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Contact Avaya Support
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telephone number is 1-800-242-2121 in the United States. For additional support telephone numbers, see the Avaya Web

site:http://www.avaya.com/support
Copyright © 2010 ITEL, All Rights Reserved

The copyright in the material belongs to ITEL and no part of the material may be reproduced in any form
without the prior written permission of a duly authorised representative of ITEL.
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Auto Attendant Set Up & Operation Guide

Overview

The SCS 4.0 system includes a system wide auto-attendant facility that answers a
company’s incoming calls with a default pre-recorded greeting or a company’s own
custom recorded greeting.

The default SCS auto attendant destination is the Operator, accessed by dialing
100.

A maximum of 100 auto attendants can be configured on the SCS system.

Other features of the Auto Attendant include:
a dial by name feature

automated transfer to a local extension
transferring the call to an operator

or retrieval of voicemail messages

Multiple auto-attendants can be created for specific customer scenarios by using
the Web based SCS configuration interface.

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

“Your call has been answered by an automated communications system. If you
know your party’s extension you may dial it at any time.

To dial by name press 9

To reach the operator press 0

To retrieve voicemail press #”

An SCS user can also configure a Personal Attendant that will direct calls to
destinations relevant to their own extension. For example, in the user’s absence
their personal attendant can offer an options menu to destinations such as other
SCS users or voicemail. Please refer to the Attendant section of the SCS 4.0 End
User Task Base Guide, for Personal Attendant configuration details.
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Required Information

The following questions should be considered for the successful installation and
configuration of the Auto Attendant facility on the SCS system:

Will the default operator extension 100 be used or will this be changed
within the default Auto Attendant Dial Plan?

Will the default prompts for the Auto Attendant be used or will custom
prompts be required?

Will a Working Time Attendant be configured? If so what working hours will
be required for the Auto Attendant Dial Plan rule to be used?

What prompts will play when the office is closed “After Hours”

Will the Dial by Name facility be used? If so the user or groups to which the
users belong, will require attendant directory permissions. This will allow the
user's names to be available to the dial by name directory. (Please refer to
the SCS 4.0 Configuring User Profiles Task Based Guide for details of how
to assign attendant directory permissions to users).

Will a Holiday Attendant be required?

NN40010-513 Issue 1.3 SCS 4.0
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Flow Chart

Assign User Permissions to
record Auto Attendant prompts.
Refer to the Recording
Custom Auto  Attendant
Greetings section of this guide.

A 4

Record your custom auto
attendant greetings. Refer to
the Recording Auto Attendant
Greetings section of this guide.

Will any custom auto
attendant greetings be

required?

—

A 4

Assign greetings to the auto
attendant. Refer to the
Assigning the Greeting to the
Auto Attendant section of this
guide.

Yes

A 4

Configure the Auto Attendant Dial Plan. Refer to the
Default Auto Attendant Dial Plan section of this quide.

A 4

Configure an Alias if required. Refer to the Auto
Attendant Extension section of this guide.

v

Choose the default Auto Attendant to be utilised. Refer
to the Auto Attendant Extension section of this guide.

v

Assign working hours for each day to the Auto Attendant.
Refer to the Working Time Attendant section of this

auide.
v

Configure any Custom Auto Attendant and associated
prompts as required. Refer to the Creating Custom
Auto Attendants section of this guide.

Will a holiday attendant be
required?

L

Configure the Holiday Attendant as required. Refer to the
Holidav Attendant section offthiscrticte:

A 4

Will a Special Attendant be
required?

Configure the Special Attendant.
Refer to the Special Attendants
section of this auide.

A 4

Configure incoming call access. Refer

A 4

to the Examples of Incoming Call
Scenarios section of this auide.

Once the final configuration changes have been made,
restart the affected services. Refer to the Activating
the Dial Plan section of this auide.
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Accessing the SCS Programming Interface.

Web Browser requirements for accessing the SCS system
Avaya recommends the following browsers for accessing the GUI of the SCS:

* Mozilla Firefox 3.5 or later
* Internet Explorer version 7.0 or later

In order to configure the Software Communications System you will need to login
to the system with an account that has administrative privileges.

Please refer to the SCS 4.0 Configuring User Profiles Task Based Guide for
details of how to create users and assign them administrative privileges.

The following procedure describes how to access the SCS web browser
administration utility:

1. Open your web browser and enter the IP address or FQDN (Fully Qualified
Domain Name) of the SCS system in the address bar. Then press enter.

3 Mozilla Firefox Start Page - Mozilla Firefox

File Edit ‘“iew Histary Bookmarks Tools  Help

- far | http:jIZDD.SD.SD‘S‘_ » |G- #

2] Most Yisited

2. Depending on your browser settings, you may receive a warning concerning
the site’s security certificate. Approve the certificate by clicking on OK (or
Yes, depending on which browser you are using) to continue browsing to
the SCS administrator portal.

3. If you are using Mozilla Firefox 3.6, an exception will have to be added to a
security certificate exception. Click on the | Understand the Risks link.

History  Bookmarks  Tools  Help

- a3 | 1 ‘htms:_."_"'Zl]llEl].EI].EJSHE_‘"S\prnnﬁg 97 - I-‘l—|::-;;; P

2] Most Visited d Getting Started |2 | Latest Headlines

J ! Untrusted Connection |_| F

This Connection is Untrusted

£
[

&

You have asked Firefox to connect securely to 200.30.30.5:8443, but we can't confirm that your
connection is secure,

Mormally, when you try to connect securely, sites wil present trusted identification to prove that you
are going to the right place. However, this site's identity can't be verified.

What Should I Do?

If you usually connect to this site without problems, this error could mean that someone is trying to
impersonate the site, and you shouldn't continue.

Get me out of here! |

Technical Details

= IUnderstand the Risks
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4. Click on Add Exception.

Fle Edit

View

History Bookmarks Tools Help

- G X @ I!|htb)s:-‘-?l]il‘BIJ.SD‘SJSHBrsipxcUnﬁg 77 -

-"°|-I::-;e >

@ Mast Visited \j Getling Started - Latest Headlines

J !. Untrusted Connection m

'@ = | This Connection is Untrusted

v AI You have asked Firefox to connect securely to 200.30.30.5:8443, but we can't confirm that your
connection is secure.

Mormally, when you try to connect securely, sites will present trusted identification to prove that you
are going to the right place. However, this site's identity can't be verified.

What Should I Do?

If you usually connect to this site without problems, this error could mean that someone is trying to
impersonate the site, and you shouldn't continue.

Get me out of here! |

Technical Details
I Understand the Risks

If you understand what's going on, you can tell Firefox to start trusting this site's identification. Even
if you trust the site, this error could mean that someone is tampering with your
connection.

Don't add an exception unless you know there's a good reason why this site doesn't use trusted
identification.

-—' Add Exception...

5. Click Get Certificate. This is a default certificate installed by the system at
the point of installation to ensure security. To avoid exception messages in
the future you can install a trusted certificate from within the browser — open
the System menu and select Web Certificates.

x

A

- Server

You are about to override how Firefox identifies this site.
Legitimate banks, stores, and other public sites will not ask you to do this.

Location: I

—b Get Certificate |

r Certificate Status
This site attempts to identify itself with invalid information. View... |
Wrong Site

Certificate belongs to a different site, which could indicate an identity theft.
Unknown Identity

Certificate is not trusted, because it hasn't been verified by a recognised autharity.

r Bermanently store this exception

Confirm Security Exception Cancel
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6. Now click Confirm Security Exception.

Add Security BException
You are about to override how Firefox identifies this site.
M N Legitimate banks, stores, and other public sites will not ask you to do this.

- Server

Location: I 5://200.30.30. 5:8443/sipxconfig getCertiﬁcateI

rCertificate Status

This site attempts to identify itself with invalid information.
Wrong Site

I

View...

Certificate belongs to a different site, which could indicate an identity theft.
Unknown Identity

Certificate is not trusted, because it hasn't been verified by a recognised authaority.

r Bermanently store this exception

g Confirm Security Exception | Cancel |

superadmin and
administrator. Then click the Login button.

7. You will be presented with the initial login screen. Enter the user id
the password (PIN) previously defined

by the

AVAYA

Welcome to SCS

Please login with your User ID and PIM

User ID:

PIN:

Login

10
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Note: For details of how to configure Users for the SCS please refer to the SCS
4.0 Configuring User Profiles Task Based Guide.

8. You will be presented with the SCS Interface.

AVAyA Wed, 26 May 2010 4:47 PM Home Help Logout
Users Devices F Y Diag

There are 15 users defined: There are 12 phones defined:

200,201,203, 204, 205, 206, 207, 208, 000412 1dBd5f, 0004f21e794a,

209,210,211, 212, 213, Lisa 0004721eeald, 0004f2114bc7,

superadmin, maore... 000eed238b51, 001b3B6bd1d0
001b3B87bd1d0, 0021623604

Add New User 0021627032, franksoft, paulsoftclient,
J00DDDOOKK, MOTE...
Add new phone... v
Discover Devices

Recording Auto Attendant Greetings

The SCS Auto-Attendant facility provides default pre-recorded prompts that play to
callers. The administrator can decide whether a prompt provides information only,
or presents a menu from which a caller can select options using the phone's key
pad.

The standard prompts that play to callers include:

The System Greeting: "Your call has been answered by an automated
communications system”

The Initial Auto Attendant prompt: "If you know your party's extension, you may
dial it at any time. To dial by name, press 9. To reach the operator, press 0. To
retrieve voicemail press #’

Note: Please refer to the SCS 4.0 Configuring User Profiles Task Based Guide for
details of how to assign users, attendant directory permissions. This will allow the
user’'s names to be available to the dial by name directory.

Recording a Custom Auto Attendant Greeting
To default System Greeting(s) can be changed by recording a new set of greetings
and specifying which greeting the auto-attendant will play.

You can record the following system-wide greetings:

e Standard system greeting
e After hours greeting
e Special occasion greeting

NN40010-513 Issue 1.3 SCS 4.0 11
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These greetings can be re-recorded by SCS users who have been assigned the
‘Record System Prompts” permission. To define a user with such a permission:

1. From the main administrative SCS interface select the Users link followed
by the link of the user to which the permission will be applied. In this
example user ‘200’ Paul Edwards has been selected.

AVAy‘N Wed, 26 May 2010 4:48 PM Home Help
\ Users Devices Features System Diagnostics
Users Users
User Groups
Extension Pool Add New U
ew User

TLS Peers

TS Uy hd

F UseriD First Name Last Name IMID Aliases
O & 200 Tom Hargreaves 200

O gm/ Frank Cortell 201

O & 202 Paul Edwards 202

O &208 Eric Constantine 203

[0 &z204 John Carter 204

O £208 Bob Jenkins 205

Logout

Select the Add New
User link and create a
new user.

After user is created
you can assoclate it
with one or more
managed phones

2. You will be presented with the User Settings screen. Click the Permissions

link.

AVAYA

Identification

Users

Identification User: 202

Unified Messaging
Contact Information

Phones

User ID

Call Forwarding
Schedules

Speed Dial

ACD Agent Supervisor
Personal Auto-Attendant

Last name
First name

PIN
Conferences Confirm PIN
Registrations

Music On Hold

Permissions dfs———
Caller D

Instant Messaging

MyBuddy

SIP password

Groups

Wed, 26 May 2010 4:49 PM Home Help

Devices Features System Diagnostics

Hide Advanced Settings

2 ]

The User ID can ba a numeric extension ke 123 or a name like jsmith. The Usar ID is displayed
by the phone and it is therefore recommended to use the intemal extension as the User ID. If
using DID configure the DID number {or its DNIS portion) as an alias.

The PINis a password used to log in to voicamail or to the user portal. Numeric PINs are
ded, since only numb can be dialed.

ValF1Ln7

The SIP password is used by the user's phone to register with the SIP proxy. For phones
managed by this system, the SIP password entered here will be configured automatically on
the phone. For unmanaged phones, the SIP password is needed when manually configuring
lines on the phone. The securty of this password is very important and that is why a sacure
password is auto-generated.

| IM Phonebook IntemalPhonebook member IntemalGroup

List all groups for this user. If a group does not exist, it will be created. When antering multiple

oo [

Existing Groups:
administrators, [M,
Phonebook,
InternalPhonebook,
member,
InternalGroup, Sales,
Conferencing,
ACDQ1&2, acd

MNew Groups: You
can create new
groups simply by
adding the new group
name to the Groups
form value.

Select Phones to add
this userto one or
more phones.

groups, separate tham with spaces.

12

NN40010-513 Issue 1.3 SCS 4.0




Auto Attendant Setup & Operation

3. From the Permissions screen, ensure the Record System Prompts check
box is selected.

User can cenfigure music on hold
Instant Messaning
W Motification Call Permission
900 Dialing ] (Defawit unchecked)
User can dial 900 numbers
Attendant Directory (Defauit checked)
List user in Auto Attendant
International Dialing (Default checked)
User can dial international numbers
Local Dialing (Default checked)
User can dial local numbers
Long Distance Dialing {Default checked)
User can dial long distance numbars
Mohile Dialing {Dafauit checked)
User can dial mabile numbers
Toll Free (Default checked)
User can dial tall free numbers
woice Mail (Defawlt checked)
User has voicemail inbox
I Record System Prompts I *— (Default: unchecked)
User can record systam promps
[ 0] ] [ Apply ” Cancel ]

4. Also, ensure that the Voicemail check box is selected for the user.

User can configure music on hold
Instant Messaging

IM Motification Call Permission

800 Dialing ] (Default unchecked)
User can dial 900 numbers

Attendant Directary (Default checked
List user in Auto Attendant

International Dialing (Defawlt checked)
Wser can dial international numb ers

Local Dialing (Default checked)
Wser can dial local numbers

Long Distance Dialing {Diefaut checked)
User can dial long distance numbers

Makile Dialing (Defauit checked)

Uszer can dial mobile numbers

Toll Free (Defauit chacked)

Uszer can dial toll free numbers

I woice Mail I *_(Defaun‘: chacked)

Uszer has woicemail inbox

Fecord System Prompts (Default unchecked)

User can record system prompts

[ oK ” Appby ” Cancel
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5. Click the Apply button followed by OK button to confirm the changes made.

900 Dialing

Local Dialing
Long Distance
Dialing

Mobile Dialing
Toll Free
Voice Mail
Record System
Prompts

Attendant Directory

International Dialing

Fl (Default: unchecked)
User can dial 800 numbers
Fi {Default: unchecked)

List userin Auto Attendant

(Default: checked)
Usar can dial intemational numbers
(Default: checked)

User can dial kocal numbers

Usar can dial long distance numbears
{Defauilt: checked)
Usar can dial mobile numbers
{Defauit: checked)

User can dial toll free numbers

(Default: checked)

{Default: checked)
Usar has voicemai inbox
Fi {Default: unchecked)

Usar can record system prompts

OK Apply

Cancel

G P ssiO ™ e T i T T T e T T T e

6. You will be presented with the Users screen.

AVAVA

Users Devices Features

O UserlD - First Name Last Name
] £ 200 Tom Hargreaves
O &201 Frank Cortelli

O 4&z202 Paul Edwards
O A&208 Eric Constantine
O ~&2204 John Carter

O £&a20s Bob Jenkins

O £208 Alex Samson

O 2 207 Mary Jones

0 £ 208 Frank Karol

| =] Gavin Maris

O &2 Adam Histon

o &a211 Mike Thomas

o A2z Gordon Green

O &223 Alan Norris

[1 & superadmin

<<l >>>

[ Delete | |More actions... ~

Wed, 26 May 2010 4:51 PM

System Diagnostics

IMID
200
201
202
203
204
205
206
207
208
209
210
211
212
213

superadmin

Home Help

Add New User

Aliases

Logout

Select the Add New User
link and create a new user.

After user is created you
can assoclate itwith one or
more managed phones

14
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If required, the default system greeting and initial prompts can now be re—
recorded. By default the greeting will be played as follows:

"You have been answered by an automated communications system. If you know
your party's extension, you may dial it at any time. To dial by name, press 9. To
reach the operator, press 0. To retrieve voicemail press #”

To record the message by phone, the user should login into their voicemail box
from their handset:

1. Dial the voicemail extension number, by default 101.

2. Enter the PIN to login to the voicemail box. And press #

3. You will hear the main voicemail menu for that user.

4. Press 7 to access system administration option menu.

5. Press 1 to manage the auto attendant prompt and record the greeting.
6. Press 1 torecord the auto attendant prompt.

7. After the tone record the prompt followed by the # key. You will then be
prompted as follows

a. To listen to the recording press 1

b. To use this recording press 2

c. To delete the recording and try again press 3

d. To cancel press *

e. Once you are happy with the recording log out of the voicemail box.

The recorded greeting now has to be assigned to the Auto Attendant.

NN40010-513 Issue 1.3 SCS 4.0 15
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Assigning the Greeting to the Auto Attendant.
To assign the greeting to the required Auto Attendant:

1. From the main administrative interface click the Features link followed
by Auto Attendants.

QVAyA \ Wed, 26 May 2010 4:52 PM Home Help Logout [Search |
Users Devices Features System Diagnostics
ACD
Agent Status
Conferencing
There are 15 users defined: The Auto AﬂendanWMﬂ—
200, 201, 202, 203, 204, 205, 206, 207, 208, 209, 00C G 794, 0004121eeald
210,211, 212,213, superadmin, more... 00C Paging Groups  8b51,001b386bd1d0
Add New User % HuntGroups 3604 0021:‘5:2?32
] Call Park -
E Music on Hold v
Dis Phonebooks
Instant Messaging
2. You will be presented with the Auto Attendants screen.
AVAVA Wed, 26 May 2010 4:53 PM Home Help Logout [Search ]
Users Devices Features System Diagnostics
Auto Attendants
Auto Attendants Defaults Add Attendant =~ Auto Attendants can
be nested. Per auto-
Special Mode O Name Description attendant there is one
prompt that can be
O Operator played followed by a
dialpad entry. Nesting
O After hours is possible by
selecting "Auto
Attendant” as an
action.

There are two default attendants available Operator and After Hours. The
default attendant specified in the Auto Attendant Dial Plan is Operator and
this will play and be active during business open hours. The After Hours
attendant will be used during the hours when the business is closed. For
details of how to configure your business hours for an attendant, please
refer to the Working Time Attendant section of this guide.

3. Select the link for the Auto Attendant to which the greeting will apply. In
this example the Operator has been selected.

Home Help

Wed, 26 May 2010 4:53 PM

AVAYA

Auto Attendants

Users Devices Features System Diagnostics

Defaults Add Aftendant = Auto Attendants can
be nested. Per auto-
attendant there is one
prompt that can be
played followed by a
dialpad entry. Nesting
is possible by
selecting "Auto
Attendant”as an
action.

Auto Attendants
Special Mode

Name /
Cperator

After hours

Description

IDDD

Delate
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4. The Auto Attendant settings will be displayed. Click the drop down list
to select the recorded greeting.

AVAVA Wed, 26 May 2010 4:54 PM Home Help Logout [Search |
Users Devices Features System Diagnostics
Auto Attendant
Name Upload new prompt
Options Uploaded
sound files
- must be 8khz /
Description 16 bit PCM
samples,
4 signed, little-
endian, 1
d channel
autoattendant.wav v Listen Delete (mona), wav
Prompt - header
Choose File | no file selected (implied
12Bkbps)
Action Parameter Actions
Repeat Prompt To allow the
attendant user
Voicemail Login to dial
someone's
o to extension at
parator any time, do
not assign an
Dial by Name action to the
first digit of the
[select... v digits in the
range of
[ Reset to Defaults | [ Remove | internal
extensions.
For example,
Apply if your internal
extensiqns all

5. In this example, the user has recorded a single auto attendant greeting
that is available for selection.

AVAyA Wed, 26 May 2010 5:00 PM Home Help Logout [Sech |
Users Devices Features System Diagnostics
Auto Attendant
Name Uptsdrowprom
Options Uploaded
sound files
- must be 8khz /
Description 16 bit PCM
samples,
y signed, little-
endian, 1
= channel
customautoattendant-1274889543.wav |+ | Listen Delete {mona), wav
Prompt select... header
autoattendant.wav (implied
afterhours.wav 128kbps)
Dialpad customautoattendant-1274889543. wav Parameter
Actions
O Repeat Prompt To allow the
attendant user
[ &~ Voicemail Login to dial
someone's
Operato extension at
O peralor any time, do
notassign an
O Dial by Name action to the
first digit of the
|select... b digits In the
range of
[ Resetto Defaults | [ Remove | internal
extensions.
For example,
Apply if your internal
WWWMMWM‘
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6. You can also record prompts via a PC and upload them to the SCS.
Select the Choose file / Browse button and browse to the required file.

t&vt syA Wed, 26 May 2010 5:01 PM Home Help Logout
Users Devices Features System Diagnostics
Auto Attendant
Options
Look in: | £ Hew Folder v O 2 E-
Description Y Custom A4 2
i ] Custom Af 3
WRecent | 4 Custom MOH
Dacuments
customautoattendant-1, 543.wav] =
Prompt [
Choose File [no file selected Desktop
Dialpad Ad .
O Repeat Prompt _.J
My Documents
O Volcemail Login
O Operator @
Iy Computer
O Dial by Name Fie niame: [Customea 2 v [oeen |
[select... .‘g Fies of typs: [ B Fies v [ caneel |
[_Reset to Defaults | [ Remove | My Matwork C10pen 2s readoniy
Dial by name prompt
Apply The user will be
prompted to dial a

Note: Any .wav files recorded must be 8khz / 16 bit PCM samples, signed,
little-endian, 1 channel (mono), .wav header (implied 128kbps)

7. Click the Apply button, the greeting will become available for selection.

AVAyA Wed, 26 May 2010 5:03 PM Home Help Logout
Users Devi Feat! Syst Diagnostics
Auto Attendant
Menu Changes applied successfully.

Upload new prompt
sound files
must be Bkhz /

o 16 bit PCM
Description samples,
signed, little-
P endian, 1
channel
Custom AA 3.wav w | Listen Delete g:g:;‘ wav
Prompt select... (implied
autoattendant.wav 128kbps)
afterhours.wav —
Dialpad Custom AA 3.wav Parameter Actions
customautoattendant-1274889543.wav To allow the
| Repearrrompr attendant user
10 dial
O |#~ Voicemall Login someaone's
extension at
o 1o any time, do
o parator not asslgln an
action to the
O Dial by Name first digitof the
digits in the
|5elect... v range of
internal
[ Resetto Defaults | [ Remove | extensions.
For example,
ifyour internal
Apply extensions all
startwith 1,

18
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8. Once the greeting has been selected click the Apply button followed by
the OK button.

AVAyA Wed, 26 May 2010 5:04 PM Home Help Logout

Users Devices Features System Diagnostics

Auto Attendant

Menu Changes applied successfully.

Upload new prompt
Optons Name Uploaces

sound files
must be Bkhz /
16 bit PCM
samples,
signed, little-
A endian, 1
channel

Description

[Custom AA 3.wav v | Listen Delete H::QZ:‘ wav
F'rompt v (implied
ChooseFile | no file selected 128kbps)

Dialpad Action Parameter Actions
To allow the
attendant user
to dial
Voicemail Login someone's
extension at
Operator any time, do
not assign an
action to the
Dial by Name first digit of the
digits in the

| select... - range of

internal
[ Reset to Defaults | [ Remove | extensions.

For example,
if your internal
Apply || Cancel extensions all
startwith 1,
WMWWWMWWW

Repeat Prompt

O0O0ono

S

Note: If the SCS system has been installed with Localization Packages and
for example the applied language has been set to French, when a user dials
100 they will still be presented with the Auto Attendant prompts in an
American voice. This is design intent as the customer themselves may wish
to change their default prompts to those that include their company details.
For example, “Thank you for calling company ABC Ltd. If you know your
party's extension, you may dial it at any time. To dial by name, press 9. To
reach the operator, press 0. To retrieve voicemail press #”
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The Default Auto Attendant Dial Plan

The default auto-attendant dial plan is available once the system has been initially
installed. The default attendant within this plan is called Operator and is accessed
by dialing 100. These default settings can be changed if required. To change these
settings the Auto Attendant Dial Plan needs to be selected and edited.

From the main SCS interface:

1. Click the System heading followed by Dial Plans.

AVA\/A Wed, 26 May 2010 5:05 PM Home Help Logout [Search |
Users Devices Features System Diagnostics
Servers
Branches
There are 15 users defined: There are 12 Domain
200,201, 202, 203, 204, 205, 206, 207 0004f21dBgst  Dial Plans e
208,206,210, 211,212, 213, 0004f21eeal;  Internet Calling
superadmin, more... 000eed236b5 Permissions
001b387bd1d
Add New User 0021627032 Import/Export q
FOOOOOOOOKK, M) LDAP | AD
Backup
Add new phe Restore ZI
Discover Devi
Localization
Certificates
Software Updates
Date and Time
Logging Levels

2. You will then be presented with the Dial Plans Interface.

AVAyA Wed, 26 May 2010 5:05 PM Home Help Logout [Search |
Users Devices Features System Diagnostics
Dial Plans
Dialing rules AddNewRule... ~| Reset QuickLinks
Schedules O MName Enabled Type Description Schedule Gateways
[] Emergency Disabled Emergency Emergency dialing plan Always Permissions
[ International Disabled Long Distance  International dialing Always Dial plans consist of
; various types of dial
[ Local Disabled  Long Distance Local dialing Always rules. You can
i dial pl
[ Long Distance Disabled Long Distance Long distance dialing plan Always (;c;r;(?(;.:nrzl r:m;::::\r:fg:‘
. editing, or reorderin,
[] Restricted Disabled LongDistance  Restricted dialing Always e D! possible i
. have more than one
[0 Tolliree Disabled Long Distance Toll free dialing Always rule of each kind.
[0 AutoAttendant Enabled Attendant Default autoattendant dialing plan Always Rule order matters:
Make sure that more
[0 Voicemail Enabled Voicemail Default voicemail dialing plan Always specific rules precede
- maore general rules.
[ Duplicate | [ Delete | [ MoveUp | [ Move Down | For example, move
Long Distance rules
for specified area
codes above the
default Long Distance
rule.
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3. Click on the Auto Attendant dial plan link.

AVAVA Wed, 26 May 2010 5:05 PM Home Help Logout [Search |

Users Devices Features System Diagnostics
Dial Plans
Dialing rules Add New Rule... v | Reset Quick Links
Schedules M Name Enabled Type Description Schedule Gateways
[[] Emergency Disabled Emergency Emergency dialing plan Always Permissions
[ International Disabled Long Distance  International dialing Always Dial plans consist of
[] Local Disabled Long Distance Local dialing Always I\_l:ig}l:(t)s;pg;:fdlal
[ LongDistance Disabled Long Distance Long distance dialing plan Always E:?t?dﬂn%ﬂ::ﬁéﬁ%}
[ Restricted Disabled LongDistance  Restricted dialing Always e e
Toll free Disabled Long Distance  Toll free dialing Always fj;"o;“:arghmk?:d“’”e
O utoAftendant Enabled Attendant Default autoattendant dialing plan Always Rule order matters:
[ Voicemail Enabled Voicemail Default voicemail dialing plan Always rpzlgﬂiurflga;ggerge

- more general rules.
[ Duplicate ] [ Delete ] [ Move Up ] [ Move Down Foreximple.move
Long Distance rules
for specified area
codes above the
default Long Distance
rule.

4. The Auto Attendant Dial Rule will be displayed.

AVAyA Wed, 26 May 2010 5:06 PM Home Help Logout [Search |

Users Devices Features Y D

Enabled

Name

Default autcattendant dialing plan

I!

Description

Extension
Atendant aliases

will be through its and any of the above aliases. When entering
mulliple aliases, separate them with spaces.

Default attendant

Working time _
T select... v

Holiday attendant

Select attendant to be used during holidays. If attendant is selected you can add and remove
holiday dates.
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5. The Dial Plan can be enabled by selecting the Dial Plan check box.

AV AyA Wed, 26 May 2010 5:06 PM Home Help Logout [Search |

Users Devices Features System Diagnostics

Enabled

Name

Default auvtoattendant dialing plan

I

Description

Extension
Atondont aiases

will be through its and any of the above aliases. When entering

Default attendant

Default attendant is used i Working time or Holiday attendant are not specified or if cument

Working time
Working t
Holiday attendant

6. If required, the name of the Dial Plan can be changed. A description can
also be entered for the plan.

AV AyA Wed, 26 May 2010 5:06 PM Home Help Logout Search |

Users Devices Features System Diagnostics

Enabled

Name AutoAttendant
Default autcattendant dialing plan f—————

Description

4
Extension
Attendant aliases

Attendant will be hable through its extension and any of the above aliases. When entering
multiple akases, separate them with spaces.

Default attendant

Working time _

S select... |+
attendant is sele

Holiday attendant
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Auto Attendant Extension

1. By default, the Auto Attendant Extension is 100. If required, this can be
changed to an extension that is not used by any other facility on the SCS

system.

A\/AyA Wed, 26 May 2010 5:06 PM Home Help Logout [Searcn |

Users Devices Features System Diagnostics

Enabled

Name

Description

Attendant alases

Default attendant

Working time

attendant

Holiday attendant

Salact attendant to be used during holidays. If attendant is selectad you can add and remave
holiday dates.

Cancl

2. The Attendant can be reached by dialing its extension number 100 or by
dialing a defined alias. Multiple aliases can be added as long as the entries
are separated with spaces. In this example, the Operator can be reached
by dialing 100 or by dialing any of the Attendant Aliases of 0 600 or 700.

AVAyA Wed, 26 May 2010 5:08 PM Home Help Logout [Search |

Users Devices Features System Diagnostics
Enabled

Name AutoAttendant

Default auvtoattendant dialing plan

Description
]
Extension
I Attendant aliases operator 0 600 700 I
Attandant wil ba reachable through its and any of the above aliases. When entaring

multiple aliases, separate tham with spaces,

Default attendant

Default attendant is used i Working time or Holiday attendant are not speciied or f cument
tima is naithar holiday, nor woriing time.

Working time

attendant

Balact atlendant to be used during working hours. Warking hours can be specified anca
attendant is selacted.

Holiday attendant

Select attendant to be used during holidays. If attendant is selected you can add and remove
holiday dates.
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3. By default, the ‘Operator’ attendant is active. An alternative After Hours
attendant is also available.

AVAYA

Users

Enabled

Name

Description

Extension

Attendant aliases

Default attendant

Working time
attendant

Holiday attendant

Wed, 26 May 2010 5:08 PM Home Help Logout [Search |

Devices Features System Diagnostics

Default avtoattendant dialing plan

Ii

operator 0 600 700
will be through its and any of the above aliases. When entanng
rmultiple aliases, separate them with spaces.

Detault attendant is used if Working time or Holiday attendant are not specfied or if cument

i
@
2
H
g
&
£
e
5
:
i

select... v

Select attendant to be used during working hours. Warking hours can be specified once

o
g
a
=
&
8
2
&
a

select... v

Salact attendant to be used during holidays. If attendant is selectad you can add and remaove
holiday dates.

24
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Working Time Attendant & After Hours Attendant

1. Once the Default Attendant has been defined, the administrator can
configure a Working Time Attendant if required. The working hours of the
day and the times when the attendant greetings will play to callers, can be
configured. The times can be entered for the required days in a 12 hour
clock format. Select the required Working Time Attendant from the drop
down box and enter the required time settings.

AVAyA Wed, 26 May 2010 5:10 PM Home Help Logout Search |

Users Devices Features System Diagnostics
Enabled ]
Name AutoAttendant
Default autoattendant dialing plan
Description
|

Attendant aliases operator 0 600 700

Atlendant wil be reachable through its extension and any of the above aliases. When entering multiple aliases, separate

them with spaces.
Default attendant

Default attendant is used if Warking time or Holiday atlandant are not specified or if current time is neither holiday,

working time.

Working time attendant

Salect attendant to ba used during working hours. Warking hours can be specified ance attendant is selactad

[¥]Monday From : [%00AM | To : [6:00PM |
[ Tuesday From : [o:00AM | To : [6:00PM |
[¥/Wednesday From : [9:00AM | To : [6:00PM |
[ Thursday ~ From : [9:00AM | To : [6:00PM |
[ Friday From : [o:00AM | To : [6:00PM |
[saturday From : [2:00AM | To : [6:00PM |
[CJsunday From : [200AM | To : [6:00PM |

Holiday attendant

Select attendant lo be used during holidays. If attendant is selected you can add and remove holiday dates.

When the attendant is called outside the working hours, the After Hours
attendant message will be played. By default the After Hours Attendant
message is “Sorry our office is closed”.

AVAyA Wed, 26 May 2010 5:11 PM Home Help Logout [Search |

Users Devices Features System Diagnostics
Auto Aftendants
Auto Attendants Defaults Add Attendant = Auto Atlendants can
be nested. Per auto-
Special Mode O Name Description attendant there Is one
prompt that can be
O played followed by a
4 dialpad entry. Nesting
O Operator is possible by
selecting "Auto
Attendant” as an
action.
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2. In this example the opening hours have been defined as 9:00 am to 5:00 pm
Monday to Friday and 9:00 am to 4:00 pm on Saturday. The office is closed
on Sunday therefore ‘Sunday’ has not been selected.

VW\W—WM@@WMKMMW
Default attendant Operator +
Dafault attendant is usad if Warking time or Holiday attendant are not specified or if cument
time is neither holiday, nor working tima.
Worl-(ing time
attendant Operator 8
Salect attendant to be used during working hours. Working hours can be specified once
attendant is selected.
Monday From : g00aM | To 5:00 PM
[ Tuesday From : |9:00aM | To : |5:00PM
Wednesday From : g:00am | To : 5:00 PM
Thursday From : g:00AM | To : 5:00 PM
Friday From : |9:00aM | To : |5:00PM
Saturday From : g:00AM | To : 4:00 PM
[ sunday From : g00aM | To 6:00 PM
Holiday attendant select... v
Salect attendant to be used duning holidays. If attendant is selected you can add and remove
holiday dates.
(oK | [Apply | [ Cancel |

Holiday Attendant

1. A Holiday Attendant can be specified that will play greetings to callers on
specified days of the year, for example on Christmas day or during a factory
closedown period. In this example an ‘XMAS’ attendant has been
configured and selected. The day to which this attendant will be assigned
can be selected by clicking the Add Holiday link.

tu . : : :00
[]Sunday From : g:00aM | To 6:00 PM

Holiday attendant XMAS i sff—————

Select altendant to be used during holidays. If attendant is selected you can add and remove
haliday dates.

Add Holiday -‘_

(oK J [ Apply | [ Cancel |
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Note: To select a holiday attendant for example ‘XMAS’, the attendant must
first be created. Please refer to Creating Custom Auto Attendants section of this

guide.

AVAyA Wed, 26 May 2010 5:15 PM Home Help Logout
Users Devices Features System Diagnostics
Auto Attendants

Auto Attendants Defaults Add Aftendant  Auto Attendants can
be nested. Per auto-

Special Mode ¥ Name Description attendant there is one

prompt thatcan be

O After hours played followed by a
dialpad entry. Nesting

] Operator is possible by
selecting "Auto

O XMAS Aftendant” as an
action.

2. You will be presented with a calendar link where the date of the holiday can
be defined. Click on the calendar icon.

Holiday attendant *hAAS b

Select attendant to be used during holidays. If attendant is zelected wou can add and remowe haliday dates.

Add Holiday

09 Mar 2010 | «| Delete Holiday

[ Ok, ” Apphy H Cancel l

3. The date of the holiday can then be selected.

¥ Thursday From : |9:00 A
I Friday From : [9:00 Ab
R C— From : |9:00 A

M TWTF § S

(1|23 |4
rT|ej3 nwn

The arrows can be used
to select the required
month and day

MTWTF S
(| 12 a]als From : [9:00 A
E /T B3 W N2

13| 16| 6|7 |8 |13 XMAS i

L R R - [ Select attendant to be used durig

21|22 23 |24 B8
w3 N0 N

2009 20401 2011

o 202330 fa1) 1) 2
2o0s [EEAE 2011 4dd Holiday

25Deczin ([ Ceset

[ Ok H Apply H Cancel ]

§
12
W 15 % 7 ow "
2%
2
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4. The configured holiday will be displayed.

Holiday attendant HhAAS b

Select attendant to be used during holidaws. If atendant is selected you can add and remowe holiday dates.

Add Holiday

25 Dec2mao E Delete Holiday

[ Ok ” Apply ” Cancel ]

5. The completed Auto Attendant Dial Plan will then be displayed. Click
Apply then OK to confirm the changes you have made.

A\/AVA Wed, 26 May 2010 5:17 PM

Users Devices Faatures System Diagnostics

One or more services need to be restarted. For details click: here
Changes applied successfully.

Enabled
Name
Default autoattendant dialing plan
Description
4

Extension
Attendant aliases

Attendant will be reachable through its extension and any of the above alizses. When entering multiple sliases, separate them with

5paces.
Default attendant

Default attendant is used if Working time or Holiday attendant are not specified or if cument time is neither hobiday, nor working time.

Working time attendant

Select attendant to be used during working hours. Working hours can be specified once atiendant is selected.

[“IMonday From : To
[“ITuesday From : To
[“lwednesday From : To
[“IThursday From : To
[“IFriday From : To
[“saturday From : To 4:00 PM

[sunday From : [sooam |To : [s00
Holiday attendant

Seldect attendant to be used during holidays. If attendant is selected you can add and remove holiday dates.

p)
=

Add Holiday
25 Dec 2010 | Delete Holiday

(10K (Apply ] | Cancel ]

Home

28
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6. Restart any services, as requested.

A\/AVA Wed, 26 May 2010 5:47 PM_ Homd

Users Devices Features System Diagnostics

One or more services need to be restarted. For details click: here ‘_
Changes applied successfully.

Enabled

Name

Default autoattendant dialing plan

Description

Exiensig,

EE sy

7. Select the affected services check boxes and click the Restart button.

A\/AVA Wad, 26 May 2010 5:18 PM Home Help Logout |

Users Devices Features System Diagnostics
Affected Services
Barvics Quick Links:
£ SIP Proxy Servers
o Restarting services may cause
SIP Registrar servica inleruption

8. Navigate to the Dial Plans page. The complete Auto Attendant dial plan will
be displayed, along side other available dial plans.

AVAyA Wed, 26 May 2010 5:20 PM Home Help Logout [Searcn ]
Users Devices Features System Diagnostics
Dialing rules Reset Quick Links
Schedules O Name Enabled Type Description Schedule Galeways
[0 Emergency Disabled Emergency Emergency dialing plan Always Bermissions
[1 International Disabled Long Distance International dialing Always Dial plans consist of various.
[0 Local Disabled Long Distance Local dialing Always gg’;@‘jﬁ'ﬁ,‘aﬂ“ﬁ:g:‘t’,z oan
O Long Distance Disabled Long Distance Long distance dialing plan Always ifﬂg%éeﬂr:g‘mg:ﬁ \Il"l.ng,
[] Restricted Disabled Long Distance Restricted dialing Always possible & have Mo than
[ Tollfree Disabled Long Distance Toll free dialing Always Rule order matters: Make
| [] AutoAttendant Enabled Attendant Default autoattendant dialing plan Always | E‘;’;"&z’;ﬁ: ;gﬁ:gf rules
[0 Voicemail Enabled Voicemail Default voicemail dialing plan Always ! D‘gzz ggt:rfgemral;'s,"g:e
[ Duplicate | [ Delete | [ MoveUp | [ MoveDown | f"p:gzlfi?‘ﬁr&aﬂzog‘es;ﬁ‘tgve
rule.
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Creating Custom Auto Attendants

Custom Auto Attendants can be configured and utilized for a variety of customer
scenarios. For example, they may be added as Holiday Attendants for the main
Auto Attendant Dial Plan.

1. From the main administrative interface select Features followed by Auto
Attendants.

AVAyA \ Wed, 26 May 2010 5:20 PM Home Help logout [Search |
Devices Features

Users System Diagnostics

Conferencing
There are 15 users defined: The Auto Attendants *—d—
200,201, 202, 203, 204, 205, 206, 207, 208, 209 0oc Inorcom 794a, 0004f21eeald
210,211,212, 213, superadmin, more... 00C Paging Groups  8b51, 001b386bd1d0
001  HuntGroups  [36b4,0021627032

Add New User

frar Call Park 000000, MOT....
E Music on Hold v
Dis  Phonebooks

Instant Messaging

Agent Status

2. The Auto Attendants screen will be displayed. In this example, an attendant
named Xmas has been configured previously.

Users Devices Features System Diagnostics
Auto Attendants
Auto Attendants Defaults Add Attendant =~ Auto Attendants can be
nested. Per auto-attendant
Special Mode O Name Description there is one prompt that can
be played followed by a
(] After hours dialpad entry. Nesting is
possible by selecting "Auto
O Cperator Attendant” as an action.
1 XMAS
Delete

AVAyA Wed, 26 May 2010 5:21 PM Home Help logout Search |

3. To add an attendant, click the Add Attendant link.

Users Devices Features System Diagnostics
Auto Attendants
Auto Attendants Defaults Add Attendan Auto Attendants can be
nested. Per auto-attendant
Special Mode O Name Description there Is one prompt that can
be played followed by a
O After hours dialpad entry. Nesting is
possible by selecting "Auto
O Oerator Attendant” as an action.
0 XMAS

AVAyA Wed, 26 May 2010 5:22 PM Home Help Logout [Search |

30 NN40010-513 Issue 1.3 SCS 4.0



Auto Attendant Setup & Operation

4. Details for this Auto Attendant can then be added. In the Name field enter a
name for the Auto Attendant.

AVAVA Wed, 26 May 2010 5:23 PM Home Help Logout [Search |

Users Devices Features System Diagnostics

Auto Attendant

Menu Name

Upload new prompt
Uploaded
sound files
must be 8khz /

Description 16 bit PCM

samples,

p signed, little-
endian, 1
channel
(mono), wav
header

Choose File | no file selected (implied

128kbps)

Options

| select... v

Action Parameter Actions

Repeat Prompt To allow the
attendant user

| Operator to dial

someone's
Xtensi t
-1 “ | select... o :ny ?Trsng ‘ndao

[ Reset to Defaults | [ Remove | ;gil:rﬁf{‘h:n

first digit of the
digits in the
e of
internal

5. In the Description field enter a description for the Auto Attendant.

AVAyA Wed, 26 May 2010 5:24 PM Home Help Logout [Search |

Users Devices Features System Diagnostics

Auto Attendant

Options Uploaded
sound files

Menu Name Public_Holiday / Upload new prompt

May Public Holida

must be Bkhz /

Description 16 bit PCM

samples,

p signed, little-
endian, 1
channel
(mono), wav
header

Choose File | no file selected (implied

128kbps)

| select... v

Prompt

Dialpad Action Parameter Actions

Repeat Prompt To allow the
attendant user

Operator to dial
someone's

extension at
'select... hd any time, do

[ Reset to Defaults | [ Remove | ;gilsrﬁ:??h:n

first digit of the
dis n o
internal

D e I T e WLV SNy Ur W o SIPDE_PPENY Lt &n W
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6.
from the drop down list.

If a custom auto attendant greeting has been recorded, it can be selected

Note: Please refer to the Recording a Custom Auto Attendant Greeting
section of this guide for details of how to record a custom greeting.

7.

AVAyA Wed, 26 May 2010 5:24 PM Home Help Logout [Search |
Users Devices Features System Diagnostics
Auto Attendant
Menu Name Public_Holiday Upload new prompt
Options i ; Uploaded
May Public Holiday sound files
- must be Bkhz/
Description 16 bit PCM
samples,
y signed, little-
endian, 1
customautoattendant-1274889543.wav |~ || Listen Delete ?r:?:rr:gil wav
Prompt select... header
autoattendant.wav (implied
afterhours.wav -~ 128kbps)
Dialpad Custom AA 3.wav Parameter Actions
customautoattendant-1274889543. wav
] Repearrromp To allow the
attendant user
0w Operator to dial
o someone's
extension at
‘Sele(:t"' v| any time, do
not assign an
[ Reset to Defaults | [ Remove | oot a
first digit of the
digits in the
Aomly dgie n
internal

Lottt ™ 0 i T nt T TN | 8 P e pan ittt T et e g e oSHRSIODS, o 4

If a greeting has been recorded from another source in a .wav format, this

can be uploaded by selecting the Choose file / Browse button and locating

the wav file to be used.

Wed, 26 May 2010 5:25 PM Home Help

AVAYA P
Users Devices Features System Diagnostics

Auto Attendant

Menu

Name Public_Holiday
Options
May Public Holiday
Description
‘r\u:tnmn\ 131433§543,W\,
Prompt
Choose File |no file selected
Dialpad Ad
O Repeat Prompt
O ‘Operator
|5elect...

[ Reset to Defaults | [ Remove |

Upload file

Look i: | 17 New Folder

¥ 0@ = @E

9] Custom MoH

v Fecent
Documents

Desktop

My Dacuments

My Computer
File name:

Files of type:

My Network

|Eustom 4a 2

a4

Open |

A Fites

v| [ Cancel |

[] Open a5 read-only

WWW’«WMMMWM‘MW

Dial by name prompt
The user will be
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8. Click the Apply button and the greeting will become available for selection.

AV‘NyA Wed, 26 May 2010 £:26 PM Home Help Logout
Users Devices Features System Diagnostics
Auto Attendant
Menu Changes applied successfully.
- - Upload new prompt
Options Name Public_Holiday Uploaded sound
- - files must be 8khz/
May Public Holiday 16 bit PCM
L samples, signed,
Description litle-endian, 1
channel (mono),
P wav header
(implied 128kbps)
Custom AA 3.wav w| Listen Delete Actions
Prompt select... To allow the
autoattendant.wav attendant user to
afterhours.wav dial someone’s
Dialpad Custom AA 3.wav Parameter extension atany
customautoattendant-1274889543.wav time, do not assign
O Repearrompr an action to the first
digit of the digits in
O [o= Operator the range of internal
extensians. For
example, if your
|5ele‘:t"' hd internal elxbenslons
all start with 1, leave
[ Reset to Defaults | [ Remove | 1 blank.
Operator
Apply Route call to
extension 0
Dial by name prompt
The user will be
prompted to dial a
person’'s name
using the keypad.

9. The Dialpad options a caller can select can be configured. By default the
following Dial pad selections will be displayed.

a. * Repeat Prompt
b. O Operator
c. 1 Custom option

AVAyA Wed, 26 May 2010 5:28 PM Home Help Logout [Search |
Users Devices Features System Diagnostics
Auto Attendant
. _— fully.
Menu - o ‘. - Upload new prompt
Cptions MName Public_Holiday Uploaded
: = sound files
May Public Holiday must be 8khz/
. 16 bit PCM
Description samples,
signed, little-
y endian, 1
channel
[Custom AA 3.wav +| Listen Delete g::gg;. wav
Prompt i (implied
Choose File | no file selected 12Bkbps)
Dialpad Action Parameter Actlons
To allow the
| Repeat Prompt attendant user
- to dial
0+~ Operator someone's
! = extension at
any time, do
[select... v notassign an
- action to the
[ Reset to Defaults ] [ Remove ] first digit of the
digits in the
range of
Apply i
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10.1f any of these options are not required they can be removed by selecting
their associated check box and clicking the Remove button.

AVAyA Wed, 26 May 2010 5:29 PM Home Help Logout
Users Devices Features System Diagnostics
Auto Attendant
Menu Changes applied successfully.
- - Upload new prompt
Options Name Public_Holiday Uploaded
- - sound files
May Public Holiday must be Bkhz /
. 16 bit PCM
Description samples,
signed, little-
p endian, 1
channel
| Custom AA 3.wav v | Listen Delete H:ZQgE' way
Prompt : (implied
Choose File | no file selected 12Bkbps)
Dialpad Action Parameter Actions
To allow the
\E Repeat Prompt attendant user
to dial
0w Cperator someone's
extension at
any time, do
|select... v notassign an
action to the
[ Resetto Defaults | [ Remaove |——— first digit of the
digits in the
OK | [(Apply ] [ Cancel range of
o
extensions.
or exgm

Note: To allow a callers to dial someone's extension from the Auto Attendant
menu, do not assign an action to the first digit of the range of SCS internal
extensions. For example, if the internal extensions start with 1, do not assign
dial pad digit 1.

11.The * dial pad option will repeat the prompts if it is selected by the caller.

12.The Operator dial pad option 0 will route calls to extension 0O when
selected.

13.0Other dial pad options can be added that correspond to the custom auto
attendant greetings that have been recorded and selected.

Note: If additional dial pad options are to be used, you must record a custom
greeting to inform the callers of the options available.

34
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14.By default, a custom option 1 is available. The Action for this dial pad
option can be selected.

AVAyA Wed, 26 May 2010 5:29 PM Home Help Logout [Search |
Users Devi Feat System Diagnostics
Auto Attendant
Menu Changes applied successfully.
- - Upload new prompt
Options Name Public_Holiday Uploaded
_ _ sound files
May Public Holiday must be Bkhz !
o 16 bit PCM
Description samples,
signed, little-
4 endian, 1
channel
|Custom AA 3.wav v | Listen Delete L’::g:g‘ wav
Prompt i (implied
Choose File | nofile selected 128kbps)
Dialpad Action Parameter Actions
To allow the
O Repeat Prompt attendant user
to dial
[0 +] Operator someone's
extension at
any time, do
notassign an
action to the
Reset to Defaults first digit of the
Dial by Name digits in the
E Repeat Prompt range of
Voicemail Login Internal
" extensions.
Disconnect
Auto Aftenda For example,
uto Attendant o if your internal
Transfer to Extension or Other Destination extensions all
Deposit Voicemail start with 1,
leave 1 blank.

B Y e T T T e I T

The other Actions available are:
15.Operator — Where the caller will be sent to extension 0.

16.Dial by name— Where the caller will be prompted to dial a person's hame
using the keypad.

Note: If the Dial by Name facility is to be used, the user or groups to which the
users belong will require attendant directory permissions. This will allow the
names to be available to the dial by name directory. Please refer to the SCS
4.0 Configuring User Profiles guide.

17.Repeat Prompt- The caller will hear the initial greeting again.

18.Voicemail login — The caller will be directed to the voicemail system and
prompted to log in.

19.Disconnect —The caller will be played a good-bye message and the call will
then end.

20.Auto Attendant —The call will be presented with another auto attendant
menu.

21.Transfer to Extension or Other Extension - Route the call directly to
another extension listed in the parameter field.
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22.Deposit Voicemail - Transfer the call directly to a voicemail box listed in the
parameter field.

23.Auto Attendant —The call will be presented with another auto attendant
menu. If the Auto Attendant has been selected click the Add button.

Dialpad Action Parameter
O [* = Repeat Prompt
0w Operatar
1+ Auto Attendant b Audd
[ Fesetto Defaults ] [ Femowve ]

[ Ok H Apply ” Cancel ]

You can then select with attendant to be assigned to the dial pad number.

Dialpad Action Parameter
O [* > Repeat Prarmpt
O |0~ Cperator
O |1+ Auto Attendart \'*_

[k select. . Aftar hours
Operator
[ Fesetto Defaults ] [ Femove ] HhAAS

Public_Holida

[ oK ” Applhy ” Cancel l

In this example the Operator Auto Attendant has been selected against dial pad
digit 1.

Dialpad Action Parameter
O [* = Repeat Prompt
O |0« Operatar

he uto Attendan erator v
R Auto Attendant Operat
G|

o =
2% select.. b Add

[ Fesetto Defaults l [ Fermowe l

[ Ok H Apply ][ Cancel ]
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24. Transfer to Extension or Other Destination —The call will route directly to
another extension listed in the parameter field. If Transfer to Extension or
Other Destination has been selected, click the Add button.

Dialpad Action Parameter
O [* = Repeat Prompt
[0 |0 Operatar
O |1« Auto Attendant Operator v
2 Transter to Extension or Other Destination + Add
[ Reset to Defaults ] [ Rernowve ]

[ Ok ” Apphy H Cancel l

You can then select with Extension to be assigned to the dial pad number.
In this example extension 205 has been assigned against dial pad number

2.
Dialpad Action Parameter
O] [* ™ Repeat Prompt
OO [0 Operatar
O (1| Auta Attendant Operator ~
Oz~ Transfer to Extension or Other Destination [208
(3] [select. | Add
[ Feszetto Defaults ] [ Remove l

[ Ok H Apply H Cancel l

25.Deposit Voicemail — The caller will be transferred directly to a voicemail
box listed in the parameter field. If Deposit Voicemail is selected, click the

Add button.

Dialpad Action Parameter
OO |* » Repeat Prompt
[0 |0~ Operatar
O |1 Auto Attendant Operator ha
O |2+ Transfer to Extension or Other Destination 205

3 Deposit Yoicemail A Add
[ Fesetto Defaults l [ Femowe ]

[ OK. H Apply ][ Cancel ]
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You can then select the Voicemail user to be assigned to the dial pad
number. In this example user (extension) 210 has been assigned against

dial pad number 3.

Dialpad Action Parameter
] Repeat Prompt
.| Operatar
O Auto Attendant
O ’2—\'| Transfer to Extension or Other Destination |2EIE |
J DepositYoicemail |21D |
i [select :=| Add

l Fesetto Defaults ] ’ Femowve ]

[ Ok ” Apply ” Cancel ]

26.The completed auto attendant will be displayed. Click the OK button
followed by Apply to confirm the changes that have been made.

Transfer to Extension or Other Destination

O oo

Deposit Voicemall

Users Devices Features System Diagnostics
Auto Attendant
Menu Name Public_Holiday
Options
May Public Holiday
Description
P
|Custom AA 3 wav w | Listen Delete
Prompt
Choose File | nofile selected
Dialpad Action Parameter
] Repeat Prompt
Operator
Auto Atendant

10

e (2] (<] = o *
< < < < < <

| select...

[ Reset to Defaults | [ Remove |

Gancel

AV AyA Wed, 26 May 2010 5:32 PM Home Help Logout Search |

Upload new prompt
Uploaded
sound files
must be Bkhz /
16 bit PCM
samples,
signed, little-
endian, 1
channel
(mona), wav
header
(implied
128kbps)

Actions

To allow the
attendant user
1o dial
someone's
extension at
any time, do
not assign an
action to the
first digit of the
digits in the
range of
internal
extensions.
For example,
if your internal
extensions all
startwith 1,
leave 1 blank.

R T Y Iy T A T I v N O Y e
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27.The configured Auto Attendant will be displayed.

AVAYA

Auto Attendants

Users

Auto Attendants

Special Mode Name

Cperator
XM,

After hours

Devices

Wed, 26 May

Features

2010 5:33 PM Home Help

System Diagnostics

Defaults Add Attendant
Description

oo oo o

Public Holiday

May Public Holiday |

¥
&

oo o

Auto Attendants can
be nested. Per auto-
attendant there is one
prompt that can be
played followed by a
dialpad entry. Nesting
is possible by
selecting "Auto
Attendant’ as an
action.

28.The Auto Attendant can now be assigned to the required Dial Plan. From
the System heading select Dial Plans.

AVAYA
Users Devices
Auto Attendants
Auto Attendants
Special Mode F Name
O After hours
O Operator
O XMAS
.} Public Holiday

Wed, 26 May

Features

Home Help

wpm
System

Licensing
Servers
Branches

Diagnostics

Defaults Add Attendant
Domain

Dial Plans ———
Internet Calling
Permissions
Import { Export
LDAP [ AD
Backup
Restore
Localization
Certificates
Software Updates
Date and Time
Logging Levels

De!

May

oo [

Auto Attendants can
be nested. Per auto-
attendant there is one
prompt that can be
played followed by a
dialpad entry. Nesting
is possible by
selecting "Auto
Attendant"as an
action.

29.Then select the Auto Attendant Dial Plan

AVAYA

Dial Plans

Users

Dialing rules
Schedules Name
Emergency
International
Local

Long Distance
Restricted

Oooooono

Toll free
O
O

AutoAttendant

Voicemall

Devices

Enabled
Disabled
Disabled
Disabled
Disabled
Disabled
Disabled
Enabled

Enabled

Wed, 26 May

Features

Type
Emergency
Long Distance
Long Distance
Long Distance
Long Distance
Long Distance
Attendant

Voicemail

2010 5:34 PM Home Help
System Diagnostics
Add New Rule... | Reset
Description Schedule

Emergency dialing plan Always
International dialing Always
Local dialing Always
Long distance dialing plan Always
Restricted dialing Always
Toll free dialing Always
Default autoattendant dialing plan Always
Default voicemail dialing plan Always

[ Duplicate | [ Delete | [ MoveUp | [ Move Down |

oo o]

Quick Links

Gateways
Permissions

Dial plans consist of
various types of dial
rules. You can
configure dial plans
by adding, removing,
editing, or reordering
rules. It is possible to
have more than one
rule of each kind.

Rule order matters:
Make sure that more
specific rules precede
more general rules.
For example, move
Long Distance rules
for specified area
codes above the
default Long Distance
rule.
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30.The Dial Plan will be displayed. Select the Holiday Attendant to be
implemented.

i O i paen WD P L SR M g e TP NP Ay

Select attendant to be used during woking hours. Watking hours can be specified once attendant isselected.

I Monday From : |9:00 AM To (500 Pk
¥l Tuescay Fram : |3:00 Akd To : |500PM
wednesday From : |9:00 Akd To : |5:00 P
¥l Thursciay From : |9:00 Ak To : |5:00FK
M Friday Frorm : |9:00 AM To : [5:00PM
V] Saturday From @ |9:00 Ak To : |4:00 Pk
O sunday Frorm : |9:00 AM To : [6:00PM

AR
select..

After hours
Cperator

HhAAS
26 Dec2010 |5 c_Haoliday

Holiday attendant

=d during holidaws. If attendant is selected you ¢an add and remove holiday dates.

[ oK H Apply ” Cancel ]

31.Click the Add Holiday link to assign a date for this Holiday.

f)efault attendant is uged if Woking time or Holiday attendant are not specified or if current time is neither holiday, norworking
ime.
Working time attendant Operatar A
Select attendant to be used during working hours. Wating hours can be specified onee attendant is selected.
[ tonday Fram 900 A To o |5:00FPM
[¥] Tuesday Fram : |3:00 Ak To : |5:00Fhkd
[wednesday From : |9:00 A To : |5:00Fh
[ Thursday From 900 Ak To : |5:00PK
[ Friciary From : 9:00 Ab To : |5:00 Pk
[¥] saturday From : |9:00 A To o |4:00Fh
DSunday From : (9:00 AM To : |B:00PM
Holiday attendant Public_Holiday ~
Select attendant to be used during halidays. If attendant is selected wou can add and remove haliday dates.
At Holiday ff—
25 Dec 010 D Delete Haliday
[ oK. ” Apply ” Cancel ]
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32.Click the Calendar icon.

Eriers
time.
wWorking time attendant Cperator hd
Select attendant to be used during working hours. Working hours can be specified once attendant is selected.
¥ Monday From %00 AM To o |%2:00PM
¥ Tuesday Fram : |9:00 Abd To : |5:00PK
M wednesday From : |9:00 AM To : |5:00Ph
] Thursday From %00 Ak To o |5:00PM
I Friday From %00 AM To o |%2:00PM
[¥] Saturday From - |9:00 A To - |4:00PM
O sunday From %00 Ak To : |6:00 P
Holiday attendant Public_Holiday
Select attendant to be used during holidays. If attendant is selected you can add and remove holiday dates.
Add Holiday
2h Decz010 Delete Holiday
[ QK H Apply H Cancel ]

33.Select the date to be allocated to the holiday attendant.
VWWWHWWMMMNWWW

time.

wWorking time attendant Qperator bt

Select attendant to be uzed during working hours. Woking hours can be specified once attendant is zelected.

Monday From : |9:00 Ak To : |5:00 P

Tuesday From : |9:00 Ak To o |5:00PK

[ wednesday From : |9:00 Abd To : |5:00Fh

Thursdary From | 900 AM To %00 P

Fricay From : |9:00 Ak To o |5:00PK
“a pmy T

Wotw e s  From o [a00AM To : [400PM

Eunmﬂ From : |9:00 Abkd To o |6:00F

H N Fublic_Holiday

nnnnnn Select attendant to be used during holidays. If attendant is selected you can add and remowe holiday dates.

Add Holiday
03 May 2010 D Delete Holiday

09 Mar 2010 D Delete Holiday

[ QK H Apply ][ Cancel ]
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34.The selected date will be displayed.

MMMWWWWW
Warking time attendant

Select attendant to be used during woking hours. Warking hours can be specified once attendant is selected.
¥ Wonday Frarm : |9:00 A To
] Tuesday From : |9:00 A Ta
Mwednesday Frarm : |9:00 A To

¥ Thursday From : |9:00 A Ta

¥ Friday From : |9:00 Ak To
] Saturday From : |9:00 Ahd To : |400PM

O sunday From : |9:00 AM To - |6:00PM
Holiday attendant Fublic_Holiday '+

Select attendant to be used during holidays. If attendant is selected wou can add and remowve holiday dates.

Add Holiday

03 ey 2000 E Delete Holiday
09 bdar 2010 E Delete Holiday

’ 0K ” Apphy ” Cancel ]

35.Click the Apply button followed by the OK button. Restart the affected
services as requested.

AV AYA Wed, 26 May 2010 5:36 PM Home Help Logout [Search |

Users Devices Features System Diagnostics
Dial Plans

Dialing rules One or more services need to be restarted. For detalls click: here

Schedules AddNewRule... v| Reset Quick Links
F Name Enabled Type Description Schedule Gateways
[] Emergency Disabled Emergency Emergency dialing plan Always Permissions
[] International Disabled Long Distance  International dialing Always Dial plans consist of
] Local Disabled Long Distance Local dialing Always :j:z!‘ligjpinom'al
[] LongDistance Disabled Long Distance Long distance dialing plan Always g?tr:(?dl‘:;i]fjll'::'#(ﬁrnsg.
[] Restricted Disabled Long Distance  Restricted dialing Always fjg{:ﬁt' I‘:;ﬁgﬁ;g’g
[] Tollfree Disabled Long Distance  Toll free dialing Always ;‘j;"o’f“:;gﬂ‘l’r:‘ ' one
[0 AutoAttendant Enabled  Attendant Default autoattendant dialing plan Always Rule order matters:
] Voicemail Enabled  Voicemail Default voicemail dialing plan Always Make sure that more

specific rules precede
more general rules.
For example, move
Long Distance rules
for specified area
codes above the
default Long Distance
rule.

[ Duplicate ] [ Delete ] [ Move Up ] [ Move Down ]
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Further Auto Attendant Options

Further Auto Attendant options are available by selecting the Options link from the
Auto Attendant settings screen.

1. From the SCS main interface select the Features heading followed by Auto
Attendant link.

a VAy A \w::zs May 2010 5:36 PM Home Help Logout [Semrch |
Devices

Users ‘eatures System Diagnostics
Agent Status
Conferencing
There are 15 users defined: Auto Attendants imenes-tefnese—
200, 201, 202, 203, 204, 205, 206, 207 RE 0004216794
208,208, 210, 211, 212, 213 Paging Groups |, 0004f21fdbc7
superadmin, more... Hunt Groups 1, 001b3B6bd1d0
D, 002162M36b4
Add New User Call Park franksoft, paulsoficlient

Musicon Hold  ore...

A T —
Instant Messaging e hd

Lisuuvel Dol Ces

2. Select the Auto Attendant to be configured. In this example an attendant
named ‘Public Holiday’ has been selected.

AVA\/A Wed, 26 May 2010 5:37 PM Home Help Logout [Sezrch |
Users Devices Features System Diagnostics
Auto Attendants
Auto Attendants Defaults Add Attendant =~ Auto Attendants can
be nested. Per auto-
Special Mode O Name Description attendant there is one
prompt that can be
O After hours played followed by a
dialpad entry. Nesting
O Operator is possible by
selecting "Auto
- s / Attendant” as an
0 Public Holiday May Public Holiday action.

NN40010-513 Issue 1.3 SCS 4.0 43



Auto Attendant Setup & Operation

3. The Attendant settings screen will be displayed. Click the Options link.

AVAVA Wed, 26 May 2010 5:38 PM Home Help Logout [Search |

Users Devices Features System Diagnostics

Auto Attendant

vene / Name Public_Holiday Upload new prompt

optens Uploaded
sound files
must be 8khz /
Description e bitrom
samples,
P signed, little-
endian, 1
[Custom AA 3.wav +| Listen Delete channel

(mona), wav
Prompt header

Choose File | no file selected (implied

128kbps)

May Public Holiday

Dialpad Action Parameter Actions

Repeat Prompt To allow the
attendant user
Operator to dial
someone’s
Auto Attendant extension at
any time, do
not assign an
acton fo the
first digit of the
Deposit Voicemail digits in the
range of

internal
‘5elect... o [ Add ] extensions.

For example,
[ Reset to Defaults | [ Remove | if your internal
extensions all
startwith 1,
leave 1 blank.

Transfer to Extension or Other Destination

O oooao

4. The Auto Attendant Options screen will be displayed.

‘NVAyA Wed, 26 May 2010 5:38 PM Home Help

Users Devices Features System Diagnostics
Auto Attendant
Menu
Options

DTMF Handling

Inter-DTMF Timeout R (Defauit: 3)

Time to wail between each dialpad key before interpratting user's request. Cannot be greater than Overall DTMF
Timeout

Overall DTMF Timeout (Defauit 7)

Total time to wait bafora interpratting user's request.

Maximum Number of DTMF _ (Default: 10)
tones

Maximum number of dislpad kays to acoept befora interpratiing usar's requast
Invalid Response

Cenfigure auto attendant behavior when user enters invalid response or ne response is received.

Replay Count 2 ] (Default: 2)

Number of times auto attandant would repeat the prompt after tha initial announcement dus to na input raceivad from
usar bafora giving up and ing the call or di 2

Invalid Response Count |:| (Default: 2)

Number of times user can input an invalkid befare nng tha call or dis
Transfer on Failures Fl (Defauit: unchecked)
If enabled, auto attendant will transfer the call to a desk ion if no valid is received. If disabled, the

call will be disconnected.

L

Extension to be used when transfer on failure is enabled.

Prompt to play when [select... v
transferring call after
failure Choose File | no file selected

Goncs
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5. From this interface you can view and if required change, further options for
the selected Auto Attendant.

DTMF Handling Settings

These settings determine how the system handles dial pad DTMF selections
made by a caller.

Inter DTMF Timeout: This is the pause between each dial pad key before
interpreting the user's request. It cannot be greater than the Overall DTMF
Timeout setting.

Auto Attendant

DTMF Handling

Inter-DTHF Timeout 3 S (Defaut 3

Time to wait between each dialpad key befare interpretting users request. Cannot be greaterthan Owerall DTHF
Timeout

Crverall DTWME Timeout 7 (Defait 7)

Total time to wait before interpretting user's request.

Wlaximum kumber,

Overall DTMF Timeout: This is the total time the system will wait before
interpreting the caller’s request.

Auto Attendant

DTMF Handling

Inter-OTKF Timeout 3 (Defauit 3

Time to wait between each dialpad key before interpretting users request. Cannot be greaterthan Owerall DTHF
Timeout

Overall DTMF Timeout 7 - (Detault 7)

Total time to wait before interpretting users request.

haxirmum Mumber of
DTHF tones

M aximum number of dialpad keys to_accept befare interpretting users request.

10 (Defauit {00

Maximum Number of DTMF tones: This is the maximum number of dial pad
keys the system will accept before interpreting the caller’s request.
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Auto Attendant

DTMF Handling

Inter-OTMF Timeout 3 (Defauit 3)

Time to wait bebween each dialpad key before interpretting user's request. Cannot be greater than Cwerall DT hF
Timeaut

Cwerall DTMF Timeout 7 (Defauit 7)

Total time to wait before interpretting users request.

Maximum Mumber of .
DTMF tanes 10 4 (Dietauit 10)

Maximum number of dialpad keys to accept befare interpretting users request.

Invalid Response

e T Y e DU T UV e R N e T A

Invalid Response Settings

These settings determine how the auto attendant handles calls when the caller
enters an invalid key in response to an auto attendant prompt, or if the caller
does not respond to a prompt at all.

Replay Count: This is the number of times the auto attendant will repeat the
prompt after the initial greeting, if the caller has not entered a dial pad selection.
After this count the system will transfer or disconnect the call.

R R I T A e T YN

hdaximum number of dialpad keys to accept before intarpretting users request.

Invalid Response

Configure auto attendant behavior when user enters invalid response or no response is received.

Replay Count 2 ‘-—|— {Dafault 2)

Mumber of times auto attendant would repeat the prompt after the initial announcement due to no inpot received from
uzer before giving up and transferring the call or dizconnecting.

Invalicl RESDDHSE Count 2 (Defaurt 2)
Humber of times user can input an invalid response before transferming the call or disconnecting

Transfer on Failures | (Default unchecked

If enabled, auto attendant will transfer the call to 3 designated extension if no valid response is received. If disabled,
the call will be disconnected.

Transfer Extension

E:xtension to be used when transfer on failure is enabled.

Prompt to play when select.. b
transferring call after

[ 0K H Apply H Cancel l
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Invalid Response Count: This is the number of times a caller can input an
invalid response before the call is transferred or disconnected.

W’v“fwmmﬁ‘ﬂmmu{alp ac bt At rp U

Invalid Response

Configure auto attendant hehavior when user enters invalid response ar no response is received.

Replay Count 2 (Dt 2

Mumber of times auto attendantwould repeat the prompt after the initial announcement due to no input received from
user before giving up and transferming the call or disconnecting.

Invalid Response Count 2 1:—;— {Defaut 2)
Mumber of times user can input an invalid response before transferring the call or disconnecting

Transfer on Failures F Dzt unehecked)

If enabled, auto attendant will transfer the call to a designated extension if no valid response is received. If disabled,
the call will be disconnected.

Transfer Extension

Extension to be used when transfer on failure is enabled.

Prompt to play when select... hd
transferring call after

[ 0K H Apply H Cancel ]

Transfer on Failures: If the check box is enabled, the auto attendant will
transfer the call to a designated extension if no valid response is received. If
disabled, the call will be disconnected.

T . Wt o e T I e N

Invalid Response

Configure auto attendant behavior when user enters invalid response or no response is received.

Replay Count 2 (Defauit 21

Mumber of times auto attendant would repeat the prompt after the initial announcement due to no input received from
user before giving up and transferring the call or disconnedting.

Invalid Response Count 2 (Default 2)

Mumber of times user can input an invalid response before transferring the call or disconnecting

Transfer on Failures | *— (Default unchecked)

If enabled, auto attendant will transfer the call to a designated extension if no valid response is received. If dizabled,
the call will be dizconnected.

Transfer Extension

Extension to be used when transfer an failure is enabled.

Prompt to play when select.. hd
transferring call after

[ oK H Applhy ” Cancel
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Transfer Extension: This is the destination extension to be used when the
transfer on failure check box is enabled.

L T P e o S Y L

Invalid Response

Configure auto attendant behavior when user enters invalid response or no response is received.

Replay Count 2 (Default 2)

Mumber of times auto attendant would repeat the prompt after the initial announcement due to no input received from
uzer before giving up and transferring the call or disconnecting.

Inwvalid Response Count ? (Defait 2)
Mumber of times user can input an invalid response before transferming the call or disconnecting

Transfer on Failures O (Defait unchecked

If enabled, auto attendant will transfer the call to a designated extension if no valid response is received. If disabled,
the call will be disconnected.

Transfer Extension <

Extension to be uzed when transfer on failure iz enabled.

Prompt to play when select.. A
transferring call after

[ oK. H Apply H Cancel ]

Prompt to play when transferring call after failure: A prompt can be
recorded in a .wav format from an SCS Phone and selected from the drop
down list.

axl arsfeq "

Invalid Response

Configure auto attendant behavior when user enters invalid response ar no response is received.

Replay Count 2 (Defauir 2

Mumber of times auto attendantwould repeat the prompt after the initial announcement due to no input received from
user before giving up and transfering the call or disconnecting.

Inwalid RESpDﬂSE Count 2 (Defawt 2)
Mumber of times user can input an invalid response before transfering the call or disconnecting

Transfer on Failures F (Defauwil uncheckod]

If enabled, auto attendant will transfer the call to a designated extension if no valid response iz received. If disabled,
the call will be disconnected.

Transfer Extension

Extension to be used when transfer on failure i enablad.

Prompt to play when ‘zelect,, | vlff——

transferring call after
failure afterhours wan
customautoattendant-12681 43701 waw

[ (0]4 H Apply H Cancel ]
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or you can upload a prompt to the system by selecting the Browse button and
browsing to the location of the .wav file.

IFTTED it
Time to wait between each dialpad key befare interpretting user's request. Cannot be greaterthan Overall DTMWF
Timeout
Overall DTMF Timeout 7 File Upload E]@
Total ti t it bef i .
eral e fa malt heters I Look in: | I Mew Folder v J T B E-
Maximurn MNumber of 10
DTMF tones Y ] Custom Af 1
Maximum number of dialp Lﬁ | Custam 44 2
My Recent 14 Custam A4 3
Documents

Invalid Response

7_%
Configure auto attendant hehavior when user enters inval
Desklop

Replay Count 2

Number of times auto attery

uzer befare giving up and { __,../
My Documents

Invalid Response Count 2
Number of times user can i -
: hg'l'g
Transfer on Failures O =

My Computer
If enabled, auto attendant
the call will be disconnectd

Transfer Extension ‘:_’J] 1I& hame pen
Extension to be used when My Network Files of type: All Files e

Prompt to play when salect.. v
transferring call after

failure Browse.. |‘-—

[ ok J[ Apply ][ cancel |

If any changes have been made, click the Apply button followed by the OK
button.

Maximum number of dialpad kews to accept before interpretting users request.

Invalid Response

Configure auto attendant behavior when user enters invalid response or no response is received.

Replay Count z (Default 2)

Mumber of times auto attendant would repeat the prampt afterthe initial announcement due to no input received from
user before giving up and transferring the call or disconnecting.

Invalid Response Count 2 (Defauit 21
Mumber of times user can input an invalid response before transferring the call or disconnecting

Transfer on Failures il (Default unchecked)

If enabled, auto attendant will transfer the call to a designated extension if no valid response is received. If dizabled,
the call will be dizconnected.

Transfer Extension

Extension to be used when transfer an failure is enabled.

Prompt to play when select.. hd
transferring call after
failure

[ ok || Apply || cancel |
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Special Attendants

The special auto attendant can be used to temporarily overwrite the auto attendant
configuration of the SCS system. If the special auto attendant is configured, it is
used to handle all calls instead of the default auto attendant and associated dial
rules.

For example you may wish to temporarily redirect all calls to a single auto
attendant that has been configured for emergency purposes.

To configure a Special Attendant:

1. From the main administrative interface of the SCS system click the
Features link followed by Auto Attendant.

Devices

Users Features System Diagnostics
Agent Status
Confarenc\ng
There are 15 users defined: Auto Attendants <romes o
200, 201, 202, 203, 204, 205, 206, 207 Lize 00047216784
208, 209, 210,211,212, 213 Paging Groups |, DDD4f21f4be?
superadmin, more... HuntGroups  1.001b3B6bd1d0
0, 002162ff36b4
Add New User Call Park franksoft, paulsoficlient
Musicon Hold  ore...
Phonebooks
Instant Messaging e hd
LISLUYEl LTyl (CBS

2. Click the Special Mode link.

AVAyA Wed, 26 May 2010 5:41 PM Home Help Logout [Seerch |
Users Devices Features System Diagnostics
Auto Attendants
Auto Attendants Defaults Add Attendant =~ Auto Attendants can
be nested. Per auto-
Special Mode O Name Description attendant there is one
prompt that can be
| After hours played followed by a
dialpad entry. Nesting
O Operator is possible by
selecting "Auto
O AMAS Attendant”as an
0 Public_Holiday May Public Holiday action.
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3. Select the Use the Special Auto Attendant radio button. Then from the
Special auto attendant drop down box select an auto attendant that will be
used. In this example an auto attendant named ‘Emergency’ has previously
been created and is available for selection.

AVA\/A Wed, 26 May 2010 5:42 PM Home Help Logout [Search |

Users Devices Features System Diagnostics

Auto Attendants

Aulo Atlendants Use special auto
(O Use the auto attendant configured in the dial plan attendantio
Special Mode Use the special auto atiendant temporarily overwrite

the auto attendant
Special auto configuration.
attendant By default the auto
attendant is selected
based on the auto
attendant dialing

rules. If the special
auto attendant is
activated itis used to
handle all calls.

Public_Holiday
Emergency

4. Once a selection has been made, click the Apply button.

AVAYA Wed, 26 May 2010 5:43 PM Home Help Logout [Search |

Users Devices Features System Diagnostics
Auto Attendants

Auto Attendants Use special auto
() Use the auto attendant configured in the dial plan attendant o

Special Mode () Use the special auto attendant temporarily overwrite

the auto attendant

Special auto configuration.
attendant By default the auto

attendant is selected
based on the auto
attendant dialing
rules. If the special
auto attendant is
activated it is used to
handle all calls.

5. To revert back to the attendant configured in the Auto Attendant Dial Plan,
click the Use the auto attendant configured in dial plan radio button and
click Apply.

AV AyA Wed, 26 May 2010 5:43 PM Home Help Logout [Search |

Users Devices Features System Diagnostics
Auto Attendants
Auto Attendants Use special auto
&) Use the auto attendant configured in the dial plan atendanto
Special Mode () Use the special auto attendant temporarily overwrite
the auto attendant

Special auto configuration.
attendant By defaultthe auto

attendant is selected
based on the auto
attendant dialing
rules. If the special
auto attendantis
activated it is used to
handle all calls.
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Configuring Personal Auto Attendant from Administrator
Interface

When granted the Configure Personal Auto Attendant permission, SCS users
can configure a personal auto attendant. The SCS administrator can also configure
personal Auto Attendants, on behalf of individual SCS users.

When a call is passed to voicemail, an individual prompt plays providing the caller
with a list of options. The options can include forwarding to a mobile phone,
forwarding to an assistant, forwarding to a colleague, forwarding to the user's
home number, or leaving a message.

The personal auto-attendant feature includes an individual zero-out capability.
When a caller is diverted to voicemail and does not wish to leave a message, they
can press "0" and be transferred to the operator. The operator ‘target’ can be an
internal extension, an external number or a SIP URI address.

Both the administrator and the user can change settings of the personal auto-
attendant. The user can login to his or her individual user configuration portal,
enable or disable the personal auto-attendant, configure new settings and alter
forwarding destinations.

The user or administrator can select the language of the voicemail and personal
auto-attendant system. Provided language packs are installed, the user can
individually select a preferred language. All prompts of the voicemail system are
consequently played in that language for that user's voicemail system.

For details relating to configuring the Personal Auto Attendant from the User
Portal, please refer to the SCS 4.0 End User Task Based Guide.

1. From the Users interface, select a user to be provided with a Personal Auto

Attendant.
AvAyA Wed, 26 May 2010 5:45 PM Home Help
Users /evl:es Features System Diagnostics
User Groups
Extension Pool
TLS Paers Add New User

O User ID - First Name Last Name IMID Aliases
o Azo01 Frank Cortelli 201

0O &z02 Paul Edwards 202

O A&z203 Eric Constantine 203

O &204 John Carter 204

O &20 Bob Jenkins 205

O Z&A208 Alex Samson 206

0o &z207 Mary Jones 207

O £&208 Frank Karol 208

o &z Gavin Maris 209

O &z Adam Histon 210

O &1 Mike Thomas 211

o Aaz12 Gordon Green 212

o Az213 / Alan Norris 213

[0 AlLisa Lisa Edwards 200

O & superadmin superadmin

<<<1>>>
More actions... v
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2. Click the Personal Auto Attendant link.

AVAYA

Wed, 26 May 2010 5:46 PM Home Help

Devices Fi Y Diagnostics

Users

3. The Personal Auto Attendant screen will be displayed.

oo

Identification User: Lisa
Hide Advanced Settings =~ Existing Groups:
Unified Messaging administrators, M,
Contact Informat Lssc(n Phonebook,
o frommaten The User ID 23 Jsmith. The User D is d d Intermal ® '
@ User D can be a numeric extension like 123 or a name like jsmith. The User |D is displaya
Phones by the phone and it is tharefora racommanded fo use the intamal axtension as tha User ID. If E;n;baef%mup Sala
ing DID the DID numb. its DNIS partio lia 4 d
Call Forwarding using DID configure the DID number {or portion) as an alias. Conforencing,
Schedules Last name Edwards ACDQ1&2, acd
Speed Dial ame New Groups: You
isa can create new
ACD Agent Supervisor : groups simply by
Personal Auto-Attendant PIN [+ | adding the new group
Confe name to the Groups
onferences
Reciciai Confirm PIN | form value.
eqistrations
The PIN is a password used to log in to voicemail or o the user portal. Numernic PINs are Select Phones to add
Music On Hold jad, since anly numbers can be dialed. this user to one or
Permissions more phones.
SIP password
Caller ID
The SIP password is used by the user's phone to register with the S|P proxy. Forphones
Instant Messaging managed by this system, the SIP password entered here will be configured automatically on
the phone. For unmanaged phanes, the SIP password is needed when manually configuring
MyBuddy lines on the phone. The security of this password is very important and that is why a secure
password is auto-generated.
Groups |acpata2 |

AVAYA

Instant Messaging
MyBuddy

Wed, 26 May 2010 5:47 PM Home Help

Diagnostics

Users Devices F iy

Identification User: Lisa
Unified Messaging

Personal Auto-Attendant
Contact Information
Phones The personal auto-attendant picks up calls that divert to voicemail. Users can change their personal auto-

attendants.
Call Forwarding
Scnedules Operator [ ]
Speed Dial Extension or SIP URI the caller is transfemed to after pressing 0.
ACD Agent Supervisor Override language [
Personal Auto-Attendant Check Lhis box to overide the default Auto-Altendant language chosen by the administrator.
Conferences

Language
Registrations

The used by the Auto if the Ovemide field is selected above.
Music On Hold
Dialpad Extensiol

Permissions pa naton
Caller D

oo o]

Edit Personal Attendant
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4.

In the Operator field, enter a destination to be called when a caller presses
the digit “0”. The operator ‘target’ can be an internal extension, an external
number or a SIP URI address.

AVAYA

Edit Personal Attendant

Identification

Unified Messaging
Contact Information
Phones

Call Forwarding
Schedules

Speed Dial

ACD Agent Supervisor
Personal Auto-Attendant
Conferences
Registrations

Music On Hold
Permissions

Caller 1D

Instant Messaging
MyBuddy

Wed, 26 May 2010 5:47 PM Home Help Logout [Seach |
Users Devices Features System Diagnostics
User: Lisa
Personal Auto-Attendant

The personal auto-atte
attendants.

Operator
Override language

Language

ndant picks up calls that divert to voicemail. Users can change their personal auto-

Extension or SIF URI the caller is transferrad to after pressing 0.

O

Check this box to ovemde the default Auto-Attendant chosen by the

Default +
The
Dialpad

if the Ovenide fiekl is selecled above.
Extension

used by the Auta-A

5.

If you check the Override language check-box, the selected Language will

override the default Auto-Attendant language chosen by the administrator.

AVAYA

Users

Edit Personal Attendant

Identification

Unified Messaging
Contact Information
Phones

Call Forwarding
Schedules

Speed Dial

ACD Agent Supervisor
Personal Auto-Attendant
Conferences
Registrations

Music On Hold
Permissions

Caller ID

Instant Messaging
MyBuddy

User: Lisa

Wed, 26 May 2010 5:48 PM Home Help Logout [Search |

Devices Features System Diagnostics

Personal Auto-Attendant

The personal auto-attendant picks up calls that divert to voicemail. Users can change their personal auto-

attendants.

Operator
Override language

Language

Extension or SIP URI the caller is transferrad to after prassing 0

O

Chack this box to ovemde the default Auto-Attendant

E i

uit ad by the Auto-Attendant if tha Ovemda field is selacted above

d Extension

chosen by the

Dialp
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Note: Other languages will be available for selection once the appropriate
localisation package has been installed on the SCS system.

AVAyA Wed, 26 May 2010 5:49 PM Home Help Logout |:|

Users Devices Features System Diagnostics
Localization —
Upload file P
Look ir: | ) Localisation Packages -NewforSCS40 & (% ® (-
Language | | ©
The defaull language used by voice application and 2 DacalzationPackeae_enab
reactvated ¢ LocalizationPackage_fr
(Aol Lanpunge | s
Apply Lang Documerts
Region North America  + ,T%
Changing tha ragion rasats the gt dial plan to thi
spachic call progress tanas, Desktop
Apply Region
Localization Package Choose File | no file selected J
Itis necessary ta restart Configuration service after installing [ Brermes
Install Package h‘J
My Computer
File name [ v [oen ]
‘% Filesof ype: | AllFiles v [ cance ]
My Network [ Open as read-only

‘changing the region will
reset any existing dial plan
and all the necessary rules
have to be defined again for
the new region.

Please refer to the SCS 4.0 System Configuration Task Based Guide, for
details relating to the installation of Localization Packages.

Configure Dial Pad Options

The default voicemail attendant can be replaced with a user-personalised greeting
and customized keypad options for directing callers to other extensions or the
voicemail service.

1. Use the Dial Pad drop-down menu to assign phone dial pad numbers to
specific extensions to transfer callers to those extensions at the push of a
button. Click Add to add new entries.

AVA\/A Wed, 26 May 2010 5:51 PM Home Help Logout [Search |

Users Devices Features System Diagnostics
Edit Personal Attendant
Identification User: Lisa
Unified Messaging
Personal Auto-Attendant

Contact Information
The personal auto-attendant picks up calls that divert to voicemail. Users can change their personal auto-

Phones

Call Forwarding alendan s

Schedules Operator

Speed Dial Extension or SIP URI the caller is transfered to after pressing 0.

ACD Agent Supervisor Override language

Personal Auto-Attendant Chack this box to overmide the defaull Auto-Attendant chosan by the
Conferences I Frangais

Registrations _

Music On Hold The used by the Auto-AHendant i the Overide field is selected abave
Permissions Dialpad Extension

Caller ID (Add &

Instant Messaging

MyBuddy
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2. Enter the destination to be dialled when a caller presses the associated dial
pad digit. In this example, when dial pad digit 1 is pressed the call will be
routed to extension 206.

AVAYA

Identification

Unified Messaging
Caontact Information
Phones

Call Forwarding
Schedules

Speed Dial

ACD Agent Supervisor
Personal Auto-Attendant
Conferences
Registrations

Music On Hold
Permissions

Caller ID

Instant Messaging
MyBuddy

Users

User: Lisa

Personal Auto-Attendant
The personal auto-attendant picks up calls that divert to voicemail. Users can change their personal auto-
attendants.
Operator 208

Extension or 8IF URI the calleris tmnsfamad to aflarpressing 0.
Override language

Check this box to ovemde the default Auto-Attendant language chosen by the administrator.
Language

The language used by the Auto-Attendant if the Ovemde field is selected above.

Dialpad Extension
O 206

Edit Personal Attendant

Wed, 26 May 2010 5:52 PM Home Help Logout I:

Devices Features System Diagnostics

(oK ] [Apply | [ Cancel |

3. Click the Add button to associate a destination number with Dial pad digit 2.

AVAyA Wed, 26 May 2010 5:52 PM Home Help Logout [
Users Devices Features System Diagnostics
Edit Personal Attendant
ldentification User: Lisa
Unified Messaging
Personal Auto-Attendant
Contact Information
Phones The personal auto-attendant picks up calls that divert to voicemail. Users can change their personal auto-
attendants.
Call Farwarding e ey
Schedules Operator 205
Speed Dial Extension or SIP UR| th caleris transfomed to afterpressing 0.
ACD Agent Supervisor Override language
Personal Auto-Attendant Chack this box to ovemide the default Auto-Attendant language chosen by the administrator.
Conferences
Registrations guag
Music On Hold The language used by the Auto-Attendant if the Ovemide field is selected above.
Permissions 2L Exioneion
Caller ID O 206 |
Instant Messaging
-2 v -_m
MyBuddy -

(oK J [Apply ] [ Cancel ]
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4. Enter the number associated with dial pad option 2.

MyBuddy

AVAyA Wed, 26 May 2010 5:53 PM Home Help Logout [
Users Devices Features System Diagnostics

Edit Personal Attendant

ldentification User: Lisa

Unified Messaging

Personal Auto-Attendant
Caontact Information
Phones The personal auto-attendant picks up calls that divert to voicemail. Users can change their personal aute-
attendants.

CallFarwarding .
Schedules Operator |205 5
Speed Dial Extension or 8IP UR| th calaris tansforred to afierpressing 0.
ACD Agent Supervisor Override Ianguage

Personal Auto-Attendant Chack this box to ovemide the default Auto-Attendant language chosen by the administrator.
Conferences

Regisrations guag

Music On Hold The language usad by the Auto-Attendant #f the Ovemide field is selected above.
Permissions Extansion

Caller ID 208 |

Instant Messagin

ane 5658625  ———t—

(0K ] [Apply ] [ Cancel ]

5. Once all of the Dial Pad options are configured, click the Apply button

AVAYA

Edit Personal Attendant

Identification

Unified Messaging
Contact Information
Phones

Call Forwarding
Schedules

Speed Dial

ACD Agent Supervisor
Personal Auto-Attendant
Conferences
Registrations

Music On Hold
Permissions

Caller D

Instant Messaging
MyBuddy

Wed, 26 May 2010 5:54 PM Home Help

Users Devices F D

Y

User: Lisa Chang lied fully.

Personal Auto-Attendant

The personal auto-attendant picks up calls that divert to voicemail. Users can change their personal auto-attendants.

Operator

sion or SIP URI the caller is transferred to after pressing 0.

Override language

Chack this box o overide the default Auto-A chasen by the admini
Language
The used by the Auto i the Override field is selectad above
Dialpad Extension
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6. Record a greeting that corresponds with the settings so that callers know
which keys to use and whom they can contact (see the next section).

Record a Personalised Greeting

Once dial pad buttons have been assigned to each extension, you need to record
a greeting that will direct callers to each available option. This is completed through
the phone.

1. Dial the voicemail extension, usually 101, unless the system administrator
has changed it. If 101 does not access the voicemail attendant, see your
system administrator.

2. Enter your PIN followed by ‘#'.

3. Select Option 5, Voicemail Options.

4. Select Option 1, Record a Personal Greeting.

5. Select the greeting type that you would like to record, e.g., ‘standard
greeting’, ‘out of office’, etc.

6. Record your greeting after the tone, and then press ‘#
7. To listen to the greeting, select Option 1.

8. If you are satisfied with the greeting, select Option 2.
9. Hang up.

10.To use the new greeting, click the Unified Messaging link and select the
relevant greeting type from the Active Greeting drop-down menu.

11.Click the Apply button.
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AVAVA Tue, 25 May 2010 4:29 PM Home Help Logout [Search |
Users Devices Features System Diagnostics
Voicemalil Preferences
\dentification User: Lisa User's voicemail
Show Advanced Settings = messages can be
Unified Messaging *"-‘-—-_ ) forwarded
Voicemail TUI Standard :
Contact Information ) automatically to e-
Select the i Teleph Usawtha user retrieves messages. ma!l. E—man _
Phones Active greeting | Standard v ngqﬂwﬁ&?ﬁ:rms
Call Forwarding Default system greeting  btors leaving a message portal and - optionally
Schedules Standard - the voicemail
] Primary E-mail Out of office message as an
Speed Dial e/ Extended absence attachment.
ACD Agent Supervisor m’;;hsfgm:f:;g;ﬁ‘e
Personal Auto-Attendant E-mail address tony @business.com can be used o
Conferences configure IMAP
. . compliant e-mail
Registrations VOI.cemall | No netification “ ‘ server, which allows
notification 1z
. for synchronizing
Music On Hold The voi i can be attached to the notification e-mail ar not. If the synchronization voicemall with e-mail.
— ption is selected, the yoicamail massagas will be, attachad.
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Examples of Incoming Call Scenarios

The Auto Attendant dial plan can be configured that will enable calls to reach the
Auto Attendant facility on the SCS system.

This will then allow the Auto Attendant to handle incoming calls.

Therefore for scenarios where analog gateways are not being used for example
ISDN scenarios, the digits that are being received from the public network need to
be considered. The receive digits and the range of these digits will need to be
obtained from the provider of the BRI/PRI digital trunks for example, Received Digit
number range 5559380 to 5559390. These digits could then be referenced in the
Auto Attendant Dial Plan.

1. From the SCS main interface select System followed by Dial Plans.

AVAyA \:em 26 May 2010 5:55 PM Home Help Logout [Searcn |
Users Devices Features System Diagnostics
Licensing
Servers
Branches
There are 15 users defined: There are 12 phones de Domain
201, 202, 203, 204, 205, 206, 207, 208, 209, 210 0004121dBd5t, 0004fz1e  DIal Plans de———
211,212, 213, Lisa, st 1, more... 0004f21f4bc7, 000eed2: Internet Calling ),
Import / Export
Discover Devices Backup
Restore
Localization
Certificates
Software Updates
Date and Time
Logging Levels

2. Then select the Auto Attendant Dial Plan.

A\/AyA Wed, 26 May 2010 5:56 PM Home Help Logout [Search |

Users Devices Features System Diagnostics
Dial Plans
Dialing rules Add New Rule... v| Reset Quick Links
Schedules O Name Enabled Type Description Schedule Gateways
[ Emergency Disabled  Emergency Emergency dialing plan Always Permissicng
[ International Disabled  Long Distance International dialing Always Dial plans consist of
[] Local Disabled Long Distance Local dialing Always ;rj::}.l‘?g]p:::fdlal
[ LongDistance Disabled Long Distance Long distance dialing plan Always E:ZEGU\;Z?II'::;P;.
[ Resticted Disabled LongDistance  Restricted dialing Always e
Toll free Disabled LongDistance  Toll free dialing Always :‘j:eo;“:;:h”;j;‘d‘l’”e
[0 AutoAttendant Enabled  Attendant Default autoattendant dialing plan Always Rule order matters:
[] Voicemail Enabled Voicemail Default voicemail dialing plan Always Make sure that more

specific rules precede
more general rules.
For example, move
Long Distance rules
for specified area
codes above the
default Long Distance
rule.

[ Duplicate ] [ Delete ] [ Move Up ] [ Move Down ]
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3. In this example, an Attendant Alias of 5559380 has been entered. This will
map the incoming received digits to the Auto attendant facility.

tsVAyA Wed, 26 May 2010 5:56 PM Home Help Logout

Diagnostics

Devices Features System

Enabled

Name |AutoAttemiant

Default autoattendant dialing plan

Description

Extension [100 |
Attendant aliases operator 0 EEBQW

Attendant will be reachable through its extension and any of the above aliases. When entering
multiple aliases, separate them with spaces.

Default attendant

Default attendant is used if Working time or Holiday attendant are not specified or if cument
tima is neither holiday, nor working time.

Working time Operator |
attendant Opesator hd

Select attendant to be used dunng working hours. Warking hours can be specfied once
sale

4. Once the settings have been configured, click the Apply button followed by
the OK button and restart any affected services as requested.

A\/AVA Wed, 26 May2010 557 PM Home

Users Devices Faatures System Diagnostics

One or more services need to be restarted. For details click: here
Changes applied successfully.

Enabled [v]
Name
Default autoattendant dialing plan
Description
4

Extension
Attendant aliases

Attendant will be reachable through its extension and any of the above alizses. When entering multiple sliases, separate them with

5paces.
Default attendant

Default attendant is used if Working time or Holiday attendant are not specified or if cument time is neither hobiday, nor working time.

Working time attendant

Select attendant to be used during working hours. Working hours can be specified once atiendant is selected.

[“Imonday From : To :
MTuesday From : To : [5:00PM
[“Iwednesday From : To
MThursday ~ From : To : [5:00PM
[“IFriday From : To
[“Isaturday From : To :
[Osunday From : To : [6:00PM

Holiday attendant

Select attendant to be used during holidays. If attendant is selected you can add and remove holiday dates.
Add Holiday
03 May 2010 _|[] Deleta Holiday

26 May 2010 _|[7) Delete Holiday

[OK]] (CApply ] | Cancel ]

60 NN40010-513 Issue 1.3 SCS 4.0



Auto Attendant Setup & Operation

Note: For details regarding the configuration of Dial Plans, please refer to the
SCS 4.0 System Configuration guide. For general details relating to the Auto
Attendant Dial Plan settings please refer to the Default Auto Attendant Dial
Plan section of this guide.

A configured Audio Codes analog gateway could also be utilized to provide the
incoming lines to the auto attendant. If an analog gateway is used, the Auto
Attendant extension could be referenced as a PSTN Line on the gateway itself.

In this example, an Audio Codes gateway has a port assigned to the operator
(extension 100 by default). The operator being the default extension for the PSTN
line.

‘sVAyA ‘Wed, 26 May 2010 5:59 PM Home Help

Users Devices Features System Diagnostics

REXOY AudioCodes MP118 FXO

Analog Line

Analog Line
Automatic Dialing (Default: checked)
If enabled calls received on this PSTN line will be aut: tically sent to the destinat et ion or user) spacified below.
| Extension opermor || | (Defautt: operator)

Speciy the destination forincoming calls on this PSTN line, such as an auto-attendant, a hunt group, an ACD queue, or
any internal extension, user or alias.

Note: For details regarding the configuration of Gateways and PSTN Lines please
refer to the SCS 4.0 Device Configuration — Gateways Task Based Guide.
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Avaya Documentation Links

SCS 4.0 Configuring User Profiles Task Based Guide

SCS 4.0 Device Configuration — Gateways Task Based Guide
SCS 4.0 System Configuration Task Based Guide

SCS 4.0 Voicemail Setup & Operation Task Based Guide

SCS 4.0 Troubleshooting Task Based Guide
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