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Custom Call Routing

Overview

With Custom Call Routing (CCR) you can replace Automated Attendant (AA)
menus with a CCR Tree that offers callers more choices. Callers who reach a
CCR Tree hear the CCR Home node immediately after the Company
Greeting.

CCR Trees contain paths that callers navigate using their telephone dial pad.
By selecting an option from the prompts callers can:

e Hear an Information Message.

e Leave a message in a mailbox.

e Transfer to an extension or an external number.

e Go to a sub-menu.

When the caller dials the CCR tree they will be presented with the following
options:

Company Greeting: Refer to the Company
Greetings section of the Auto-Attendant

Guide.

Touchtone Gate: Refer to the General
Properties section of the Auto-Attendant

Guide.

CCR Home Menu: Refer to the Greeting
Tables section of the Auto-Attendant
Guide.

The CCR tree is assigned to an Auto-Attendant Greeting Table, and therefore
the CCR Home Menu replaces the Auto-Attendant (AA) menu. However, the
AA menu options are still available to the caller.

Note: that both the Company Greeting and Touchtone Gate are optional.
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Flow Chart

The following flow chart outlines the CCR Tree set up procedure.

Configure the CCR Tree: Refer to the
Configuring a CCR Tree section of this

guide

Assign the CCR Tree to an AA Greeting Table: Refer
to the Assigning a CCR Tree to a Greeting Table
section of this guide

Ensure lines are routed to the CCR Tree:
Refer to the Ensuring the Callers Have
CCR Tree Access section of this guide

Required Information

Before commencing CCR tree construction, it would be useful to make a plan
of the required tree functions, such as:

Identify the frequently called departments and extensions.

Determine which goods and services the customer may want to
promote in Information mailboxes.

Create mailboxes callers can leave messages in.

Decide what type of Home node you should create.

Determine destination types.

Record prompts and messages. By default, a caller can press 9 to hear
prompts in an alternate language or O to reach an Operator. These
options are not included unless you record them as part of the Home
node prompt.

NN40011-018 Issue 1.2 BCM Rls 6.0 7
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Accessing CallPilot via Element Manager

1. To access the Business Element Manager application from the Start

Menu, navigate to Start, Programs, Avaya,
Communications Manager, Business Element Manager

AVG 9.0
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. Viewer Central Inc

-

Business
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Uninstall
»
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I camtasia Studio 2
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@ Canon Printer Uninstaller
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I FileZila FTP Client

@ FreeMind

@ Games
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HP

HP CD Labeler IT

HP RecordNow
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@ Jaws Systems

‘*i'\f Favorites 3 @ Macromedia
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@ WebEx Recorder &Player
@ Windows Live

A~ Acrobat_com

E Adobe Reader 9

€ Audacity

‘ Documents
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% = Microsoft SQL Server 2005
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=3
& Q. Help and Support
o @
q =7 Run... @ QuickTime
2 IF) Quote Tool BC
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= RealvNC
ES iOI Shut Down. ..

SharePoint
[& start | @2 mteme... -| 33 Window... ) sMC 3455
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3

2. Alternatively, double-click on the Business Element Manager desktop

icon.

A

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

A Avaya Business Element Manager - Network Elements

File Edit Wiew Metwork Seszion Tools  Help

«Exit| & cut Mg copy W Paste B vveb Page J Validate Device L%Cc-nnect ¥ Delete
4

BCM Chester

T

=

=
el
-2y 200.30.30.51
T
e

&y 200.30.30.77
T

-2y 200.30.30.80

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 WView MNetwork Seszion Tools  Help

3 Exit | % cut [§3 Copy W Paste

= Web Page .,/ Validate Device l% Connect ¢ Delete |

Element Navigation Panel 4

EHQI Metwark Elements M| Connection Information
-2y 10.1.1.2
l% 10.1.1.66 IP Address: 200.30.30.80
I.% 200.30.30.30.73 User ID: |nnadmin
-2y 200.30.30.51
-2y BCM Chester Password; [essmmm==
-2y 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.
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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

NN40011-018 Issue 1.2 BCM RIs 6.0
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CCR Tree Structure

This section details the various components that formulate a CCR tree.

Home Node

After the Company Greeting, a caller hears the Home node message for the
CCR Tree. A Home node can offer up to eight options. Callers can select
options such as:

Listening to an Information Message in primary or alternate language.

e Leaving a message.

e Transferring to an extension or an external number.

e Choosing from a sub-menu.

By default, O is reserved for reaching the Operator and 9 offers the menu in
the alternate language. The Home node is on Level 0. As the sub-menus are
added to one another the caller can then progresses through the levels of the
CCR Tree. You can create up to 11 levels (from 0 to 10).

The Home node can be an Information Message. You can program the Home
node to play an Information Message.

For example:

“Come celebrate with us! It’s time for Ideal Office Machines’ annual get-
to-know-our-customers picnic. The annual picnic is on the first Sunday
of August from 1:00 to 5:00 p.m. in Thompson Park. See you there.”

If the Home node is an Information Message, the caller disconnects at the end
of the message. The other destination types do not apply.

Alternative Languages for the Home Node Prompt

If you record an Alternate Language Home node prompt, you must tell callers
about the Alternate Language option in the Home node message. In the
Primary Language Home node prompt tell callers to press 9 if they want to
hear the message in the Alternate Language.

For example:

“To hear this message in [the Alternate Language] press 9. To place an
order press 1. To add your name to our mailing list press 2. To reach
our sales department press 3. To speak with the receptionist press 0”.

Information Message

An Information Message is a message you record to tell callers about goods
or services available from your company. You can tell callers about
information such as sales, specials, company events, business hours, price
lists, and shipping times.
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For example:

“We’re pleased to announce the arrival of the new FaxEasy line of fax
machines. FaxEasy is easy to operate and produces top quality fax
images at an affordable price”.

You must create Information mailboxes before you can add an Information
Message to a CCR Tree.

Sub-menu

A sub-menu is any menu that callers hear after the Home node. Sub-menus
can lead to other sub-menus. A sub-menu is a prompt that provides callers
with another list of options. For example, from the Home node a caller can
press .to reach the Sales department and hear the sub-menu options.

For example:

“To place an order press 1. To add your name to our mailing list, press
2. To speak with a Customer Service Representative press 3. To speak
with the receptionist press 0.

Mailbox Node

Create mailbox nodes to give callers a mailbox where they can leave a
message.

For example:

“You have reached the lIdeal Office Machines Order Desk mailbox.
After the tone, leave your name, address, telephone number, and the
number of the item you want to order. Thank you”.

Destination

The destination is where callers go after they listen to an Information Message
or leave a message in a mailbox. Each Information Message and Mailbox
node must have a destination:

e Previous: returns the caller to the previous menu.

e Home: returns the caller to the Home node.

e Disconnect: disconnects the call.

You can assign destinations only to Information Messages and Mailbox
nodes.

Transfer Node

A Transfer node transfers callers to an extension (DN’s) or an external
number. Callers can also be transferred to Hunt group DN’s and Contact
Center DN’s.

NN40011-018 Issue 1.2 BCM Rls 6.0 15
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Paths

A Path can be a series of menus, Information Messages, Mailboxes or
Transfers. A Path number is the digit that callers press to go to the next level
in a CCR Tree.

Park and Page Node

A Park and Page node parks a call and announces it to a paging zone,
overhead paging system or both. Depending on the configuration you select,
the page can be repeated until the parked call is answered. An unanswered
call returns to the CCR Tree.

For example:

“Hello, you are through to Bob’s mailbox. If you would like to leave a
message please do so after the tone or alternatively press 6 now to
page me. Thank you”.

Configuring a CCR Tree

The first step in configuring a CCR tree is to create a Home node. If the Home
node is a Menu, other options can be added. If the Home node is a Mailbox
node, Information node, or Transfer node, no other options need to be added.

Creating the Home Node

The Home node can be one of the following:
Menu

Information

Transfer

Mailbox

The most common option is a Menu node. However, some customers may
require callers to be transferred to a single destination at night-time, e.g. a
surgery may require callers to be transferred to a GP’s mobile number. In this
situation, the Home node would be a Transfer type.

16 NN40011-018 Issue 1.2 BCM Rls 6.0
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To Create a Home Menu Node

1. Click the Custom Call Routing heading. The CCR Tree Administration
page appears.

Main | Logout | Help |
CCR Tree Administration
Mailbox Administration --_
1 Motdefined — Create
Auto-Attendant 2 Mot defined Creste
3 Motdefined  Create
Custom Call Routing 4 Notdefned  Crests
] 5 Motdefined  Creste
Networking £  Motdefned  Creste
7 Motdefined — Create
Contact Center 7 y—— Create
Reports 9 Mot defined Creste
10 Mot defined Create
Configuration 11 Motdefined  Creste
12 Motdefined  Create
Operations 13 Motdefined  Create
14 Motdefined  Creste

2. Click the Create link for the CCR Tree you want to create. The New
CCR Tree page appears. From the Create Options, select Home
Menu Node, and click Submit.

Main | Logout | Help |

New CCR Tree

Tree Humber: 1

Create Options:
* Home Menu Node
" Home Information Node
" Home Transfer Node
" Home Mailbox Node

Submit Cancel

NN40011-018 Issue 1.2 BCM Rls 6.0 17
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3. The CCR Tree Properties screen appears. Click the Change link.

Main |  Logout | Help

CCR Tree Properties

Tree Mumber: 1

‘Key Type  Descripion  Command
Home  Menu Chane h

Add: Menu Transfer Mailkbox Information Park&Page

Close |

4. The CCR Menu Node Properties page appears. Click the Voice link.

Main |  Logout | Help

CCR Menu Node Properties

Tree Number: 1

Caption: I

Primary Prompt: Mot Recorded M
Alternate Prompt: Mot Recorded Voice... |

Submit I Cancel

18
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5. The Voice Prompt screen appears.

/3 https://10.1.1.66 - Review/Edit ¥oice - Microsoft Internet E -0 x|
-
Voice prompt - CCR Tree 1
Phone Set:
Connect To: || Hang Up |
Changes to the recording are applied OMNLY when
the SAYE hutton is pressed BEFORE hanging up.
Play Stop
Record Save
Import:
From: I Browse... |
Send |
Export:
Mative Encoding  YWav Encoding
Close Help
-
|&] pone |_|_|_|_|T§|0 Internet 4

6. 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.
7. Click the Record button. The telephone rings.

8. Pick up the handset. Do not use Handsfree.

9. After the tone, record the CCR Tree home menu prompt.

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

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

12.Click the Save button.

NN40011-018 Issue 1.2 BCM Rls 6.0
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Note: Do not forget to click Save before replacing the receiver; otherwise the
recording will be lost.

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

14.The Primary Prompt will be displayed. Please note that to view the
prompt as “Recorded” you will have to refresh the screen.

Main | Logout | Help |

CCR Menu Node Properties

Tree Number: 1

Caption: |

Primary Prompt: Recnrded/ Voice... |
Alternate Prompt: Mot Recorded Voice... |

Submit I Cancel

15.In the Caption box add descriptive text for the prompt you have just
recorded.

Main | Logout | Help |

CCR Menu Node Properties

Tree Humber: 1

Caption: |Salea benu 1

Primary Prompt: Recorded Voice...

Alternate Prompt: Mot Recorded Voice... |

Submit I Cancel |

16. Click the Submit button.

NN40011-018 Issue 1.2 BCM RIs 6.0



CallPilot Custom Call Routing

17.The Home Menu node will now be displayed.

Main | Logout

Help |

CCR Tree Properties

Tree Mumber: 1

Home  henu Sales Menu 1 Change

Add: Menu Transter Mailbox Information Park&Page

Close |

You should now proceed to the Adding Nodes to the Home Menu section.

To Create Other Home Menu Types

1. Click the Custom Call Routing heading. The CCR Tree Administration

page appears.

Main | Logout

Mailbox Administration *

Auto-Attendant ©

’ Custom Call Routing

Hetwaorking ©

Contact Center

Reports *

Configuration *

Operations *

Help |

CCR Tree Administration
Tree Status Command

1 Incomplete Change Delete
2 Mot defined Create
3 Mot defined Create
4 Mot defined Creste
5 Mot defined Create
6 Mot defined Create
7 Mot defined Create
g Mot defined Creste
9 Mot defined Create
10 Mot defined Create
11 Mot defined Create
12 Mot defined Creste
13 Mot defined Create

-
o=

Mot defined Create

NN40011-018 Issue 1.2 BCM RIs 6.0
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2. Click the Create link for the CCR Tree you want to create. The New
CCR Tree page appears.

Main | Logout | Help |

CCR Tree Administration
Mailhox Administration --_

1 Incomplete Chanoe Delete
Auto-Attendant 2 Mot defined Create
3 Mot defined Create
Custom Call Routing 4 Mot defined Creats
. S Mot defined Create
Networking E  MNotdsfned  Crests
¥ Mot defined Create
Contact Center PR p—— Creste
Reports 9 Mot def?ned Create
10 Mot defined Create
Configuration 11 Mot defined Create
12 Mot defined Create
Operations 13 Mot defined  Create

14 Mat defined Create

3. From the Create Options option, select the type of Home Node you
want to create. If you want to base your new tree on an existing tree,
select Copy of tree and select the tree you want to copy.

Main | Logout | Help |

New CCR Tree

Tree Humber: i

Create Options:
* Home Menu Hode
" Home Information Node
" Home Transfer Hode
' Home Mailbox Node

' Copy of tree: |1 'I

Submit | Cancel |

4. Click the Submit button. The CCR Tree Properties page shows the
new CCR Tree.
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5. If you are:
a. Creating a Home Information Node:

i. Click the Change link for the CCR Tree. The CCR Info
Node Properties page appears.

CCR Tree Properties

Tree Mumber: 2

Key Type Description Command

Hame  Info Change
Close |

ii. Inthe Caption box type a name for the Information node,
such as Sales.

CCR Information Node

Properties
Tree Humber: Z
Caption: ||

Primary Prompt: Mot Recorded Voice... |

Alternate Prompt: Mot Recorded Voice...

Submit I Cancel |

iii. To record the Information node primary and alternate
messages, click the Voice button and follow the steps in
Recording Prompts section of this guide.
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b. Creating a Home Transfer Node:

i. Click the Change link for the CCR Tree. The CCR
Transfer Node Properties page appears.

CCR Tree Properties

Tree Mumber: =

Key Type Description Command
Home  Tranzfer Chande

™~
Cloge |

ii. In the Caption box type a name for the Transfer node,
such as Sales.

CCR Transfer Node
Properties

Tree Number: 4 /

Caption: |

Outdial Method: |Intercomj | {Line/Pool #)

Phone Number: |1DD

Submit I Cancel |

iii. From the Outdial Method list box select an outdial
method. The outdial method is the telephony resource
that is used to transfer the call:

a. Select Line to use an external line to transfer the
caller to an external telephone number, and enter
the line number you want to use.

b. Select Pool to use a line pool to transfer the caller
to an external telephone number and enter the
Line Pool number you want to use.

c. Select Route to use a Routing Code to transfer the
caller to an external telephone number.

d. Select Intercom to transfer the caller to an
extension.

e. In the Phone Number box, type the extension or
external telephone number. Depending on the
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Outdial Method you may need to precede the
telephone number with — for example — routing

digits.

c. Creating a Home Mailbox Node

i. Click the Change link for the CCR Tree. The CCR

Mailbox Node Properties page appears.

CCR Tree Properties

Tree FMumber: 4

Key Type Description Command
Home hailbox GERERAL_DELMERY MB Change

Close |

i. In the Mailbox Number box type the number of the

mailbox you want calls to transfer to.

CCR Mailbox Node
Properties

Tree Number: 5
Mailbox Number: |100 GEMERAL DELIVERY MB

Mailbox Type:  General Delivery

Submit Cancel |

ii. Click the Submit button.

For the above type of Home Nodes the CCR tree is now complete.

Adding Nodes to the Home Menu

If the CCR tree has a Home Menu node, other nodes may now be added to

that node. Options to add to the Home Menu are:
e Transfer Nodes.
¢ Information Nodes.
e Mailbox Nodes.
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e Sub-Menu Nodes.

e Park & Page Nodes.

Adding a Transfer Node

1. Click the Custom Call Routing heading. The CCR Tree Administration

page appears.

2. Click the Change link for the CCR Tree that you want to add a Transfer

node to.
Main | Logout Help |
CCR Tree Administration
Mailbhox Administration = --_
1 Incomplete Change Delete
Auto-Attendant * 2
3
Custom Call Routing 4
5 Mot defined  Creste
Networking * B MNotdefined  Creste
Contact Center * e Seets
g Mot defined Create
Reports * 9 Mot defined Create
10 Mot defined Create
Configuration ® 11 Mot defined Create
12 Mot defined Create
Operations * 153 Mot defined Create
14 Mot defined  Create

3. The CCR Tree Properties page appears. Click the Transfer link.

Main | Logout

Help |

CCR Tree Properties

Tree Mumber: 1

Home  Menu Sales Menu 1 Change

Add: Menu Transtfer Mailbox Information Park&Pace

Close |
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4. The new Transfer node appears on the CCR Tree Properties page.
Click the Change link for the Transfer node.

Logout

Help |

CCR Tree Properties

Tree Mumber: 1

Hame  Menu Zales Menu 1 Chande

Add: Meou Transter Mailbox [nformation Park&Page

1 Tranzter Chanoe Delete

Close |

5. The CCR Transfer Node Properties page appears. In the Caption
box type where you are transferring the caller to, for example Sales.

Logout

Help |

CCR Transfer Node
Properties

Tree Humber: 1
Path: 1

Caption: |Sales

Outdial Method: |Interu:u:|m j | iLinePool #)

Phone Number: |253

Submit I Cancel |

6. From the Outdial Method list box select an outdial method. The outdial
method is the telephony resource that is used to transfer the call:

a. Select Line to use an external line to transfer the caller to an

external telephone number, and enter the line number you want
to use.
Select Pool to use a line pool to transfer the caller to an external
telephone number and enter the Line Pool access code you
want to use.
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c. Select Route to use a Routing Code to transfer the caller to an
external telephone number.
d. Select Intercom to transfer the caller to an extension.

7. In the Phone Number box, type the extension or external telephone
number.

8. In the above example the call will transfer to the Sales department that
is a skillset with a control DN of 253.

9. Click the Submit button. You will be returned to the CCR Tree
Properties page.

Main | Logout | Help |

CCR Tree Properties

Tree Mumber: 1

Home  henu Sales Menu 1 Change

Add: Menu Transfer Mailbox Information Park&Page

1 Transfer  Sales Change Delete

Close |

Adding an Information Node

1. Click the Custom Call Routing heading. The CCR Tree Administration
page appears.

2. Click the Change link for the CCR Tree that you want to add an
Information node to. The CCR Tree Properties page appears.

3. Click the Information link. The new Information node appears on the
CCR Tree Properties page.
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4. Click the Change link for the Information node. The CCR Information
Node Properties page appears.

Main | Logout | Help |

CCR Tree Properties

Tree Mumber: 1

- Type  Description  Command
E henw Sales Menu 1 Change
Add Menu Transter Maillbax Information Park&Pace
Transfer  Sales Change Delete
Info Change Delete

Close |

5. In the Caption box type a caption that describes the information, for
example, Store Location and Hours.

Main | Logout | Help |

CCR Information Node

Properties

Tree Number: 1

Path: 2

Caption: |Opening Hours

Destination: IHDme 'I

Prewious
Disconnect

Alternate Prompt: Mot Recorded Voice... |
Submit I Cancel |

Primary Prompt: Voice... |

6. From the Destination list box, select a destination. The destination is
the location on the CCR Tree that callers go to after the Information
message plays:

a. Previous: returns to the previous menu node.
b. Home: returns the call to the Home node prompt.
c. Disconnect: disconnects the call.
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7. To record the Primary and Alternate prompts, click the Voice button
and follow the steps in the Recording Prompts section of this guide.
These prompts are the information message that the caller hears when
they are routed to this node.

8. Click the Submit button. You will be returned to the CCR Tree

Properties page.

Adding a Mailbox Node

Adding a mailbox node gives callers a mailbox where they can leave a
message or listen to an Information Message, depending on the mailbox type.

Use a Mailbox node to transfer callers to a Subscriber, Information or Fax On
Demand mailbox.

1. Click the Custom Call Routing heading. The CCR Tree Administration
page appears.

2. Click the Change link for the CCR Tree that you want to add a Mailbox
node to. The CCR Tree Properties page appears.

3. Click the Mailbox link. The new Mailbox node appears on the CCR
Tree Properties page.

Main | Logout | Help |

CCR Tree Properties

Tree Mumber: 1

Type Command
E henu Sales Menu 1 Chance
Add: Meru Transfer Mailbox Information Park&Page
1 Tranzfer Sales Change Delete
2 Info Chane Delete

3 Mailbox  GEMERAL_DELPMNERY MB Change Delete

Close | \

4. Click the Change link for the Mailbox node.

5. The CCR Mailbox Node Properties page appears.
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6. In the Mailbox Number box type the mailbox number of the
Subscriber, Information, or Fax on Demand mailbox you want the call
to transfer to. You must create the mailbox before you can assign it to a
Mailbox node.

Main | Logout | Help |

CCR Mailbox Node
Properties

Tree Number: 1

Path: 3 /

Mailbox Number: ||1 oo GEMERAL _DELMWERY ME
Mailbox Type:  General Delivery

Destination: IHDme vl h
Submit I Cancel |

7. From the Destination list box, select a destination. The destination is
the location on the CCR Tree that callers go to after they leave a
message:

a. Previous: returns to the previous menu.
b. Home: returns the call to the Home node prompt.
c. Disconnect: disconnects the call.

8. Click the Submit button. You will be returned to the CCR Tree
Properties page.

Adding a Park & Page Node

A Park and Page node parks a call and announces it to a paging zone,
overhead paging system or both. The page can be repeated until the parked
call is answered. Incoming calls that go unanswered, due to the page going
unanswered are returned to the CCR Tree.

To Add a Park and Page Node
1. Click the Custom Call Routing heading.

2. Click the Change link for the CCR Tree that you want to add Park &
Page node.

3. The CCR Tree Properties page appears.
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4. Click the Park &Page link. The new Park & Page node appears on the
CCR Tree Properties page.

Main | Logout | Help |

CCR Tree Properties

Tree Mumber: 1

Haome  hdenu Zales Menu 1 Change
Add: Menu Transter Maibox Information Park&Page

1 Tranzfer  Sales Change Delste
2 Info Change Delste
3 Maibox  GEMERAL_DELIVERY MB Chance Delete
4 Park&Page Change Delste

Close |

5. Click the Change link for the Park and Page node.

Main | Logout | Help |

CCR Tree Properties

Tree Mumber: 1

Home  henu Sales Menu 1 Change

Add: Menu Transfer Mailbo:x [nfarmation Park&Page

1 Tranzfer  Sales Chanae Delste
2 Info Change Delste
3 Maibox  GEMERAL_DELWERY MB Change Delete
4 Park&Page Chanoe Delste

Close | \
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6. The CCR Park and Page Node Properties page appears.

Main | Logout | Help |

CCR Park and Page Node

Properties

Tree Number: 1

Path: 4

Caption: IStDres Room
Transfer DN: 256

Transfer Before Page: ¥

Internal Zone

Page Type:
Paging Fone: |1 'I
Page Retries: |1 'I

Retry Interval: |1 5 (5-300 seconds)
Primary Prompt: Mot Recorded — Woice... |
Alternate Prompt: Mot Recorded — Woice... |

Submit I Cancel |

7. In the Caption box type a name for where you are paging the caller to,
for example Support. The caption can be a maximum of 50 characters.

Caption: |St|:|res Foam

8. If you want to transfer the call to an extension before you park and
page it, in the Transfer DN box type the extension you want to transfer
the call to. If the call is not answered at this extension it returns to the
CCR Tree and a Park and Page is performed. If you leave this box
clear the call is immediately parked and paged.

Transfer DN: 25k

9. Select the Transfer Before Page check box if you want to transfer the
call to the extension you specify in the Transfer DN box before it is
parked and paged.

10.
|Transfer Before Page: [ ‘

11.1f you define a Transfer DN but do not select the Transfer before
page check box, the call is parked, and is transferred to the DN after all
of the page retries are tried.
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12.From the Page Type list select the page type you want to use: internal
zone, overhead paging or both. The default is internal zone.

Internal Zone

Page Type:

13.From the Paging Zone list select a number from 1 to 6, or All.

Paging fone: |1 'I

14.From the Page Retries list select a number from 0 to 5 (or Unlimited)
that is the number of times the system will try to page to the paging
zone. The default is 1.

Page Retries: |1 j

15.1n the Retry Interval box type the number of seconds between paging
retries. The retry time is measured from the end of the playback of the
page. The range is 5-300 seconds. The default is 15 seconds.

Retry Interval: |1 5 (5-300 zeconds)

16.Click the Voice buttons for the Primary and Alternate prompts and
record your primary and alternate recordings. These recordings are
played over the paging zone or overhead paging system, followed by
the park string. For example if you record “Support please pick up.”
CallPilot can play “Support, please pick up 101”. If you have not
recorded Customized Digits the “101” is in the system voice. If you
have recorded Customized Digits the entire prompt is played in your

voice.
Primary Prompt: Mot Recorded  Yoice...
Alternate Prompt: Mot Recorded  Woice...

17.Click the Close button.

Recording Customised Digits

You can record customized recordings for the digits O to 9 in the primary and
alternate languages, for use with the Park and Page feature. If you select the
Use Customized Digits check box, Customized Digits are used to play the
park code in your voice, for example, “Support call on 101.”

If you select the Use Customized Digits check box you must record recordings
for every Customized Digit. If your system is bilingual you must record
recordings in the primary and alternate languages.
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1. Click the Auto-Attendant heading and click the Customized Digits
link.

Main | Logout | Help |

Mailbox Administration | | Line| Answer Mode | Table/Skillset. Rings | Command |
1 Mo --- a Change
’nutu-nttendam - 2 [{] i Chanoe
Genetal Propetties 3 o 1] Chance
Lines Adminizstration 4 Mo 0 Chande
Change Many Lines = SNENGE
CLID Routing Takle = = Mo 0 Chane
Greeting Tables = g Mo i} Chanie
Holidays =
Company Greetings = i o 1 e
sl Clistomize Digits * 8 o 0 Change
3 Mo 1] Chance
2. The Customized Digits page appears.
Main | Logout | Help |
Mailbox Administration * | [ (0 Status
Auto-Attendant © i} kot Recorded Mot Recorded  Woice Woice
General Properties « 1 Mot Recorded Mot Recorded  Woice Yoice
Lines Administration = i R

Chance Mary Lines * 2 Mot Recorded Mot Recorded “oice “oice

CLID Routing Takble = 3 Mot Recorded Mot Recorded Woice Woice

Greeting Tables = 4 Mot Recorded Mot Recorded  Voice Y oige

Holiclzyy= = : ;

Company Grestings = 5 Mot Recorded Mot Recorded Woice W oice

Customized Digits 51 Mot Recorded ot Recorded “oice “oice

7 Mot Recorded Mot Recorded Woice Y oice

Custom Call Routing © 5 Mot Recorded Mot Recorded  ‘oice Yoice

9 Mot Recorded Mot Recorded Woice Woice

Hetworking *

3. For digits 0 to 9, click the Voice links and record your customized digit
recording. In your recording say the name of the digit, for example,
“three”.

4. Record alternate Customized Digits recordings if your system uses an
alternate language.
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5. Click the Auto-Attendant heading. Click the General Properties link.

Main | Logout | Help |

Mailhox Administration < | | Line|Answer Mode' |Table/Skillset [ Rings| Command |
1 Mo - 0 Change
\nutu-mtendam . 2 Mo i Change
General Propetties = 3 Mo — ] Change
Lines Administration 4 Mo 0 Chane
Chance Many Lines = - LNENGe
CLID Routing Takble = 5 Mo = 1} Chanie
iGredting Tables = 5 Mo — 0 Chande
Holidays =
Company Greetings = J e = u thange
Customized Digits = g Mo - a Change
9 Mo - 0 Change

6. The Auto-Attendant Properties page appears. Click the Use
customized digits check box.

Main | Logout | Help |

Auto-Attendant Properties

Return to Auto-Attendant: [~

Touchtone Gate: INDne "l

Use customized digits: M < m—
Starting CCR tree feature I (3 digits: Feature digit, Tree number,

code: Mads within tree)
Humber of CCR tree I—
feature codes: 0

Repeat CCR Menu

Prompts: o

Submit I Cancel

7. Click the Submit button.
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Adding a Sub-Menu Node

Create a Menu node to organize choices for your callers, or when you have
more choices than can fit on one menu.

1. Click the Custom Call Routing heading. The CCR Tree Administration
page appears.

2. Click the Change link for the CCR Tree that you want to add a Menu
node to. The CCR Tree Properties page appears. Click the Menu link.
The new Menu node appears on the CCR Tree Properties page.

Main | _Logout | _Help

CCR Tree Properties

Tree Number; 1

Key ‘Command
Home Menu Menu 1 Change
Add. Menu Transfer Maidbox Information ParkaPage
1 Transfer  Sales Change Delete
2 Info Change Delete
3 Madbox GENERAL _DELIVERY MB Change Delete
4 Park&Page Change Delete

Clml
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3. Click the Change link for the Menu node.

Main | Logout

Help |

CCR Tree Properties

Tree Mumber: 1

Hame  Menu Sales Menu 1 Change

Add: Menu Transfer Maibox Information Park&Page

Transfer  Sales

Chance Delete
Infa
hilzilkae:
Park&Page

flenu

Change Delete
GEMERAL_DELIVERY MB Chance Delete

\ Change Delete

Chande Delete
Add: Menu Transfer Maibox Information Park&Page

Close |

o= L D

4. The CCR Menu Node Properties page appears. In the Caption box
type a caption for the node.

Main | Logout

Help |

CCR Menu Node Properties

Tree Number: 1

Path: 5

Caption: Sales sub meny

Primary Prompt: Mot Recorded Voice... |
Alternate Prompt: Mot Recorded Voice... |

[ submit | cancel |

5. To record the Primary and Alternate prompts, click the Voice button
and follow the steps in the Recording Prompts section of this guide.

6. Click the Submit button.
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7. You should then add in the nodes that are required from the sub menu.

Main | Logout | Help |

CCR Tree Properties

Tree Mumber: 1

Home  kenu Sales Menu 1 Change

Add: Menu Transfer Mailbox Information Park&Page

1 Tranzfer  Sales Chanoe Delete
2 Info Opening Hours Chanoe Delete
3 Mlillac: GEMERAL_DELIVERY MB Change Delete
4 Park&Page Stores Room Change Delete
5 Menu Insurance sub menu Change Delete

Add: Menu Transfer Mailbox Information Park&Page

Close |

8. In this example two transfer nodes have been added to the sub menu.

CCR Tree Properties

Tree Number: 1 CCR Transfer Node
‘Key Type  Description  Command Properties

Haome  kenu Sales Menu 1 Change

Adch Menu Transter Mailbo:x Information Park&Pace

Tree Humber: 1

1 Transfer  Sales Change Delete Path: 52
2 Infa Opening Hours Change Delete Cabti I' =) |
aption: NsUrance Renewals
3 Mailkace: GEMERAL _DELIVERY MB Chance Delete P
4 Park&Page Stores Room Change Delete Qutdial Method: I Intercam j I (LinePool #)
5 lenu Inzurance sub menu Change Delste
- : Phone Number: IEBE
Adc Menu Transter Mailbox Information Park&Pace
.1 Tranzfer  Insurance Quotes Chanie Delete
.2 Tranzfer  Inzurance Renewals Change Delete Submit I Cancel |

Close |
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An Example of a Finished Tree

When the CCR tree has been completed it may look like the following
example.

CCR Tree Properties

Tree Mumber: 1

Key Type Description Command
Home  Menu Sales Menu 1 Change
Aodd: MWenu Transfer Mailbox Information Park&Padge
1 Tranzfer  Sales Chanoe Delete
2 Info Opening Hours Chandge Delete
3 Ml GENERAL_DELIVERY MB Chance Delste
4 Park&Page Stores Room Change Delete
5 Menu Insurance sub menu Chandge Delete
Acd: Menu Transfer Mailbo:: Information Park&Page
.1 Transfer Insurance Quates Chandge Delete
.2 Tranzfer  Inzurance Renewals Chandge Delete

Note that the options originating from a Sub-Menu are denoted by a “dot”, and
the more Sub-Menu levels that are created, the more “dot’s” there will be.

The above CCR tree can be represented from the callers’ perspective as
follows:

Thank you for calling company ABC
Please press 1 for Sales, 2 for Opening
Hours, 3 to leave a message, 4 for our Stores
& Parts Room and 5 for Insurance.

DD

1
Node type: Node Type: Node Type: Node Type: Node: Menu
Transfer Information Mailbox Park & Page Please press 1 for
Target Destination: Destination: Destination: Insurance Quotes 2 for

DN:xxx Insurance Renewals

Home Menu Disconnect

Page Zonel

Node Type :
Transfer
Target DN
XXX

Node Type :
Transfer
Target DN
XXX
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Assigning a CCR Tree to an Auto-Attendant Table
The CCR tree has to be assigned to an Auto-Attendant Greetings Table to

give callers the ability to access it. For more information on Greetings Tables
refer to the Auto-Attendant guide.

To Assign a CCR Tree to a Greeting Table
1. Click the Auto-Attendant heading.

2. Click the Greeting Tables link. The Greeting Tables page appears.

Main | Logout | Help |

Mailbox Administration | | Greeting Table |Command_
1 Chandge
Auto-Attendant 2 Chanoe
zeneral Properties = 3 Change
Lines Administrstion = 4 Chande
Chande Many Lings = LNENGE
CLID Routing Takle = 3 Chanue
Gresting Tables g Change
Holiday= =
A‘ugang Grestings = 7 Change
Customized Digits = g Change
9 Chandge
Custorn Call Routing 10 Chianicie
14 il LY

3. Click the Change link for the Greeting Table you want to assign a CCR
Tree to. The Greeting Table Setup dialog box appears.

Main | Logout | Help |

Greeting Tables
ailhox Administration _
Mailbox Administrat MW

1
Auto-Attendant 2 Change
General Properties = 3 Change
Lines Administration = 4 Chanae
Charnge Many Lines = =NENG8
CLID Routine Takle = 5 Chance
Gresting Tables B Change
Holicdays =
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4. Select from each CCR Tree list box the CCR Tree you want calls to
route to for each time of day. If you do not want calls to route to a CCR
Tree select None.

Main | Logout | Help |

Greeting Table 1 Setup

Non
Business

Mg (3 [(H 3 [

CCR Tree: Nonej |N0nej |N0nej |N0nej
Disable DN |Mone
Dialing: ; C 0 O

Monday:  [12:00AM  [1200PM  [G00PM  [GO0PM  reg 1200 4w

Morning  Afternoon  Evening

Tuesday:  [1200AM  [1200PM  [E00PM  [BODPM (1200 AM)

Wednesday: [1200AM  [1200PM  [E00PM  [G00PM (1200 aM)

Thursday:  [1200AM  [1200PM  [BO0PM  [GD0PM (1200 4M)

Friday: [tfzooAmM  [1200PM  [BOOPM  [BODPM  (eo12004M)

Saturday:  [12004M  [1200PM  [600PM  [G00PM  reg 1200 am)

Sunday:  [1200AM  [1200PM  [E00PM  [BOOPM  reg 1200 4w

Attendant Extension: |221

Language Preference: IPrimary VI
Menu Repeat Key: I? 'l

Custom Auto-Attendant Menu Prompts
Enable: r

Primary Prompt: Not Recorded Voice... |
Alternate Prompt: Not Recorded Voice... |

Submit I Cancel |

5. Click the Submit button.

Ensuring the Caller’s Have CCR Tree Access

Before callers can access the CCR tree, lines must be routed to the Greeting
Table in Auto-Attendant Lines Administration.

Also, do not forget to check that Call Pilot is set to answer calls. This option is
found in the Operator Settings.

For information on the above issues, refer to the Auto-Attendant guide.
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Making Changes to a CCR Tree

If it is necessary to make changes to a CCR tree, you must first ensure that
the callers do not experience disruption. Therefore, any reference made to the
CCR tree you wish to change should be removed from the Greeting Table.

Before this is done, you may find it useful to make a copy of the original tree
to substitute whilst changes are made.

Copying a Tree
To make a copy of a tree:

1. Click the Custom Call Routing heading. The CCR Tree Administration
page appears.

2. Click the Create link to create to create a new CCR Tree. The New
CCR Tree page appears.

3. From the Create Options option, select Copy of tree, and select the
tree you need to copy.

New CCR Tree

Tree Number:

Create Options:
% Home Menu Node
 Home Information Node
" Home Transfer Node
" Home Mailbox Node

' Copy of tree: |1 vIP

Submit Cancel |

4. Click the Submit button.

5. The CCR Tree Properties page will appear. Click the Close button.

Removing References to a CCR Tree from a Greeting Table
1. Click the Auto-Attendant heading.

2. Click the Greeting Tables link.

3. Click the Change link for the Greeting Table that uses the CCR Tree
that you want to disable. The Greeting Table Setup page appears.
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4. For each time of day, remove the CCR Tree you want to disable by
choosing another CCR Tree number (e.g. the copied version of the
original) or None from the CCR Tree list box.

Main | Logout | Help |

Greeting Table 1 Setup

Morning  Afternoon  Evening Bu:i'::ass
Greeting: |1 j |1 j |3 j |4 j
CCRTree: |1 = [1 = [t = |1
Disable DN (NI=TH=WNE
i — SO =
Monday:  [1Z00AM  [1Z00PM  [GO0PM  [BO0PM  (e012:00 4
Tuesday:  [1200AM [1200PM  [BODPM  [G00PM  (eg12:00 4
Wednesday: [12004M  [1200PM  [E00PM  [B00PM (e 12:00 2M)
Thursday:  [1Z00AM  [1Z00PM  [E00PM  [GDOFPM  (sg12:00 am)
Friday: [fzooam  [1200PM  [EDOPM  [EDOFM  (eg12:00 am
Saturday:  [1Z00AM  [1Z00PM  [G0OPM  [B00PM  (eo12:00 s
Sunday:  [1Z00AM  [1Z00PM  [GO0PM  [BO0PM  (e012:00 4
Attendant Extension: |221
Language Preference: IPrimary 'l
Menu Repeat Key: I? 'l
Custom Auto-Attendant Menu Prompts
Enable: [
Primary Prompt: Not Recorded Voice... |
Alternate Prompt: Not Recorded Voice... |

Submitl Cancel |

5. Click the Submit button.

It is now possible to safely make changes to the original CCR tree.

When finished, follow the above procedure to route calls through to the altered

CCR Tree.
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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:
Changes to the recording are applied OMLY when
the SAE button is pressed BEFORE hanging up.
Import:
From:
Export:

Mative Encaoding Wav Encaoding

[ Close ][ Help l

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.

3. Click the Record button. The telephone rings.

4. Pick up the handset. Do not use Handsfree.

o

After the tone, record your prompt.

(0]

\l

click the Save button.

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

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

Note: Do not forget to click Save before replacing the receiver; otherwise the

recording will be lost.
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8. Click the Close button and replace your telephone handset.
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Additional Information

One Button Access to CCR Trees

After you create a CCR Tree, you can program one-button access to any of its
first level nodes.

To do this, you program a feature code for the tree node you wish to access at
the push of a button using F*3 (the button programming feature code).

If you need to access several nodes at the push of a button, you must create
a range of feature codes and assign each feature code to the different CCR
Tree Nodes.

Only nodes 1 to 8 within trees 1 to 7 can be accessed with this feature.

1. Set the feature code range and assign the number of feature codes to
the different CCR trees:

a. Using a telset, access F983.
or
b. In CallPilot Manager, access the Auto Attendant General
Properties page.

Main | Logout | Help |

Greeting Tables
Mailbox Administration Greeting Table Command

1 Change

\Autu-n.tlendam 2 Chanas

General Properies = 3 Change

Lines Administration = 4 Chanae

Change Many Lines = =NENGS

CLID Routing Takle = 3 Change

Greeting Tables B Change
Halicays =

Company Greetings = 7 Change

Customized Dicts « 8 Change

[u] Chance
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2. The Auto Attendant Properties page will appear:

Main | Logout | Help |

Auto-Attendant Properties

Return to Auto-Attendant: [~

Touchtone Gate: INDne "l

Use customized digits: r

Starting CCR tree feature I (3 digits: Feature digit, Tres number,

code: Mods within tree)
Humber of CCR tree I_
feature codes: 0

Repeat CCR Menu

Prompts: o

Submit I Cancel |

. For example for two CCR trees with 8 nodes each. To program 16
feature codes (F911 through F918, and F921 through F928), enter 911
as the Starting CCR tree feature code.

Starting CCR tree feature [911 (3 gigits: Feature digt, Tree number,
code: Mode within tree)

. If you wish to have two CCR trees available via one button feature
codes you would enter 16 as the number of CCR Tree Feature Codes.
i.e. 8 for tree 1 (nodes | to 8 — 911 to 918) and another 8 for tree 2
(nodes 1 to 8 - 921 to 928) giving a total of 16 for both trees.

Number of CCR tree I—
feature codes: 15'

. The trees themselves should be configured in line with the one button
feature codes to be used.

. Program memory buttons on telephone set, using F*3 to correspond
with the feature codes assigned in the Auto Attendant properties page.
Refer to the CallPilot Reference Guide to program memory buttons
for feature codes.
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Note: The feature codes must not be the same as any other application. They
must correspond to FOxy.
Where:
» X represents the tree number.
* X must not include 0, 8 or 9.
* Y represents the node number.
* Y is between land 8 inclusive.
For example:
* F941 Sales (Tree 4, Option 1 Park & Page node).
* F942 Accounts (Tree 4, Option 2).
* F973 Technical Support (Tree 7, Option 3).

One Button Access to CCR Tree Example

An incoming call arrives directly into Customer Services but the caller wants to
talk to someone in the Sales department. In this example there is a Park &
Page node to access the sales department.

The Customer Service representative answers the call presses the pre-
programmed button on the phone (F941). The system parks the call, and a
page plays "Sales, please pick up XXX." XXX is the park code, for example
101 or 102. The Sales representative presses Intercom and XXX to pick up
the call.

Setting Telset for One Button Access to CCR Trees

1. Press F983.

2. Enter the telset User ID that has voicemail administration rights and
press OK.

Note: For information about creating a user with voicemail administration
rights, refer to the BCM Administration Guide.

3. Enter the user password and press OK.
4. Press AA.

5. Press GRTG.

6. Press AA.

7. Press NEXT.

8. Press CHNG.

9. Enter the starting feature number.
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10.For example enter 912. F912 is associated with tree number 1 and

node number 2.

11.Press CHNG.

12.Enter the number of the features you want to add.

If you want three features, enter 3 and then press OK. For example, if the
starting feature code is 912 and you enter 3 for the number of features, F912,
F913, and F914 become valid and take you to tree 1 node 2, tree 1 node 3,
and tree 1 node 4.

Programming a Memory Button with a Feature Code

Each CallPilot feature code can be programmed to a single memory button.
Use the paper labels that come with your telephone to identify the
programmed button. To use the feature, press the labelled button.

1.

Press F*3.

\ Note: Do not lift your handset.

2.

3.

The display shows Program Features.
Press a memory button with an LCD indicator.
Press the Feature key on the hand set.

Enter the feature code number that you want to program. That
corresponds to the CCR tree and Node required.

a. For example, enter F942 to program the button to transfer a
caller to Accounts.

Repeat steps 1 through 5 for each feature code you want to program.

To query the button programming use F*0, the display shows that the
button is programmed.

50
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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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