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Auto-Attendant

Overview

The Automated Attendant answers your company’s incoming telephone lines
with a pre-recorded greeting selected from the Greeting Table, according to
the time of day. You can record and assign different greetings to the Greeting
Table. You can specify which greetings play for particular lines. For example,
you can program the system so that callers hear one greeting when they call
the sales line and a different greeting when they call the customer support
line.

After the greeting, the Automated Attendant Menu offers callers a range of
options that they can select using the dial pad of their telephone. If you want
to offer a greater range of options and services for incoming calls, you can
assign a Custom Call Routing (CCR) menu to play instead of the Automated
Attendant Menu.

When the caller dials the Auto-Attendant, they will be presented with the
following Auto-Attendant features:

Company Greeting
(Refer to the Company Greetings Section
of this guide)

!

Touchtone Gate
(Refer to the General Properties Section
of this guide)

!

Auto-Attendant Menu
(Refer to the Greeting Tables Section of
this guide)
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Flow Chart

The following flow chart shows the recommended programming order for
configuring the Auto-Attendant.

Set the General Properties: refer to the
General Properties section of this guide.

!

Record the Company Greetings: refer to the
Company Greetings section of this guide.

l

[ Configure the Greetings Tables and Holiday

Greeting Tables: refer to the Greetings
Tables section of this guide.

|

Assign the BCM Line to the Greetings
Table: refer to the Lines Administration
section of this guide.

l

Ensure that Call Pilot answers the lines:
refer to the Operator Settings section of
this guide.

-/ e J o~/ o
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Required Information

Before commencing Auto-Attendant installation it would be useful to
determine the Auto-Attendant requirements. Useful information would be:

e Company Greetings to be played to callers.

e Business opening hours.

e Lines that are to be used by the Auto-Attendant.

e Any custom Auto-Attendant menus to match the company’s
requirements.

e Any Park & Page Requirements.

e Any Auto Attendant Holiday Schedules.
e Any Calling Line ID requirements.

Accessing CallPilot Manager via Element Manager

1. To access the Business Element Manager application from the Start
Menu, navigate to Start, Programs, Avaya, Business
Communications Manager, Business Element Manager.

@ Avc 9.0 7 Viewer Cenwaline . BN Uninstal
[T BCM Dial by Name 2.0 I wiebEx Recorder & Player »
|7 Camtasia Studio 2 I Windows Live 3

|7 Camtasia Studio &
[T Canon Printer Uninstaller
| Canon Utiities

) Citrix

|7 ClarifycRM12.0

7] Computer Assodiates
|/ Dia

|7 FileZila FTP Client
|7 FreeMind

) Games

) HoView 5.0

@ we

) HP CD Labeler It
@) HP Recordhow

Programs N @) mgBum
) Jaws Systems

A Acrobat_com
Adobe Reader 9
63 Audacity

* v ¥ v v v Y T Y YT w v owwr voww v v oww vowrvwvyrwvyv v v v[EK]

\'»\f Favaorites 3 @ Macromedia
;. Dacuments @ Microsoft ASP.NET 2.0 AJAX Extensions
. |7 Microsoft Office
« DJ Settings » [ Microsoft Office Live Mesting 2007
g ® o . ) Microsoft SQL Server 2005
§ vy e T Mozila Firefox
E u Help and Support g
& =7 Run... T QuickTime
2 ) Quote Tool 5C
-E __J Log Off Pauls. . @) Real
ES @ ShutDown... M| R
@) sharePoint
'?Start | @2mterne... -| )3 Window... [F7) SMC 3455
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2. Alternatively, double-click on the Business Element Manager desktop
icon.

A

Business
Element
Manager

3. You will be presented with the Element Manager interface.

£ Avaya Business Element Manager - Network Elements

File Edit Wiew Metwork Session Tools  Help

“Exit | X cut Bg copy B Paste B vveb Page J Validate Device L%Cc-nnect X Delete
Element Navigation Panel 4

EE‘ i

10.1.1.66

=

-2y 200.30.30.30.73
-2y 200.30.30.51
-2y BCM Chester
-y 200.30.30.77
-2y TEST BCM50 R&
-2y 200.30.30.50

4. Open the Network Elements folder and select the IP Address of the
BCM.

A Avaya Business Element Manager - Network Elements [ 200.30.30.80

File Edit View MNetwork Session Tools  Help

B Exit | % cut Bycopy B Paste

" Web Page J Validate Device l% Connect ¢ Delete |

Element Navigation Panel 4
Elfﬂ Metwork Elements M Conmection Information
-y 10.1.1.2
l% 10,1, 1.66 IP Address: 200.30.30.80
i 200.30.30.30.73 User ID: |nnadmin
-4 200.30.30.51
2§ BCM Chester Passward; |=msssssss
=y 200.30.30.77
Inventory Information

System Mame: BCM50b
System Description: BCM50b
System Software Version: 10.0,1.00. 107

5. Enter the User Name of the BCM in the User Name field, by default this
is nnadmin. Then enter the Password in the Password field, by default
the password is PIsChgMe!. Click the Connect button.

NN40011-017 Issue 1.2 BCM RlIs 6.0 9
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6. A warning screen will appear, read the warning and click OK.

x

WARNING! This computer system and 1=
network iz PRIVATE and PROPRIETARY
and may only be accessed by

authorized users. Unauthorized use of
thi= computer system or network is
strictly prohibited and may be
subject to criminal prosecution,
employee discipline up to and
including discharge, or the
termination of wvendor/serwvice
contracts. The owner, or its agents,
may monitor any activity or
communication on the computer system
or network. The owner or its agents

may retrieve any information stored
within the computer system or
network. Users should have no
expectation of privacy as to any
communication on or information LI

7. You will be presented with the Element Manager interface.

A Avaya Business Element Manager - 200.30.30.80

File Edit View [etwork Session Tools Help

ﬁE}dt ‘ a; Cut LE Copy % Paste

LWeb Page J Validate Device mDismnnect ‘ @‘- Refresh y Autorefresh

Element Navigation Panel 4 Task Navigation Panel
E{ﬁ Network Elements Configuration I Administration Welcome
10.1.1.2 -
5301310636D s 23 System Account Notifications:
= T 3) Administrator Access
&y 200.30.30.51
) Resources
2y BCM Chester
200.30.30.77 ‘Q Telephany
= e #-IC5) Data Services
& TESTBCMSORS @ Applications
oy User ID: [nnadmin
Telset user ID: [738662
Last successful login: [2010-07-0109:42
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8. To access CallPilot Manager: Select the Configuration tab, open the
Applications folder, select the Voice Messaging / Contact Center
link, and then click to Launch CallPilot Manager.

Task Navigation Panel

X " Voice Messaging / Contact Center
Configuration | Administration

o @ Welcome —Centralized Voice Messaging
@ Syskem Voice Message Centers

[-{5) Administrator Access

: Center External Number Message Waiting Indication String
F-{3) Resources : LE
@ Telephony - AL
@ Data. Se_rwces 5 ANFLE
53 Appllcatlons _ " 4 ANFLE
P/oice Messaging|Contact Center 5 ANFLE

- @ MeetMe Conferencing

- @ LAN CTE

- @ Music

@ Advanced Paging Productivity Pa

I Launch CallFilak Manager I

~Silent Recard-a-Call Netwark Storage Locations
SFTF Dest Table

DestID 7/ FTP Method | IP or Name FTP User FTP Password

9. You will be presented with a Security Alert Screen. Read the alert and
click Continue to this website to continue.

s
l-.@ There is a problem with this website's security certificate.

The security certificate presented by this website was not issued by a trusted certificate authority.

Security certificate problems may indicate an attempt to fool you or intercept any data you send to the
SErVer.

We recommend that you close this webpage and do not continue to this website.
& Click here to close this webpage.

@ Continue to this website (not recommended).

-

® More information
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10.The Main Menu of CallPilot Manager will be launched.

AVAYA

Main | Logout Help |
Main Menu
Mailbox Administration Add Mailbox

Change/Delete Mailbox

Auto-Attendant Group List Administration
System Properties

Custom Call Routing Operator Settings

Logout
Networking
Contact Center
Reports
Configuration
Operations

Accessing CallPilot Manager from Internet Explorer.
CallPilot Manager can also be accessed directly from Internet Explorer. This
method of access is an alternative if you cannot gain access via Element
Manager.

1. Open Internet Explorer. In the address bar enter http://<IP Address of
BCM>/CallPilotManager.

/' HP United Kingdom - Computers, Laptops, Servers, Printers and more - Windows

= W& | http://200.30.30.51/CallPilotManager

&Snaglt B e

2. If you are presented with the Certificate Error window, click Continue
to this website (not recommended).
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3. You will be presented with Administration Login screen. Enter the
user ID and password. By default the User ID is nnadmin and the
Password is PIsChgMe!.

Home | Help |

Administration Login

User 1D: | |

Pamurd:| |

[ Submit H Cancel ]

4. Click the Submit button. The Main Menu of CallPilot Manager will be

displayed.

Auto-Attendant *

Custom Call Routing *

Hetworking *

Contact Center ©

Reports *

Configuration *

Operations *

AVAY

Main | Logout Help |
Main Menu
Mailbox Administration * Add Mailbox

Change/Delete Mailbox
Group List Administration
System Properties
Operator Settings
Logout

NN40011-017 Issue 1.2 BCM RIs 6.0

13



CallPilot Auto-Attendant

General Properties

The General Properties heading is found under the Auto-Attendant menu in
Call Pilot Manager.

Main | Logout | Help |
Mailbox Administration Line Answer Mode Table/Skillset Rings Command
1 Mo - a Change
\ Auto-Attendant 2 No 0 Change
General Properties = 3 Mo 1] Change
Lines Administration 4 Mo 0 Chande
Change Many Lines = =nande
CLID Routing Table = 5 Mo 0 Change
Greeting Tables = [ Mo o Change
Holiclays =
Company Greetings = ¥ i T e
Customized Digits = g Mo 1] Change
k] Mo a Change
Custom Call Routing 10 Ma ] Changs
11 I o Chane
Networking 12 Mo ] Change
13 Mo a Change
Contact Center 14 Mo 0 Change
15 Mo o Change
Reports 16 Mo ] Change
17 Mo a Change
Configuration 18 Mo 0 Change
i 19 Mo o Change
Operations a0 Mo 1] Change

General Properties contains settings such as what to do with a call after
listening to a mailbox message, and whether or not Touchtone Gate is
enabled/disabled.

With Touchtone Gate you can have the standard voice prompt play or you can
record your own custom prompt. If you choose the standard prompt, the
following prompt plays after your Company Greeting: “If you are calling from a
tone dial telephone, please press 1 now. If you are a pulse dialling caller or if
you are calling from a rotary dial phone, please hold and you will be
transferred.”

It is not obligatory to have Touchtone Gate enabled.

14 NN40011-017 Issue 1.2 BCM RIs 6.0
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General Properties Settings

Main | Logout | Help |
Auto-Attendant Properties
Return to Auto-Attendant: [
Touchtone Gate: Im
Use customized digits: r
Starting CCR tree feature l— (3 digits: Feature digit, Tree number,
code: Mode within tree)
o
Ef;]:.?;:s(;:(:R Menu o
Submit I Cancel
Setting Description
Return to . . . .
Auto- Determines what happens after a caller listens to an Information mailbox or
Attendant leaves a message.
If you select the Return to AA check box, the caller returns to the main Auto
Attendant prompt and can make another selection. If you do not select
Return to AA, the caller disconnects after completing the action.
Touchtone Determines whether Touchtone Gate is used and whether a Standard or
Gate Custom greeting is used.
Select a setting:
None: Sends callers from the Company Greeting to the Auto Attendant or
the CCR Tree set in the Greeting Table.
Standard: After they hear the Company Greeting, callers must press an
indicated key if they have tone capability. Callers transfer to the Auto
Attendant or Custom CCR Tree specified by the Greeting Table. If they do
not respond, callers go to the system attendant. If there is no system
attendant, callers go to the General Delivery Mailbox. If the General Delivery
Mailbox is disabled the call disconnects.
Greeting 1 - 250: Similar to Standard. Uses a custom greeting instead of the
standard greeting. Select a Company Greeting that is not used in any
Greeting Table. Go to Recording or choosing Company Greetings for more
information.
Callers who have tone capability can find Touchtone Gate an unnecessary
delay.
Set Touchtone Gate to None if most callers have tone capability.
Use Standard or Custom only in areas where most callers do not have tone
capability.
Touchtone Gate does not apply to internal callers or calls transferred by
Feature 986.
Use Select this if you have CCR Trees that use Park and Page and you want to
customized play the dial string in your voice. For more information refer to Creating
digits Customized Digits recordings.
Starting CCR This box is for the three-digit starting feature code for CCR tree access. The three-
tree feature digits include the feature digit, the tree number, and node within the tree.
code The codes must correspond to FOxy: x represents the tree number and must be 1 to
7 inclusive. You cannot use 0, 8, or 9. y represents the node number and must be
from 1 to 8 inclusive. The feature codes must not be the same as any other existing
application's feature codes.
The range of feature codes are: 911 to 918, 921 to 928, 931 to 938,
941 to 948, 951 to 958, 961 to 968, and 971 to 978.
For example: To program 16 feature codes (F911 through F918, and
F921 through F928), enter 911 as the Starting CCR tree feature code.

NN40011-017 Issue 1.2 BCM RlIs 6.0
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Setting Description

This box is for the number of feature codes for the CCR trees. You can configure a
Number of maximum of 56 customized feature codes for the CCR trees. The feature codes are
CCR tree allocated sequentially. For example, to program 16 feature codes (F911 through

feature codes F918, and F921 through F928), enter 911 as the Starting CCR tree feature code and
enter 16 as the Number of CCR tree feature codes.

Note: You can enter the maximum of 56 feature codes if the starting feature code is
911. If the starting feature code is a higher value than 911, the available number of
feature codes decreases. Any feature code values that come before the starting
feature code that you enter will be unavailable to you. For example, by using a
starting feature code of F941, you will only be able to allocate a maximum of 32
feature codes. If you require more, you will need to choose a lower value feature
code. If you do not initialize functionality for a feature code within the range of
features codes, it is still included as part of the allocated range.

For example, if you do not initialize F912 and F913, they are still reserved for the one
button CCR tree feature since they are included in the range of 16 features codes
you entered.

When selected, this option will repeat the CCR tree menu prompts that have been

Repeat CCR configured against any CCR Tree and any Greeting Table. This is a system wide
Tree Menu setting.

Prompts

Note: For more information on the lower 3 options, refer to the CCR Node — 1
Button Transfer section of the CCR Tree guide.

Company Greetings

Before you record the Company Greetings, decide what type of greetings you
want to use for the incoming telephone lines, and what you want the greetings
to say. There are four greeting times that reflect the Morning, Afternoon,
Evening and Non-business hours. You can prepare four greetings, or you can
use the same greeting for each time of day. As you record the greetings,
number them from 1 to 4.
An example greeting for each time of day:

1) Morning Greeting: “Good morning. You have reached Touchstone

Marketing.”

2) Afternoon Greeting: “Good afternoon. You have reached Touchstone
Marketing.”

3) Evening Greeting: “Good evening. You have reached Touchstone
Marketing.”

4) Non-business Greeting: “You have reached Touchstone Marketing. Our
business hours are Monday to Friday from 8:00 a.m. to 5:00 p.m.
Please stay on the line and leave a message. Thank you for calling.”

Greetings 1 through 4 are assigned by default to all Greeting Tables. This
means that Greeting 1 plays as the Morning Greeting for Greeting Table 1, 2,
3 and 4. If you use only one Greeting Table, the numbered greetings you
record from 1 to 4 play automatically. You do not have to assign Greetings 1
to 4 to the table, but you must select the language preference.

If you use a Primary and Alternate Language, record the option 9 instruction in
your Greeting. For example, if you use English as your Primary Language and
French as your Alternate Language, your main greeting can be in English with
the option to play the greeting again in French by pressing 9. For example:

16 NN40011-017 Issue 1.2 BCM RIs 6.0
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“Good morning. This is Touchstone Marketing. To use our voice messaging
service in French, please press 9.”

Note: The Enable Bilingual option in Call Pilot Manager System Properties
should be checked. Refer to the CallPilot Manager & Mailboxes Guide.

Company Greetings can be 0 to 10 minutes in duration. If you need to change
the greeting duration, you must change the Class of Service assigned to the
System Administrator Mailbox.

Recording a Company Greeting
1. Click the Auto-Attendant heading.

2. Click the Company Greetings link. The Company Greetings screen

appears.
Main | Logout | Help |
Mailbox Administration Company oo s | Caption Commands
Greeting
Auto-Attendant 1 Mot Recorded Woice
General Properties = 2 Mot Recorded Woice
Lines Adrministration * 3 Mot Recorded “aice
Change Many Lines = _
CLID Routing Table = 4 Mot Recordsdd Soice
Greeting Tables = 5 Mot Recorded Woice
Holidzys = B Mot Recorded Woice
Company Greetings -
Customized Dicgts = T Mot Recorded Woice
g Mot Recorded Woice

3. Click the Voice link for the greeting you want to record and follow the
steps in the Recording Prompts section of this guide to record a
greeting from your computer.

NN40011-017 Issue 1.2 BCM RlIs 6.0 17
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Recording Prompts

For best results, use a telephone that is attached to the same BCM as your
voicemail system. Avoid using cordless telephones.

1. The Company Greeting recording screen appears as below.

Company Greeting 2

Phone Set:
Connect To: |[iEs=I=IiEE]
Changes to the recording are applied OMLY when
the SA%E button is pressed BEFORE hanging up.
Import:
Export:

Mative Encoding  WWav Encaoding

[ Close l[ Help ]

2. In the Connect To box, type the extension number or telephone
number you are using to record the greeting or prompt.

For a local extension, just type the extension number. For a telephone
number that is not a local extension, type the sequence of digits that
dial the telephone number from the voicemail system. For example,
you might need to dial 9, the area code, and then the telephone
number.

W

Click the Record button. The telephone rings.
4. Pick up the handset. Do not use Handsfree.

5. After the tone, record your prompt.

(o2}

. After you finish recording your prompt, click the Stop button.

7. To listen to the prompt, click the Play button or to save the recording,
click the Save button.

18 NN40011-017 Issue 1.2 BCM RIs 6.0
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Note: Do not forget to click Save before replacing the receiver, otherwise the
recording will be lost.

8. Click the Close button and replace your telephone handset.

Adding a Greeting Caption

Captions can now be added to Company Greetings to help identify which
greeting and script has been allocated to a particular greeting table.

The caption can be a maximum of 30 characters.

To add a caption:
1. Click the Company Greetings link.

2. Click on the Add Caption link for the greeting to which the caption is to

be added.
Main | Logout | Help |
Company Greetings
Mailbox Administration CUGPE | e | @,V @aronends
Greeting

Auto-Attendant 1 Recorded Add Caption Voice
General Propetties = 2 Mot Recarded “Woice
Lines Adrministration = 3 Mot Recorded Yoice

Chance Many Lines = i

CLID Routing Takle = 4 Mot Recorded Vioice

Greefing Tables = 5 Recaorded Add Caption Yaoice
— oy %; G Mot Recorded Yeice
Customized Digts * v R (REEErE=E ol
g Mot Recorded “oice
Custom Call Routing 9 Mot Recorded Woice
10 Mot Recorded “oice
Metworking 11 Mot Recorded Yoice
12 Mot Recorded “Woice
Contact Center 13 Mot Recorded Yoice
14 Mot Recorded Woice
Reports 15 Mot Recarded Wioice
16 Mot Recorded Woice
Configuration 17 Mot Recorded “Ynize
18 Mot Recorded “oice
Operations 19 Mot Recorded Yoice

NN40011-017 Issue 1.2 BCM RlIs 6.0 19




CallPilot Auto-Attendant

3. In the Greeting box type a descriptive name for the greeting and click
the Submit button.

Main | Logout | Help |

Greeting Caption

Greeting 1: |Main Cornpany Greeting A

Submit I Cancel

Greetings Tables
1. The Greeting Tables configuration screen is accessed by opening the
Auto-Attendant menu, and then clicking on the Greetings Table link.

Main | Logout | Help |

Greeting Tables

Mailbox Administration * _W
Chance

1

Auto-Attendant * 2 Chance

General Properties = 3 Chance

Lings Adminiztration = P Chante

Change Many Lines = EIEIGE

CLID Routing Takle = ] Change

a Greeting Tables 5 Chanoe
Holiclays = 7

Company Grestings = Change
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2. Click on the Change link for the Greeting Table you want to configure.
The Greeting Table configuration screen appears.

Greeting Table 4 Setup

Hon
Business

Greeting: 1 "I |2 = 3 -vl |4 -
CCR Tree: Mane vI IMH Mﬂ IMH

Step 1 Disable DN
P Dialing: = = = =

Moming  Afternoon  Evening

Monday: |1 200 A |'I 200 PM |B:DIJ P |E:EIIJ =] {ea 12:00 Ak}
Tuesday:  [1200AM  [1200PM  [600PM  [B0DPM  (eo12:00 4M)

Wednesday: [1200AM  [1200PM  [BODPM  [B:00PKM (e 12:00 aM)

Thursday:  [12004M  [1200PM  [B00PM  [BO0PM (e 12:00 AM)

Step 2 Friday: [200AM  [1200PM  [600PM  [E00PM | (epi200a4M)
Saturday:  [1Z00AM  [1Z00PM  [BDDPM  [B:00PM (e 1200 Am)
Sunday:  [12004M [1200PM  [600PM  [G00PM  (en12:00.4M)
Step3 ___ bt [
Language Preference: IW‘
Step 4 Menu Repeat Key: IWBL‘
~ Custom Auto-Attendant Menu Prompts
Enable: r
Step > Primary Prampa1: Mot Recorded Vaice...
— — _ Alternate Prompt: Mot Recorded Voice... |  ____ __ _

Submit | Cancel |

Step 1 — Greetings, CCR Tree Assignment & Disabling DN
Dialling

For each Greeting Table you can assign what greeting plays and what CCR
Tree calls route to, depending on the time of day. You do not have to assign a
CCR Tree to a Greeting Table, but if want to assign a CCR Tree to a Greeting
Table you must build it first.

If you do not assign a CCR Tree to a Greeting Table, the caller hears the
greeting you assign, then the Automated Attendant menu prompt. If you
assign a greeting and a CCR Tree to a Greeting Table, the caller hears the
greeting you assign and is then routed to a CCR Tree.

1. Select the Company Greeting number you want to use from the drop
down list. If you do not wish the callers to hear a Company Greeting,
select a Company Greeting number that has not been recorded.

NN40011-017 Issue 1.2 BCM RlIs 6.0 21



CallPilot Auto-Attendant

2. Assign the CCR tree you wish to use with this Greeting Table. Refer to
the Custom Call Routing Guide for more information on CCR trees.

Disabling Name and Extension Dialling

Callers can search the Company Directory for a name, or enter an extension
number, to direct their calls. The call rings at the appropriate telephone. You
can send calls to the appropriate mailbox instead, depending on time of day.

If you disable name and extension dialling, when a caller dials an extension or
name, the call goes to the corresponding mailbox. If no initialized mailbox
exists for the extension the caller hears “The person you have called is not
available” followed by the CCR menu voice prompt. If a fax machine calls the
Automated Attendant or CCR tree at a time of day when you have disabled
DN dialling, the call is transferred to the fax extension.

3. Select the Disable DN Dialling check box for any time of day when you
do not want callers to be able to use hame or extension dialling.

Step 2 — Setting the Business Hours

Setting the Business Hours determines when each greeting is played on the
Greeting Tables. Business Hours are divided into Morning, Afternoon,
Evening, and Non-business hours for each of the seven days of the week for
each Greeting Table.

For days that your business is not open, set the Morning, Afternoon and
Evening start times to 12:00 a.m. (midnight), and then set the Non-Business
start time to 12:01 a.m.. The Non-business greeting plays throughout the day.
You can turn the Non-business greeting on and off using the Business Status
feature. If the Business Status is Off, the Non-business greeting plays until the
Business Status is On. Refer to the Operator Settings section of this guide
for more information.

3. For the day of the week you want to configure, type a start time in the
Morning, Afternoon, Evening and Non-business boxes.

Step 3 - Assigning a Greeting Table Attendant

The Greeting Table Attendant overrides the designated Operator. If the
Attendant does not answer, the call goes to the Attendant extension. If you do
not specify an Attendant extension, the call goes to the General Delivery
Mailbox.

4. In the Attendant Extension box, type the extension of the Greeting
Table Attendant.
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Step 4 — Language Preference

5. From the Language Preference list box, select Primary or Alternate as
the language used for voice prompts. Callers hear greetings in this
language unless they press the designated key to switch to the other
setting. Language Preference is not available unless bilingual operation
is configured.

6. From the Menu Repeat Key list box, choose a digit that lets callers
repeat the current menu prompt. The Menu Repeat Key is optional.
The Menu Repeat Key takes priority over any CCR Trees and
Automated Attendant menus that are already configured, and applies to
all CCR Trees in the Greeting Table. If you choose 0 as the Menu
Repeat Key, it prevents callers from being able to revert to the
Attendant or CCR Trees, in favour of Menu Repeat.

Step 5 - Custom Auto Attendant Prompts

With a Custom Menu prompt you can provide callers with a list of options such
as choosing the Alternate Language, accessing the Company Directory or
reaching an Operator. A Greeting Table has two Custom Menu prompts: one
for a Primary prompt and one for an Alternate prompt, for example “Press 9
for French”.

Note: If CCR Trees have been applied in Step 1, the CCR Tree prompts will
override the standard and Custom Auto-Attendant prompts.

7. Select the Enable check box if you want the Auto Attendant to use
custom Primary and Alternate language menu prompts. The record
status of the Primary and Alternate prompts is shown. If you do not
select the Enable check box, the Auto Attendant uses standard
prompts.

8. If you wish the caller to have the option of hearing the menu again
select which key to press for this action (0-9 Though this number
should not conflict with a tree menu option or other alternate prompt

key.)

Note: To allow callers to choose the Alternate prompt, the “Enable Bilingual”
option should be selected in the Call Pilot System Properties. Refer to the
CallPilot Manager & Mailboxes Guide for more information.

9. To record the primary and the alternate prompts, click the Voice button
and follow the steps in the Recording Prompts section of this guide to
record a greeting.

10.Click the Submit button to configure the Greetings Tables.
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Holiday Greeting Schedules

You can create a list of holidays with their own special greetings in the Holiday
List. The Holiday List can have a maximum of 100 holidays. For each holiday
you can assign greetings and CCR Trees based on the time of day. You can
create holidays that occur once, or recurring holidays that take place on the
same day each year, such as Christmas Day, which occurs on December 25
every year.

Recording the Holiday Greetings
1. Click the Auto-Attendant heading.

2. Click the Company Greetings link. The Company Greetings screen
appears. In this example greeting 12 will be used.

Main | Logout | Help |
Company Greetings
Mailbox Administration %ﬂmp_anv Status | Caption Commands
reeting
Auto_Attendant 1 Recorded Add Caption  /oice
General Propetties = 2 Mot Recorded oice
Lines Administration = 3 Recorded  Test Change Caption “oice
Change Many Lines = i
CLID Routing Table = 4 Mat Recorded Yoice
Greeting Takles = 5 Mot Recorded oice
Company %S‘ B Rt Recorded Yoice
Customized Dists = v i iz ) iz
g Mot Recorded “oice
Custom Call Routing 9 Mot Recorded Woice
10 Recorded Add Caption  “oice
Metworking 11 Recorded  Hols Greetingl Change Caption “/oice
12 Mot Recorded m&
Contact Center 13 Mot Recorded Woice
14 Mot Recorded “oice
Reports 15 Mot Recorded Woice
16 Mot Recorded “oice
Configuration 17 Mot Recorded oice
18 Mot Recorded “oice
Operations 19 Mot Recorded ‘Woice
a0 blcd B rolocd i

3. Click the Voice link for the greeting you want to record and follow the
steps in the Recording Prompts section of this guide to record a
greeting from your computer.

Adding Entries to the Holiday List
1. Click the Auto-Attendant heading.

2. The Lines Administration page appears.
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3. Click the Holidays link.

Main | Logout | Help |

Holiday List

Mailbox Administration * ---_

Auto-Attendant ©

General Propetties

Lings Administration
Change hany Lines =
CLID Routing Table =
Greeting Tables =

Holiday s

Company Greetings =

Customized Digits =

4. The Holiday List page appears.

5. Click on the Add button and a new item will appear in the list.

6. Click on the Change link.

Main | Logout | Help |

Holiday List
Mailbox Administration * ---_

[Mlewy them) Unused  Change Delete
Auto-Attendant *
General Properties =
Line=s Administration =
Change Many Lines =
CLID Routing Takle =

Greeting Tables =
Holidays

Company Greetings =
customized Digits =
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7. The new holiday will be displayed.

Main | Logout | Help |

Holiday Setup

Name: I(New lterm)
Date: I— j I—J

Occurs every year on the same date: [~

Non
Business

Greeting: |1 j |1 j |1 j |1 j
CCRTree:INDnej INDnej INUnej INonej

Hours:  [1200AM [1200PM  [B00PM  [BOOPM  (ey1200 am)

Morning  Afternoon  Evening

Submit | Cancel |

8. In the Name box enter a name for the holiday. The name can be a
maximum of 63 characters.

9. From the Date boxes select a month and a day. You can enter
February 29 if you are creating a recurring holiday, because a match
will occur every Leap Year, or if you are not creating a recurring
holiday, but the year to which the date applies is a Leap Year.

10.Select the Occurs every year on the same date check box if the
date occurs every year on the same date, such as Valentine’s Day,
which always occurs on February 14. Do not select the check box if the
holiday does not occur every year on the same day.

11.From the Morning, Afternoon, Evening and Non-business list
boxes, select a greeting, from 1 to 250 that you want to use. The
defaults are 1 for Morning, 2 for Afternoon, 3 for Evening and 4 for
Non-business. These greeting numbers play during the periods you
define in the Hours settings.

12.From the CCR Tree list box select the CCR Tree you want calls to
route to for each time of day.

13.1f you do not want calls to route to a CCR Tree, select None. Assigning
a CCR Tree is optional. You must build a CCR Tree before you can
assign it.

Note: If no CCR Tree is selected the standard auto attendant prompts will
play after the greeting.
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14.In the Hours boxes enter the start times for the Morning, Afternoon,
Evening and Non-Business greetings. These times determine when
greetings and CCR Trees apply to the holiday.

15.Click the Submit button.

16.Holidays can be Changed or Deleted as required.

Holiday List

Name Date Status | Command
Summer Bank Holiday August 30, 2010 Pending | Change Delete

Chriztmaz Day December 25 Repeatingl Change Delete
Add

Holiday Status

The Status column in the Holiday List shows the status of the holidays. You
can edit, update or delete holidays from here. After a holiday expires, you can
open and edit it so it applies to the upcoming year.

Holiday List

Name Date
Summer Bank Holiday August 30, 2010 § Pending
Chriztmaz Day December 25 Repeating

e Unused: A holiday not yet configured

e Today: A holiday that matches the system date. If a holiday occurs on
the day you access the Holiday List, the status shows “Today”.

e Repeating: A holiday that has been configured to recur every year.
e Pending: A holiday that is configured to take place once in the future.

e Expired: A holiday that has been configured for the past, and will not
reoccur.
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Lines Administration

The system can answer all your incoming lines, or just the lines you specify.
Before the system can answer an incoming line, you must assign the line and
set the Answer status to Yes. Each line you configure is answered by
Greeting Table 1 unless you specify another table.

You can assign the system to answer incoming calls after a specified number

of rings. The number of rings ranges from 0 to 12. If you leave the number of
rings at zero, the system answers immediately.

Configuring the Auto-Attendant to Answer Lines
1. Click the Auto-Attendant heading.

2. Click the Lines Administration link. The Lines Administration page

appears.
Main | Logout | Help |
Mailbox Administration Line Answer Mode Table/Skillset Rings Command
1 Ma -—- u] Change
Auto-Attendant 2 Mo ] Chande
\ General Propetties = 3 Plo — ] Change
Lines Administration 4 Mo 0 Chanoe
Chianoe Many Lines = - Lhande
CLID Routing Takle = 3 ] 0 Chanie
Greeting Tables = E Mo - 0 Chanige
Holidays =
Compary Grestings = B 1 - L SIS
Customized Digits = g Ma — u] Chandge
] Ma - u] Change
Customn Call Routing 10 Mo ] Change
11 Mo - ] Change
Networking 12 Mo ] Change
13 Ma -—- u] Change
Contact Center 14 M 0 Change
15 Ma - u] Change
Reports 16 Mo 0 Change
17 (i [] -—- a Change
Configuration 18 Mo 0 Change
19 Ma -—- u] Change
Operations 0
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3. Click the Change link for the Line you want to change. The Line
Properties page appears.

Line Properties

Line Humber: 245
Answer Mode: |AutD—Aﬂendantj

Tahle/Skillset Numhber: |1

Humher of Rings: IIII 'I

Submit Cancel

4. From the Answer Mode list box, select Auto Attendant.

5. In the Table/Skillset Number box, type the Greeting Table number
you want to assign to the line selected.

6. In the Number of Rings box, select the number of rings before
CallPilot answers.

7. Click the Submit button.
To Configure Answering for Several Lines
1. Click the Auto-Attendant heading.

2. Click the Change Many Lines link. The Change Many Lines page
appears.
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3.

7.

In the From and the To boxes, type the range of lines you want to
configure answering for.

Change Many Lines

Line Range: (1-452)

From: To:

Answer Mode:

Table/Skillset Number:
Number of Rings:

[ Submit H Cancel ]

From the Answer Mode list box, select Auto-Attendant.

In the Table/Skillset Number box, type the Greeting Table number
you want to assign to the lines.

In the Number of Rings box, select the number of rings before the
system answers.

Click the Submit button.

Operator Settings

With the Operator settings you can:

Set the Operator Status to On or Off.
Change the Operator password.

Set the Business Status.

Assign CallPilot Line answering.

The Operator settings can be accessed by clicking on the Main menu,
and then selecting Operator Settings.

Main | Logout | Help |
Main Menu
Mailbox Administration Add Mailbox
Change/Delete Malbox
Auto-Attendant Group List Admimstration
System Properties
Custom Call Routing Cperator Settings h
Logout
Metworking
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2. The Operator Settings screen will then appear.

Main | Logout | Help |

Operator Settings

Attendant Available: |7
Business Open: I
Answer Lines: v

Attendant: |221

Reset Operator Password: [~

Submit I Cancel |

Setting the Attendant Status

When your company Receptionist or Operator is available to respond to
callers, set the Attendant Available Status to Yes. When your company
Receptionist or designated Operator goes for a break or leaves in the
afternoon set the Attendant Available Status to No.

When the Automated Attendant Status is set to No, a caller who requests an
Operator is informed the Operator is not available, and is transferred to the
Menu options to dial another extension or leave a message.

3. Check the Attendant Available option if the Operator is available. Un-
check the option if the Operator is not available.

Set the Business Open Status

The Business Open setting overrides the scheduled times programmed for the
Morning, Afternoon, and Evening in the Greeting Tables. When Business
Open is set to Yes, greetings are played according to the time scheduled in
the Greeting Tables. For example, if Business Open is set to Yes, the
Morning, Afternoon and Evening Greetings play automatically according to the
start times programmed in the Greeting Tables.

When the Receptionist or designated Operator sets the Business Open to No
at the end of the business day or prior to the weekend, the Non-business
hours Greeting continues to play until the Business Open is set to Yes.

Ask the Receptionist or designated Operator to select the Business Open
check box in the morning when your company opens. Ask the Receptionist or
designated Operator to clear the Business Open check box at the end of the
business day.
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4. Select the Business Open check box if you want to enable the
Business Open setting. Clear this option to set the Business Open
status to No (closed).

Set the Answer Line Status

CallPilot can answer all your Central Office (CO) lines included in line
configuration. When Answer Lines is enabled, CallPilot answers all incoming
calls and presents each caller with the Company Greeting and Automated
Attendant Menu. You can designate whether or not CallPilot answers your
company lines.

If Answer Lines is disabled, CallPilot does not answer incoming calls. All
incoming calls must be answered and routed by your company Receptionist.

The Answer Lines status also relates to the Call Center. If this option is
cleared, any lines assigned to the Contact Center will not be answered by Call
Pilot.

5. Select the Answer Lines check box to have your lines answered by
CallPilot. Clear this option if you do not want Call Pilot to answer these
lines.

Set the Attendant Extension

Whenever anyone asks to speak to your company Receptionist or Operator,
CallPilot transfers the call to the Attendant extension. You can change the
Receptionist or designated Operator extension number. If the Attendant
extension number changes, you must change the extension of the General
Delivery Mailbox to the new extension number of the Operator.

Callers can request to speak to your company Receptionist or designated
Operator when the Automated Attendant prompt announces the option and
the Operator status is set to Yes. Callers who request an Operator are
transferred to the new extension. If the Operator does not answer, the call
transfers to the General Delivery Mailbox.

6. In the Attendant box, type the Operator’s extension number.

Resetting the Operator Password

You can reset the Operator password to the default at any time.
The default Operator password is 67372867 (Operator).

7. Select the Operator Password check box.

8. Click the Submit button to configure the Operator Settings.

32 NN40011-017 Issue 1.2 BCM RIs 6.0



CallPilot Auto-Attendant

Advanced Auto-Attendant Configuration

This section details features, functions, and operations that may not be
necessary in all situations.

CLID Routing Table

Set up a CLID Routing Table to control how calls are routed based on their
Caller Identification. The CLID Routing Table routes recognized incoming
telephone numbers to the appropriate destinations. You can set up the CLID
Routing Table to direct frequent callers to a specific extension or mailbox,
CCR Tree or Greeting Table. To use a CLID Table, your incoming lines must
be equipped with Caller Identification service.

If an incoming call has a CLID value that matches an entry in the CLID
Routing Table, the call is directed according to the CLID Routing Table rather
than the Greeting Table. After the call is directed, the call disconnects or
returns to the routing according to the Return to Auto-Attendant setting.

Note that as well as entering full CLID references, such as 01244 670200, an
area code can be entered. For example if 01244 is entered, all CLID’s

received starting with that area code will be recognized and transferred to the
programmed destination.

Adding a Telephone Number to the CLID Routing Table
1. Click the Auto-Attendant heading.

2. Click the CLID Routing Table link. The CLID Routing Table page
appears.

Main | Logout | Help |

Lines Administration

Mailbox Administration Line Answer Mode Table/Skillset Rings Command
1 Mo - 1] Change
Mo Chanie
Mo change
Mo Chanie
Mo change
Mo Chanie
Mo change
Mo Chane
Io Chanoe

Auto-Attendant

General Propetties =
Lines Administration
\Change hany Lines =
CLID Routing Takble =

Greeting Tables =
Holiddays =

Company Greetings =
Customized Digits =

0w 0 - M hn B W M
o o o o o o o O
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3. Click the Add button.

Main | Logout | Help |

CLID Routing Table
Mailbox Administration * _--_

Add

Auto-Attendant ©
General Properties = \

Lines Administration =
Change Many Lines =
CLID Routing Tahkle
Greeting Tables =
Holiclays =

Company Greetings =
Customized Digits =

4. The CLID Setup page appears.

Main | Logout | Help |

CLID Setup

Calling Line ID: ||

Transfer To:

&+ Greeting Table: m
" Extension: I—
" Mailbox: I—
' CCR Tree: [Mone =] Path#: [

Submit I Cancel |

5. Inthe Calling Line ID box type the telephone number you want to add.

6. Atthe Transfer To option, assign how you want the telephone number

to transfer. If you want calls from this number to transfer to:

e A Greeting Table, select the Greeting Table option and from the list
box select a Greeting Table number.

e An extension, select the Extension option and in the box type the
destination extension number.

e A mailbox, select the Mailbox option and in the box type the
destination mailbox number.
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e A CCR Tree, select the CCR Tree option, from the list box select
the CCR Tree number.

7. You can leave the Path box empty to route the caller to the Home node
of the Tree. To route the caller to a specific node of a Tree, in the Path
box type the sequence of digits the caller presses to go from the Home
menu to the target node.

8. Click the Submit button.

Service Directory Number Table

Service DN features

The Service Directory Number (DN) Table links individual directory numbers
to specific features. You set up the Service DN Table with entries that map a
DN to a feature.

The Service DN Table can have a maximum of 30 entries.
To receive Service DN treatment, a caller must dial the Service DN directly.

A caller who is redirected to the Service DN, for example, from Call Forward
All Calls, does not receive the Service DN treatment.

When callers dial the DN, they connect to the feature that you set up in the
Service DN Table.

A Service DN can be a:

DN associated with a Business Series set.
e You must plug the set into the BCM for the DN to function as a Service
DN.
e The DN must be set to Call Forward All Calls (CFAC) or Call Forward
No Answer (CFNA) to the voicemail DN.

DN associated with a GASI port.
e You do not have to plug the analog phone set into the BCM for the DN
to function as a Service DN.
e The DN must be set to Call Forward All Calls (CFAC) or Call Forward
No Answer (CFNA) to the voicemail DN.

Hunt group DN.
¢ You must set the overflow DN for the corresponding hunt group to the
voicemail DN.

For example a hunt group is required that will forward unanswered calls to
Greeting Table 2.
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To configure this scenario:

e Set the hunt group overflow DN to be equal to the voice mail DN.

e Then program the hunt group DN in the Service DN table associating it
with Greeting Table 2.

In this example a Service Directory Number has been set up using a Hunt
group DN of 397. This will forward unanswered hunt group calls to the auto
attendant greeting table 2.

Main | Logout | Help |

Service Directory Number
Table

Mailbox Administration

Auto-Attendant Service DN Service Type Value Description Commands
Hunt Group
Custom Call Routing 257 Greeting Table 5 fwnat.o SR
Greeting
Networking Table2

\ j Add
Contact Center Y

Reports - -
Service Directory Number
Confi ti
susemeroperies+| | SETUP

Dialing Tranzlaticn Properties *
Dialing Tranzlation Takble » Service DN: |_397
Switch Properties » ’

Fax Properties *
ervice Directory Mumber Table

Service DN Description: IHuntGroup fwna to Greeting Tabli

Operations

Service DN Type:

" Voice Mail

" Express Messaging
" Name Dialing

" Auto Attendant

& Greeting Table |2 vl

Submit | Cancel |
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To add a Service Directory

Number:

1. Click the Configuration link followed by the Service Directory

Number Table link.

Main | Logout

| Help |

Service Directory Number

Mailhox Administration

Table

Auto-Attendant

Service DN Service Type Value Description Commands

Custom Call Routing

Add

Hetworking

Contact Center

Reports

Configuration

System Propetfies =

Dialing Translation Properies =
Disling Translation Takble =
Switch Propeties =

Fax Properties =
Service Directory Mumber Table

r'd

Operations

/

2. Click the Add button to add a Service Directory Number to the table.

Main | Logout

| Help |

Service Directory Number

Mailbox Administration

Table

Auto-Attendant

Service DN Service Type Value Description Commands

Custom Call Routing

# Add
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3. You will be presented with the Service Directory Number Setup screen.

Main | Logout | Help |

Service Directory Number
Setup

Service DN: I

Service DN Description: |

Service DN Type:

' VYoice Mail

" Express Messaging
" Name Dialing

" Auto Attendant

" Greeting Table |1 vl

Submit | Cancel |

4. In the Service DN box, type the directory number you want to add.
Do not include hyphens or spaces.

Service DN: I

5. In the Service DN Description box, type a description of the service you
wish to add (Max 50 Characters).

Service DN Description: |

6. Select the Service DN Type. If you choose a Greeting Table as the
Service DN type, the Greeting Table number displays in the Value field
in the Service Directory Number Table.

Service DN Type Description

Voicemail DN Direct log on to CallPilot voicemail.

Express Messaging Leave message for any subscriber's mailbox without the
subscriber's telephone ringing.

Name Dialing Connect to a subscriber by spelling the subscriber's name using
the dialpad.

Auto Attendant Connect to Auto Attendant.

Greeting Table Connect to a Greeting Table, if you are an external caller.

Internal callers connect to Auto Attendant.

7. Once you have selected the Service DN type click Submit.
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Avaya Documentation Links

e CallPilot Manager Set Up and Operation guide
e CallPilot Programming Record
e CallPilot Telephone Administration guide
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