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2. Initial Logon

After successfully logging into the Portal, search for the relevant ID, either by querying the number or
by querying the ID.

At various points there are hyperlinks that will point to either a resource (if in a module) or a module
(ifin a resource).

Users must have the correct permissions applied to their profile in order to manage bespoke services.
These can be either ‘Read Only’ or ‘Read Write'.
e  ‘Read Only’ will allow users to view the settings only and users will not be able to make any
changes.
e ‘Read Write’ will allow users to view the settings and users will be able to make any changes.

If the set up has common elements (Common Box), a button ‘View Common’ will appear in the menu
on the right-hand side.

A screen similar to below will be displayed. The actual modules displayed for any given service will be
wholly dependant on the set up of that IVR.

The screen is split into four sections, Inbound Service, Bespoke IVR, Modules & Resources.
For example, a Destination Module could have a Queue as Resource.
To amend either a Module or a Resource, click on the ‘Modify Service’ button on the righthand side of

the screen, then click on the ‘Edit’ button to the left of the item to be edited.
This will need to be repeated for each item that is to be amended.

¢ Favorkes @ portal Inbound Services | | 5 - - Page-
- . !
Inbound Service (ID:1872334) Service Tasks
Management Tools Type Bespoke IVR Agent DISE MDT | View Service
Numbers Description ggsla:vﬁrsv'\/asl‘\:'?s/lnam State Active [ View Common
Ord
e Created on 17 u1 2012111957 Last updated on 05 Feb 2014 143808 1 Vic¥ Coghected Humbets
Products & Services Replay Enabled ‘ g ::: ::::(::s
Reports
e Bespoke IVR (Customer:001238 Box:0027 Start:0001) [ View IVR Account Details
|| B View Related Services
" | M View Real Time Queue Stats
Module Type Al 7] The module type H Edit Service Information
3 Modify Service
= Modify Common
Module Type Description Destination Connest Senice
View Hours Main = Disconnect Service
View Destination Closed 2 08002980516
View Switch DR -
View Menu Main =
View Destination Opt 1 Queue Only 01925554745, Queued
« [l » » Total Records: 18
Records per Page - [
Resource Type Al 5] e resource type H
I ——
Resource Type Description
View Count IrlamTestopts.
View Call Plan PSG Irlam Test Opt 2
View Call Pian PSG Irlam Test Opt 3
View Queue IrlamTestOpt1
View Queue IrlamTestOpt2 |
« [l » » TotalRecords:6 & Page 10f2
Records per Page - || il G ‘
e e | |
T T [ @meme o~ (R -
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2.1 Service Task Panel
e View Service.
o Returns to view only screen of service.
e View Common.
o Ifthere are common elements, goes to view only screen of view functions.
e View Connected Numbers.
o Shows NGNs / Geo Fix Nos connected to service.
e View Reports.
o Goesto IVR Reports screen.
e View Accounts.
o Shows Portal account / s the ID is assigned to.
e View IVR Account Details.
o Shows Accounts & PINs for recording messages.
e View Related Services.
o IfanIVR s created with multiple ID, this will show all related IDs.
e View Real Time Stats.
o Launches new window for running graphs showing queue stats.
e  Edit Service Information.
o  Allows the name of ID to be amended.
e  Modify Service.
o To make any changes to settings this must be selected.
e  Modify Common.
o To make any changes to common settings this must be selected.
e Connect Service.
o Connects Inbound numbers to service.
e Disconnect Service.
o Disconnects Inbound numbers to service.
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3. Adjust Out Of Hours Settings

On selecting the Edit Hours Module, the following screen is presented:-

Weicorne Jow Bloos | konoft

Inbound Services -

Inbound Service (IDAB72334)

®|

(o]

=

m

o

- Action Day/Date Start Time. End Time ]
- Ean Clowed 1 Bank Holday (England) 00,00 2380 o
i Ean Qneo Defaut WA WA m
Add Aule | Remove Selected =

(-]

=

To add a rule click on ‘Add Rule’ or click ‘Edit’ against an existing rule, the following pop up screen will
appear: -

Inbound Services ®

Inbound Service (ID:

2 it 10 bl bl com) 10
B3 View Connected Numbers
He [ View Reports
[0 View Aceounts
@ View IVR Account Datails
‘Jlmlm\ [open  [=] Tha action that this wila should follow ‘ View Related Services
[0 View Real Time Queue Stats
| @ speciiod Days € Public Holldays  Spacial Days |
B3 Edii Senvice Information
€3 Modly Senice
— All Day Star End Time ] Gomren et
[monday - il 23. 66 @ Disconnect Sarvice
Update | Cancel
Dare. I T (6 tnkernet: 7 = [Homw
Bane [ T I erearne [0 = [Homw =

From this screen the values that can be edited are:-
e Action
e Time Periods
e  Weeks / Days

Click on ‘Finish’ then ‘Update’ to activate changes.

Repeat the above for each separate period
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3.1

Hours Logic

The logic for the hours settings is as follows:-

N N

Special days

Bank holidays

Named days Sunday, Monday etc.
Weekdays / Weekends

All days

Default
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4. Adjust Queue Settings
On selecting the Edit Queue Resource, the following screen is presented: -

Inbound Services ®

Inbound Service (1D:1872334)

8808 GEBO0GERE:

From this screen the values that can be edited are: -

e  Queue Limit (1 to 100)
e QueueTime (10 to 9999, in seconds)
e (Call Limit (2 to 100)

Click on ‘Update’ to confirm settings.
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5. Adjust Destination Settings

5.1 Termination Number only

On selecting the Edit Destination Module, the following screen is presented: -

Inbound Services -

cr ' tod on 26 Sep 2012 1111703 |
Detination (Opt 4 Out Oim) Oniy)
Tel Humber * 01612222000 a1 4 3000iting Natonsi, UK (sisnds, Medbe, Paging and

48 " . »

update | _cancel |

From this screen the values that can be edited are: -
e  Termination number
e RingTime (10 to 180, in seconds)
e Replay (On or Off)

The termination number can be any valid UK landline number (international & mobile numbers can
also be entered if the permission has been requested.
(A request must be placed with the service provider to enable these permissions.)

The ‘Ring Time’ is how long the termination number will ring before the next action is taken as
defined by the IVR set up. This is a numeric value in seconds (10 to 180).

To enable or disable Replay from the module, check the tick box to enable, uncheck to disable.
Click on ‘Update’ to activate changes.
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5.2 Call Plan

On selecting the Edit Destination Module, the following screen is presented: -

Wolcoma Julian Whittakor Tont | Ghiango Pass ogolt
Inbound Service Management -
Inbound Service (ID:1872334) s ]
Description Opal Internal IVRs/ram Portal State Active
Tesvs
Greated on 17 9012012 1110 67 Last updated on 06 Feb 2014 14.30.08 |8 vey cennaed Nuneers
Replay Enabled | €8 View Reports
‘ ) View Accounts
Destination (Opt 3 Call Plan Only) | m view VR Account Details
Routing Code 3200 | B0 View Related Services
Terminating Number * Call Plan (PSG iram Test Opt3) Paging ‘ M View Real Time Queue Stats
Binghme® 3% | 8 Ean service information
Replay w | &8 moany se
Call Attempts * [z | o
®@ Connect Service
Hold Time * [ | &
| @ Disconnect Service
* Reaquired fiold |
Update] _Cancel
[0 00T 6 internet (Vi = [#ioow +

From this screen the values that can be edited are: -

e RingTime (10 to 180, in seconds)
e (Call Attempts (2 to 250)
e Hold Time (10 to 60, in seconds)

The ‘Ring Time’ is how long the termination number will ring before the next action is taken as
defined by the IVR set up. This is a numeric value in seconds (10 to 180).

The ‘Call Attempts’ is how many times the IVR will make dial attempts to termination numbers in the
Call Plan before the next action is taken as defined by the IVR set up.

The ‘Hold Time' is the length time the call is held in the network inbetween making ‘Call Attempts’.

To edit the Call Plan, click on Call Plan Name next to the terminating number field or select the Call
Plan from the resource menu. The following screen will be displayed: -

Inbound Services @

Type Bespoke IVR Agent DISE MDT [ View Senice

Description Opal interal IVRs/idam Portal ~ State Active B View Connected Numbate
TesvStan
View Repons
Created on 17 Jul 2012 11:19.67 Last updated on 29 Jan 2014 141023 - e

3 View Accounts
@ View IVR Account Details

Call Plan (PSG Irlam Test Opt 3) @0 View Related Senices

3 View Real Time Queue Stats

Replay Enabled

Order Longest Waiting =]

Home Working 14 B3 Edt Senvice Information
Modify Senice
Loop [ ) iy

B Connect Senice
[ Disconnect Senice

Terminating Number Description Replay Logged In all Plan d
01925554725 Test B View Call Plan
B View Call Plan Usage

== T [l e - T e T

From this screen the values that can be edited are: -
e Order
e Home Working
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e Loop

The ‘Order’ function allows different methods of call presentation to be selected. Termination
destinations can be selected either on a sequential basis know as ‘Indexed’ (looks down a list) or
‘Longest Waiting’ (looks for termination number that has waited longest for a dial attempt) from a
drop-down menu.

If the ‘Home Working’ box is checked, this allows users to login or out of the Call Plan using the web
interface.

If the ‘Loop’ box is checked, this is to check to go back to the start of the Call Plan if the end of the list
is reached.

Termination numbers (TLIs) can be edited, added, removed or reorganised.

To edit a TLI click on the ‘Edit’ button. The following screen will be displayed: -

Inbound Services

TalKTaik

cancer | _rmn_|

Bone [T [ 16 nternet a [Fosw -

Enter the new TLI then click ‘Finish’ then ‘Update’ to activate change.
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To add a new TLI click on the ‘Plus’ (+) next to the existing TLI. The following screen will be displayed: -

Service ®

ervice Tasks
B View Senvice

B3 View Connected Numbers
B3 View Reponts

[ View Accounts

B View VR Account Details
@ View Related Senices

E3 View Real Time Queue Stats

Created on Soec . - |
Replay

e [
Number

o Description

B Edit Senice Information
Mody Senice
Connect Service

B Disconnect Senice

Home Working

Loop

Bl View Call Plan
B View Call Plan Usage

_Cancel | _Finish |

o o - e

Bore T G ntemet Fa-® % -
From this screen the values that can be edited are: -
e  Terminating number
e Description
Enter the new data then click ‘Finish’ then ‘Update’ to activate change.
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6. Adjust Switch Settings

On selecting the Edit Switch Module, the following screen is presented: -

Weicorme Joe B10g+ | Logofl

Inbound Services -

8808 [GEE0GERE:

From this screen the values that can be edited are: -
e  Switch Actions

From the ‘Action’ drop down menu all the options available to the particular switch selected will
appear.

Select the option required then click on ‘Update’ to activate change.
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7. Verification Module

On selecting the Edit Verification Module, the following screen is presented: -

Service

Inbound Service (ID:1872334)

Type
Description

Creatod on
Replay

Bespoke IVR Agent DISE MDT

Opal Internal IVRs/idam Portal  State Active
TestStan

17 Jul 2012 11:19.57
Enabled

Last updated on 29 Jan 2014 14:10:23

Verify (Opt 6 Verily Set)

Verify Type

Verity Data

[Spdate] _ cancel |

T TT Gnkeme

From this screen the values that can be edited are: -

Verify Type

Select the option required then click on ‘Update’ to activate change.

Service Tasks
View Serice

B3 View Connected Numbers
3 View Reports

3 View Accounts

@ View IVR Account Details
@ View Related Services

I3 View Real Time Queue Stats

B3 Edn Senice Information
Modify Serice
Connect Senice

[ Disconnect Senvice

To edit the Verify Set, click on Verify Set Name next to the Verify Data field or select the Verify Set
from the resource menu. The following screen will be displayed: -
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7.1

Verify Set

On selecting the Edit Verify Set Resource, the following screen is presented: -

H

Inbound Services

Type
Description

Created on
Replay

Maximum Length *
- Data
(o Edit 01612222120

[100000000

Bespoke IVR Agent DISE MOT

Opal Intemal IVRs/rdam Portal  State Active

TesvStan

17 Jul 2012 11:19:57 Last updated on 29 Jan 2014 14:10:23
Enabled

[ Verity Setttamtosop9y |

Description
Test

Max Use
1000000000

Action
Opt 6 Verdy Set OK 1

Delete Selected Data

* Required Seid

Update | Cancel

o e ot s o - ¥

From this screen the values that can be edited are: -

Maximum Length
Edit Data

Add Data

Delete Data

B View Senice

B3 View Connected Numbers
B3 View Reports

[ View Accounts

B3 View IVR Account Details
[ View Related Senices.

[ View Real Time Queue Stats

Edit Servce Information
Moddy Senice
2 Connect Senice

Disconnect Senice

To edit the Maximum Length, enter the new data, click on ‘Update’ to activate change.

To edit an existing entry, click on ‘Edit’, the following screen is presented: -

Data *

Maximum L Description =

- Max Use
r Egd Action
Add Data. Pl o]

Enter Verify Set data directly

®
Inbound Service 72334)
Type =
Verity Set Data L ‘
Created on | Verty setoats ‘ S
Replay
Verify Set (i ==

Enter tha cata

Enter the sesaription

Opt 6 Verify Set OK 1 =]

st

= =] ] ] i

[ [ inkernet

Fa-[®e% ~

View Senice

B3 View Connected Numbers
3 View Reports.

[ View Accounts

& View IVR Account Details
@0 View Related Senvices

I View Real Time Queue Stats

B8 Edit Senvice Information
B3 Modify Service
Connect Senice

B Disconnect Serice

(el et

[ @ tnternet

Fa=wesw - =
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From this screen the values that can be edited are: -
e Description
e  Maximum use
e Action

Enter the new data then click ‘Finish’ then ‘Update’ to activate change.

To add new data click on ‘Add Data’ button, the following screen is presented: -

Service

% o
B} View Senice

E3 View Connected Numbers
B3 View Reports

O View Accounts

B3 View IVR Account Details

Created on
Replay

Verity Set (i

Maximum Le

Enter Verify Set data directly

Data =
Description *
Max Use
Action

* Required fisid

Default =

@ View Related Senices
3 View Real Time Queue Stats

B} Edt Senvice Information
Ed Modify Service

B Connect Senice

[ Disconnect Senice

@smﬂ§

[Fa~[Hes% -

From this screen the values that can be edited are: -
e Data
e Description
e Maximum use
e Action

Enter the new data then click ‘Finish’ then ‘Update’ to activate change.

To delete data, check the tick box next to the data to be deleted, then click on ‘Delete Selected Data’.

Click ‘Update’ to activate change.

Issue 1.0 Bespoke IVR Web User Guide 15t July 2014

Page 17

Status Release Confidential




8. Data Capture Settings

On selecting the Edit Data Capture Module, the following screen is presented: -

Inbound Services

Lt setr Py
Lt slor2
Lt mot3
i slotd
Lt slots N

stor
Humber  Acton

o acti
Update Cancel

Slots 1106 Siola 81010 Slta 111018 Slota 161020

Description

siot 1

8808 GEBOGERE:

Walawrma Joe Bioos | Lugall

To edit a slot, click on ‘Edit’ next to the slot to be amended. The following screen is presented
dependant on current setting: -

From these screens the values that can be edited are: -

e Action
o NoAction
= Description
o Get Digits
= Description
=  Message Interrupt
= Data Tone
=  Data Type
= Minimum, Maximum & Confirmation
o Play
= Description
=  Message Interrupt
o Record

e  Description

Description
Message Interrupt
Record Tone
Record Time
Confirmation

There are scroll buttons (< & >) to move forward or back a slot.
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If slot set to ‘No Action’: -

Humb

Service

Vielcome Jullan Whtiaker Test | Chanae Pasaviord | Loaolk

Inbound Service (ID:
Type

Description

Croated

2 https

Set Data Capture Siot
Specify fhe daia capture siol

Data Captu

o Interrupt

Edit Settinga

Slots 110 5 Slota 6 1c

D
Actlon

P

Doseription

B=mE

Slot - Slot 1

[

Aatlon typa of this data sapiura siot.

[Stot 1 Dasaiotion of ihis dais capiure slot,

Slot
Humbar Actl¢

Cancel | Fini

7o~ [Rom v

[ reernet

Edii Slot1  Play
Edit Slat2 No
are
Edit Slotd  Flay
Edit  Slot4  Record Slot 4
Edit  Slots Noaction  Slot 6

Updata |  Cancel

Record Time = 30 seconds

Enabled

View Senice
View Connected Humbsrs
View Reports

View Accounts
View IVR Account D

View Related Services

View Real Time Queus Stats

Edit Service Information
Wodity Senice
Connect Senice
Disconnect Service

il ¥ el Irternat Ve [Hesm -
If slot set to ‘Get Digits’: -
/- Portol Inbound Services = Microsoft Internet Explores provided by Tl Talic Geoi o SSE T
& = [ rtos o tobtaroie comire R Dot - e =l a o -
e Edt  View Favokes Took Hep

i Favortes @ Poctal Inbound Services

TalkTalk

Service

Service Tasks

B View Senice
B3 View Connected Numbers
Set Data Capture Siot 2
Created on Speciy the data capture siot e B View Reports
Products & Services s [ View Accounts
Reports Py =l B View IVR Account Details
Users DR Captie Siat=Stord @D View Related Senices
Action fCet Dicits] Action type of thia data capture siot B3 View Real Time Queue Stats
Description [Siot 1 Sescription of this cate capture st -
Message Interrupt T M set_ calter can i the memage. Edit Senvice Information
i Modify Service
Connect Senice
Get Digits Settings [@ Disconnect Service
Data Tone 17 13t 8 1one i pinyed befors the caller shoutd
o
DataType G Digit © Mobile  Allows tha inout of any csmbination of digits
| T ooy iin e species ege
| € Telephone Card
|| Slots1t05 Siots 61tc € LandLine € Date
= Minimum [ Entar minimum numer of Sigis 1o b captured <
Number
Edt  Stot1 Cancel | _Finish
Edt Slot2
inkernet A W% -
Edt Stot3 T i i P[5 Z
Edt Slotd Record  Slot4 Record Time = 30 seconds Enabled
Edit Slot5 Noaction Slot5s - 2
| [Update| [ Cancel
[ 72 Bl - ]
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If slot set to ‘Play’: -

Service

Inbound Service (ID:

Type

Modily Data Cop

0. hitps /port ol talktelkple.com) nboundser vicotanagement /Manage) Commoncontrols/at ot aptureitodiy: | &b |

© Service - Micr

Wolcome Jukan Whiiaker Tost | Ghanae Paaavard | Lpaott

o Tanks

oft Internet Explorer provided by Taik

View Senvice

S
Croated on

Replay

ot Data Capture Siot
pecify the data captus

View Connected Numbers

TalKTaIK] View Reports

Rocord Interrupt

Edit Settings

Slots 1105 Slota 61c

Action

aptu

Description
Mo:

g0 Interrupt

=E

View IVR Account Details
View Related Servic
View Real Time Queue Stats

Action type of this data capture siot

m
m
[ View Accounts
)
[}
m

Daseription of ihis data capiure siot

Edit Service Information
Modify Service
Connact Service
Disconnect Service

- 1 sat, callar can sip the mesage
tayed

Mumber Acte
Edi Slot1 Play
Edit  Slot2  No a
Edit Slot3 Play

pofirmation

L A 2T

Edit  Slotd  Record

_Updata | _ Cancl |

Slot 4

Edit  Slot5 Noaction  Slot 6

Record Time = 30 seconds Enabled

7 B 377

[Fa= [Ho% v 2

If slot set to ‘Record’: -

Reporta

Service

Inbound Service (ID:
Type

ke

alnl )

0 https /10 talktalkpk, oimmonGantroly/DataCaptur/Modty: | &N | @ View Senice
View Connected Numbers
Croated on ety e det capmure o TaIKTalk 3 View Reports
Replay [ View Accounts
@ View IVR Account Details
Actio [Focore Ml Adkion type of inis data caplure ot [ View Real Time Queus Stats
Massago Interrupt ™ 11301, caller can wip ihe masage B Edit Service Information
L Modify Service
Connect Service
-
[sseoven | ©

Edit Settings

Slota 1105 Slota 6 1c

Record Ton

Record Time

Confirmation

=) [

Disconnect Service

one is played bators the caller
hould star recording

[ R ctnds Mimum durmion o rasoaing (4 1

ni If vat the callar must confiem thel
reconding

Humbar Acte
Edt  Slot1
Edt  Slot2
Edit Slot3 Play

ancel | Finish

Fa~ [Row v 4

[ internet

Edit  Slot4 Record
Edit  Slot5 No action

Update | _Cancel

Slot 4
Slot §

Racord Time = 30 seconds Enabled
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9. Call Ratio

On selecting the Edit Ratio Module, the following screen is presented: -

Inbound Services -

From this screen the values that can be edited are: -
e Rules
e  Rule percentage
e Distribute evenly

Up to 9 rules can be applied. A rule can be added by clicking on the ‘Plus’ (+) sign on the last rule
or removed by clicking on the ‘Minus’ (-) sign.

Percentage can be set for each rule; all rules must total 100% when added together.

If an even split is required against all rule, checking ‘Distribute Evenly’ will automatically work out
the percentages.
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10. Menu Settings

On selecting the Edit Menu Module, the following screen is presented: -

Weicorme Joe B10g+ | Logofl

Inbound Services -

ze | <<<<<<<E

g
2
oo

8808 [GEE0GERE:

YI3IIIIIIIZ

From this screen the values that can be edited are: -
e Menu Interrupt (this allows callers to select an option whilst the menu message is being
played)
e Play Tone (this plays a tone at the end of the menu message)
e  Max Attempts (This is how many times a caller is allowed to enter an invalid option)
e  Max Timeouts (This is how many times the menu message will be played when no input has
entered by the caller)
e  Options
For Options there are three fields are shown: -
o Option No
o Option Name
o Enable Check box

The Menu Interrupt & Play tone are click boxes to enable or disable the function.
Max Attempts and Max Timeouts are numerical values (1 to 5).
To enable an option, check the appropriate box, to disable an option uncheck the appropriate option.

Click on ‘Update’ to activate any of the above changes.
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11. Call Count Settings
On selecting the Edit Call Count Resource, the following screen is presented: -

Welcwrme Joe Bioos | Loaaf!

Inbound Services

2
H
8208 [GEE0GEE:

The count limit is a numerical value (1 to 9999). Click on ‘Update’ to activate changes
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12. Queue Server Explanation

Queue Limit = Maximum number of calls held in the Queue

Queue Time = Max Amount of Time (in seconds) a caller will wait in the Queue

Call Limit = Maximum amount of calls the server will put through to the called party. (a call centre may have 75 staff but
only want 50 staff answering calls at any one time)

If queue limit is set to 1, then one call will be accepted into the queue, every additional call while the first call is still
queueing, will get the queue busy message. Calls stay in the queue (i.e. count against Queue Limit) until either they are
answered or they timeout/abandon.

Example 1

Queue Limit=1

Queue Time = 600

Call Limit =15

The first call will come into the queue and the server will attempt an out dial. Until that caller is answered, or they timeout
/ abandon no other caller will be able to get into the queue. This will happen until 15 callers are connected. The 16th caller
will go to the busy leg of the IVR.

Example 2

Queue Limit = 15

Queue Time = 600

Call Limit = 15

The first call will come into the queue and the server will attempt an out dial. The second, third.....fifteenth callers will also
be placed in the queue, but these will not be attempting out dials. Until the caller at position one of the queue, is answered
or any of the callers in the queue timeout / abandon, any new caller will hear a queue full message.
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