [~ SHps menu amer " 900 TR, Of o MDloemEl
rierace)

Play Date/Time ik Pz DHSTME e 0313 WaS CApUE

Play CLI r iz e CL TR T O

Play Service r = Pt e caller clalled 1o

Mumber

Play Slot I Plays e siot rumbername betore each si0f dsta.

Flay Tone P35 3 one befare each siol data

o]

Play Empty Plys 3 message I ine shot data ks emply.

ol

|

o= | ven | emam |

Data Capture Service Wizard: Data Capture Settings
This screen enables you to set the following:

Service

= Record Interrupt — If set, the caller can stop recording by pressing a key on their
handset

= Maximum Silence — this allow a period to be set in which silence occurs for that
time period it will pass to the next recorded data capture slot

= Generate Number — This allow a choice of either No number to be generated, a
random number within a particular range or a unique number to be generated and
associated to the Data Capture Service

Storage
= Auto Delete — If set, will automatically delete the data that is captured
= Auto FTP — If set will automatically transfer the data capture via the File Transfer
Protocol
= New Days on IVR — This allows the setting of between 1 — 90 days for the Data
captured to be stored for on the IVR

Recovery
= Retrieval Interface — Allows the selection of how you would like to recover your
captured data
= Random Recovery — Allows use of random recovery interface, where on selection
the management service will select a random file to be retrieved from storage and
play it
= Recovery New Auto — If set to:
= On - after the slot data has been played, if set to transcription all messages
will automatically save
= Voicemail —the current message will automatically delete after being played.
= Off - after slot data has been heard a menu will be played giving the user the
option to save/delete
= Play Date/Time — Plays the time and date that the data was captured
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= Play CLI - Plays the CLI that left the captured data

= Play Service Number — Plays the service number that the caller dialled in on
= Play Tone — Plays a tone before each slot of data

= Play Slot — Plays the slot number prior to each slot of data

= Play Empty — Plays a message if the slot is empty

Once you are happy with the Data Capture Settings click Next and the following summary
screen will appear:

Data Capture Summary
Data Capture settings for this serice

Record Interrupt Disahled Max Silence 3 seconds

Auto FTP Dizabled
HNew Days On IVR 90 days Saved Days On IVR 7 days

Recovery Interface Voicemail Recovery New Auto Digabled
Recovery By Generated A
Number

Play Date/Time Disabled Play CLI Disahled

Play Service Humber Disabled Play Slot Disabled

Play Tone Disabled Play Empty Disabled

Edit Setftings

Slots 110 5 Slots Gito 10 Slots 11t1 15 Slots 16 ta 20

Slot Action Description Slot Details Confirmation
Number

Slot1 Mo action - - -

m
=

m
2

Slot2 Mo action - - =
Slot3 Mo action - i 3
Slot4 Mo action - - z
Slots  MNoaction - = =

m
=4

m
=

m
2

Back It Canosl

Data Capture Slots Screen

To set the slots select Edit on any slot.

Call Management Auto Attendant 3 User Guide Version 3.1.doc 29 of 39
This document is uncontrolled if printed or saved to a non-authorised site



Set Data Capture Slot
Specify the data capture slot.

Action Acticn type of this data capture slot.

Description Desoiption of this data capturs slot.

Al

Hagk et Cancel

Set Data Capture Slot Wizard Screen

To set up the slots, the user can use the back and forward arrows to move to the next or
previous slots that are to be set.

EE
Settable Actions include:-

= No Action — The slot will be inactive
=  Get Digits —The caller will be asked to enter digits, these can be :
o Digit Range - Allows the input of any combination of digits within a specified
range

o Telephone — Allows the input of phone numbers beginning 0 and containing
between 8 & 11 digits

o Land Line — Allows entry of numbers starting 01 & 02

o Mobile — Allows entry of numbers starting 07

o Credit Card — Allows entry of between 13 & 19 numbers

o Date — Allows the entry to be date format dependant upon format settings.
= Play — The slot will play only
= Record — The slot will ask the caller to leave a message, record length time needs
to be set
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Set Data Capture Slot
Specify the data capture slot.

Action I 2=t Digits I Action type of this data capture slot.
Description I Descrigtion of this data capturs slot.

Message Interrupt [ [f #=t, caller can skip the message olaysd.
Get Digits Settings
Data Tone v If ==, = tone is glayed oefors
the caller should start entaring
data
Data Type i+ Digit Range = Mohile Allows the input of any.
combinaticn of digits within the
" Telephane & Credit Card so=cifizd rangs.
" Land Line i~ Date

Minimum I Enter minimum number of

digits to be captured.

Maximum I Enter maximum number of

digits 1o be captursd.

Confirmation = If z=t, the caller must confirm
their data.

Allow Recovery 2 If s=t. this slot will be recoversble.
The recovery onder can be s=t on the
SLMMETy SorEST.

EE

Bedk ezt I LTanos| I

Get Digits Screen

Each slot has a space for a slot description which will appear on the main Service Screen.

Finished modifying Data Capture service

This Data Capture service has heen successiully modified. Please click "Finish™ to close this wizard.

Once all the slots have been configured Finish is clicked and then on the main screen
Update needs to be clicked for the slots to be saved. Hovering over the data capture module
will display the basic settings of the data capture just entered.

Return To Menu

A further available setting within all number options and the star and hash option is return to
menu. If this check box is selected then on completing all actions set for that particular option
the caller will be returned to the main menu where they will have the ability to select another
option.
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Valid Actions

Valid actions within the numbered, star and hash options are

Call Manage
This document

Check Hours (open)------ Call Destination------ End Call/RTM

Check Hours (open )------ Call Destination ------ Data Capture on Busy------ End Call/RTM
Check Hours (open) ------ Call Destination ------ Divert------ End Cal/RTM

Check Hours (open) ------ Call Destination ------ Divert------ Data Capture on Busy ------ End

Call/RTM
Check Hours (closed)------ End Call/RTM
Check Hours (closed)------ Data Capture------ End Cal/RTM

Call Destination ------ End Call/RTM

Call Destination ------ Data Capture on Busy------ End Call/RTM

Call Destination ------ Divert------ End Call/RTM

Call Destination ------ Divert------ Data Capture on Busy ------- End Cal/RTM

Data Capture------ End Cal/RTM
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Prompt Up/Download
To upload prompts to the service once created and configured the user can either

Use Account and Pin and by dialling the management number follow the instructions and
record any messages over the phone or Select Modify IVR Messages and upload files from
users PC.

To upload via the Portal first select Modify IVR Messages. The prompt screen will become
available.

As there are in excess of 500 prompts for the entire service they have been broken down into
categories. The categories are

=  Welcome

= Hours

=  Menu

= Individual options

= Individual option data capture

For each individual option (0 — 9, *, #, closed and default) the system will default to display
only those messages that are recorded. Also, only messages relating to activated modules
will be displayed.

For example if on option 1 no modules are active only the welcome message will be
displayed, on activating the destination module all related messages will become available,
welcome, hours, busy, hold 1 — 9 and hold music. Should a Data Capture module be
activated this will appear in its own category. The Data Capture messages will be displayed in
4 separate categories, DC slots, DC Get Digits, DC Confirm and DC Slot Name.

Inbound Service Management B

Inbound Service (ID:457912) Service Tasks

Description Auto Attendant Test Type Auto Attendant Service E View Service

State Active Agent DISE MDT View Connecied Humbsrs
Created 21 May2009 14:27:22 Last Updated 29 May 2009 13:31:58 View Reports

Replay Disabled Default Replay Disabled ﬂ View Accounts

ﬂ View IVR Account Details
Modify IVR Messages

Please note that it is the responsibility of the user to ensure that all copyrighted material is covered by the correct PRS licence.
For mare information on copyright licensing please visit www.prs.co.uk

Edit Service Information
B3 vodify Service

odify IVR Messages
Filter By Categol Welcome Select a category to show only messages for that category
ey | i E e i = Connect Serics
Filter By Message [Recerdza 2| Sel salioe codes N fabiE e B Disconnect Senice

Clone Senvice
Message Description / Examples Roll Back Delete Undo

Mo messages match your filter aptions

[ Delete service

Play All I Usgats | Canecsl I

Prompt Selection




Inbound Service Management BE

Inbound Service (ID:457912) Service Tasks

Description Auto Attendant Test Type Auto Attendant Service m View Senice

State Active Agent DISEMDT view Cennected Numbers
Created 21 May 2008 14:27:22 Last Updated 29 May 2009 13:31:58 m View Reports

Replay Disabled Default Replay Disabled D View Accounts

B view IVR Account Details
Modify IVR Messages

Please note that it is the responsibility of the user to ensure that all copyrighted material is covered by the correct PRS licence.
For more information on copyright licensing please visit www.prs.co.uk

Edit Service Information
Iodify Service

WMadify IVR Messages
Connect Senice

[B) Disconnect Service

B clone senice

Filter By Category

| Select s category to show only messsges for that categary.

Filter By Message

slact whsther to snow all masages o justrecordes mamages

Roll Back Delete Undo e
Mo messages match yo {if Delete Senice
Frivacy Policy  Terms and Conditions
Filter Slots

There are default prompts added to an Auto Attendant Service on creation. These are:-

=  Main Welcome

=  Main Out Of Hours

=  Main Menu

=  Main Menu Max Timeout
= Main Menu Max Attempts

= Busy
= Data Capture Confirmation Messages
= Hold Music

All these default prompts can be deleted or rerecorded and are only added to the service to
assist the user when setting up a new service.

To upload prompts the user should select the up arrow, which indicates upload. To download
a prompt from the service press the down arrow, this indicates download.

Description | Examples Roll Back Delete Undo

Main Welcome (optional)

3 - Mo Recorded Fie — i ]| » | Played bef

Example:

Flay All | Ugdate | Gancel |

Upload Slot

Selecting upload as shown above the user will be presented with the following screens:-

Description | Examples Delete Undo

Main Welcome {optional)

Flay=d
Example:

to sttendant starts I— 5

me to the Auto Attendant service!

| || Browse... ||

Browse Slot Files

Selecting Browse will open up the Choose File window on the users’ pc
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21 x|
Look j: Ibprompts j = =5 EX-

&:Ean3 Closed Option Busy WAV @443 Opt 2 Queue on Hold 2wy
GﬂAAS Closed Option Data Capture slob 1WAy &}:lAAS Opt 2 Welcome. Wa
&‘_‘:I.C\.C\S Closed Option Data Capture slob 2, WAy &}:IAAS Opt 3 Busy WAY

&::I.C\F\B Clased Option Queus on Hold 1.WWaY @:']nna Opt 3 DC Slak 1WAy
E2]843 Closed Option Queus on Hold 2 WAY 11443 Opt 3 Out of Hours. WAy
E4) 483 Main Menu, Wiy @283 Opt 3 Queus on Hold 1WAy
2] 843 Main Welcome, Way &]843 Opt 3 Queus on Hold 2. way
1843 Opt 1 Busy Message. Wav &1 843 Opt 3 Welcome. Way
E)443 Opt 1 DC Slot 1WAy @23 opt Default DC Slak 1.waY
&::IF\F\S Opt 1 Out of Hours, Wway &::ln.ﬂ.S Opt Opt 2 Out of Hours, \Way
1843 Opt 1 Qusue on hold 1WA &1 44 3 Main Hours. Way

)443 Opt 1 Queue on Hold 2.WAY EMax attempts.way

(521843 Opt 1 Welcome. WAy &) Max Timeouts, way

(2] 843 Opt 2 Busy. Wy E1Menu Irvalid. way

E0)483 Opt 2 DC Slot 1WAy EIMenu Timeout, Wy

| i
Type: Wave Sound
o

Date Modified: 13/03/2008 15:27
Files of type: Al Files (.7 1| Cancel

Select file

Select the required file and select Open

Description | Examples Roll Back Delete Undo

IMain Welcome (optional)

A e Semng” Browse |I et I| il | ELE;-::I:: ;il:::l::::::tl:ztsnasmsE'-v'i:E! r m m
Upload to Slot

The selected file will appear in the text box. Pressing upload here will secure this prompt into
this slot ready for a bulk update to the service.

NOTE: Pressing upload here does not change the live service. Only when Update is selected
are the prompts loaded.

Description | Examples Roll Back Delete Undo

[Main VWelcome (optional)

.IRepIace with: For Training 210808 . wav Imn PiatedhEiote sifte atieoant st I~ m E

Example: "Wzlzama to the Aute Afttendant servics!

Play Al | Usdats | Cancel |

Update Slot

Having selected Upload the prompts can now be played back to the user if required to ensure
they are happy to proceed before updating the main service. Once all prompts required are
loaded into their slots Update should be selected.

Once the messages have been uploaded to the service a confirmation message will appear.
Should the user have activated any modules but not loaded prompts the user will, on
selecting Update be notified of any prompts not loaded. The user just needs to select Update
again to confirm they are happy with this. Alternatively, if a prompt was unknowingly missed it
can be uploaded at this point.

Modify IVR Messages

Messages can be recorded and uploaded via the telephone management service, the RMU or
via Call Management System. The Account and Pin numbers used to access this service can
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be found under View IVR Account Details on the right hand side of the screen. Both record
and recovery accounts are held here.

To Upload Recorded Messages, via Call Management System the user should click on the
link on the right called Modify IVR Messages. The following will appear:

Inbound Service Management ]
Description Test Data Capture Type Data Capture Senvice m View Senvice
State Active Agent DISE MDT View Connected Numbers
Created 15 May 2009 10:37.06 Last Updated 15 May 2009 10:37:08 View Repors
3 view Accounts
B view VR Account Detas

Please note that it is the responsibility of the user to ensure that all copyrighted material is covered by the correct PRS licence. _—
For more information on copyright licensing please visit www.prs.co.uk Edit Service Infarmation

lodify Serice

Filter By Catego -
Y Catagory = ladify IVR Hessages
Filter By Message  [= =l Connedt Senvice
[ Disconnect Service
Message Description / Examples Roll Back Delete Undo

B clone Service
Mo messages match your filter options

Flay All | Update | Cancel |

[i] Delete Seriice

Uploading prompts
There are two filter options available on the message screens.

For a new service with no pre recorded prompts choose All on both filters and all available
messages will appear including default messages.

e Filter by category — A drop down is available which dependant on what is selected

will show only messages from that category, selections are All, Welcome, Slots, Get
Digits, Confirm & Slot Name

e Filter by Message — A drop down is available which dependant on what is selected
will show only messages that are recorded or all messages

Uploading Prompts Navigational Tools

' Allows the uploading and downloading Waveform audio format
il (.wav) formatted recorded message prompts
11 ] Allows the pausing of message prompt playback
[ | Allows the playing of messages
Roll
Back , , .
Rolls back to the previous recorded prompt once the tick box is
selected.
-
17 | Deletes the recorded message prompts
= Undoes the changes to this message prompt only
Flay All | Plays all the recorded message prompts

All slots can have files uploaded ready, they will not be active on
the service until the update button at the bottom of the box is

Ugdate I clicked. This allows multiple prompts to be entered onto a
service at the same time.

Cancel | Cancels all changes to the Data Capture prompt service.
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Uploading Pre-Recorded Prompts

1. To upload a message press the Up Arrow , to download a message press the
down key. (Download will only work if a message is already recorded)

'|_-File Recorded — 3

2. On clicking Upload the Browse button will become active.

| [ Browse.. || Upioad || cancel |

3. Click Browse and search for the required file in .wav format.

choose file ) . x|
Look in: |L':'} Data Capture Recondings j a3 0 e e

welcome, wav

Data Capture
Recordings

Data Capture
Recordinas

Data Capture: I =15 I\.\-elcome.wav j Open I

Recordings
Flesoftype:  [AlFles (] ﬂ Lokt

Once selected click Upload and this file will be placed in the slot ready.

]I.'.‘.:‘.Dcu:uments and Eetting” Browse. . || L pload || Cancel |

All slots can have files uploaded ready, they will not be active on the service until the Update
Button at the bottom of the box is clicked. This allows multiple prompts to be entered onto a
service at the same time.

You will then be presented with a confirmation message to advise that the message/s
has/have loaded successfully.
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Message Maps
Recording

Each message has a number associated to the management service. The user can dial the
management number, enter their account and pin and record messages over the phone.

To record new messages users should Press 1 to Review Messages and enter the relevant
number as per below table

Message Number Description

1 Welcome

2 Out of hours

3 Menu message

4 Menu invalid

5 Menu timeout

6 Menu max attempts

7 Menu min timeouts

8 All options busy

9 All options hold

10 Hold music

1x1 Option x welcome

1x2 Option x busy

1x3 Option x hold

1x4 Option x data capture

1x5 Option x out of hours

1x9 Option x hold music (NOT
IMPLEMENTED)

Where x is 0-9

201 Option star...

211 Option hash...

302 Option default busy

303 Option default hold

304 Option default data capture

402 Option closed busy

403 Option closed hold

404 Option closed data capture

Record Details

All message numbers will go straight into standard message recording, expect for Hold and
Data Capture. For these messages a sub menu will be played as per the management
interfaces in the queuing/data capture products.

User can also

= Press 2 to review nhumber messages Pressing this option will allow the number
messages to be recorded

= Press 3 to check messages. Pressing this option will play back all the messages
currently recorded on the service. It will read the message number then the
recorded message

= Press 9 to change your pin Pressing this option will allow the PIN to be changed

Remote Message Update (RMU)
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The Remote Message Update (RMU) has been enhanced to incorporate the new Auto
Attendant. The RMU uses the name as the key to identify which message to amend. The
usual RMU syntax applies:

[Upload]
Message=AllIOptionsBusy,Busy.wav

For names which map onto more than message, the message number should appear after
the name. For example, AllOptionsHold1, OptionDefaultDataCapture5 etc.

Note when updating the option busy message both call modules should be updated with any
changes.

Recovery

Messages left by callers can be retrieved using the management number and retrieval
account and pin. Again, there are numbers relating to a particular data capture module and
the following table shows the Data Capture numbers that should be used.

To retrieve message the user should Press 1 for Recovery and enter the relevant number as
per below table:

Recovery Number Description

1x1 Option x recovery
Where x is 0-9

201 Option star recovery

Option hash recovery

301 Option default recovery
401 Option closed recovery
Retrieval

User can also “Press 9 to change your pin”
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