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Notice

While reasonable efforts have been made to ensure that the information in this document is
complete and accurate at the time of printing, Avaya assumes no liability for any errors. Avaya
reserves the right to make changes and corrections to the information in this document without
the obligation to notify any person or organization of such changes.

For full support, please see the complete document, Avaya Support Notices for Hardware
Documentation, document number 03-600759.

For full support, please see the complete document, Avaya Support Notices for Software
Documentation, document number 03—600758.

To locate this document on our website, simply go to http://www.avaya.com/support and
search for the document number in the search box.

Documentation disclaimer

"Documentation" means information published by Avaya in varying mediums which may
include product information, operating instructions and performance specifications that Avaya
may generally make available to users of its products and Hosted Services. Documentation
does not include marketing materials. Avaya shall not be responsible for any modifications,
additions, or deletions to the original published version of documentation unless such
modifications, additions, or deletions were performed by Avaya. End User agrees to indemnify
and hold harmless Avaya, Avaya's agents, servants and employees against all claims,
lawsuits, demands and judgments arising out of, or in connection with, subsequent
modifications, additions or deletions to this documentation, to the extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked websites referenced within
this site or documentation provided by Avaya. Avaya is not responsible for the accuracy of any
information, statement or content provided on these sites and does not necessarily endorse
the products, services, or information described or offered within them. Avaya does not
guarantee that these links will work all the time and has no control over the availability of the
linked pages.

Warranty

Avaya provides a limited warranty on Avaya hardware and software. Refer to your sales
agreement to establish the terms of the limited warranty. In addition, Avaya’s standard warranty
language, as well as information regarding support for this product while under warranty is
available to Avaya customers and other parties through the Avaya Support website:
http://support.avaya.com or such successor site as designated by Avaya. Please note that if
You acquired the product(s) from an authorized Avaya Channel Partner outside of the United
States and Canada, the warranty is provided to You by said Avaya Channel Partner and not by
Avaya.

IP Office Contact Center - IVR Editor Scenarios 052016 3


http://www.avaya.com/support
http://support.avaya.com/

IP Office Contact Center - IVR Editor Scenarios

"Hosted Service" means a hosted service subscription that You acquire from either Avaya or an
authorized Avaya Channel Partner (as applicable) and which is described further in Hosted
SAS or other service description documentation regarding the applicable hosted service. If You
purchase a Hosted Service subscription, the foregoing limited warranty may not apply but You
may be entitled to support services in connection with the Hosted Service as described further
in your service description documents for the applicable Hosted Service. Contact Avaya or
Avaya Channel Partner (as applicable) for more information.

Hosted Service

THE FOLLOWING APPLIES IF YOU PURCHASE AHOSTED SERVICE SUBSCRIPTION
FROM AVAYA OR AN AVAYA CHANNEL PARTNER (AS APPLICABLE), THE TERMS OF USE
FOR HOSTED SERVICES ARE AVAILABLE ON THE AVAYA WEBSITE,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO UNDER THE LINK "Avaya Terms of Use for
Hosted Services" OR SUCH SUCCESSOR SITE AS DESIGNATED BY AVAYA, AND ARE
APPLICABLE TO ANYONE WHO ACCESSES OR USES THE HOSTED SERVICE. BY
ACCESSING OR USING THE HOSTED SERVICE, OR AUTHORIZING OTHERS TO DO SO,
YOU, ON BEHALF OF YOURSELF AND THE ENTITY FOR WHOM YOU ARE DOING SO
(HEREINAFTER REFERRED TO INTERCHANGEABLY AS "YOU" AND "END USER"),
AGREE TO THE TERMS OF USE. IF YOU ARE ACCEPTING THE TERMS OF USE ON
BEHALF A COMPANY OR OTHER LEGAL ENTITY, YOU REPRESENT THAT YOU HAVE
THE AUTHORITY TO BIND SUCH ENTITY TO THESE TERMS OF USE. IF YOU DO NOT
HAVE SUCH AUTHORITY, OR IF YOU DO NOT WISH TO ACCEPT THESE TERMS OF USE,
YOU MUST NOT ACCESS OR USE THE HOSTED SERVICE OR AUTHORIZE ANYONE TO
ACCESS OR USE THE HOSTED SERVICE. YOUR USE OF THE HOSTED SERVICE SHALL
BE LIMITED BY THE NUMBER AND TYPE OF LICENSES PURCHASED UNDER YOUR
CONTRACT FOR THE HOSTED SERVICE, PROVIDED, HOWEVER, THAT FOR CERTAIN
HOSTED SERVICES IF APPLICABLE, YOU MAY HAVE THE OPPORTUNITY TO USE FLEX
LICENSES, WHICH WILL BE INVOICED ACCORDING TO ACTUAL USAGE ABOVE THE
CONTRACT LICENSE LEVEL. CONTACT AVAYA OR AVAYA'S CHANNEL PARTNER FOR
MORE INFORMATION ABOUT THE LICENSES FOR THE APPLICABLE HOSTED SERVICE,
THE AVAILABILITY OF ANY FLEX LICENSES (IF APPLICABLE), PRICING AND BILLING
INFORMATION, AND OTHER IMPORTANT INFORMATION REGARDING THE HOSTED
SERVICE.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA WEBSITE,
HTTP://SUPPORT.AVAYA.COM/LICENSEINFO OR SUCH SUCCESSOR SITE AS
DESIGNATED BY AVAYA, ARE APPLICABLE TO ANYONE WHO DOWNLOADS, USES
AND/OR INSTALLS AVAYA SOFTWARE, PURCHASED FROM AVAYA INC., ANY AVAYA
AFFILIATE, OR AN AVAYA CHANNEL PARTNER (AS APPLICABLE) UNDER A
COMMERCIAL AGREEMENT WITH AVAYA OR AN AVAYA CHANNEL PARTNER. UNLESS
OTHERWISE AGREED TO BY AVAYA IN WRITING, AVAYA DOES NOT EXTEND THIS
LICENSE IF THE SOFTWARE WAS OBTAINED FROM ANYONE OTHER THAN AVAYA, AN
AVAYA AFFILIATE OR AN AVAYA CHANNEL PARTNER; AVAYA RESERVES THE RIGHT TO
TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE USING OR SELLING THE
SOFTWARE WITHOUT A LICENSE. BY INSTALLING, DOWNLOADING OR USING THE
SOFTWARE, OR AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF YOURSELF
AND THE ENTITY FOR WHOM YOU ARE INSTALLING, DOWNLOADING OR USING THE
SOFTWARE (HEREINAFTER REFERRED TO INTERCHANGEABLY AS "YOU" AND "END
USER"), AGREE TO THESE TERMS AND CONDITIONS AND CREATE A BINDING
CONTRACT BETWEEN YOU AND AVAYA INC. OR THE APPLICABLE AVAYA AFFILIATE
("AVAYA").

Avaya grants You a license within the scope of the license types described below, with the
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exception of Heritage Nortel Software, for which the scope of the license is detailed below.
Where the order documentation does not expressly identify a license type, the applicable
license will be a Designated System License. The applicable number of licenses and units of
capacity for which the license is granted will be one (1), unless a different number of licenses
or units of capacity is specified in the documentation or other materials available to You.
"Software" means computer programs in object code, provided by Avaya or an Avaya Channel
Partner, whether as stand-alone products, pre-installed on hardware products, and any
upgrades, updates, patches, bug fixes, or modified versions thereto. "Designated Processor"
means a single stand-alone computing device. "Server" means a Designated Processor that
hosts a software application to be accessed by multiple users. "Instance" means a single copy
of the Software executing at a particular time: (i) on one physical machine; or (ii) on one
deployed software virtual machine ("VM") or similar deployment.

License type(s)

Designated System(s) License (DS). End User may install and use each copy or an Instance
of the Software only on a number of Designated Processors up to the number indicated in the
order. Avaya may require the Designated Processor(s) to be identified in the order by type,
serial number, feature key, Instance, location or other specific designation, or to be provided by
End User to Avaya through electronic means established by Avaya specifically for this purpose.
Concurrent User License (CU). End User may install and use the Software on multiple
Designated Processors or one or more Servers, so long as only the licensed number of Units
are accessing and using the Software at any given time. A "Unit" means the unit on which
Avaya, at its sole discretion, bases the pricing of its licenses and can be, without limitation, an
agent, port or user, an e-mail or voice mail account in the name of a person or corporate
function (e.g., webmaster or helpdesk), or a directory entry in the administrative database
utilized by the Software that permits one user to interface with the Software. Units may be
linked to a specific, identified Server or an Instance of the Software.

Database License (DL). End User may install and use each copy or an Instance of the
Software on one Server or on multiple Servers provided that each of the Servers on which the
Software is installed communicates with no more than one Instance of the same database.
CPU License (CP). End User may install and use each copy or Instance of the Software on a
number of Servers up to the number indicated in the order provided that the performance
capacity of the Server(s) does not exceed the performance capacity specified for the Software.
End User may not re-install or operate the Software on Server(s) with a larger performance
capacity without Avaya’s prior consent and payment of an upgrade fee.

Named User License (NU). You may: (i) install and use the Software on a single Designated
Processor or Server per authorized Named User (defined below); or (ii) install and use the
Software on a Server so long as only authorized Named Users access and use the Software.
"Named User", means a user or device that has been expressly authorized by Avaya to access
and use the Software. At Avaya’s sole discretion, a "Named User" may be, without limitation,
designated by name, corporate function (e.g., webmaster or helpdesk), an e-mail or voice mail
account in the name of a person or corporate function, or a directory entry in the administrative
database utilized by the Software that permits one user to interface with the Software.
Shrinkwrap License (SR). You may install and use the Software in accordance with the terms
and conditions of the applicable license agreements, such as "shrinkwrap" or "clickthrough"
license accompanying or applicable to the Software ("Shrinkwrap License").

Heritage Nortel Software

"Heritage Nortel Software" means the software that was acquired by Avaya as part of its
purchase of the Nortel Enterprise Solutions Business in December 2009. The Heritage Nortel
Software currently available for license from Avaya is the software contained within the list of
Heritage Nortel Products located at http://support.avaya.com/Licenselnfo under the link
"Heritage Nortel Products" or such successor site as designated by Avaya. For Heritage Nortel
Software, Avaya grants You a license to use Heritage Nortel Software provided hereunder
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solely to the extent of the authorized activation or authorized usage level, solely for the
purpose specified in the Documentation, and solely as embedded in, for execution on, or for
communication with Avaya equipment. Charges for Heritage Nortel Software may be based on
extent of activation or use authorized as specified in an order or invoice.

Copyright

Except where expressly stated otherwise, no use should be made of materials on this site, the
Documentation, Software, Hosted Service, or hardware provided by Avaya. All content on this
site, the documentation, Hosted Service, and the product provided by Avaya including the
selection, arrangement and design of the content is owned either by Avaya or its licensors and
is protected by copyright and other intellectual property laws including the sui generis rights
relating to the protection of databases. You may not modify, copy, reproduce, republish,
upload, post, transmit or distribute in any way any content, in whole or in part, including any
code and software unless expressly authorized by Avaya. Unauthorized reproduction,
transmission, dissemination, storage, and or use without the express written consent of Avaya
can be a criminal, as well as a civil offense under the applicable law.

Virtualization

Each product has its own ordering code and license types. Note that each Instance of a
product must be separately licensed and ordered. For example, if the end user customer or
Avaya Channel Partner would like to install two Instances of the same type of products, then
two products of that type must be ordered.

Third Party Components

"Third Party Components" mean certain software programs or portions thereof included in the
Software or Hosted Service may contain software (including open source software) distributed
under third party agreements ("Third Party Components"), which contain terms regarding the
rights to use certain portions of the Software ("Third Party Terms"). As required, information
regarding distributed Linux OS source code (for those products that have distributed Linux OS
source code) and identifying the copyright holders of the Third Party Components and the
Third Party Terms that apply is available in the products, Documentation or on Avaya’s website
at: http://support.avaya.com/Copyright or such successor site as designated by Avaya. You
agree to the Third Party Terms for any such Third Party Components.

THIS PRODUCT IS LICENSED UNDER THE AVC PATENT PORTFOLIO LICENSE FOR THE
PERSONAL USE OF A CONSUMER OR OTHER USES IN WHICH IT DOES NOT RECEIVE
REMUNERATION TO (i) ENCODE VIDEO IN COMPLIANCE WITH THE AVC STANDARD
("AVC VIDEQO") AND/OR (ii) DECODE AVC VIDEO THAT WAS ENCODED BY A CONSUMER
ENGAGED IN A PERSONAL ACTIVITY AND/OR WAS OBTAINED FROM A VIDEO
PROVIDER LICENSED TO PROVIDE AVC VIDEO. NO LICENSE IS GRANTED OR SHALL
BE IMPLIED FOR ANY OTHER USE. ADDITIONAL INFORMATION MAY BE OBTAINED
FROM MPEG LA, L.L.C. SEE HTTP://WWW.MPEGLA.COM.

Note to Service Provider

The product or Hosted Service may use Third Party Components subject to Third Party Terms
that do not allow hosting and require a Service Provider to be independently licensed for such
purpose. It is your responsibility to obtain such licensing.

Preventing Toll Fraud
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“Toll Fraud” is the unauthorized use of your telecommunications system by an unauthorized
party (for example, a person who is not a corporate employee, agent, subcontractor, or is not
working on your company's behalf). Be aware that there can be a risk of Toll Fraud associated
with your system and that, if Toll Fraud occurs, it can result in substantial additional charges for
your telecommunications services.

Avaya Toll Fraud intervention

If You suspect that You are being victimized by Toll Fraud and You need technical assistance
or support, call Technical Service Center Toll Fraud Intervention Hotline at +1-800-643-2353 for
the United States and Canada. For additional support telephone numbers, see the Avaya
Support website: http://support.avaya.com or such successor site as designated by Avaya.
Suspected security vulnerabilities with Avaya products should be reported to Avaya by sending
mail to: securityalerts@avaya.com.

Trademarks

The trademarks, logos and service marks ("Marks") displayed in this site, the Documentation,
Hosted Service(s), and product(s) provided by Avaya are the registered or unregistered Marks
of Avaya, its affiliates, or other third parties. Users are not permitted to use such Marks without
prior written consent from Avaya or such third party which may own the Mark. Nothing
contained in this site, the Documentation, Hosted Service(s) and product(s) should be
construed as granting, by implication, estoppel, or otherwise, any license or right in and to the
Marks without the express written permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective owners. Linux® is the registered
trademark of Linus Torvalds in the U.S. and other countries.

Downloading Documentation

For the most current versions of Documentation, see the Avaya Support website:
http://support.avaya.com, or such successor site as designated by Avaya.

Contact Avaya Support

See the Avaya Support website: http://support.avaya.com for product or Hosted Service
notices and articles, or to report a problem with your Avaya product or Hosted Service. For a
list of support telephone numbers and contact addresses, go to the Avaya Support website:
http://support.avaya.com (or such successor site as designated by Avaya), scroll to the bottom
of the page, and select Contact Avaya Support.
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IVR Editor
Overview

The IP Office Contact Centre System can be configured to utilize a variety of Voice
Control features including the play back of recorded announcements and prompts,
text to speech utilization and read and right access to ODBC data sources.

To provide these features, the IP Office Contact Centre IVR Editor is used.
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Editor Call Flows.
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Once configured, the IVR will query and determine which process has been
requested from the [P Office Contact Centre Server. For example, it can
determine which announcements are to be played to a caller. It can determine and
provide customers with menu choices from which a selection can be made. It will
respond to any customer input values that for example, have been entered from
the keypad of a customer’s telephone. It can query an ODBC database to provide
IP Office Contact Centre Agents with customer details stored within a database
record.

During the above processes, the call control remains within the configured Call
Flow and the IVR script is referenced as an integral part of that call flow. If however
the automatic agent feature is utilized the call is no longer under the control of the
call flow.

IVR Editor Required Information

IVR Editor is a utility accessible from within the [P Office Contact Centre User
Interface. Therefore the User Interface must first have been installed on the User’s
PC and the User account assigned the required Privileges to use IVR Editor.

Note: For details relating to Privileges and Authorizations, please refer to the IP
Office Contact Centre Telephony User Interface Configuration Task Based Guide.

In the following series of examples, we will examine IVR Editor and how it can be
configured and utilized within Task Flow Editor to provide various call routing
scenarios.
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Creating a Standard Auto Attendant Menu.

The following example, illustrates the configuration of a standard “Auto Attendant
Menu” offering customers three options that once selected, will direct the call to
specific agent groups. The call flow will play greetings to the customer based on
the time of day, when the Company is in a Shutdown period and will also prompt
the caller if they have made an invalid selection.

During the creation of this call flow, a number of IP Office Contact Centre facilities
will be used including Task Flow Editor and IVR Editor.

Once configured, the [P Office Contact Centre call flow will provide features
similar to the Voicemail Pro module depicted below.

Voicemail Pro Module

Modules > Main Menu

Start Point “ Open or Cloged
P i: P >@ Somy ‘We are clozed qﬁ* Dissonnect
|Next |True Mext

|False

EEE Menu @ Invalid or tirmeout
i: Maring or Afternoon Timeat Mext
|True Irwalid .
False R Transfer to Hunt Group 1 |

N ﬁ Transfer to Hunt Group 2 |

4& Transzfer to Hunt Group 3 |

IP Office Contact Centre Call Flow

Ba [CallFlow]:Company Main Menu
.| Compary S MHotin shul |Goad Mary : Gaod Marn . COMmpanyt o [WE_script : Topic1 :
- [ C— 0| CO—= El—/1 C 0| [ M s F—I0 :
af z 3 e, o @ A BE, [ YE OS¢
Shutdown| S e e WR_script
— ] = | |- - - - an en .
BmE]|
Shutdown| . . | . . ...
0 = - | - SOFMRWEar
e
Cormpanyd S
._] E_j e
B X

IVR Script
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In this example, a new Topic will be created to be utilized by this call flow.

1. Login to the IP Office Contact Centre with an account that has full

administrative privileges and authorizations.

r

AVAYA

IP Office Contact Center

Username | Adrninistratar

Password | liiiililliiiil

Telephaone Extensiaon | <Mone=

Login

Exit
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2. From the Go to menu select Configuration.

2 Telephaony
3 Reaftime information
4 Reporting

5 Agent Status Reports
& Contact Detail Reports E
7 Error List /

& Configuration

9 Ul config

10 Task Flowe Editor

11 I%R-Editar

12 Dialer

13 E-Mail configuration
14 Textblock admin

15 Address hook admin

3. Select the Topic tab and click the Create button.

ontact Center

Agent Portal Configuration System  Service Windows Help

0:08/ 0:00

Karen (8003)

-

ﬁ View <l

B Break Ti

| 5 Telephone group

i Time code: SEPEX | FECHAP server | 2gven | @ Country | € Queue device | = Telephane
J ® [ ®todc  |[prentoop | @Aem | {iPofle | §PTean | EHCusomer | (7 Bcemaldesinaton | @Workplace | §i Amnouncement

| BCratsever | %Chat script
I [) Announcement script } & VR

Name Tel E-mail Chat Number Active PEX

Topic1 X 7001 X PEXServer
Topic2 X 7002 X PBXServer
Topicd x 7003 X PEXServer

el A A b g e B i BN e M A o AR TR it e T e 0 s T e st an o gl

E-mail address Edit...

Blocking periods

4. Enter a Name for the new Topic. Click the Telephony Task Type

S [Topic] - Create

General l ﬁ Telephony I

Mame: |Eompanymainmenu | | 0 block. period.... |
Telephory
E-rnail
Chat

. L]
;’nonty: Ijl o

5. Click the 0 block.period button.
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6. The system uses block periods to allow the calls to be routed when the topic
is not available. For example, holiday periods or company shutdown.

In this example, the Company is closed during a shutdown from 1% June-
15" June. The Company’s normal working hours are 08:30-17:30 Monday

to Friday.

This requires the configuration of one blocking period:
e Yearly From 30" June 17:30 till 16" June 08:30

7. Click the Telephony tab.

&

eneral

| f’ Telephany ]

[Topic] - Create

Mame: | Company kain kMenu

| | 0 block.perod... |

T azk types
Telephony
[ ]E-mail

[ ] Chat

BEE

Priority:

8. Enter the Postdial single digit and then click the OK button

=
i .

Cancel

Script for playing voice mails:

<Mone:

[

r@ [Topic] - Create - 2
General £" Telephory ]
Access code: Postdial (1-digit) :
Topic Number: ’T-"D'I] (] & . _
Agent group: <Mone: E]
Wrap Up: 0= s Announcemert...
Mazx. reservation time: W= s
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9. The new Topic is displayed.

er

A P

File Goto Help 0:10/ 0:00 Karen (8003) ~

PRIREWAREN Configuration  System  Service Windows  Help

Wiew: <Al -

B Break Time code | >epex | HECHAP server | 2gvEn | 4 Country | € Queue device | E=Telephane | #5 Telephone group | TChatserver | % Chat scrpt
@& @ Topic ]mngm goup | @Agent | fIProfie | §JTeam | EECustomer | [ Extemal destination | &Workplace | g3 Announcement | [@) Amnouncementseipt | P VR |

i
J

Name [ Tel Email Chat Number Active PEX E-mail address Ed...

Company Main Menu X 7006 X PEXServer
TopicT X 7007 X FEXCerver Create
Topic2 X 7002 X PEXServer Cony
Topic3 X 7003 X PEXServer
Delete
Blocking periods

B P T N e A

10. From the Go to menu click Task Flow Editor.
A P Office Contact Center

File Goto Help

I
]
3
m

Telephony

Feattime information
Reporting

Agent Status Reports
Contact Detail Reports
Error List

g Configuration

[ I L. (S B Lo LU L

3 Ul config ML
10 Tazk Flow Editor

11 WR-Editar

12 Dialer

13 E-Mail configuration

14 Textblock admin
15 Address book admin
l WY

In this example, a new call flow will be created. Alternatively the elements could be
added to an existing Call Flow.
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11. Select the Edit button and click New — Call Flow.

IVR Editor Scenarios

A |P Office Contact Center

Eile Goto Help

Agent Portal

f
J/

Task flow setgl2:(8 Tools Windows Help

Mew

Delete

Delete symbuols

Select all

EMTF
Ctrl+A

Group..

Call Flow...
EMail Flow:...
Chat Flow...

Chat Macro...

Macro... ‘
EMail Macro... }
¢

) \ﬁ"ﬁ‘-rhm*‘.\.-"'\ﬂfhr_‘J

12. Enter a Name for your new call flow and click the OK button.

(i3 New CallFlow

Mame:

T aszk Flows group:

13.The new Task

Compary b ain Menu

[ T elephory

flow is displayed.

A |P Office Contact Center

File Goto Hel

Agent Portal

Fn
Task flow set Edit Tools

Windows

Help

f
J/

DEd v S LD

T Task Flow Example |EE List ofg:.q-nbuls|
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14.Click the List of symbols tab.

A, P Office Contact Center

File Goto Help

Windows

Agent Portal Task flow set Edit Tools

e Hd| v & &RE M

Help

E-l&r Telephony Y—m—— || . . . .. ... ... ... ..

D]'_g TDpiCl ..................

DT_g Topic2 b

¢T3 Task Flow Example || BH List ofsyrnbolsl B3 [CallFlow]:Company Main Menu 5
Dig Topic L 3

D-l‘_g Bad Weather | b - - - e

-
BZ CompanyMainMenu | |} - - - }
- y ~ A o A i, i

Agent Portal Task flow set Edit Tools Windows Help

DEE| /(@ mema|

£F Task Flow Example | OO List of symbols } | B [CallFlow]:Company Main Menu

—abc Label -
T Trace task
=- (@ Sources
i ¢ Telephone calls
= Voice mails
-~ E-mail
: % Chat b R 1
=3-(ar Destinations \‘h N A
| m Agent group \ﬂ‘ . .’, ...........................
¢* Telephone calls /A
= E-mail e

WeChat I

f
J/

A. Click and drag
16. Select the Name of the New Topic and click the OK button.

5
£ Select telephone calls ﬁ
Harne / T E C Mumber FB '

Company kain Menu ® FO06 .
Topic1 " o FE
Topic2 # 7002 PB
Topic3 ® 7003 PE
Topicd DPD ® 7004 PBE
Topicdd, ® 7005 PE
4 i | 3

17. The element is displayed.

IP Office Contact Center - IVR Editor Scenarios
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tact Center

Wi ows

Help

Edit Tools

Task flow set

Lbed v« & 4L ID

"

[CallFlow]:d

B 19th Aug 2014 | BB List of symbols

--abe Lahel
- Trace task

=-{a@ Sources
ﬁ” Telephone calls

42 oice mails
= E-miail
- Y Chat

--{amr Destinations
m Agent group

Company | - . - . . . o oL

g’* Telephone calls

A Check Time Period element will be used to check the time and date. In this
configuration example, the company is open Monday to Friday 08:30-17:30 and

has a Company shutdown each year from 1% July till 15" July.
18.Drag the Check Time Period element into the Call flow Working Area.

Task flow set  Edit Tools Windows Help

Dl v & SHEE OB

"2

| £B 19th g 2014 | BB Listof symbols | _
abe Label ~

W Trace task

=-(& Sources

(‘ Telephone calls

& Voice mails

E E-mail

"% Chat

= (@ Destinations

& Agent group

€ Telephone calls

E E-mail

& Chat

2 agent

' External destination
¥ Drop
-
&% Personal contact
GQ Last agent
QQ Current agent
% E-mail script
“& Chat script
f Chat script {1 script)
=-[@ Announcements
O3 WR script

@ Announcement script
@ Announcement script (1 announcement) I

=@ Connecting units
ﬁz Change task tag /
I Change skill 4

. /

@ Skill reduction
4
/!

@ IR script (1 announcement)
/

Company

0 ¢~ O
alkd

-
N —— - -
-

e

? Logic
- Systermmmiy 3

@ Check Time Petiods

-

-

FE

A. Click and drag

IP Office Contact Center - IVR Editor Scenarios
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19. Enter a Name for the Check Time Periods element and then click the Date

box >=. Use the pull down option to display the calendar.

‘ Shutdomn Start

[v] =

WEnafzoid w|[ e= |0s09z014

Timne: |:| =

A
‘DD.DD.DD =

|EIEI:EIEI:DD

[ IMonday
[ Thursday

[ ]saturday

[ Tuesday
[ Friday

[ Jsunday

[]wedneMay

Tirne: of F

(%) Do not use
() Ackive
() Inackive

Cornment:

Blocking periods

®

Do not use
Ackive
Inackive

| Shutdown Skart |

o |

Date [w]== |0106jz014 |w|[ == |03f09/z014

| J

26 27
2 3
9 10

1w 17

23 24

30 1

une 2014

| Mon Tue Wed Thu Fri Sat
200 30 31 P9

7
14
21
28
5
Today: 03/08/2014

»
[J<=|omoo:o0
Sun

1
5| [ wednesday

15
22
29

&

cking periods

Oin

b use

ackive

Comment:

(%) Do not use
() Bctive
() Inactive

Cancel

IP Office Contact Center - IVR Editor Scenarios
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21.Click the Time box >= and then enter the time 17:30:00 then click the OK

button.

@

Mame:

Date =

Check Time Periods

| Shutdown Start

(==

30/06/2014

Tirme imanon o | [ ==

[ ]ronday
[ ] Thursday

[ ]5aturday

Tirme off

Do nok use
Ackive
Inackive

Carmenk:

03092014

0:00:00 /

[ ] Tuesday [ ]wednesday
[ |Friday
[ ]5unday
Blocking periods
Do nak use
Ackive
Inactive

22.The Check Time element for the start of the company shutdown is now in

place. Next drag an additional Check time element into the Call flow
working area that will be used to end the company shutdown.

Task flows set

Edit

Tools

Wiéindows  Help

bEed v & L8 DB

abe Lahel
T Trace task

= Sources

| T 19t Aug 2014 | B8 List of symbols |

ﬁ Telephone calls

422 Viaice mails

B E-mail

'ﬁ, Chat

=l Destinations
m Agent group

ﬁ Telephone calls

FA_Eomsil

Caompany

1

e O

LG

IP Office Contact Center - IVR Editor Scenarios
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23.Using the <= Date and time boxes, create a Check time period for the

Shutdown End time and then click the OK button.

|5h.rl:duvand

pDate []>=

20/04/2015 v

E{'

16/07/2014 w

Time I:I »=

00:00:00

e

a{'

II:IB::_"EI:EQ

[[Imonday
[]Thursday

[ )saturday

[ ] Tuesday [ wednesday

[ Friday
[]sunday

24.The Shutdown end Check time element is now displayed.

IP Office Contact Center - IVR Editor Scenarios
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Task floww set Edit Tools  Windows  Help

oy =] & Lo M5

| B 19t Aug 2014 | B List of symbols |
.ab Lahel
T Trace task

- Sources
------ ﬁ‘ Telephione calls

------ =3 Voice mails

=@ Destinations

...... m Agent group
------ ﬁ‘ Telephione calls
...... = E-mail

@ O
He

H B

H Ot

Campany

25.The announcement wave files that the customer is going to use during the
Task Flow Editor can now be a copied to the IP Office Contact Centre

server.

Mono

Note: The WAV file must be in the following format: PCM 8.0kHz 16Bit

\ Note: WAV files from an existing IP Office Voicemail Pro can be used.

To copy the WAV from offline:

26.From the server’s desktop, open Windows Explorer.
27.The Announcements to be used within IVR Editor and Task Flow Editor

should be copied to this folder.

C:\ProgramData\Avaya\lP Office Contact
Center\VoiceControl\work\Announcements

IP Office Contact Center - IVR Editor Scenarios
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Organize v

-

»{ Favorites
Bl Desktop
8 Downloads
%2 Dropbox

. Recent Places

4 Libraries
j Documents
@ Music
) 6 items

Share with v

Burmn New folder

~

Name

Date modified

Type

#| Companyshutdown.wav
|4 goodafternoon.wav
|#| goodmorning.wav
)

”

companymainmenu.wav

@] invaildortimeout.wav

)| Sorrywearecurrentlyclosed.wav 03

09/2014 10:36
03/09/2014 10:36

03/09/2014 10:37

Wav
Wav
Wav
Wav

Wav

e Sound
e Sound
e Sound
e Sound
e Sound

e Sound

@

LI A8 |
D Cut
Wed COF

Paste

Share

Dy patt

Wiew

L B2 X

a2

Zé

. Move Delete Rename
[2] Paste shortcut to to -

Announcements

/

= 4

{7 New itesh -
l * £ Easy/ccess -
New 7

folder ¥

Rt
N

« VoiceControl » work » Announcements / v

Properties

O.,

BE
(7]

en FH select all
Select none
DD Invert selection

elect

0

Search Announcements

: ~
» Favorites

Bl Desktop
& Downloads

= Recent places

% This PC
m Desktop
Documents
& Downloads
» Music
= Pictures v

2items

A. Copy
B. Paste

P

Name

| dummy.bt

|| waitwav

Type

Text Document

Size

1KB

File 483 KB

Note: You may have to enable hidden files on the Server to view this path.

IP Office Contact Center - IVR Editor Scenarios
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E= all Control Panel Items

-
( )( ) E = Control Panel = all Contral Panel Thems - - @
i =
Adjust your computer's settings Folder Options [ ]
| Ge?’iew | Sealchl
/ older views
) : - . 'ou can apply the views [such as Detals or lcons) that

P Action Center Adrrinistr PER oy are uzing for this folder to all folders of this bype.
(w] i |

& Color Management @ Credential M e | Reset Folders I
:E'n Device Manager Devices and

Falder Options / A Fonts Advanced settings:
&2 Keyboard ¥ Mouse . Files and Folders =]

) Always show icong, never thumbnails
| Phone and Modern B Power Ontia O Always shaw menus

. Dizgplay file icon on thumbnailz

Eb RemoteApp and Desktop Connections & Sound Diizplay fle gize information in folder ipz

\-.'_'—. Text to Speech [3# Traubleshoo O D?spla_l,l the full path in the title bar [Classic theme only]

, Hidden files and folders
"‘J Windows Update O Don't show hidden files, folders, or drives
& Show hidden files, folders, and diives
/ Hide empty drives in the Computer folder
Hide extenzions for knawn file types
Hide pratected operating system files (Recommended) ;l

Restore D efaults |

1]:4 | Cancel | Apply

28.Now that the WAV files have been copied, we need to configure IP Office
Contact Centre so that they can be utilized.

29.From the Go to menu select Configuration.
A 1P Dmce Contact Center

File Goto Help

2 Telephony
3 Reafttitme infarmation
4 Reporting

S Agernt Status Reports
6 Contact Detail Reports L
¢ Error List

& Configuration

g9 Ll config

10 Task Floww Editor

11 IvR-Editor

12 Dialer

13 E-Mail configuration
14 Textblock admin

15 Address book admin

PN T .

e il

30.Click Configuration and then select Announcement.
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A

Eile Goto Help

Windows Help

Agent Portal L INENELE System Service

Ay

Topic 1
ﬁ Agent group
Agent | FECHAP server |
’ Agent profile poup | DAgent | TP
Team
f
Custorner

External destination

§ .oy

Workplace

Announcement

oMM MO OM

Announcement script

VR

Chat script 'j
R M gl

Karen (8003) +

PRMREWIRIN Configuration  System  Service Windows  Help

Wiew: <Al -

i
J

E Break Time code | >epex | HECHAP server | ¥gvEa | 4 Country | € Queue device | = Telephane | 5 Tolephions-grou % Chat server | % Chat script |
@& | @Topic | WBAgertooup | @Acent | fiProfie | §Team | EHCustomer | [ Extemal destination | & Workplace !'H Announcement script | gPIVR |
Name / PEX Status o, Enable Interu.  Duration Edi...
Bad Weather PEXServer ransfemed <All> 003

MW e =
&
=

easy PBXServer iransfered 021
Good Weather PEXServer ransferred <Al> 003 T Dams
Menu PEXServer transfered <Al x 0:06
gl g G e - ogniors a0 A A g pen AP P e s o e i g e B e e LY S

32.Name the Announcement, for example Goodmorning and then click the
browser button.

. ™y
43 Announcement Text Configuration - Create M

Mame: Goodmoming =€ PEXSemver m
Testrumber 5 \

Sound file:
Diuratic 0:00 rrrm: 5
intermuptible

Comment:

Status: niot transfened
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33.Browse to the location on the IP Office Contact CentreS when the customer
WAV files are located. Then select the goodmorning.wav file and click the
Open button.

(? ( :;v | I = Local Disk {C:) = ProgramData = Awvaya = IP Office Contact Center = YoiceContral + work = Announcements | - l‘a] I Search Announcements w
Organize »  Mew folder = ~ 0 @
‘v Favorites Marne Date modified Type | Size | |
Bl Deskiop || Annoucemnent0l way 5/1/2014 4:01 AM WY File 99 KB
& Dowrloads || Annoucement0z. way 5/1/2014 4:02 &M WY File 90 KE
el Recent Flaces || Annoucementas. way 512014 4:03 AM WAY Fils a2 KB
Lo AnnoucementDd way 5/1/2014 4:03 aM WaY File 92 KB
= Libraries =
3 Documents || Annoucement0s, way 5/1/2014 4:04 AM WY File 9z2 KB
J Music || companymainmen, wWay 5/1/2014 4:05 AM WaY File 126 KB
= Pictures || goodafternoon, way 5/1/2014 3:59 AM WY File 48 KB
E Videos . goodmarning. way Si1f2 AM WAV File
) || invaildortirmedout wary 5/1/2014 4:01 AM WAN File 97 KB
1M Computer )
& . || Sorrywearecurrentlyclosed. way 5/1/2014 4:00 AM WA File 111 KB
iy Local Disk (i)
L | wait.way 12{16/2008 3:21 PM WY File 455 KB
*-“I- Metwork
N
File nare: |goodmorning.way IWAVfiIe j
Open Cancel |
4

34. As this greeting is required to be played in full, deselect the interruptible
check box and give a Comment to help the customer.

]|

.+ Announcement Text Configuration - Create

Name: [GoodMorning [3€ Pexsaner -]
Test number: & Cancel |
Sound file: IE:EF‘ngramData'\.ﬁ.va}Ia"-.lF' Office Contact Centeri i J

Ciuratic 0:03 mm:ss

/'l_ interruptible

Comment;

Shatuz nat fransferad

Note: In circumstances where an announcement file or Text to Speech
announcement is being utilized and the announcement is required to be
heard in full, it is recommended that the interruptible check box is cleared
i.e. set to non-interruptible.
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35.A Comment can be added to describe this greeting. Then click the OK

button.
.+ Announcement Text Configuration - Create |
Marme: IGDDdMDmiﬂQ IE@ PExServer j
Text number: 5 Cancel

Sound file; IE:"uF'ru:ugramData"-.f-‘-.vaya"xlF' Office Contact Centertfai J

Dhuratic 0:03 mim:zs

[ intermuptible

Comment: Good moming greeting for uze with the comparny mend

Statuz: niot tranzfered

36.The configured announcement is displayed.

A IP office Contact Center

Cile Goto Help

Administrator (-)

Configuration System  Service Windows Help

Wiew [ <a- |

‘_@, Break Time code | FEPEX | FECHAP server | FEVEA I *Counlw | (£ Dueue device | (#= Telephone | 5 Telephone gioup | % Chat server “ia Chat script |
@D | eTop\c | mAgent graup | .QAgent | Q Profilz | @Team I [£3] Custamer | [ External destination I &Workp\ace J3 Announcement |@Announcement sCrip | @\VR |

Name A | PEX | Status | Ma. | Enable | Interru. | Durstion | Edit... I
Bad Weather PBrServer tansfemed 4 <Al o3
easy FBxServer transfermed 1 <Al % 021 Create.
Gondweather PR:S erver il I i

- - Delete
GoodMarning PEXServer transferred 5 <A 0:03 |
Menu FBrServer tiansfemed 2 <Al = 006

i A I e B it o8 st bt g e A I et i o ah e T it B

37.Following the same process, click the Create button and add another
Announcement for the Good Afternoon announcement.

A IP Office Contact Center

v

Eile Goto Help 0:12/7 0:00 | | Administrator (-)

FRRRS RSN Configuration  System Service Windows Help

ﬁ View: [ <an- =

B Bieak Time code | SEPEX | FECHAP server | IEVEA | ‘o Country | (dh Queve device | 33 Telephone I (&5 Telephone group | " Chiat server T Chat script |

J @D | eTopic I mAgent graup | QAgent | S Profile | @Team | [E%] Custorner I ' Extemal destination | &W’olkplace 3 Announcement I@Announcement script I @IVF\
BadWeather 003
Basy Marme: IGoodaftemoon Ix PEXSemver j ok = 021 Create...
Goodweather 003
Goodioming Test number. 6 Cancel | 003 Defete |
Meru |Sound file: IC:\ProglamDala\Avaya\\F‘ Office Contact Centeriyoi D | ® 008
Duratic 0:04 mm: 5
interruptible
I bl
Comment: |
Status: not hiansfered

e il s i e A e o e e N Al ste sypinmmsap o masn, gt g G e i i i en . G
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38. We will now add the other Announcements that will be used in this Call
flow. The Company main menu announcement is interruptible. This will
allow a customer to select an option in order for their call to be routed to the
required destination.

A IP Office Contact Center

Administrator (-)

Configuration  Systemn  Serwice Windows Help

View [ <an |

BbrskTimecode | 3€PBX | 3ECHAP server [ 3GVEA | @County | C#Ouevedevice | (STelephore | @S Telephoregoup | TeChal sever | SChatscipt |
@D | QTnplc | mAgent group | QAgent | Q Profile | @Team | [EZ] Customer | [ External destination I Qw'ﬂrkplace 43 Announcement I@Annnuﬂcamanl seript | @\VH
Narne 4 | PBx | Status | Ha. | Enable I Interru. I Diuration I Edit..
eamy FEB 1 b oz Cieate.
Good Weather PE | Name [Fompanymainmen. |x FERSEver | o | 003
Delete
Gondafternaon FB = = = I | | 0:04
GoadMaming pg e number snce 009
Menu FB | Sound file: IC.\F’nglamData\t‘-‘\vaya\lP Oifice Contact Center\Voi J | X 0:08
Duratic 0:09 mm: 35
Camment: Presd 1 for sales 2 for accounts and 3 for support
Status: not ransfered

T T S W e o W e —— TN S SRS SR

Additional announcements can be created that will inform customers that they
have made an invalid choice in the menu or that they have gone beyond the
Timeout period. A ‘company closed’ message will also be added.

Announcement — Invalid Timeout

A IP office Contact Center

Eile Goto Help :55 / Administrator (-)

Corfiguration  System  Service Mindows  Help

View: I <Al j

B Bieak Time cods | FEPEX | FECHAP server | FHVEA | < Country I (4F Queus device I =3 Telephane I (5 Telephone gioup | % Chiat server % Chat script |
@D | QTop\c | mAgent group | Q Agent | Q Prafile | @Team | [E3]) Customer | [ External destination | aWorkplace J3 Announcement |@Announcemenl seript | @\VH

Name s I FBx | Skatus | No, | Enable Intermy. | Duration Edit I
Bad Weather

[{E] - Announcement Text Configuration - Create [ %] 003
Companymainmenu PE 7 0:03 Create.
- PR | Mame (e alidT imeout PBXServer v 0K I X 0:21
Y I I# J Delete

Good weather

003

Goodaftemoon FE IEAmmT: 8 Eaice) | 0:04
Goodhoming FE | Sound file: IC:\ProglamD atalivapahIP Dffice Contact CentertWoi J 003
Menu FE ® 0:08

Duratic .07 mm:es

| I interruptible |

Cornrment; This infarms the customer they have made an invalid

zelection ar that the Time Out period has expired

Statug not tiansferred

e e S Y S SE e S e T b

Announcement - Sorry We Are Closed
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IP Office Contact Center

Administrator (-)

Configuration  System  Serwice Windows Help

View: [ <an =

B Break Time code | SEPEX | ZECHAP server | FgvEn I & Country | (df Queue device | #=3 Telephone | {8 Telephone group | % Chat server | i Chat script I
@D | QTopic I mAgent graup I .Q Agent | E Prafile I @Team I [£5] Customer | [ Extemal destination | &W’olkplace 3 Announcement |@Announcemenl script | @\VH

Name - [ Pex [ Status [ Mo | Enatle Internu_| Duration Edit |
BadWeather 35 . - Announcement Text Configuration eate 003

Companyrmainmenu FE o 009 Create...

easy PB| Narne: ISD"Y'NEﬂfEdUSEd |3c PEXServer j | 0K I ® 0:21

Good Weather 00 oo
Goodsltemnon o [N L Corcel_| o4

GoodMorming FE | Sound file: IE “ProgramD atatévaya\P Office Contact Centeri/oi J | 0:03

IrvealidTimeout FE 0.07

Menu PE Duratic 0:08 mm:ss 5 008

[ intemuptible

Comment: The company is now closed

Status: nat transferred

ot e gttt e . et P ol I gt g Mt g . el e ol e it gt e -\

Announcement — Company Shutdown

1417 0:00 ‘ ‘ u Administrator () =

G e [ o> v|
Admil (e}
B Break Time code | >erex | FECHEF server | EpEs | @ County | i Queue deviee | = Telephane | ¢ Telephone group | % Chat server | TwChatsciot |
'*{} @ | @Tope | BBbgentoon | @ ag L Doea. Lo Llom bt L. i A vouncement | [ Arnouncement scrint | gFVR |
4 Announcement Text Configuration - Create

Interru. Duration Edit.

Name
£ o Companymainmenu % 008
ey Test number.__10 % 021 =
elete
Goodsfternoon Sourdfie:  [C\ProgamD ta'vayatIP Ofics Contact Carteroi] [ | 003
ogo Goodmorming 003
InvaildTimeout Duratic 07 s 004
OutDi0fice . b 021
tenupttl
DE =l Sompweareciosed Ointenupible oo8
£ Welsome % oot
,} Comment: The company is in its yearly shutdowr] ‘
Status: not transferred

il Ml Configuration System  Service Windows Help

N - ‘ <l v‘

i P o St L. S N S B b L o P L <Y e W
MName PBx Status Ma. Enable Interm.  Druration Edit

003

b

answered shortly PBXServer transfered 4 <Ak

X

OutQiDffice PBxServer transfened

‘Welcome PBXServer transfered
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Adding the Announcements to Announcement Scripts for use
in Task Flow Editor Call Flows

To reference and play announcements within Call flows, they must be added to an
announcement script. Each script allows up to five announcements to be played.

40.Click the Announcement script tab. Click the Create button.

A IPoffice Contact Center

1-07 1 0:00 || Administrator () ¥

Corfiguration  System Service Windows Help

Vi ED |
B Bizak Time code | SEPEX | FECHAP server | FHVEA | o Country | C#h Dueue device | A Telephane | (&5 Telephone group | Chat server Chat script I
@D | QTopic I mAgent araup I .Q Agent | Q Prafile | @Taam | [EZ] Customer I ' Extemal dastination | QWOIKDHCB | 49 Announcement @\VH

Name: - [ welcome [ Freeofcost | PBX | Edit |
Bad ‘weather ® PBrServer

Good Weather b FBrServer
Wait PBxServer

Copy
Delete

i AR e s, b aate cober gttt AR By W”""‘r-ﬂ-—,‘-f‘"-4...,_"—‘_\_’*"‘*~-—4-'\\M.A”M\ N

41.Enter a name for the Announcement script e.g. “Goodmorning”. Then click
the Add button

E-J Announcement script - Create

Cancel

|
Mame: IG::u:u:I M arning | 0K I

[~ wielcome announcement
[ Free of cost

— At the end af scpt:
{* Fiepeat last bext
£ Automatic stop

Apnnouncement tegts:

Mo, | M armne | Tl
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42. Then select the announcement text and click the OK button.

.+ Select announcement text for a script Ed
I 2L PE=Server j Q.
I arnme i | P.. | Statuz | M. | I| Cancel |
B ad ‘Weather P.. tranzfered 4
Companymainm... transferred 7 et

easy transferred et

P

P.
Good Weather P.. tranzferred
Goodafternoon F

o oL —

transfernad

[oodk orming .. hransfemed :
IrealidT irme ot P.. tranzfemed a

T P.. tranzfemed 2 #
Sommweareclosed P ransferred 9

I I I I I_ Columns |
-

43. The Announcement text is displayed.

[ |

Hame: IGDDd tdrning ok, |
Cancel |

[~ “Welcome announcement
[~ Free of cost

At the end of script:
¥ Fepeat last text
£ Automatic stop

Announcement texts:

Mo ! I arne | [rkerruy. |

a [aoodkd arning
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44.Click the Welcome announcement check box (not counted as wait time in
reporting) and select the Automatic stop radio button(the script stops when
all the announcements are play). Click the OK button.

E] Announcement script - Create

Mame: IGDcu:I darning

W Welcome announcement
[™ Free of cost

At the end of script:
" Fiepeat last tex

Mo, | M arme | G |

5 Goodkarming

Ok

Cancel

d

d

Delete

=
=]

d

[

|

45.Repeat this process and create another script for the Goodafternoon

announcement.
Kl Announcement script - Create .+ Select announcement text for a script | x|
M arne: IGondafternonn 0k | I S€ FEXGormer j ok |
Cancel
—I Mame o I F. | Status I Mo, I II Cancel |
¥ ‘Welcome announcement Bad Weathe.r P.. tranzfered 4
— Companymainm...  P..  tranzfered 7 ®
[l ==
; easy F.. tranzfered 1 s
At the end of scrpt: [Good Weather P.. tranzfered 3
{" Repeat last text Goodafternoon P.. tranzfered B
{* Automatic stop Goodarning F.. tranzferred 5
Irwahd T irneout F.. tranzferred g
Announcement texts: bderw . tansfered 2 x
Mo, | Hame | T | hdd Sonyweareclosed P transferred 3
B Goodafternoon
Delete |
U |
[ owir |
I I I I I Columnz I
=
|
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IP Office Contact Center - IVR Editor Scenarios

46. Add an Announcement script for the Companymainmenu announcement.

IE Announcement script - Create

|1

Mame: Comparymainmeru

YWelcome announcement

[ [ Free of cost

At the end of script:
() Repeat last text

Automatic stop

Announcement bests:

X9

Mo, hame Intermu.

7 Compangmainmeru #

Up

Do

J

-
Jd Select announcement text for a script

HE FEServer

M ame !
Bad weather

Carnpanymainm. ..
Easy

Good Weather
Goodafternoon
Goodraming
Irrealid T imeaut
Menu
Samyweareclozed

TTOTDTTDTTTH

Statuz

transfenrad
transfenred
transfenrad
tranzfenred
transfenrad
transfened
trahsfenred
transfened
trahsfenred

=
o

w00 o L = Bl e

Caticel

Caolumns

47.Create an announcement script for the Invalidortimeout announcement

@ Announcement script - Create

|'\

M arne:; I alidtirne ot

‘Welcome announcement
" Free af cost

At the end of script;

() Repeat last test

ARNOUNCEMEnt texks:

Ok

II "

Cancel

Me. Mame Inberru.

a Irrealid T irmeout

Add ..

Delete

Up

Down

IP Office Contact Center - IVR Editor Scenarios

-
J3 Select announcement text for a script

e

W
i

HE PEHServer
Mame !/ P. Status Mo, |

Bad ‘Weather P transfemed 4

Companymainm...  F..  transferned 7 s

eamy P..  transferred 1 X

Good Weather P transfemed 3

Goodafternoon F..  transferred E

GoodMarming F.  transferred 5

InvalidT imeout
LI
Sompweareclozed

tral Ted
transfemmad
transfened

4= N ]

Colurnns
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48.Create an announcement script for the sorryweareclosed announcement.

r
@ Announcement script - Create

Marie; Sommweareclozed oK

44 Select announcement text for a script

[V]welcome announcement |

Free of cost

Atf the end of script:

() Riepeat last text

I @ Automatic stop

Announcement ket

Mo,

9 Somweareciozed

MName Interu,

Delete
Up

| Dowin |

1l

| &€ PBExServer
Cancel Hame / P. Status Mo, |

Bad weather P..  transferred 4
Companymainm... P transferred 7 *
easy F..  transfered 1 *
Good Weather P..  tansfered 3
Goodafternoon P..  tansfered g
Goodiarning P..  transfered 5
It alidT imeout P transfered a
Menu F..  transfered 2 b

dd . n—‘ 5 P.. tansfered ¢

o
v| ok,

Columng

|l:nn'pamlsl-.¢dw.-.h

I_EWub:msammmrrmﬁl
[(TFree of cont

A e end of the scnph:

) Repest a9 lesd
® Aptomatic stop

Announcement bexts:

Nao. Mame

10 Compargshutdown I

Interu

=€ PEXS enver

Stabuz

transhemed
ransfened
Transleied
tranzhesred
tranzfered
ransfemed
tranzhemred
transzhemead
tranghened

lianslhesied

Name
Sompaeareckeed
Irneald T imeout
Companymaini...
Goodaftermoon
Goodmonring
arswered shoiy
“Welcome
OutDi0thce

Comparyshisdo

MegonomommomooTT™

B G e OO e S0 WO

—

IP Office Contact Center - IVR Editor Scenarios
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50.0nce the Announcement scripts have been created, return to Task Flow
Editor by selecting Go to followed by Task flow editor.

A |P Office Contact Center

File Goto Help

2 Telephony

3 Realtime information

4 Reporting

4 Agent Status Reports
E Cortact Detaill Repotts
7 Error List

8 Configuration

9 Ul config
10 Task Flowe Editor AU
11 IWR-Editor

12 Dialer

13 E-Mail configuration
14 Texthlock admin

15 Address book admin

b e

51.1In this example, the customer requires a message to be played to callers
when they call within the company’s shutdown period. This will be achieved
by using an element to play an Announcement script. Drag an
Announcement script (1 announcement) element into the call flow
Working Area.

IP Office Contact Center

Task flow set  Edit Tools Windows Help
e v & LB MB

£B 19t Aug 2014 | 8 List of symbols | a2

—-abe Label ~ i T
T Trace task . (:"JlomnanE .......
—-[@@ Sources . B ¢
& Telephone calls B
& oice mil _ [shutdown] - - 0 Do
= E-mail -0 o
R Chat : i I
--{&@ Destinations o
4 Agent group . [Ghotdown] - o
B -
¢ Telephone calls : @ Hoo
B E-mail .
%% Chat
2 Agent L

' External destination
% Drop ::::?:::::I:::
- &# Personal contact
G Lastagent R SRR
%Currentagent T
- ? E-mail sFrlpt i é'_.‘.l ______
"3 Chat script
& Chat script (1 script) ;- - - - -
-l-[@ Announcements g

O VR scrip ’I """""" EEE
sl @)
- [@ Annountermemeserpr ’ S

i @ Announcement script (1 announcement) | | ff 0 0 0 s e

m
-

A. Click and drag.
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52.Select the Companyshutdown announcement script and then click the OK

button.
Kl Choose announcement script -
3@ Gll:ll:lal w
B ad weather PE=Serer
Dn‘x"‘:nrunr

— o Rl P i

Cormpanyzhutdown

_MTEIHUUH
Good Marning ®  PB=Server
Good wWeather FB#Server
Irveaild T inne ot = PE=Server
Qut0f0ffice FPBServer
sormyweareciozed #  PB=Server
Std waitinig PB=Serer
W it FB#Server

| Columnz

53.The Announcement script (1 announcement) element is displayed.

Task flowe set Edit  Tools  Windows Help

Ded v & 4Ll DB

£ 19thAug 2014 | BE List of symbols B2

------ abc Label ~

...... TF Trace task . (Illnmpanly: o
—i-[r Sources B ¢ S
------ f Telephone calls ’

------ @ Woice mails

------ E1 E-mall

P3RE

PmE

=--[agr Destinations

...... m Agent group
...... ﬁ Telephone calls

e
ol =R

------ S8 Current agent

IP Office Contact Center - IVR Editor Scenarios
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54.The customer requires a Good Morning or Good Afternoon Greeting to be
played depending on the time period, before callers are presented with the
‘Menu’ options. A Check Time Periods element can be utilized to achieve
this. Drag the Check time Periods element to the call flow Working Area.

A |P Office Contact Center

File Goto Help

Task flow set  Edit Tools Windows Help

Agent Portal

D v & M M5

Supenision

[ & 13hAug2014] BB Listof symbols |

B {& Destinations
b m Agent group
- Telephone calls
E E-mail
e Chat
£} Agent
' External destination
‘f Drop
gk Personal contact
-gﬁ Last agent
QQ Current agent
- 'a E-mail script
-G Chat script
T Chat script (1 script)
=-{@ Announcements
[ R script
o [ IR script (1 announcement)
@ Announcement script
! @ Announcerment script (1 announcement)
=@ Connecting units
ﬁ= Change task tag

- Change skill

ﬁ Skill reduction

? Logic

A TaskTrap
=g System co

Administration

-"frﬂ

@

-
-
-

e 5
PRE
P E

BBH:

Company] . . . . . . ... ...

Shutdown| . . . . & . . . . . . ..

@ Check Time Periods

A. Click and drag.

55. Name the Check Time Period “Good Morning”. Alter the start and end
times as required and select the days of the week when the message

should be played. Click the OK button when complete.

IP Office Contact Center - IVR Editor Scenarios
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(&) Check Time Periods -
Mame: Good Marning I
Date [ |== [03/09/2014 [1<= |o3i09/2014
Time [¥»= |0&:EH00 [#]<= |11:59:59
Monday Tuesday Wednesday
Thursday Friday
[ ]5aturday [ ]sunday

Time off Blocking periods
Do nak use [ niok use
Ackive Ackive
Inactive Inactive
Carmmment:
oy
b

56.The configured element is displayed.

A PO tac

File Goto Help

Tools  Windows

Task flows set  Edit

e v~ & LEE DD

T 19thug 2014 | B8 List of symbols B2 [CallF

=& Destinations -

...... m Agent group
------ ﬁ* Telephone calls

Anent Portal Help

Adrministration

C|Company] . o o o o0 |
. E| |: ......... 1
B

------ o Drop
e

------ ## Personal contact

CHEEE

...... g;ﬂ Current agent
...... ﬁ E-mail script

------ & Chat script EI@E
------ :’?Q Chat script (1 script) - H

- Announcements
i Mok S
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57. Configure another Check Time Period for the Good Afternoon Period.

4:287 0:00 ‘ |

DEd v & il Ms

=0 .
_ oo List of symbols b [CallFlow]:Company Main Menu

—D Destinations ~ " BEEERERE
mAgentgroup . |Company] . . . . . . . . . . |GoodMar] ..
. m [ PR i | - -
s Telephone calls ] ¢ @ &
B E-rmail . e L
;Chat Clshutdown] © oL
e Agent | ] Good Afte
- % External destination @ ) ‘—,—-*j @ [r]
-
?:Drop e
- g Personal contact i Shutgotin =
Q‘Q Last agent : }@ % @
QQ Current agent # -

E-rriail script e
% rail scrip %

T Chat script o

Mame:

: o [ T

% | B

S Chat script (1 script) / -B | pate [I>= famomzots |[Je= [maiosizna |

=I-[@F Announcements ’

o ) WR script / S time == |12:uu:00 |<= |1?:30:00 |

IR script (1 announcement) [ i

@ Announcement script ) . R || [ mMonday [ Tuesday [#]wednesday

R Announcernent script (1 annnunp’gment) s | [ Thursday [V Friday

=l Connecting units ,’ . o - []5aturday "] 5unday

ﬁz Change task tag I

5 f.; Change skill ," Time off Blocking periods

3 m Skill recuction ‘." ) s N Do niok use Do nat use

. ? Logic R Active Active

o A TaskTrap h o

=1l Systern conditions ,l'
@ Check Time Periods . R o Comment:

: %9 Longestwait tirne exceeded

-

Inactive Inactive

=n Number of tasks exceeded
)

1§| Queue full

@ Minirmum number of signed on agents is exce -
@ Aovailable agents fulfill the skill

‘ﬁ Signed on agents fulfill the skill
Lo Tacl disi

58. We will now use an element to play an Announcement script. Drag an
announcement script (1 announcement) element into the call flow
Working Area.
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I Task flow set  Edit  Tools

Windows Help

bzl v & S8 On
] ;?; 19th Aug 2014 E_E List of symbals

~—abe Label
oo Trace task
=@ Sources
i -~ * Telephone calls
@ Woice mails
B E-mail
% Chat
=-[& Destinations
i & Agent group
= o Telephone calls
B E-mail
"= Chat
Q Agent
4 External destination
G:Qz Drop
48 Personal contact
(3 Last agent
% Current agent
ﬂ E-mail script
& Chat script
3 Chat script (1 script)
=-{@¥ Announcements
O WR script

-
[ R script (1 announc[ ;
[@ Announcement script -

. - ~
@) Announcement script (1 announcement) ="

[CallFlow]:Company Main Menu

Clcompary] - . - oL
B L

- p=§

. [Goodmon] .

ol B

.f:::::::ﬂ::::ﬂ"""
Cfehmdewn] L Ll
:3&5‘%::::::::::

[comparwd .
THBY o

A. Click and drag

59.From the drop down box select PBXServer.

i

Choose announcement scri

[t

2 Global

? Telephory

Companyshiutdown
Good aftermoon =
ood Marning =
Good wWeather PE=Semer
IrreaildT irneout = PBESemver
QutdfOffice PESerer
sormweareclosed ®  PBESemnver
Std waiting FPE=Server
W it PESerer

N\

| | Columns

]

r:

IP Office Contact Center - IVR Editor Scenarios
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60. Select the Goodmorning announcement script and click the OK button.

.
@ Select annocuncement script

25|

22 PB=Server

.

Mame

B ad W eather
Compatymainimeriu

PE

PB=Server
PB=Server
PB&Server

PB=Server

liood Morming
Eood wWeather

Goodafternoon FPEx=Server
Irvalidtimeout PB#Server
Sommweareciozed PB#Server
Wit PB#Server

/

Cancel

Columnhz

61. The announcement script element is displayed.

A IFP Office Contact Center

File Goto Help

A rtal Task flow set Edit  Tools  Windows Help
e el v S alEDE
Administration L] [CallFlow]:Comps
-]:]- ------ abc Label -~ SR
'I:I' ...... T Trace task . |Compary] ... . 0oL Gaood Marl Good Morl
G Sources Be O oo PFRIOIE®C
':& € Telephone calls e S e
G Voice mails N i D
- E-rnail - O o Good Aftenp - . . . . . .
oo Ty Chat ) o A -
@ Destmations W L=
------m.ﬁ.gentgroup Shutdown
“m) € Telephone cals DRE
E E_ma” ........................
= %y Chat S R
W @ Agent 3‘”%3"&::::::::::::::::::::::::
o [0 External destination b OB e
i T Drop e S N

IP Office Contact Center - IVR Editor Scenarios
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62.Repeat this process to create another announcement script for the
Goodafternoon announcement.

A P

File Goto

Task

0O
(&

flow set  Edit Tools Windows Help
FH v & LB De
(@8g ] i
13th Aug 2014 | GO List of symbols | 52 [CallFlow]:Company Main Ment
abe Label ~
L Trace task Company .. |GoodMord . |GoodMorn| . . . . . . . .|
i Bsour:“ . % r .......... :I @ E . g ........
¢ Telephonecals W T -
@ Woice mails " [shotdown] . . C - - o o
B E-mail | @ = Good After] . |Goodafter] . . . . . . ..
% Chat : 2 E~gRmy
= Destinations .‘.‘,’. ¥ ... B e
% Agentaroup /"éhutdown o Choose announcement script -
-~ Telephone calls o= @ % o |
4 o 3€ Glbsl ——-’-—}ox
B E-mail "’,l : -
= Chat v . Name W, PBX Cancel
H Q f . |Compa Bad ‘Weather PEXServer
Agent 4l S| A Compary mainmeru X PBXServer
oo 4 External destination ,"' .| 04
i" Drop glre ... .
- 1 200 Moiring PG erver I
<4 Personal contact =M. ........ Giood Weather PBXServer
G Lastagent ," InvaidTimecs X PBXServer
Yy C t t TN OutDiDffice PEXServer
&2 urre_n ag_en I sonpwesiechsed ¥ PBXServer
% E-mail script Il' Std waiting PEXServer
%% Chat script I Wait PEXServer
- Tgw Chat script (1 script) :
=@ Announcements :
O3 WR script @ 1
B MR seript(1 A | EERERERES
Announcemnent script Ll - Columns
o c 1
Announcement script (1 announcement)

A. Click and drag.
63. The configured element is displayed.

Help

Task flow set Edit  Tools  Windows  Help

LEHE v & mEE DD

g [CallFlow]:Company
------ abe Label -~
------ TT Trace task - [Company] - . ... ... [GoodMon] . [Good Mor
- B Sources He D oo PR HR Y
""" € Telephane calls LTI T
...... @Voicemails B
...... E E-mail .j@ﬁ. | |Good after) |. . .
...... % Chat |E: %@E
—-{@ Destinations L br
------ m;ﬂ\gentgroup Shutdown| . . . . . Lo
- g Telephane calls j@%::::::::::::::::::::::::::
...... =1 E-rmail
. By Chat O
@ fgent :%Ea”&::::::::::::::::::::::::::
...... ' External destination |
- Drop R
052016 43
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64. To connect both shutdown check time periods to a single point a Collector

element can be used. Drag the Equal collector into the call flow working

area.

Windows Help

Task flow set  Edit  Tools

[CallFlow]:Company K

bed v & BER [
[ £T3 19t Aug 2014 | BE Listof symbols a2
@ Agent . |Company] . . . . ) Good Mor] . [Good Mor] . . .
' Extemnal destination ‘Be§  EBRHPRI.BBRY:
?Drop *
&4 Personal contact S e DT
0@ Lastagent DR o) [GoodAte] - [Good el -
%Cumntagent |:|E iIll:
B2, E-mail seript e .
“& Chat script © [hutdown] - - - L
T Chat seript (1 seript) P @ o -
=@ Announcements : =
(] IR seript o
[ R seript (1 announcement) . %ﬁang o

@ Announcement script
B Announcement seript (1 announcerment)

=@ Connecting units
‘;= Change task tag
T® Change skill
{9 kil reduction
? Logic
% TaskTrap
=@ System conditions
It Check Time Periods
‘ZB Longest wait tirme exceeded
=n Number of tasks exceeded
E Queue full
8 Minimum number of signed on agents is exce
X3 Available agents fulfill the skill
]'ﬁ Signed on agents fulfill the skill
=@ Task conditions
%} HNew task
S)‘, Task Tag
@ Wait time exceeded

=& Distributar

= E.Collzctum -
J Equal »”

A. Click and drag.

65.1n the Name field type Not in shutdown and then click the OK button.

Collector (equ

@

all

Mat it shutdowr|

——ok |

M ame:

Cancel

Comment:

IP Office Contact Center - IVR Editor Scenarios
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66.An Announcement script (1 announcement) element is required to play a
message that will inform callers that the company is currently closed. Drag
the element into the call flow window.

A |

Eile

Agent Portal

P Office Contact Center

Goto Help

Task flow set  Edit Tools Windows Help

N ODEEd v & R ID

BCIUEE LI [ 52 19tk Aug 2014 | B8 List of symbols | L] [CallFlow]:Company
I | %%y Chat , B ’ o
'I:I' £} Agent - |Company{ . . . . |Notinshul |Good Morj . |Good Mor| . .
i (' External destination l"l:%a_,cji%%@c
H-L 5--?Drop - e T T o
'&' &% Personal contact A T B
| Q'Q Last agent M @ va C ... . |coodAfe] . [Goodafe] . -
OfHo £g Current agent : PRS- BRY
I-\c_lE-mail script C .
- % Chat script Clshutdown| Lo
ng B Chat script (1 script) PRI
= -[@ Announcements . L LI R % &l a0
o O) R script @ L S
Y B MR script (1 annou B I IR
~[@ Announcement script ' B Zﬁﬁﬁffﬁﬁﬁ“.‘fﬁﬁﬁﬁﬁﬁﬁﬁﬁ'.ﬁﬁﬁﬁ
4 | [ Anncuncement script (1 announcement) - T T
&l --[a¥ Connectinqueits | jyfc-c-c
A. Click and drag.
67.Click the drop down arrow and select PBXServer and then select the
sorryweareclosed announcement script. Click the OK button.
K Choose announcement script -
=2 PB#Server v l
Name W, PEX
B ad Weather PBServer
Company main menu #  PB=Server
Companyzhutdown #*  PB=Server
aood afternoon *  PBEServer
Good karming #*  PBxServer
Good Weather PB#Server
[rvaldTimeout * o PBEServer
Ot e PR:C mrver
sompweareclosed #  PBRServer
Std waiting PE=Semver
Wit PB#Server
[ ] |
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68. The Announcement script (Lannoucement) is displayed.

A al Task flowr set  Edit  Toaols  Windows  Help
Supe il Led v & mBE M
Ad ratian LT 19th Aug 2014 BH List of symbals 52 [CallFlow]:Company
,m, ...... % Chat -~ . R . R
ﬁ ...... & Agent . |Company] . . . . |Motin shul [Good Mo . |Good har
- TH e d- - I::I@II-II@I:
------ ' External destination -0 | H - 8
|| ------ * oo W e T e
""" & Personal contact Cmatown] Ll
...... . ¥ Lastagent - O @ =l - - - . ... |GoodAften . |Goodafted . . .
B 44y Cunent agent : B PREEARY
...... Iﬁ E-mail script e
D_E_D % Chat script Shutdown| . . . . . Ye—
) ) . i sorrpweard | ... . ... ...
J ...... S Chat script (1 script) . H @ E ________ ] @ [ B R
=@ Announcerments | 0o b——1 o L I I
T - WRseripe L —m/72 — o ee——
v - B) WRseript (1 announcement) :3‘3”%&'”&::::::::::::::::::::::::::
@ Announcement script P I - e
}‘{w B Announcement script (Tannouncerment)y || fL T Lo
Ee 3 T

69. Connect the elements as illustrated below.

%2 [CallFlow]:Company Main Menu
. [company] . . . . [Notinshd] [GoodMon] . [GoodMer] . . . . . . . . . ..
D e O 0 5y EHE . el o) - - -
. ¢ 7 2 T Gy (i
. ’ B J ...........
Shutdown| . ::::::‘GdAﬂ'.G.‘d'n”::::::::i::
0 ™ Flae | | - - - . . . 00 en . goganen .~. - - . . .« . .
) =S = | . . . . . . q—j @ E @
3 il 5658 8085 3 E
‘ % :::::Lsoman

Check Time Period.
Companyshutdow.
good morning

script good afternoon.

script sorryweareclosed

IP Office Contact Center - IVR Editor Scenarios

If Shutdown Start Time Period applies “Y Exit” go to the Shutdown ends
If Shutdown End Time Period applies “Y Exit” go to the announcement script
If Good Morning Time Period applies “Y Exit” go to the announcement script
. If Good Afternoon Time Period applies “Y Exit” go to the announcement

If Good Afternoon Time Period applies “N Exit” go to the announcement
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b2 [CallFlow]:Compa

Carmpany ... [Motinshy] [Good Mor] . [Good Mord
[ 1] C]— 1] - [¥] 1] L]
] ¢ % E @ ml— O £

Shutdown]| . _
1] @ l— e Good Afteq . | Good aften
[H] ] [] 1] ]
@IE—] 1 il
Shutdown] . . | . . . . ] '
] @ El— - e SOrRWE S
] EI@I:
' [ ]
Companyg
1] ]
= &

70.Save the call flow.

Task flows set  Edit  Tools  Windows Help
Dl v & 2B oe

[l ;
Sth Save [4| OO List of sumbols w3 [CallFlow]:Company Main Menu

/, ...... %Chat -~ .  —
...... & Agent . |Company] ... i . |Good Morg ..o
- [ External destination % ¢ O - el =
-~ Drop , s
- fgt Personal contact 'S—'hutdown s
...... . ¥ Lastagent M @ = . |Goodafter . . . . . ... L
44 Current agent . el
...... Iﬁ E-mail script
% Chat script [Ghutdown] . T
B Chat script {1 script) P mE R
(B Amouncements S I o . e I

D) MR script S
<) VR script (1 snnouncerment) _3‘”%&'”&:::::::::::::::::::::::::::::::::
Le[@ Amnouncementscipt | | fp B E T
| | [ —p——— e S SR

The next process involves creating a ‘Menu’ using IVR Editor that will provide the
caller with three selectable options, as illustrated below.
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A. Menu “Press 1 for Sales, 2 for Admin and 3 for Support” utilizing an
Announcement plus DTMF element.

B. Variable elements used to reference options 1,2 and 3 in the “Menu”
C. Invalid Entry Announcement

IVR Editor will be used to create the ‘Menu’ and the option to change the value of
the variable, which is used in the Task flow to select the correct path for the call.

1. Select Go to followed by IVR-Editor.

A P Office Contact Center

File Goto Help

1 Home

2 Telephory
3 Reaftime information
4 Reporting
5 Agent Status Reports ] =SHEF

E Contact Detsil Reports e g
7 Error List

8 Configuration

9 Ul config

10 Task Flow EV—"

11 IWR-Editar

12 Dialer

13 E-Mail configuration
14 Texthlock admin

15 Address book admin

IP Office Contact Center - IVR Editor Scenarios 052016 48
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2. Select IVR script followed by New , New IVR script

A PO Contact Center

File Goto Help

Agent Portal WLl Edit View Tools Windows Help

Mew Mew IVR script...
Save \ Folder...

Save all

Rename

Properties...

Delete
Enable

Print... Ctrl+P

Print preview

Import...
Export...
Export as XML script...

PN |

3. Enter a Name for the IVR Script for example, Companymainmenu and
then click the OK button.

() Create IVR Script

Companymainment

[[n':']

4. Click the Elements tab.
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A P Office Contact Center

File Goto Help

Edit View Tools Windows

Agent Portal  RAAARIall Help

S| v (=]
@ IVRsciplp| OO Hements

~-abe Commen

BZ [IVR script]: Companymainmenu

»

Elﬁ Basicelements LW o

B« S ! | O [
-l End L

R Trace ARy

f
J

o Logic e
@ Check Tirme Perficds | ({7 >~

uﬂﬂirjfw-ﬂ“hw ologlie ﬂ’\ """ L ‘\ . .\

5. Drag a Start element into the IVR script Working Area.
A |P Office Contact Center

File Goto Help

Edit View Tools Windows

AgentPortal RNl Help

HO &8 a v o= @D

@ IVR scripts | B8 Bements B8 [IVR script]: Companymainmenu

abe ' Sl | PR EEEEEERRRE S
) Bl - 000000 EEBEE R e e e R R SR R R o e S S ’
L 4 Start ............................. :
B End o) :::::::::::,‘r.".:::::::::::::::‘,,
T Trace 86 = B ,l ~~~~~~~~~~~~~~~~~ f

_ 2 MW
¥ Lode B RIS SRS SRS R,
@ Check Time Periods Rae.. [HIEFPEE e /,. .................... 3

-~

& efine Variable e Y BEEIES tiiweeit bi v el LI FERE S

E Branch T O R R S R

T Wait AR S

Start Script | R R RO L

A h_ﬁw\"*gﬂ"‘““~tww.M-w‘_;_“..; SRy S T ¥ LS Rl S BN

A. Click and drag.
6. Enter Start as the Label and click the OK button

r@D Start ﬁ

Label Starf 0ok,

Cahcel

[] Mot interruptible

Comment:

7. The Start element is displayed.
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File Goto Help

Agent Portal L/R script  Edit “iew Tools Mindows Help

Ho & Aavas @O
-
& VR scripts %E Elemerts | ‘=[IVRscript]: Companymainmenu

+—abe Comment &

@ Basicelements | b

¥ R
'&Eﬂd ................... Start
FF Trace e 1

f
J

A Legic
It Check Time Periods il
ﬁ Define Variable

: b e it A A i 2R AF

8. Now we will create the ‘menu choice’ option. Drag the Announcement plus
DTMF element into the call flow Working Area.

A IPC

File Goto Help

PN c Il [VR script  Edit  View Tools
ﬁ oS8 avia=@ODe

‘_G;'LVB, scipts | B8 Bements l B2 [IVR script]: Companymainmenu

abc Comment =
=-{@ Basic elements
¥ Start

B end

AT Trace

? Logic

@ Check Time Periods

ﬁ Define Variable

‘B Branch

X wait

e Start Script

@ Start Program
=@ Speech element
[£] Announcement
]:} Announcement plus DTMF k
Q’s Announcement plus DTMF Se ce
f Announcement plus Speech Recog_mon
: \L Text to Speech
R9 Record Voice Mail

QUL RIEMRILRS DT MG oy, gtienan, g
A. Click and drag.

9. Enter a Label for your element e.g. Main Menu and then click the Add
button.

Windows Help

=mir
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@) Announcement plus DTMF M
Label: Main Menu ok
Allowed digits ,b Add
/ Local var. ...
Tags...

Announc. test 7] Text to speech

File: [T]ar,
@ Default folder
() Folder

() Folder var.:

Max. input time [mm:ss]:

[ Input possible during announcement
[ Mot interruptible

Comment:

10. We can now enter the digits the caller can select from the menu. Enter 1
and then press the Add button again.

Announcement plus DTMF u
p

Label I ain Menu

Allowed digits Add
'14\ //T Local war. ...
~ Tags...

Announc. kext [T Text to speech

o il oI e e B i s sad B it L0

11. Enter 2 and press the Add button again.

@D Announcement plus DTMF &

Label: b ain b ernuy

Allowed digits Add
1
P ; Local war. ...

Announc. text [T Text to speech

e e il A o ke i it i ok
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12. Enter 3

(@) Announcement plus DTMF ﬁ
Label b ain Menu
Allowed digits = Add
o & T
Tags...

Announc. text ] Test to speech

File: e
U it siteinn.  annsetntd. .ok W, Bt

13. Click the Browse button.

i

(% Announcement plus DTMF
allowed digits ol Add
1 =
3 | | Local var. ...
Tags...
Announc. test [T] Text to speech
L I e N WY T SR

14. Browse to the location of the Customers WAV files that were previously
loaded on to the server and click the Wav file to be used with this ‘Menu’.
Then click the Open button.

() Announcement plus DTMF E3|

Label Main Menu ~ oK
\ Cancel
Allowed dlalls Add Browse.
1

2 R Local var

&
.......................................... T |
[ Announc. test—1 Tewt to speech Sl
A select announcement text file
~
o( Jo - Local Disk (C:) ~ ProgramData = Awaya ~ IP Office Contact Center ~ YoiceContral = work ~ Announcements ~ (23| | Search Announcements 2]
Qrganize v Mew folder = - Ol @
i Downloads 2l ame - | Date modified | Type | Size | |
] Recent Places
|| Annoucementl way 51j2014 4:01 AM WA Fils 99 KB
-l Uibraries || AnnoucementZ way 512014 4:02 AM Waw File 90 KE
] Documents || Annoucements wav 5142014 4:03 AM Wav File 92 KE
o Music || Annoucementos way 5/1j2014 4:03 AM WA Fils 92 KB
= Pictures | AnnoucementOs sy 5112014 4:04 AM Waw File 92 KB
B videos ,, ]
ymainmenU. wav 5/1/20 5 AM WAy File |
. || goodafternoon. way 5(1/2014 3:59 AM Wav File 48KE
1% Computer
£ LocalDisk C1) || goodmorning wav 5/1/2014 3:58 AM WA Fils I9KE
blabs | invaildartimedout. waw 5(1/2014 4:01 AM Wav File 97KE
compag || sorrywearecurrentlyclosed.wav 5142014 4:00 AM Wav File 111KE
cpysystem || wait.wav 12/16/2008 3:21 PM WAV File 456 KB
hp

Frogram Flles

Pragram Files (<t

ProgramData
psp

-

File name: | companymainmenu.way

IAnr\nur\cementtextﬁle [

4
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15. The WAV file is displayed. The customer must be allowed time to enter a
digit in response to the ‘Menu’ prompt. Therefore enter 00:05 in the Max.
input time [mm:ss] field.

{-) Announcement plus DTMF
Label: IMain Meru Ok I
Allowed digits | Add | Elase.. |
1
2 Delste | Logal var. ... |
i3

Tags...

Announs. text—T Tewt to speech

File: companymainmenu way | Var.

& Default folder
" Folder

" Folder var.: I

M ax. input time [mm:ss): IDDZM

[ Input possible during announcernent
[ Nat intermuptible

L P SR S NI S

16. Select the Input possible during announcement check box. This will allow
the caller to make a selection from the ‘Menu’ without having to listen to the
complete menu. Then click the OK button.

(-) Announcement plus DTMF B
Label: IMain Menu
i Allowed digits | Add Browse... |
| 1
1
2 Delete Localvar, .. |
i3

Tags... |

" Default folder
" Folder
" Folder var.:

~Announc, text— Test to speech —

File: COMPANYMAINMENLL Way [ ar

—

b &, input time: [mnm; s2);

0:05

| ¥ Input possible during anmouncement I

[~ Mat interuptible

Camment:
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17.The configured Announcement plus DTMF element is displayed.

A, 1P Office Contact Center

File Goto Help

YR script Edit Wisw  Tools  Windows  Help

Adent Portal
Ho &z a=zlems|

@ IR sorpts B8 Elements |

------ @ Check Time Periods
J ------ ‘ﬁ Define Yariable
...... E Eranch
...... E wai
...... e Start Seript
------ Skart Program
= Speach element
------ |§| Announcemment
------ % Announcement plus DTMF
------ % Announcement plus DTMF Sequence

------ % Announcement plus Speech Recognition
B A i A s e s

18. Now we need to use a Define Variable element, to store the customer’s
‘Menu’ selection that can be used in the Task flow. Drag a Define Variable

element to the IVR script Working Area.

A IP Office Contact Center
File Goto Help

Agent Portal IVR script Edit View Tools Windows Help

21:07 1 0:00 | |

HO & n v a=leme

&
J

@ VR scipts B8 Elemens |
abc Comment d
[=- [ Basic elements
W Start

B end

TT Trace

B Branch
T wai B
. T~
e start Script ~. =
_ ~.n

@ Start Program
[=- @@ Speech element

|E] Announcement

[I¥R script]: Companymainmenu
Y

:::::::::::;:::::::Mai%%enu::::::::::',:’
................... [0 2 1 2
....... ",1—"‘3
Ce e aem T

b o ACTOURCSMEnt DUSOTNE & g |
A. Click and drag.
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19. Enter a Label for the element for example Option 1.

£} Define ¥ariable | x|
Label: Option1] aK, |
Carnicel |
W anable; I
M e walue; ﬂ ﬂl
[ Mot intermuptible
Comment;

| 4

20.Then click in the Variable field and then click the Tags... button.
{*} Define ¥ariable

Label: I':'F'ti':'rﬂ Ok I

Cancel |

Wariable: ||
Mew value: \ ;I Operators. ..

Local war. ..

_,.-! Tags... |
[~

o ASCE SR s A o Sy v -'-‘.\ Al

i
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21. Select the tag IVR_script_return and then click the OK button.

| | Columnhz

(&) select Tag -
M ame Type Data... Re ~
CCOD_Destination <Supst. Shing
CCOD_MDropped <Spst. Murnber d Cancel
CCOD_MTries <Syst..
Ck_AdgentGroup_De..  <Spst..
CT5_Intial_Meszage  <Syst =
CT5_Lastinput <Spzt? Mumber  Inke
Extern0al Idzer String
F ail |lzer Mumber  [nte
FirgtScreenT abMame  User String
FirztT apicaddr <S5zt String
FirstTopicid <Syst...  Shing
FirstTopicM ame <Syst..  Shing
ForcedOrderCode <Syst.. Mumber Inte
IPOS endPhonet s Il zer Strin
WE_script_return =Y - Lirn
LARAgent d <5ugh, String
LARAgentt ame <5zt String A
< m b

22. The Variable has now been added. Enter 1 in the New Value field. This
relates to ‘Menu’ option 1. It is good practice to add a Comment to identify

the purpose of this variable. Then click the OK button.

L ok

f Cancel

@ Define Yariakle
Label: |:| tion
Y ariable: | [WR_script_return ‘
MHew walue: 1

™~

# Operators. .

Local var. ...

Tags...

[T Mat interruptible

Camment:

Thiz sets the Y ariable 'mainmenuchoice to 1
[reflecting option 1 in the Menu’)

IP Office Contact Center - IVR Editor Scenarios

052016 57



IP Office Contact Center - IVR Editor Scenarios

23.The configured variable is displayed
A

IP Office Contact Center

File Goto Help

Agent Portal IVR script Edit View Tools ‘Windows Help

& Ho &8 /|a=lemp |

. B0
&* |V¥R scrpts OO Elements |

[I¥R script]: Companymainmenu
;--abe Comment
[ Basic elements

¥ Start

@ Check Time Periods
ﬁ Define Yariable

E Branch

fre Start Seript
Start Prograrn

Speech element

Announcement

ol A . gt

24. Repeat this process to create the other two Variables for ‘Menu’ options 2
and 3.

@

Define Variable -
Label |Option? [ ok ]
Cancel
Wariable: | IR _script_return |
New value: 2 # Operatars. ..
Local war. ...
Tags...
w
[ ] Mot interuptible
Comment;

Thiz zetz the Varniable 'mainmenuchoice’ to 2
[reflecting option 2 in the 'Menu]
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(62 Define Yariakle -

Label |Option3 [ ok ]

Cancel
Yariable: | IR _zcript_return |
bz e 3 # Operatars. ..

Local war. ..

Tags...
L
[ ] Mot interuptible
Cornrnent:
Thiz zets the Variable mainmenuchoice’ bo 3 .
[reflecting option 3 in the 'Menu]
w

25.The configured elements are displayed.

IF Office Contact Center

IR script Edit View Tools Windows Help
B & a s o=lemo|

@ ¥R scipts |BE Element8|
------ B3 MenuOptions

-Dig\u'oicemail .....................................
B Companymainmenu R . A T
.................... Stat 4. 0. 000 0oL L

Ll 0 0 0 oo

[I¥R script]: Companymainmenu

e @ @ . g
L Optionl Option 2 Option 3
[TEl [TEl [TE]

nptnnn g N s et L AP i S g
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26. We will now add an ‘Invalid Selection’ announcement that was previously
recorded and uploaded to the [P Office Contact Centre server. This
announcement will be played if the customer does not select an option

within 5 seconds or if they make an invalid choice. Drag an Announcement
element onto the IVR script Working Area.

A P office Contact Center

File Goto Help

22:00/ 0:00 || Adminig
Agent Portal IVR script  Edit View Tools Windows Help

P Ho& . a=lems ]

@ IVR scripts B8 Elements l

abe Comment
J =} (@ Basic elements

¥ Start
B end
T Trace
?Logic
_—{’E CheckTimePeriods Wb = - o o s s oL SRl | 2 2o et ot Bo g
&Y Define variable A e R A s Mairﬂlem S e R
................... e
Beech  EEIIRESeR  na S ren DR S SRS e
X wait 1

[I¥R script]: Companymainmenu

|»

B start Script S s e e e s e e B e s

EgStar D I ‘8:'; L
" fm 2l :

b(ﬁ Text to Speech

29 Record Yoice Mail
0 - et steni i\ watostie sttt AR Bl da]

A. Click and drag.

Juw A A g Lo I o L R i A ety

27. Enter a Label for the announcement. For example Invalidortimeout.

) Announcement [ x|

Label: IInvaIidnrtimeout oK, I
—Announc. text Cancel |

File: || [ War. Browse. . |
' Default folder Local var, ... |

" Folder
" Folder var.: I

1 Continuous announcement

b &=, rur time [rom; sg); I

™ Mot intermuptible
Commett:
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28.Click the Browse button and browse to the location of the recorded
announcement file that was previously copied to the [P Office Contact
Centre server. Click the Open button.

(-) Announcement E
Labe: [Inwalidortimeout Ll
Announc., text ﬂl
File: I [~ War. Elrtea..
' Default folder ﬂl
" Folder
= Falder var - |
'( )( ) | i r Local Disk {Z:) = ProgramData = Avaya = IP Office Contact Center = VoiceContral = work = Announcements | - l‘nl I Search ANnouncements
Organize ~  MNew falder 4= - E] (7]
‘v Favarites Mame “ = | Date modified Type | Size | |
Bl Deskhop || Annoucement0l,way 5/1/2014 4:01 AM WAy File 99 KB
& Dowrloads | Annoucementoz, way 5/1/2014 4:02 AM WA File 90 KB
=L Recent Flaces || Annoucementas, way 512014 4:03 AM WA Fils a2 KB
— a4 || Annoucement04, way 5/1/2014 4:03 AM WAy File 9z2 KB
1 s Libraries
3 Docurments || Annoucement0s, way 5/1/2014 4:04 AM WaY File 92 KB
GI“. Music || companymainmenu, way 5/1/2014 4:05 aM WAy File 126 KB
= Pictures || goodafternoon, way 5/1/2014 3:59 AM WAy File 48 KB
& videas || goodmorning.wav 5/1/2014 3:58 AM WA File 39KE
_ . invaildortimedout, way 5/1/2014 4:01 AM
1M Computer
: e . || Sorrywearecurrentlyclosed. way S/1/2014 4:00 AM WaAY File 111 KB
ey Local Disk (Ct)
! L | wait. way 12{16/2008 3:21 PM WAy File 455 KB
| .
€W Network
File narne: |irvaildortirnedoutanay Announcement text file ﬂ’.wav)j
Open Cancel |

Z|

29.The announcement is displayed. Click the OK button.

{3 Announcement

Label:

Ilnvalidoltimenut

Announc. text

File:

&' Default folder
" Folder

Iinvaildoltimednut.wav

r \r"al/

= Folder var.; I

b ax. run time [mm:ss]:

1 Continuous anhouncement

—

™ Naot intermuptible

Comment:

=]|

Cahcel

Browse..

Lozal var. ...

il
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30.The configured element is displayed.

A IP Office Contact Center

File Goto Help

Agent Portal IVR script Edit Wiew Tools ‘Windows  Help
4 Ho & n v/ a=lemy|
@ VR zcripts %E Elements I [I¥R script]: Companymainmenu

~abe Comment
=22 Basic elements

------ ¥ Start

| v

------ @ Check Time Periods
------ ﬁ Define Yariable

...... E’Tc Start Script o
------ Start Program

[=-fa Speech element
@ Announcement

i

31.An End element is required to finish the IVR script. Drag the End element
into the IVR Working Area.

A P Office Contact Center

File Goto Help

Agent Portal IVR script  Edt View Tools Windows Help

ﬁ 08 A/ axlems
@ IVR scripts 88 Elemrlsl [IVR script]: Companymainmenu

O -

|»
&
"‘-lli'ﬂ':

O T | P S P AR P
Start Script iy, B I R e s i S S g G e G A 3
&S So [y =) X ) J

[ st Program sl s | e o A
= @ Speech slenent "‘:\\::::::::::::°"‘rm'°’":°°"°"rm2:°°‘rrn‘°"3::::::::{
|5] Announcement T T R
(8, Amouncement phs OTHE ::::t‘.~:~;:::::::::::::::::::::::::::::::{
L3 Aorouncement pus DTHE Secusnce e, R D R R
(81, Announcement plus SpeechRecognition | [} - . . oL e oA e e DS N i {
%, Texttospesch R R e R S
MWM.-W~~“-M~- Ak P A i e i MJ““\/

A. Click and drag.
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32. Enter a Label for example End and click the OK button.

]

{=) End
Label |End ok,
Cancel |
Comment;

| //ﬂ

[

33.The configured IVR script is displayed.

IVR script  Edit Yiew Tools Windows Help

0:24/ 0:00

Hoga lazlemo|

4

. =0
@ ¥R sorpts OO0 Elements |

o abc Camment —
[5]-[= Basic elements

...... ? Lagic

------ @ Check Time Periads

------ ﬁ Define Yariable

...... E Branch

...... T wai

...... Hrc Start Script pi
------ Start Program

[=|- b Speech element

------ @ Announcement

------ % Announcement plus DTMF

...... % Announcement plus DTMF Sequence

...... @_) Announcerent plus Speech Recognition
------ 7 - Text ko Speech

------ 28 Record Yoice Mail

IP Office Contact Center - IVR Editor Scenarios

[I¥R script]: Companymainmenu

A et .~ A o ol AR T O i g P, gy, P

052016 63



IP Office Contact Center - IVR Editor Scenarios

34.Connect the IVR elements as indicated below.

A. Menu “Press 1 for Sales, 2 for Admin and 3 for Support”. Utilizing an
Announcement plus DTMF element.

B. Variable elements used to reference options 1,2 and 3 in the “Menu”

C. Invalid Entry Announcement

D. Each elements Error “E” connector must be linked to the End
element

The IVR script must now be enabled before it can be used by the PBX.
35.From the IVR Scripts tab, right click on the IVR script and select Properties.
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IVRscript  Edit View Tools Windows Help

&8 avom@De

@ IVRscripts |BH Bements| | B (IVR script]: Companymainmenu

053 Voicem

B2 Companymainm{g——A4—— ...
CreateIVRscript.. | -« - - -« -

Create folder... R

Properties...

Delete EPRPWRB - = 5 & xie

03 MenuO A ' ..................................... 3

“a.adlP -mis. die-n bt 4PN
A. Right click.

36.Click the IVR... button. From the drop down list, select PBXServer. Then

select the IVR and click the OK button.

@.{;) Properties | s | ................................

MWame: Companyrainmenu 0k @‘} Salect IVR

Type Cancel

@ Announcement

=& PEXServer

[T]welcome announcement Marne
[ tree of cost

() Automatic agent

— Playan .. —_—
VR PEx VR ...
Delete
— Start parameter. ..
Wariable Tag Tag.
Delete

I PBY

Colurmns
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37. The IVR is now selected, click the Welcome Announcement check box.

(& Properties

Mame: Companymainmenu

Type
@ Announcement

YWelcome announcement

L | free of cost

| Automatic agent

| Cancel |

— Flay on
VR PE | VR .. |
IR FPE=Server Dielate
AR Y o AWk
38.Click the OK button.
% Properties 2
Mame:  Companymainmenu
Type Cancel
@ Announcement
YWwelcome announcemen
[ free of cost
() Automatic agent
— Playon ...
IR FEx IR ...
] FB#Serer Dielkhie
— Start parameter...
“Wariable Tag Tag.. |
Delete
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39.Click Yes when prompted.

r — -
IVR-Editor I-"'_]

--- IMPORTAMT ---
If this script is used in the active task flow set,
the task flow set must be reactivated.

Do you want to save the changes now?

TN~

40.Click the Enable button.

Fiy I AL LA Ll T

File Goto Help

Edit  iew Tools  Windows

Agent Portal [N Help
ﬁ Hoag s/ o=l@os

Ba [IVR script]: Companymai

.: Companymainmenu | |} - - - - . oo

41. The IVR script is now enabled, click the OK button.

VR-Editor S|

I IVR script 'Companymainmenu’ was enabled.

42.From the Go to menu click Task Flow Editor.
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IP Office Contact Center

2 Telephony

3 Reafttime infarmation |

4 Repotting Clemants
5 Agent Status Reports

6 Contact Detail Reports s

7 Error List

2 Configuration 1ainmenu

9 I config ]
10 Taszk Floww Editar -
11 I¥R-Editor j

12 Dialer :

13 E-Mail configuration N : )

14 Texthlock admin
15 Addresz book admin

L.»Aw T b siin, g

43.Make sure you access the Call Flow that was previously configured.

A P Office

File Goto Help

nt Portal Task flow set  Edit  Tools  ‘Windows  Help

DeHEH v & 48 OB

OGS | 2 19t Aug 2014 B List of symbols B2 [CallFlow]:Company Main Menu
o3 - Telephony . S o
i:} +|:| E-hail . gompanly: P - good MDlE ..........

: [ — I O

] Chat - B8 ¢ ] @ ..........

'j;} g CompanyMainMenu : S e
#0 Demo o] S

R Cornpany tain Menu 1 @ [ . |Goodafteq . . . . ...

. & @ R | A

oga I R R _ e =
Shutdown| . . | - . ... R

DE'D L @ B - | - SOMWEAN . . . . . . .
J . mat— m ) i [ R

e I B

=E.=) Compamyd - oL oL
L 1] i) i [ S P

M{. e

The next step in the Call flow will be to send the call to the IVR, so that the
Menu WAV file is played and the menu choice of the customer is stored in

the Variable.

44.This can be achieved using the IVR-Script (1 announcement) element.
Drag this element into the Call flow Working Area.
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LG Task flow set  Edit Tools Windows Help
upel ] DEed v & 4LEE DD
llBICILUN | 5 13th Aug 2014 | BB Listof symbols | _ [CallFlow]:Company Main Menu
Ch A
Qﬁ ;Agjﬂ . [Company] . . . . [Notinshu] [Good Mo Good Mor . .
— oLiExtemaldestlnatlon % [ =n %3’ 8P _% @ O % ] %
¥ Drop ) e |\ I ..... - )
¢ & Personal contact shoaownl L T—— ’f* :
@Lastagent ] @ . oo .| [coodate] . [Goodateds . . .o oo C D
oga $g Current agent : ol B —HBMA
B2, E-mil script S I =
U_gﬂ T Chat script Shutdown] - - | - . . — ’.,'f. N
B Chat script (1 scri PR - P
' IEEES GO [ RELRS =
J ) MR seript - _ RS
B) MR script (1 announcement) "= == === = s ot N
@ Announcement script : % @ o [P
’xfk --@Annuuncementsclipt(Iannouncemenl;)
A. Click and drag.
45.From the drop down list, select PBXServer and then select the
Companymainmenu IVR Script. Click the OK button.
K| Select I¥R script
I &0 PE=Server r j ok
M ame o Tepe | we | FL| PBI Cancel
Companymainmenu] — Annou...
I I I I I Columnz |
A
46.The configured element is displayed.
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ile Goto Help

tal Task flow set  Edit Tools  Windows  Help

5 ion bed v & MEE MDD

i:} ...... & hgent . Company] . . . . Good har . Compary ]
B O | & Ol |
------ 4 External destination . B8 ¢ | 5] ] ) & |-
... ...... ¥ Drap i
'ﬁ' xbtwop
------ #5% Personal contact Shotdown] R
------ G Last agent | 7 i . |coodatted . ...
ogo 43 Current agent : - e
...... I%z E-rail script S
------ & Chat script Shutdown| . . o
E """ e Chat script 1 script) T RE A
=@ Announcements e L
O WRscripe L
B) VR seript {1 snnouncement) 3‘3”%3”&:::::::::::::::::::::::::::::::::
[@ Announcement script -
’zd*- @ Announcement script (Tannouncement) | || L L - o o oL

nt Partal Task flow set  Edit  Tools  Windows  Help

el v & &mBEm
B 15t Aug 2014 | B List of symbols 2

[CallFlow]:Company Main Mend

abe Label - :
TT Trace task ) %Dmpar}y:
- [
{2 Sources = ¢
|| ------ g‘* Telephaone calls ,
------ @ Yoice mails Shutdawn| .
------ = E-mail —H 0
oo | % Chat : -
=I-{ag Destinations
------ m Agent group Shutdown| . .
E ------ g‘* Telephaone calls -—:I @ %
------ = E-mail .
...... % Chat
Campany:
...... ¥ Agent —[1] R O
------ ' External destination H
o=
M‘ ______ ¥ Drop R

48. A Task tag element will be used to route the call depending on the menu
option selected by the customer. Drag the Task Tag element into the
CallFlow Working Area.
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Tosk flow set  Edt Tools Windows Help

Dol v & 280D

[ &5 190 2 2014 | B8 Lot ot eymbcs

® O
2 Agent

7 Btermal destination

F oop

& Personal contact
fn Last agertt
L0 Curmentagent
g E-mad scrgn
D Chatscrge
3 Chat scrgt (1 senpt)
= (@ Announcements
D MRscript
B MR scnpt (1 announcement)
[ Announcement senpt
B A gt (1
= (@ Cornectng units
L, Changetasi tag
(@ Change sl
(O St reducton
Llogx
¢ TukTrp
= (@ Ytem condmons
3 Chect Time Penods
b Longest wak bene exceeded
3,. Number of tasts exceeded
‘zJ Queue full
Mrsrrurn nurnber of signed on agents is exce

o New task
> Task Tag

A. Click and drag.

49.Then select the Task tag... button.

Task tag:

Operation:

[w] Case sensitive

Camparison |

Camment:

]

| (] 4
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50.Choose the IVR_script_return.task tag and then click the OK button.

(&) select task tag -
M ame Type Data.. FRea~

CCOD_MDropped <Spst.. Mumber  Int
CCOD_MTriesz St
CK_sgentGroup_Dew... <Supst .

Murnber

CT5_Initial_Mezzage <5zt * Shring
CT5_Lastinput <Supzt.. Mumber  nt s
Extern0AD |zer String

Fal |zer MHumber  Int
FirstScreenTabMame  User String

FirstT opicaddr <Spst.. Shing

FirztT opicld <Supzt. Shing

FirztT opicH ame <Supzt.. Shing
ForceddrderCode <Supgt. Mumber  Int

|l zer Sitriry

b M urnber
CEREgentd YT S T
LARAgentt ame <Syst..  Shing
LaztT opicdddr <Syst..  Shing A

< m >

51.In the Comparison field type 1 and in the Comment field enter Option 1
from the IVR Menu. Click the OK button.

(&) Task Tag -

Task tag: | I¥R_script_return |:| | o |

Comparisan | 1 D

it e et =N el o

Option 1 from the VR Men| .
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52.The Task tag element is displayed.

643/ 0:00 | |

Task flowe set Edit Tools  Windows Help

e d v & mBEE m
£B 19th Aug 2014 | B List of symbols ]

be Label ~

[CallFlow]:Company Main Menu

FF Trace task . |Company] .. . |Good Marg . . . |MR_seript] ..
i 1 . U 7
=1l Sources %fc %@E jﬁf%
e Telephone calls
D Voice mail Shutdown| - L
E1 E-mail | @ [ . |Good afte
e Chat : j @ @ O
=@ Destinations | My B 1.
m Agent group Shutdown

f Telephone calls
= E-mail

FTRE

- o Chat = o
@ Agent SR Tl
T Eterma cestinston BB
- Drop Sl Sl
53.Repeat the process for option 2 and option 3.
(&) Task Tag -
Task tag: |I'u'R_script_return D | oK |
Operatian: == W
Comparisan | 2 D
Comment:
Option 2 From the I¥R Meny| ~
L'
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@)

Task Tag

Task tag:

| IVR_script_return

b

Lok |

Qper ation:

W

Comparison | 3

b

Carmenk:

Option 3 from the IvR Men|

Zancel

54.The new Task tag elements are displayed.

artal Task flowr set  Edit Tools  “Windows

Help

6:44

DEHE v & M Do

. . o]a] )
SN | [T 15th dug 2014 | O Lit of symbols 52 [CallFlowd:Company Main Menu
e’ abe Label . T - . .
'I:I' T Trace task - [company] - - - Good Mor . ~ [WR_secript]
0= O A e &
—-{a Sources | & §f IOl
.3 g Telephonecas W = || || — .= | i/
-2 Voice msils Shutdown| - ~ [wr_senipt -
[ E-priail Good afte 0 & o
opo e ot o NS La-F
=l Destinations Ly 1L L.
& Agentgroup 0 pE [shotdewn] o oo ———— IWR_script] .
E - g Telephone call Sl H o
o™= Eep@il M V—PM? g
™ T Chat L
D ngent L
- 4 External destination
[~ ] Il S

55.Connect the elements as illustrated below.
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b2 [CallFlow]:Company Main Menu

Company] . . . . [Motinshu Gnndhﬂnrr: Good o . COmpany . NME_script] .
| C— | C|—= ] 7] C (1] 0 I [ S T
=5 € Bl @m]j@ o B I P %
Shutdown| ::::::' L VR _script]
j@ﬁ_. ...... Good Ateq . |Good after

. I —] Kl [1] ]

L EE @Hj@

Shutdawn| . . | .o ] R
j@ﬁ_q. ..... sorbywesard . . . L L L L L L L

. |E ..... E@E ..................

PR I e :| ..................

COMPANYS .« « o o oo o
.%@':iiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiiii

56.Additional elements are required to direct the caller to the correct location
depending on the chosen Options i.e. Option 1 goes to Topic 1 and option 2
goes to topic 2, etc. To do this we will use existing topics that have default
call flows that were created as part of the IP Office Contact Center

installation.
57.Drag the Telephone Calls element into the CallFlow Working Area.

6:50/ 0:00 m Adm|

Agent Poral Task flow set  Edit Tools Windows Help

DFWE v & MEB DD

AL [ 19th ug 2014 | B Listof symbols ug [CallFlow]:Company Main Menu
-n- abe Label ~ . . .
ﬁ F9 Trace -@ . |Company] . . . . |MNotinshu| |Good Mor Good Mo . . |Company] . . |VR_script] .
‘BSUM“ :%ft 3+ —33 —%E—%@%fj S -gft
F\ € Telephone calls/Q . . E — | — | B . -
# © Vaice mails Ry Shutdewn] - | |00 I I o el
= E-mail Sl =l Good After] - [Good after N 2
nEE = Chat SSaa % oo TPREF®RYT :
=-{@ Destinations .""'1 - C B .
m.\lgent group STt . . L WR_gcripl] . . ..
D'Bj € Telephone calls .l % ,_“: . 5"”'““& X o :It_ﬁ) L
5 Email '.:'.""."-:'@ :.:;.’ o
2 T Chat . . T —— e
) 2 sgent 5"'%‘"& SOROEOEE e SRS oo
7 EBdernal destination | R IR
- o .

A. Click and drag.

58.From the drop down list, select PBXServer then select Topic 1. (the default
topic in this example). Click the OK button.
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7 select telephone calls

52 PEXServer k’{ ~] 0K

MName |1l Elc| Number | PBX | Cancel |
Compaty Main M. = FO0E FEx...
x 7001 )
Topic2 % 7002 FEX..
Topic3 x 7003 FB...
Topicd DPD = 7004 FB...
Topicad >< 7005 PEX...

| T T e |

A

59.The configured element is displayed.

6:57/ 0:00 | ‘ m Ad

it Fo Task flowe set  Edit Tools  Windows Help
DeHE v & M8 m

i - oo :
ulls N | T 19t Aug 2014 | OO List of symbals L [CallFlow]:Company Main Menu

s-abe Label ~

'ﬁﬁ Trace task - |Company] ..

- Saurces : % ¢ E?
[LL] ﬂ Telephone calls
¢ (= Voice mails

- E-rnail

Motin shu) |Good Mar] . [Good Mor . . |G nyl . . |IWR_script] Topie
] O/ E—E O——Mm O——3 § |
E @ ol = (] [E] E’ m—| O [
|

= E—+ B2 .
: 1
Shutdown| . e . P .LIVR_scnpt L
Good Afte Good afte M ﬁ\ =]
P . ] FEl— @ O . . . . 7w P

j@ﬁ
] @E

|
::::::Hﬁ:::::::::: R R
m| | xR sofyweari . . .. .. ... P 1 [ i
R oobamg oo TPREs

- —

T Chat
=I-(a@ Destinations

5y Agent group
DEj e’ Telephaone calls
v

Shutdown

- E-rnail
T Chat

5} hgent

o 4 External destination

Campany:
Il |: ....... . . . L e e e e e . . . L e e e e e e
A R

Drop

60. Repeat this process to add Topics 2 and 3 as Telephone Calls
elements.

IP Office Contact Center - IVR Editor Scenarios 052016 76



IP Office Contact Center - IVR Editor Scenarios

+ select telephone calls

3E PEXServer j Ok, |
Name o | 1] E] cf Mumber | PEX | Cancel |

Compary Main k... = FO0e FEBx...

Topict X o PEX...

Topic2 b o0z _

Topic3 X Fon3 PEX...

Topicd DFD ® 7004 PEX...

Topichd * 7005 PEX...

| NN

I Colurnns |

# select telephone calls

I =€ PBRServer j | 0K I

Narne + |1l Eef o] Mumber | PBX| Cancel |
Corpany Main k.. = 00 PEx...
Topic H Fom FBE...
Tapic2 >< 7002 PEX.
Topic3 = 7003 _
Topic4 DPD x 7004 PEX...
Topicad >< 7005 PEX...

RN

I | Columnz |
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61. The configured elements are displayed.

23417 0:00 | ‘ u Administrator ()  ~

Task flowr set  Edit  Tools  Sindows Help

Ny =] & LB me

LR IEEUN [ 57 15 Aug 2014 | BB List of symbols 2 [CallFlow]:Company Main Menu [==]3€
2t abe Label ~ -
ﬁ T Trace task P Motin shu| |Good Mo . (Good Mo Companyr| . . |[IVR_scripl] Topict | P .

_ DSDUFCES % 3" 5 @ %_% @ . % %_j » % % f + .
£ Telephone calls H

) Voice mails

B E-mail

I:T|.l¢
DE'U e Chat
)

7

]
L o L ::L\vmsm
Good Afte Good afte .
0 E— O = ]
m? m- O &
o : s s o I¥R_scripl] Topic3 |
Sarmwear Y- R o
| O =

HEZE
B

b=}
L ||

=@ Destinations
m Agent group
£ Telephone calls
- E-mail
o Chat
2 Agent
o [ External destination
;!.& F 0op
&P Personal contact =

62. Connect the elements as illustrated below.

b2 [CallFlow]:Company Main Menu
cCampany S MHatin shu) [Good Mary : Good Mor . Campanyt . VE_script : Taopict
1] C— 1] CO—4 E— C 1] 0 1 s EF—1E]

Shutdown| . L oo | [wRr_script] . [Topic2 :
Good Aftel . |Goodafteq | . . . . . L | ﬁ\" E— P .
Yo .

_HEE_. ......
| - TP REEER ST 1B

Shutdown| . . | .. .. L | IVRE_script : Topic3 :
L E— - | - - Eou i L= i O @ FE—Im :
- @ ] E/" m - ' .

COMPANYT . . - - .
.‘%@':IIZZZZZZZZZIZIZZZZZZZZZZZZIZIZZZZZZZZZZIZIZZZZZ

63. We now need to close the empty element connections with Drop
elements to disconnect the caller. Drag the Drop element into the Call flow
window.
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[T G 25k flow set  Edit Tools ‘Windows Help
N OEE v 8 R OIH
il | 2 19th Aug 2014 | BB Listof symbols 1% [CallFlow]:Company Main Menu
-m- abe Label ~ .
‘:} TT Trace task . . |Motin shu| |Good Mon| . |GoodMor] . . [Compa; . MWR_script] . [Topict .
rl =-{@ Sources % gp @ éi% = B .7: ’ 7% [ + E
o € Telephaone calls ) % .
# QUUK"_"‘“"’ L . J> R i Topicz | -
E E-mail o Good After] . |Good after e N P
LR % Chit ':':::.31%—§‘:‘.:::::::: = :
= & Destinations
G Agent group s D " [fopics | -
DED £ Telephone calls o oo o ¢ +
- @ o opBR B
"‘ S A
A Drop Smmme
b“g e Persponal contact ¢ T e e saannnmna ;'-
A. Click and drag.
64. Repeat the process to close all of the open connections.
Ba [CallFlow]:Company Main Menu
. |Company] . . . . |Motinshu] |Good Morr : Good Morr . Company . IVE_script : Topict
- A1 C— 1] - FEl— ] 1] 0 g4 E—H
g 7] R, g B A B Y Egae
Shutdown)| - L N B WR_script] . [Topic2
- @ 7 S Good Aften . |Good aften - 1 & FEl—1I P
. m—— | - - - - | @ E—I @ |: -l -:-ia | =7 [H] 1
. P @] M Lo 4
Shutdown . R — - - - - - - - VR_script] . |Topic3
L @ = | - - - - sorreeeeard L0 | - - o oo O] @ [Fl—~0m] P
. m—— - - - - - 1] @ | | -:.i:. ........... =7 mo- [4
........ M . 4 F .. .
Cormpanys ZZZZZZZZZZZZZZZZZZZZZZZZZZZZZZZZZZjaiz.
L] @ O O ai:- .................................. o o
-0 -4

65. Connect the new Drop elements.
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2 [CallFlow]:Company Main Menu

Caompany] . . . . |Motinshu] |[Good Mo : Good Mar . COMmpanyt . I"YR_script : Topic
| - 1] O—4a El— C 1y O O g F—[]
= ¢ = REgsp® = E— Y- ma 0
Shutdown :. "ME_script] . [TopicZ
| @ [ — <+« o« | |Good After| . |Good aften | . 0 ¢ EH—0 o

. M R | @ El—I @ I . M c-i_a =7 W] ]

. . PR ] M Lo e
Shutdown| . . | . . . .. IvR_script] . [Topic3
1 - |- - Sorrtweary . M g FE—A
Cormpanys ZZZZZZZZZZZZZZZZZZZ.ZZZZZZZZZZZZZjaia
mpltil X -

66.Click Task flow set and select Save.

A IP Office Contact Center

File Goto Help

Windows

Help !

Agent Portal Task flow set  Edit  Tools
Close

Tew Chrl+m
Ackivate

Open Chrl+0
Ackivate in addition
Reackivate, ..

SaYE as...

Information

Delete. .. }
Defaulk task Flow set...

Ackive task Flow set. .

Export. ..

Import...

Print. .. Chrl+P
Print preview
5@ Current agent

E-mail script

67.Activate the task flow set.

0:19/ 0:00 | | m Administrator

yent Po Task flow set  Edit Tools  Windows Help

=@ Destinations

Ta"
DEJD m Agent group

upervision M=y =] &| MmEE m
Admin i | 19th Aug ggtof symbols L [CallFlow]:Campany Main Menu
e} ~-abe Label ~ . S - . -
{1‘ TF Trace task %ood Mo& ]Good Mo& - ﬂCom;:uanyE %/R_s\m% £op|m
=G Sources BEE-PE Z B e, [ ¥Ego
'T& — Telephone calls H ? .
-2 Voice mails ) . WR_scripl] - [Topicz
E E-mail Good Afte Good afel o E—m
| . == . tel
e Chat FRII-EBRS.PT | EafE

: [

P VR_scrip] . [Topica

SOrywear 1 h\ E—O Pl
% O—m e R ma O

& Telephone calls @ -+
= E-mail pa
B - T Chat 1
=) ¥ Agent .
-4 External destination o
DR F orop
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68. Task Flow Editor will check the call flow for errors. Click the OK button.

Task Flow Editor |

:l Task Flow set successfully activated,

69. The Call flow can be tested internally be dialing the Topic Number

A IP Office Contact Center

File Goto Help

Agent Portal Configuration  System  Serwice ‘Windows  Help

View | <an> ?
P, Break Time code I SEPEx | xEHAP SEIvEr | ﬁVEA | " Cauntry I (g Queve device | 3 Telephone | E Telephone group
@D eTnp\c |!ﬁAgent graup | .Q Agent I 4 Profile I @Team | [5] Custamer | [ Extemal destination | Q\N'nrkp\ace | 43 Annauncem

Nurnber

PBxServer
PExServer

Topic2
Topic3
Tapicd DPD
Topichs,

-

i i
-
=
=]
=)
KM M X XE

PExServer
FBxServer j
O ST R S I . S AT P psee S S Sy

70.An Incoming Call Route can be created within IP office Manger to allow the
new Company Menu to be linked to an external number. Please refer to the
IP Office Contact Centre Incoming Call Access - Assigning an IP Office
Incoming Call Route to a Topic section of IPOCC 9.1.2 FP Task Flow
Editor - Telephony Task Based guide.
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IVR Database Integration Example

The following example relates to a scenario where a customer offers various levels
of IT support to their clients. They wish to determine what level of support callers to
their support desk have for example Bronze, Silver or Gold along with details of the
product they have previously purchased.

Their support records are contained within a database. The customer requires the
information to be referenced from the database and displayed on the I[P Office
Contact Centre agents User Interface, as the support calls are distributed.

An IVR Script will be created to query the database to check for a Support contract
and inform the Agent dealing with the call, which product and what level of support
has been purchased.

The Customers database contains the following details that will be referenced in
the IVR.

L 4 pgAdmin Il

- | O

Properties = Statistics Dependencies Dependents
Property Value
[} rocc (Pocc:s432) < m
= Databases ‘(8) SOLpane
T i - o -
g ol L] Edit Data - IPOCC (IPOCC:5432) - Support - Support | = | @ [0

i Event Triggers (0)

+ “«"‘(cExlensums(l) File Edit View Tools Help

- @) Schemas (1) P [ M > “ 4 I : row: v
= @ publc e @ @ Al 4[.10005 '
%) Cotations (0) support clid type cname slevel product
%\ Domains (0) [PK] integer character(11 character(8) character(20 character(6) character(9)
&> FTS Configurations (0) 1 1001 0124 goo Business Stuart Jone Gold Product A
{ill Frs Dictionaries (0) 2 1002 0124 01 Business |Edward Jone Silver Product A
& FTS Parsers (0) 3 1003 0124 202 Business Andy Drew Bronze Product B
FTS Templates (0)
ng Functions (0) 4 1004 0124 03 Home Dave Fullma Gold Product B
+-& Sequences (1) 5 1005 0785 __f?z Mobile Liz Hughes Silver Product A
=i Tables (1) -
+-[7 Support
§ Trigger Functions (0) Seratch pad X
Views (0)
% Slony Repiication (0)
38 adb
8
8 cc
$8 mediastore
postgres S rows.
nU

Agent User Interface

There are a number of factors that will determine the type of customer information
that is displayed on the agent’s User interface. When the call is distributed to the
agent, they will be presented with caller information before they answer the caller.

Below are the four incoming call scenarios:

1. Incoming call with CLID that can be matched to a CLID in the customer data
base. This will display the CLID and Callers name. As well as the Support contact
level and which product the caller has previously purchased.
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2. Incoming call with CLID that is not matched to a CLID in the customer data
base. Therefore the caller is prompted to enter a support contract number (four
digits). If this number is matched in the customer’s database, this will display the
CLID (non database) and Callers name. As well as the Support contact level and
which product the caller has previously purchased.

3 Incoming call with NO CLID but a support contract. Therefore the caller is
prompted to enter a support contract number (four digits). If this number is
matched in the customer’s database, this will display the Callers name along with
the Support contact level and which product the caller has previously purchased.

4. Incoming call with NO CLID and no support contract. Therefore the caller is
prompted to enter a support contract number (four digits). If this number is not
matched in the customer’s database, the Caller will hear a message “Please be
aware that support will only be given to customers with an active support contract”
before being sent to the Topic. The Agent’s user interface will display
NO_SUPPORT_CONTRACT.
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User Interface Scenario 1 - Call presented with CLID and the
customer’s record is contained within the database

00:00:02
e P
2D (8)( &~ (N ) | -
B ety
Dialed Topic Last Routed Topic
10 Topicl Topicl
Customer History - Edward Morton - 01244670201
Date | Tirne | Calledaddress | Original topic | Last topic Last agent | Mote | Subjeci A
23.05.2014 11:25:57 7001 Topicl Topicl Agent2
23.05.2014 09:53:20 7001 Topicl Topicl Agent2
23.05.2014 09:50:57 7001 Topicl Topicl AgentZ
21.05.2014 11:32:28 7001 Topicl Topicl Agent2 3
T ——— .. _ . .. .

Group 1 - Agent status (AG)... Caller Details

r ] Callers Mame Custorner Phone Number
X Agentl J Agent2

Edward Morton 0w 01
| x .ﬁqentS- x ﬁnentd. Support_Contract Product

Silver Product A
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User Interface Scenario 2 - Call presented with CLID, there is
no customer record but the customer does have a support

contract
Edward Morton
00:00:06
™,
~ ) (2)) | N
Topicl Topicl

Customer History - Edward Morton - 01416747141

Date | Tirne | Called address | Original topic | Last topic | Last agent | Note | Subject
23.05,2014 11:31:01 7001 Topicl Topicl Agent2
£ >

Group 1 - Agent status (AG)... Caller Details

Callers Name Customer Phone Number
x Agentl J Agentz
Edward Morton 01 141
X Agent3| | X Agentd Support_Contract Product
Silver Product &
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User Interface Scenario 3 - Call presented without CLID but
the support contract number is contained within the

database
Edward Moron
00:00:04
T o~
) (38) (e ) (M) (¢ ) |
16 Topicl Topicl

Customer History

| Tirme | Called address | Original topic | Last topic | Last agent

Group 1 - Agent status (AG)... Caller Details

Callers Name Custormer Phone Mumber
M Agenti J Agent2
. Edward Maorton
X Agents| | M Agentd Support_Contract Product

Silver Product A
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User Interface Scenario 4 - Call presented without CLID and
the support contract number is not contained within the

database
Edward Morton
00:00:04
gl [ eee [
) (3)( e~ ) (1) (§ )))) | Rl O+ (Ox
16 Topicl Topicl

Customer History

| Time | Called address | Original topic | Last topic | Last agent Mote

Group 1 - Agent status [AG)... Caller Details

Callers Name Customer Phone Number
x Agentl .’ Agent2
1 Edward Morton
X Agent3| | 3 Agentd Support_Contract Product

Silver Product A
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IVR Design

[IVR script]: Support_Contract

S]A]E]

Bzsianah| .

Entersupp . . . . . . . .
[IE]

E
[ |

if2]

Dbaj&uew::::::::
[TEl

i

112131 +]

Close Etahase

S o
]
Support Coy
E
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In the following example, it assumed that the database has already been created
and contains the required ‘support’ records. A Windows 2012 server has been
utilized for illustrative purposes.

The following settings are required for IP Office Contact Centre access to an
existing database.

Creating a ODBC Data Source in the IP Office Contact Centre
server’s Customer Database

1. Firstly we have to create an ODBC Data Source to the customers Database
on the [P Office Contact Centre server. Remotely connect to the IP Office
Contact Centre Server.

2. Select the down arrow to show the Apps

ini ®
Administrator g¢ & 0
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3. Select ODBC Data Sources (32BIT) under Administrative Tools

(‘\- Component Services ° Task Scheduler o> Interactive SQU
-
.. v
;,; Computer Management BT Windows Firewall with Advanced Open Cient Consguratio
- ~ - -
N, Defragment and Optimize Drives Ber| Windows Memory Diagnosti Open Client Direx
Event Viewer Wi werShe & Server Confic
ISCS Initiator BB Windows PowerShell ISE Sybase ASE Data Source 4
Local Security Policy m Windows PowerShell ISE (x86) i D Sybase Central v6.0
es (64-bit) Calculator
e Montor Notepad
Resource Monitor Paint
Security Confguration Wizard Remote De
Server Manager User Interface
anage £ erface

VCSpeechConfiguration Windows Server Backup

I*%Qs‘din-

Configuration

B
B oo
Q -~
Q
Fi
=
5 <
2

System Information

When using a Windows 2008, server navigate to Computer>Local Disk (c:)
>Windows>SysWOW64
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Organize * Open Burn  Mew folder

E
O9r Favorkes NTE o D'atermodified Type | Size
B Deskiop %] ntmarta.dl 7/13/2009 &:16 FM application extension 119KE
8 Dovrlosds = ntaskml 11/20/20107:24PM  Application 3,520 KB
| Recent Places
B %) ntprint.dil 11/20{2010 7:24 PM Application extension 291 KB
=154 Libraries [0 ntprink 7[13/2009 6:14 PM Application 61 KB
3 Documents (%] ntshrui,dil 11/20/2010 7:24 PM Application extensian 433 KB
rj Music %] ntvdmed, dil 73009 ;16 PM Application extension 14 KB
=] Pictures %] obisel.dl 7/13/2009 6116 FM application extension 525 KE
B videos 8] occache.d 11/20/20107:25PM  Application extension 150KE
Computer %] ocsetapi,dil 11/20/2010 7:24 PM Application extensian 171 KB
("7 ocsetup 11/20/2010 7:24 PM Application 193 KB
%] odbc3z.dl 11/20/2010 7:24 PM Application extension 560 KB
?I_d MNetwork, (%] odbc3zge.dl 7/13j2009 6:16 PM Application extension Z4KE _I
%] odbcbep,dil 7/13/2009 6:16 PM Application extensian 45 KB
%] odbeconf.dil 11/20/2010 7:24 PM Application extensian 40 KB
[#7 adbecont FH3E009 614 PM Application IZKE
| odbccanf rsp 71132009 4:06 PM RSP File SKE
%) odbecp32.di 11/20{2010 7:24 PM Application extension 120KB
%] odbeor3z,di 7/13/2009 6:16 PM Application extensian 54 KB LI
odbcad32 Date modified: 7/13/2009 &:14 PM Date created: 7(13/2009 5:11 PM
Application Size: §4.0 KB
Double left click on odbcad32
] OW6 =] E3
G \\:)o ‘ + Computer = Local Disk {C:) = Windows = SysWOWed - I‘QJ I Search SysWOWES m

Organize ~ @Open Burn  New Folder

_ . Mame = Date modified Type Size
Favatites
= = TULSETO TITZOTE0IT 7 2 I Fal W) ) = 1001 TF51D
B Deskt:
esKap )| adbe3z.di 11/20/2010 7:24 BM Application extension 560 KB
4 Downloads

| Recert Flaces odbe32at.di

odbebep.dil
%] odbcconf.di

-l Libraries

Documents

v, Jigaa et A gt I s sttt g e A st il T,

4. When the ODBC Data Source Administrator page opens select System
DSN and then select the Add.. button
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40 KB
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| User DSN | System DSN | File DSN | Drivess | Tracing | Connection Pooling | About |

System Data Sources:

An QDBC System data sounce stores information about how to connect to the indicated data provider,
A System data source is visible to all users of this computer, including NT services.

5. Scroll to find your database type, this this case we will select PostgreSQL
Unicode and the click Finish.

Select a driver for which you want to set up a data source.
Name VA
Driver da Microsoft para anquivos texto ("td; *.csv)
Driver do Microsoft Access ("mdb)

Driver do Microsoft dBase (".dbf)

Driver do Microsoft Excel(”xds)

Driver do Microsoft Paradox (".db )

Microsoft Access Driver ("mdb)
Microsoft Access-Treiber (" mdb)
(]

<l
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Select a driver for which you want to set up a data source.

Mame VA
Microsoft Parados Driver (“.db ) B
Microsoft Paradox-Treiber ("db )
Microsoft Text Driver (*bd: “csv)
Microsoft Text-Treiber ("bd; ~csv)
PostgreSQL ANSI
PostgreSQL Unicode |
"SQL Server

KT

User DSN | System DSN | File DSN | Drivers | Tracing | Connection Pooling | About |

System Data Sources:

MName Platform  Driver Add
ASE MAA Adaptive Server Enterprise
SupportLevelDB  32-bit Postgre SGL Unicode R

TRS-0EN J2bit Postgre SGL Unicode

Configure...

The driver of this 32bit System DSM does not exdst. it can only be removed.

Note: In this example, the PostgreSQL Database on the IPOCC Server is used as
the customer database. Other database types installed on other computers can
also be used for example, Microsoft SQL Server. In such instances the required
ODBC driver must be installed before creating the ODBC DSN.
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6. Fill out the connection details of the Customers Database, and then click the

Test tab.

A.

nmoow

Data Source (Used in IPOCC to link to the database)
Database (Name of the database on the Server)
Server (Host name of the Server with the database)
User Name (A User that has access to the Database)
Description

Password (The User password to access the database)

Data Source |SupportlevelDB

User Name | Adrministrator I:_D

Dptions

PostgreSQL Unicode ODBC Driver (psqlODBC) Setup -

D ezcription |5uppnrt Level Databasze @

Database |Support I;B SsL h"|'3"3h3|':"5‘3‘|:‘I'3 v
Server ||POCC Port | 5432

FPazzwiord II.ltilll@

Dalasmm::e| | Global |

7. When the connection to your database is successful. Choose OK to
continue. Then go to step 15.

Connection Test -

I 1 Connection successful

oK

8. If your connection to the database fails. The following steps will help to
validate the connection to a postgres database. Choose the OK button to

clear the warning.
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Connection Test -

l FATAL: database "Support” does not exist

oK

9. .Choose the Windows icon and select the down arrow. Then choose
pgAdminlil.

s Component Services Task Scheduler
. Documents Computer Management g Windows Firewall with Advanced...

:‘ Defragment and Optimize Drives = Windows Memory Diagnostic

|
e Internet Explorer Event Viewer 2) Windows PowerShell (x86)

P e 4 iSCSI Initiator Windows PowerShell ISE
E Pictures Local Security Policy Windows PowerShell ISE (x86)
ODBC Data Sources (32-bit)
g ODBC Data Sources (64-bit) Config
Performance Monitor & Console README
Resource Monitor 3 Display README

Et Security Configuration Wizard y pgAdmin Il README

F@ Server Manager 2> = Scheduler Client

q, Services User Interface Calculator|
@ System Configuration VCSpeechConfiguration . Notepad

g System Information 2 Watchdog Config Paint

10.1In this example where we are using the postgres server on the IPOCC
server, we will not need connection details if you are already logged in with
an Administrators account.
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File Edit Plugins View Tools Help

Object browser

E!E Servers (1)
=-[] 1POCC (IPOCC:5432)
® @ Databases (8)
-1, Tablespaces (8)
{1 Group Roles (0)
-4, Login Roles (12)

11.0pen Databases and check that the database table being used can be

seen.

File Edit Plugins View Tools Help

FTS Configurations (0)
lll FTs Dictionaries (0)
& FTS Parsers (0)

i FTS Templates (0)
% Functions (0)
E% Sequences (1)

=15 Tables (1)
& Trigger Functions (0)
15 views (0)

12.Using the RMB on the table choose View Data and then select the View

Top 100 Rows.
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=P Ta

+- % Sequences (1)

Views (0)
% Slony Replication ©

8 adb
% ck
38 cc
8 mediastore
| postgres
%t
88 umarchive

#-'% Tablespaces (8)

;@ Group Roles (0)

Refresh

Count

New Object
Delete/Drop...
Drop cascaded...
Truncate

Truncate Cascaded

Reset table statistics

Sy ey

Comment
< 1
SQL pane
-- Table Support
-- DROP TABLE "Sup

CREATE TABLE "Supp
B«

support serial N

13.The top 100 rows should now be seen.

Scripts » clid character(l
# 4. Login Roles (12) - ol
I View Data | » I View Top 100 Rows l |
Retrieving details on table Support... Done. Reports » View Last 100 Rows

' Maintenance... View All Rows

Backup... View Filtered Rows...

Restore...

Import...

Properties...

= Edit Data - IPOCC (IPOCC:5432) - Support - Support | = | = [NBCHI
File Edit View Tools Help
‘W S2SNR /YT §(100rows vl
‘ support chid type cname slevel product
[PK] integer character(11 character(8) character(20 character(6) character(9)

| 1 |1001 0124200 Business  Stuart Jone Gold Product A

2 1002 0124| BR01 Business Edward Jone Silver Product A

|

3 1003 01240 202 Business Andy Drew Bronze Product B
: 4 1004 0124' 03 Home Dave Fullma Gold Product B
b ]
S 1008 _~785!3 72 Mobile Liz Hughes Silver Product A
| .
Scratch pad X
S rows.

14.

.Closed pgAdminlll and continue with the connection.

15.Your new ODBC Data Source has now been added. Click the OK button to
close the ODBC Data Source window.

IP Office Contact Center - IVR Editor Scenarios

052016 97



IP Office Contact Center - IVR Editor Scenarios

= ODBC Data Source Administrator (32-bit) x|

User DSN | System DSN | File DSN | Drivers | Tracing | Connection Pooling | About |

System Data Sources:
N/A Adaptive Server Enterprise
SupportLevelDB  32ba Postgre SQL Unicode T

L The driver of this 32-bit System DSN does not exist. | can only be removed.

16.We will now create system Tags and Variables that will be referenced whilst
configuring the IVR script. Open the IP Office Contact center software and
login with Administrator access. Select Goto followed by Configuration.

A, P Office Contact Center

Eile Goto Telephony Help

2 Telephony
Realtime information
Reporting

Agent Status Reports
Contact Detail Report=
Errar List

=R R (= R L E N T

Configuration

9 Ul config
10 Task Flowy Editor

11 IWR-Editar [ P "
12 Dialer

13 E-Mail configuration

14 Address book admin

e Y 'p.*.»\_‘ e, gt
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17. Click System and click Tag list.

A |F Office Contact Center

File Goto Help

Agent Portal SN Service  Windows  Help

General...
Time off...
Reporting settings... I g VEA
Realtime information default values... file | EiTe
‘u’ariables...«’/
Tag list.. .
Configuration report...

Availability for Tasks (default]...

e

Skill overview...

Interface for staff planning...
Task Reports...
Shift plan...

Break Time code

\-M-MMQ e

s g, s SO o it i oas R g gt

18.Click the Add ... button.

-
(&) Defined tags M

M amne Type Drata type Fiesolution |: i Ok, ]
a.absenceMaote <Systemns String S -
Bad ‘Weather Idzer MHurnber |nteger
c.hChained <Spztem: MHurnber |nteger Add
. queLeFrio <Spgtem: Murnber |nteger
c.waitT atal <Spgtem: MHurnber |nteger Change ...
CC WaoicekzgM ame <Spztems String Delete
CCMoiceMegProcessed <System: String
CCKE_Actual_Announce_Time  <System: Mumber Integer
CCKE_AgentDevice_|Id <System; String
CCk_AgentMame |gzer String
CCE_Announce_lnterruptable <S5 estem: MHurnber |nteger
CCk_Called_Addreszs <Spztem: String i
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19. Enter a name to identify the tag. In this example, the tag will reference the
product previously purchased by the customer, therefore the name
“Product” has been entered. Click the OK button.

@B Tag - Create

P

M arme: Product

Type

System-zpecific
@ Uszer-defined
(70 Skl

D ata type: [ String

[] Dwerwrite-protection

Tag from
@ |gnore

(71 Apply, where applicable ovensrite

[] Can be changed by CGI server

Applving Tags into Task resulting from Conference/Tranzfer

(7 Apply anly if transfered, where applicable ovensrite

(71 Apply anly if not available in the original tazk

20. Click the Add ... button.

@B Defined tags @
W E= Type Data type R e=zalution i Ok
ODS|_TExceedSec <Systenns Diuration ... -
ODSI_TPreviewSec <System; Duration in...
O05L_TRemindersec <Spstem: Druration in... Add
O0SL_TwrapupdiSec <Spstem: Druration in... __,..-"""_-

OrderCode <Spztem: String Change ...
Product Idzer String i Delete
q.ocLength <Spgtem: MHurnber |nteger =l
Script_Bad “Weather <Spztems MHurnber |nteqer
Script_Companyrmainmen <System: Mumber Integer
Scrpt_Companymainmenul — <Systemn; Mumber Integer
Script_Good Morning <System; MHumber Integer
Script_Good Weather <Spstem: MHurnber |nteger -
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21.Create a tag for Support_Contract then click the OK button.

@D Tag - Create ﬁ

Mame: Support_Contracy 0K,

Syztem-specific

@ User-defined
) Skill

Data type: [String -

[7] Can be changed by CGI server

[] Dverwite-protection

Applving Tags into Tasgk resulting from Conference. T ransfer
Tag fram
@ |gnore
) Apply, where applicable ovensrite
() Apply only if transfened. where applicable ovenwrite

() Apply anly if nat available in the oniginal task

22. Click the Add ... button again and create a tag for No_Support_Contract

() Tag - Create @

Marne; Mo_Support_Cojtract oK

Syztem-specific

@ User-defined
) Skill

Data type: ’String -

[7] Can be changed by CGI server

[] Dverwrite-pratection

Applving Tags inta Tazk resulting from Conferences/ Transfer
Tag from

@ |grore

() Apply, where applicable avensrite

0 Apply only if ransfered, where applicable ovenwrite

(0 Apply anly if nat available in the onginal task
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23.With the three tags created, select the OK button.

@Bl Defined tags 2
W E= Type Drata type R ezalution o * Ok
O0S|_0OuCCld <Systerns String m
ODSI_TExceedSec «System; Duration in.... _
ODSI_TPreviewSec <System; Duration in... fdd
O05L_TRemindersec <Spstem: Druration in...

ODSI_TwrapupalSec <Spstem Druratior ...
OrderCode <Spgtem: String i -

= Delet

Product Izer String | = |
q.ocLength <Sugtem: MHurnber |nteger

Script_Bad “Weather <Supztems MHurnber |nteqer

Script_Companyrmainmen «System: Mumber Integer

Scrpt_Companymainmenul — <Systemn; Mumber Integer

Script_Good Morning <System; MHumber Integer =

24. We will now create the required IVR script. From the Goto menu click IVR-
Editor.

A |P Dffice Contact Center

File Goto Help

I
o
=
il

Telephony

Realtime information
Reporting

Agent Statuz Reportz
Contact Detail Reports
Error List
Configuration

(L L e L L O o L

Ul config

0 Task Flow Edit

1 MWR-Editor

2 Dialer

13 E-Mail configuration
14 Address book admin

—_

==
et bt Ay
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25. Select IVR script and then select the New option and then select New IVR
script.

A |P Office Contact Center

File Goto Help

Windows Help

Agent Portal VLR Tsd Edit View Tools
- r

Mew Mew IVR script...

Folder...

Save
Save all

Rename

Properties...
Delete

Enable

Print... Ctrl+P

Print preview

Import...
Export...
Export as XML script...

UV

26. Enter the Name Support_Contract and click the OK button.

({0 Create IVR Script

Support_Contracy

[[”'3'] v][ Cancel ]

27.Click the Elements tab.

File Goto Help

Agent Portal VR script  Edit View Tools

HF&E |3 viomEnNs

%3 [IVR script]: Support_Contract

Windows Help

Mg MenuOptions W | | L0000

D@ Voicemail N | b

R [ S ’

ol Wi i TR e e SNV PP
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28. Next, add Local Variables that the new Call flow will use to record
information entered by the customer and that will be used to retrieve

information from the database.

Note: Each IVR Script can have its own Local Variables.

29.Click Edit and select Local variables.

A P Office Contact Center

File Goto Help

Agent Portal =08 View Tools W
3 Local variables... r

Select all Ctrl+ &
Delete Drel

T Support_ContrJ

: @0 Local Variables

M ame Walue ok

&+ Errarlnfo Cancel
& L agtE mor

Add...

/ - Change...
Delete

IP Office Contact Center - IVR Editor Scenarios
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31.Enter the name dbrecordsfound and click the OK button.

: @ Local Variables

M ame S Walue
& Eculai

g (i) Edit Lacal Variable

Mame:  dbrecordsfound

Walle:

32.The configured Variable is displayed.

@B Local Variables

M ame /o Walue
&* Errorlnfa
2t LastEror

& dbrecordsfound

Add...
Change...

Delete

33.Repeat this process to create three more Local Variables for db_results ,

inputdtmf and dbaseS

{0 Edit Local Variable

M ame: l:":I_[ESL,IltSI

Walue: E]

ik g

Cancel
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(i3 Edit Local Variable

M ame: inputdtmf

1]

W alue:

Cancel

@ Edit Local Variable

Mame: Dbaze

0

Walue: |

]

Cancel

ihjg | g

4

34. Once the three Local Variables have been created, click the OK button.

(&) Local Variables ﬂ
Mame ! Walue
@&+ Erorlnfo

Cancel
&r LastError -
& dbrecordsfound A
& db_results
& inputdtrnf Chanie. .

Dh.
& Dbase Delete
4

35. The IVR script can now be created. Begin by adding a Start element. Drag

the Start element into the call flow working area.
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A P Office

File Goto Help

IR script Edit View Tools
= == K R !

-
e [IVR script]): Support_Contract

Windows Help

Agent Portal

»

J

...... Logi ~ L
?OQIE_ \\ _________ L.
------ @CheclemePer"h e
------ ﬁ" Define Vanable T, 4

""" &e Start Script D DD D
A il -ﬁﬁ’w“‘ __‘c‘__“'-“\‘g;\_.'"'ﬁ‘-:."-‘(_ M\JW"“

A. Click and drag.

36. Enter the Label Start and select Not interruptible and then click the OK
button

() Start \ M
Label Start "

\ | Cancel
M at interruptible

Caomment:

37.The configured element is displayed.
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A P Office Contact Center

File Goto Help

Edit View Tools Windows Help

Agent Portal  EAAARIaL

ﬁ Ho&E s v awl@Do
B2 VR script]: Support_Contract

~-abe Comment e
£ Basic elements

------ ? Lagic
------ @ Check Tirme Per
...... &Y Define Variable

38. In this example, the inbuilt Text To Speech system will be utilized to play
messages to the caller. Drag the Text to Speech element to the working
area.

AUl VR script  Edit  View Tools Windows Help
B &E |3 v awEODo

[& IVR scripts [ B8 Bements _ B3 [IVR script): Support_Contract

abe Comment
+-[ Basic elements
= [ Speech element

jAnnouncernent B S 4
:3ﬁ~nnouncementplu5DTMF Srt

(] T=xt to Speech D
29 Record Voice M "

f
J

:
{
'4,';
"’ffffffffffffffff?
¢

Y 4

:%Recurd‘.fmceMall@DTMF ,f
E-gdSendVouceMaﬂasEmaul "'--...____ S
L8 Delete Voice Mail S ———— e e -
=l BTelephony elements o o
L g Call
il eSS ART o A ree ptrassa b boecibe #WH«.\J‘#‘"‘“\W A b b,

A. Click and drag.

39.Enter the Label Welcome Message and in the Text window enter Thank
you for calling the support department. Click the option for Not
interruptible and then click the OK button.

IP Office Contact Center - IVR Editor Scenarios 052016 108



IP Office Contact Center - IVR Editor Scenarios

] @El Text to Speech \

Label: \*'Welc:ume Message 0

Cancel

i

i

[] Text from file
Text:

] Var.

Thank pou far calling the suppaort

*

Browze. ..

Local var. ...

|

Tags...

Language: v []var
Speed of speech: v
Mat interruphible
Comment:
e

40.The configured element is displayed.

A P Offic ntact Center

File Goto Help

Agent Portal IWR script  Edit  Wiewe Tools “Windows Help

ﬁ HG S ® v o=(l@Ds

EE Elements e VR script]: Support_Contract
...... ahc Comment Coe e e e e e e e e e e
|
{2 Speech element T
-~ [E] Announcement SEREORR R '
% Announcementplus DTMF | | f - Srl ..

% Announcement plus DTMF Sequence | |} - - - - - - - - - o oo
% Announcement plus Speech Recognitien | | [ . . .
(%I TedtoSpeech | lb
-89 Record Voice Mail e
%% Record Voice Mail PlusDTMF [ V[ -0 000
{28 Send Voice Mail as E-mail | Jp oo
88 Delete Voice Mail S
£ Telephony elements SRR
‘a& Calll WU T

R M1M.DMIIM-\\‘ e it L s g spe i g i gpiann, 0T

41.We now need to open the Customers Database. Drag the Open Database
element onto the call flow working area.
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Agent Portal

IVRscript  Edit View Tools Windows Help

abe
+ D
=@

i
J

(= N

- N’S‘iﬁfﬂ‘.’ﬂh A e St

& gvias@oDm

'E [IVR script]: Support_Contract

Comment

Basic elements
Speech element

[5] Announcement
% Announcement plus DTMF

._% Announcement plus DTMF Sequence
_%1, Announcement plus Speech Recognition
_{‘{' Text to Speech

9 Record Voice Mail

23, Record Voice Mail Plus DTMF

&8, Send Voice Mail as E-mail

99 Delete Voice Mail

" )] Open Database
¥ Close Database
Add Record

EJ Modify Records

SR B M ey B e e e B
PR O i SR iR S
.............. ,,..............4
............ i NN
........ e g
o A DA G DI B A . \"}

A. Click and drag.

42.Enter the Label Open Database.
(&) Open Database v [
Label: Open Databasze

DB wvanable:
Mame of data sourc
Uzer:

Paszzward:

[ Mat interruptible

Commenk;

E] Cancel
\ Elv Local war. ...
ar.

=}

[ %ar.
[]*ar.

43.Then in the field DB variable enter Dbase.
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n 1
=)
(i3 Open Database .- u
Label: Qpen Databaze | QK I

/ Cancel
DB wariable: Dbasze E]

Local war. ...
M ame of data source; War, -

| Uzer; Yar,

Pazgwiord: Var.

Mot interruptible

Comment;

44. In the field Name of data source enter SupportLevelDB. This is the name
used when creating the ODBC Data Source.

IP Office Contact Center - IVR Editor Scenarios 052016 111



IP Office Contact Center - IVR Editor Scenarios

User DSN | System DSN | File DSN | Drivers | Tracing | Connection Pocling | About |

System Data Sources:

MName Platform = Driver Add.
ASE M/A Adaptive Server Enterprise
SISSEVER] 32bit  PostgreSQL Unicode | Remove |

45.1n the field User enter the name of a database user account e.g.
Administrator. If required, enter the password for the customer database.

Hmddﬂam.me:lﬁmpntﬂ.meﬂ& |Dm

User |Achiishalnr |[] Var.
Passwoid: 0000000000000 | |V

46. Select the Not interruptible check box. Then click the OK button.
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@ Open Database
DB vaiiable:  |Dbase 2]
Mame of data m.t:e:!lﬁwmll.mﬂﬂ | []Var. Local var
User: IAchﬁsl:alm | [ V.
Password: | es0ccesessene [ va
Mot interuptible
Comment:

47.The configured element is displayed.

A

File Goto Help

IR script Edit Wiew Tools  Windows Help

Agent Portal

HO & ® v |o=[@0e

& IVR scripts BE Eemerts

e

...... abc Comment

-] Basic elements

[ Speech element

------ E| Announcement

------ % Anncuncement plus DTMF

------ % Anncuncement plus DTMF Sequence
------ @) Announcement plus Speech Recognition
...... % - Text to Speech

------ 28 Record Voice Mail

------ % Record Yoice Mail Plus DTMF

------ £2, Send Voice Mail as E-mail

...... 28 Delete Voice Mail

w1 Telephony elements

=-[ Database elements

------ {@ Open Database

------ ﬁ Close Database

f
J

------ Add Record
A e e, g A AT

52 VR script]: Support_Contract

NENEHEHE RIS |
SEEEEEEFH TS FHPHEE
gl
i g
.‘.MH“‘RJ*‘ ...... l

48. We will now use a Logic element to capture the callers CLID. Drag a Logic
element onto the IVR script working area.
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Agent Portal

f
J/

VR script  Edit View Tools Windows Help

Ho &2 v|e=@oa

@ IVRscipts | OO Elements

B@ [IVR script]: Support_Contract

~—abe Comment
-2 Basic elements

3!
L E Branch %"\-

T wait ~.
- B Start Script S
[ start Program Ny,
E. [& Speech element S
@ Announcement -
------ E& Anncuncement plus DTMF
! @1 Announcement plus DTMF Sequence
~.[£L, Announcement plus Speech Recognition
f: Textto Speech
e Record Voice Mail

i B s B B DFA g s e |

A. Click and drag.

49. Name the Label Capture CLID

@B Logic

Label:

Capture CLID

Condition:;

Comment;

Cancel

Dperatars. ..

Local war. ...

Error codes. ..
[] Mot interuptible

50. Left mouse click in the Condition window then click the Tags button.
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@ Logic
Label: Capture CLID 0k
Cancel
Condition:

Operatars. ..
Local war. ...
Tags...

Error codes. .
[ Mot interuptible

Comment;

DEENEE)

51. Select the <:CCK_Calling_Address:> tag

{0 Select Tag ﬁ

M arne I Tvpe Data... =
a.abzencetote ¢Szt Shing ‘ E
B ad ‘Weather Idzer Murmber
c.hChained <5zt MNumber

. queLePrio Szt MNumber
c.waitTotal <Spst.. Mumbe
CCMoicetzgMame <Syst..  Shing
CCMoicetzgProcessed <Syst..  Shing
CCK_Actual_Announce_... <Swst..  Mumber
CCE_AgentDevice_[d <Swpzt.. Shing

CCE_Agentt ame [dzer String
CCK_Announce_lnterrup...  <Syst. Mumber
CCFk_Called_Address <5zt Shing
CCk_Caller_Mame <Supzt.. Shing

CCk_Calling_Address <Spzt.. Shing
CCK_Cusgtomer_Info
CCK_Customer_Mumber String

[ I T PSR N e ¥ hlora b
4 | 1] | 3

Coluninz

r:|

52.Click after the > and select the Operators button.
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ral

& Logic [ =
Label: Capture CLID
Cancel
Condition:
<:CCK_Calling_sddress:» Operataors...

Tags...

[ Mot interuptible

Comment:

Local war, ...

Error codes. ..

53.Click the Unequal operator then click the OK button.

({0 Allowed operators and functions

il

+ Addition -
++ Pre- and postincrement
Subtraction

Pre- and postdecrement =
Fultiplication

Divizion

b adula

Binary AMND. eg. 2 % 4 izfalze, 2% 3
Binay OR, eg. 2 % 4 is tue

Open bracket

Cloze bracket

—_—— g s e x|

Comparizon operators

== EEuaI

e Less
{= Lezz-or-equal
> Greater
] 1 P

OE.

Cancel

54.Then type “” after the operator

IP Office Contact Center - IVR Editor Scenarios

052016 116



IP Office Contact Center - IVR Editor Scenarios

& Logic *

Label: Capture CLID

]

Condition:

<.CCK_Caling_Address:>1=""

[] Mot interuptible

Comment:

Cancel

Vi

Operators. ..
Local war. ...
Tags...

Error codes....

55.Click the Not interruptible check box and then click the OK button.

(@ Logic *

i

Label: Capture CLID

Condition;

<CCk_Caling_Addreszs:»1="

M at interruptible

Comment;

Cancel

Operators. ..
Local war. ...

Tangsz...

Error codes. .

56.The configured element is displayed.
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Agent Portal IVRscript  Edit View Tools Windows Help

ﬁ Ha & nv o= @Do

B2 VR script]: Support_Centract
c-abe Comment
- Basic elements

...... ? Logic
------ @ Check Time Periods
...... B Define Variable

------ K—E Start Script
------ Start Program
E-[@ Speech element
------ @ Announcement
------ % Announcement plus DTMF
% Announcement plus DTMF Sequence
------ % Announcement plus Speech Recognition
------ (_@ : Text to Speech
Record Voice Mail

------ Record Vaice Mail Plus DTIJIF
apean s S0 SR UL s g

57. We now need to use a Database query based on the customer’s CLID, to
locate the customer’s record within the database. To do this an SQL query
element will be used. Drag the SQL query element into the IVR script
working area.

YNNG VR script  Edit  View Tools Windows Help
ﬁ HF&E 8 v ia=EDm

[ @ VR scipis | B8 Bements | ™3 [IVR script]: Support_Contract
abe Comment
@-[C1 Basic elements
-1 Speech element
#-[] Telephony elernents
=-[a Database elements
{#§ Open Database
% Close Database
R Add Record
E7 Modify Records

By Next record s
ﬁ Delete Record e,
Bg Modify record ~

PPN VNPT SR SRR SISOV R P

A. Click and drag
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58. In the Label field enter Query Dbase for CLID and then click the ...

browser button adjacent to the DB variable field.

@ sQL query

- = -

-

- E -

Warishlez for result

Record wariable:

Mumber of records:

[] Mat interruptible

Comment:

[
Label: Query Dbase for CLID| oK ]
DB wvanable: E]

SOL query [T Advanchd mode Local var. ...
DE table: '
Field: Operation: “alue: AMD

59. Select Dbase and click the OK button.

@ Select...

| Dbaze SupportLeve... Adrministratar

IP Office Contact Center - IVR Editor Scenarios
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60. Now select the ... browser button adjacent to the DB table field.

® sl query =]
Label: Guery Dbasze for CLID 0K
. Cancel

DB wariable: Dbase [:] [

SOL query Advanced mode

DB table: E]

Field: Operation:  Value: AMD \

~ B -
g

T e A A . gl AR D s B il b

61. Select Support and then click the OK button.

62. Click the drop down arrow next to the first Field and select clid.
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O] SQL query =)

Labet |E!uer_l.l Dbase for CLID | | 0K l

DB variable; |Dbase ||]
SOL query [ ] Advanced mode

DB table; | Suppart |D

Figld: Operation:  Value: AND
|

Chame
product
glervel
suppork
ype

.

W ariables for result

Record variable:

Murnber of records:

[ ] Mat internptible

Comment:

Note: The direct access to the columns within the customers DB table is only
possible when the IVR-Script is developed on the IP Office Contact Centre server.
If access is required from a client, the ODBC driver for the customer database
must be installed on the client PC.

63. This will reference the Clid records contained within the database as
illustrated below.

suppotk clid bype Cname slevel produck
1{1001 (017 o1 JBusiness Skuart Jones Gold Product &
2(100z (17 01 Business Edward Morton Silver Product £
31003 12 0z Business Andy Drew Bronze Product B
4|1004 12 03 Home Dave Fullman Gold Product B
5|1005 075 7z Mabile Liz Hughes Silver Product A
61006 (017 12 |Mobile Biob Smith Silver Product &
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64. In the Value Field in the same row as clid enter
‘<:CCK_Calling_Address:>’

Duery Dbasge for CLID

]

65.Click the Local var... button.
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Huemw Dbase for CLID

Local var. ...

'¢.CCK_Calling_a,

66. Click db_results and click the OK button.

Narne | 0 |

dbase
@ vt
s

IP Office Contact Center - IVR Editor Scenarios
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67.In the Number of records field enter dbrecordsfound.

Ouery Dbase for CLID | (1] 4 |

Q&I

‘¢ ECK_Calling_a

db_resuilts
dbrecordsfound
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68. Click the option for Not interruptible and click the OK button.

Query Dbase for CLID |'—ﬂk—|~+
T e

0] | Cencel |
Local war, ...

'¢ECK_Calling_a

db_results
dbrecordsfound

69. The configured element is displayed.

IP Office Contact Center - IVR Editor Scenarios 052016 125



IP Office Contact Center - IVR Editor Scenarios

I¥R script  Edit  Yiew Tools Windows Help
HE&E & o=lems

@ ¥R scripts | BB Elementsl [I¥R script]: Support_Contract

R

70. We will now use a Logic element to check if the customer CLID was found
in the customer’s database. Click the Elements tab and Drag a Logic
element into the IVR script working area.
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File Goto Help

IOl A B [VR script Edit  View Tools Windows Help
. Bo&a | a=lene]

@ IVR scripts EB Elements I [I¥R script]: Support_Contract

abe Comment =
J (5[ Basic elements

" @ Start Program \‘
= [ Speech element \‘
: [5] Announcement “
E} Announcement plus D'H{F
Fja Announcement plus DTMR{equence
Ezl; Announcement plus Speechﬁ,fcogniti
‘% Text to Speech
22 Record Voice Mai
23, Record Voice Mail Plus DTMF ™
24 Send Voice Mail as E-mail
# Delete Voice Mai
=& Telephony elements
i ¢ cal
&8 Send DTMF Tones
R Consultation

LR WP S

A. Click and drag.

71. In the Label field enter CLID found in Dbase.

(’ Logic

Label IELID found in Dhase ok,

Condition:

| x|

x|

_ Gl |

i Operatars... |
_Lecavar... |

T

_Enor codes. |

[ Mat interuptible

Comment;
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72.In the Condition field enter <:dbrecordsfound:>>0 and click the Not
interruptible check box. Then click the OK button.

) Logic |
Label IELID found in Dbaze * oK. |
/ Cancel
Conditiar:

<:dbrecordsfound: > >0 Operatars...

Local «ar. ...

Tags...

Bk

Error codes. .

v Mot intermptible

Comment;

73.The configured element is displayed.

A 1P Office Contact Center

IVR script Edit View Tools ‘Windows Help
HES(H v |a=xemp |

EO
@ VR soiipts OO Elements |

[I¥R script]: Support_Contract

----abe Comment =

[=]- [ Basic elements

[ Speech element

|§| Announcement
% Announcement plus DTMF
% Announcement plus DTMF Sequence
@_) Announcement plus Speech Recognib
% Text to Speech

20 Record Yoice Mail
% Record Voice Mail Plus DTMF
{38 Send Yoice Mail as E-mail

* Delete Yoice Mai

[=-[ Telephony elements

‘R call
% Send DTMF Tones

- R Consultation

B o e

IP Office Contact Center - IVR Editor Scenarios

¥osat P S .
..... L ki e
m’ Bnd .. . A Start B
W Trace b Ll .
Lo mm (O P
@ Check Time Peviods || |f 0o % """
ﬁ Define Variable L b -0 Welcom{ . . ... ...
..... IE Coe e
| | D A
o B walt
o | 5 e
[ start program S Open Dy S
TE
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74. After the CLID of the customer has been found, we can query the customer
database for additional information. We can do this using the First Record

element. Drag the element into the IVR script working area.

A 1P office Contact Center

File Goto Help

O e B VR script  Edit  View Tools Windows Help

B &g v a=zlemo|

@ VA scipts B8 Elements |
abe Comment

- Basic elements

j-] D Speech element

[=| (@@ Telephony elements

¢ cal

#2 Send DTMF Tones
R Consultation

f
J

& & Transfer
R Toggle
= Disconnect
(‘_* Drop

& Information on connection
[= [ Database elements

|i Open Database

¥§ Close Database

Add Record

m Modify Records

Delete Records

ARA, Bt APt oy el g

A. Click and drag.

75.1n the Label field enter Assign Values.

€} First Record

Lakel: I.t'-\ssign WValues
DE wariable: I
Record variable: I

Field aszignment

Field | % | Walue [var]

[ Mot intermuptible

Comment:
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76. Click the ... browser button adjacent to the DB variable field.

{=) First Record

Label: Iﬁssign Walues
DB wariable:; I
Record variable: I

Field azzignment

Field |y | Walue fvar ] |

S P A gt g A e nt N
77. Select Dbase and click the OK button.

© Select...

DB vanable Mame of dat.. ° User L

SuppoiiLeve... Administraton

78. Click the ... browser button adjacent to the Record variable field.
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Record vanable

80. Click the Create button.
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) First Record
Label: I.ﬁ.ssign Walues oK |
Cancel
DE wariable; IDbEISE J 4|
Fiecord ariable; IHb_fESU“S B Local var. ...

Field azzignment

Field |y | Walue fvar ]

S WP S, #-"\*Mﬂi— HJ“*‘H"
81. Select cname and click the OK button.

£} select...

FIEld Ll _I-W

clid

Caricel |

product
zlewvel
zupport
Iype

| Y

82.This will reference the cname records contained within the database as
illustrated below.

suppark clid bype cname slevel produck
11001 o1z aa Business Stuart Jones alla] Product A
2(1002 01z n1 Business Edward Morkon Eilver Product A
3(1003 o1z 0z Business Andy Drew Hronze Produck B
4(1004 01z 03 Home Crave Fullman faold Produck B
5(1005 073 7z robile Liz Hughes Bilvver Product &
&(1008 o1z 1z Mobile Bob Srith Eilver Product &

83. Select the field ‘cname’ and enter CCK_Caller_Name (this will store the
CLID of the caller as CCK_Caller_Name which we be displayed on the
Agent’s User Interface).
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) First Record

Label I.t'-‘-.ssign Walues

Cahcel

DB wariable: IDbase

Fecard variable: Idb_results Local war, ...

.
O
Field assignment

Field W | Walue [var.] | Create
i cname [CCK_Caller_MName ]

\ Delete

o e dhennl o b B et gt -~

i ERE

84.Click the Create button and select slevel and click the OK button.

£ First Record x|

Label: IAssign Walues u}

Cancel
DB variable: IDbase

Record variable; Idb_lesults

Field azsignment

Local war. ...

ik

T
-

Field | WV | Walue [var.) | Create
chname CCK_Caller_Mame
i 7 / ; Delete |
) Select...
Field name | oK
clid
chame Caficel
product
suppork
type:
| P

85. This will reference the slevel records contained within the database as
illustrated below.

suppork clid bype CNAMme slevel produck
1{1001 niz i Business Stuart Jones Gold Product A
2(1002 niz 01 Business Edward Marton Silver Product A
31003 niz nz Business Andy Drew Bronze Product B
4| 1004 niz 03 Home Drave Fullman Gold Product B
5|1005 075 7z FMobile Liz Hughes Sikver Product A
&(1006 oLz 1z Mobile Bob Smith Silver Product A
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86. In the Value field enter Support_Contract

=) First Record

Label: Iﬁ-‘ussign Walues 0k I
Cancel
DB variable: IDbaSE J |

J Local var. ... |
Field azzignment
Field | W | W alue [var.] | Create |

CName CCE_Caller_MName
{zlevel | |Support_Contract ] Delete |

Record variable; Idb_resuﬂs

v il »ﬂﬂ‘\)“*-ﬂ"’ gl oy ot e it 4

87.Click the Create button. Click product and click the OK button.

£ Y First Record |

Label: Iﬁ-‘assign Walues ok |
J Cancel |

J Local war. ... |

DB wariable; IDbaSE

Record variable; Idb_results

Field azzignment

Field | .| Walue [var.)
Chame CCk_Caller_Mame
zlevel Support_Contrac

i e

-
) select...

Field name | k.
clid
Chame C |

glevel
support
type
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88. This will reference the product records contained within the database as

illustrated below.

suppork clid kype Chamme slevel praduck
1{1001 niz i Business Stuart Jones Gold Product A
Z[100z2 oLz 01 Business Edward Martaon Silver Product A
31003 niz 0z Business Aandy Drew Bronze Product B
4|1004 niz 03 Home Drave Fullman Gold Product B
51005 07a TZ Maobile Liz Hughes Silver Product &
6|1006 niz 1z Fobile Bob Srith Silwer Product A

89. In the Value field enter Product.

{=) First Record

Label: I.ﬁ.ssign Values oK
Cancel

DE wariable: IDhaSE J

R ecord wariabls: Idb_results J Local war. ...

Field azzignment

Field | v | Walug [var] |

Create

chame CCK_Caller_Mame
zlevel Support_Contract Delste
{ product | [Product ]

[ Mot internuptible

Comment:

i EER

90. Click the Not interruptible option and then click the OK button.
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€} First Record

Label: IAssign Y alues

DB wariable: IDbaSE

Fecord variable: Idb_results

Field assignment

chame CCK_Caller_Mame
Hlevel Support_Contract Delete

Canicel |
Local war. ... |

Field | W | Yalue [var.] | Create |

{product .| Product

v Mot interuptible

Comment:

91.The configured element is displayed.

A IP Office Contact Center
Eile Goto Help

P d e I VR script Edit Wiew  Toals  Windaws  Help

f Hoagn/|a=leno|

- EO
@& YA scripts OO Elements |

------ abc Comment
J -1 Basic elements
-1 speech element
= Telephany elements

------ &% Transfer
...... ‘B Toggle

= [ Database elaments
------ {# Open Database
------ % Close Database
------ #dd Record
Modify Records
------ Delete Records
=1 Aecess recard

; E S0L quety
- [ﬁ First Pecord
E Mexk recard
ﬁ Delete Record
B Madify record

[I¥R script]: Support_Contract

.fi\ss Wal
[E18TE]

IP Office Contact Center - IVR Editor Scenarios
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92. Once the information from the customer’s database has been retrieved, the
link to the database must be closed. This action is completed by using the
Close Database element. Drag the Close Database element into the IVR
Script working area.

IP Office Contact Center

IVR seript  Edit  View Tools Windows Help
He & av|aslemdo

@ VR scripts B Elements |
abe Comment

- Basic elements

@ [ speech element

[=] @ Telephony elements
& cal

8 Send DTMF Tones
R Consultation
4 Transfer

R Toggle

7~ Disconnect
2 orop

£ Information on connection

T Close Da k
Add Record e
[ modify Records
Delete Records
=) [ Access record

!

]

1

1
E SQL query l‘
1

1% First Record

By hiext record “
ﬁ Delete Record ‘\
by Modify record

\_,u“ﬂ--\“"‘"w-‘.-ﬂ

A. Click and drag.

93.In the Label field enter Close Dbase and then click the ... browser button
adjacent to the DB variable field.

£} Close Database I
Label: ||:|IIISE Databaze (] I
Cancel |
DB wanable: I
Localwar. .. |
™ Mot intermuptible
Comment:
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94.Select Dbase and click the OK button.

©)] Select... [x]

DB wanable Mame of dat... ' User b

SupportLeve. .. Adranigtrator

95. Select the Not interruptible check box and click the OK button.

{2} Close Database

Label: ||:|I:ISE Dratabaze

DB wariable: IDI:uase

I Mt interruptible

Comment:
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96. The configured element is displayed.

A 1P office Contact Center

IVR script Edit View Tools  Windows Help

Ho & A/ | a=lems |

@ IR scipts B Elements |
-abe Comment

-] Basic elements

-] Speech element
=G Telephony elements

------ #8 Send DTMF Tones
------ R Consultation
------ &% Transfer

------ B Toggle

=] Database elements
...... {8 Open Database
------ % Close Databass
...... add Record
...... Modify Records
------ Delete Recards
[=]- [ Access recard
E SOL quety
. [g First Record
E Mext recard
E Delete Record

NPT S S

IP Office Contact Center - IVR Editor Scenarios
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97. The IP Office Contact Centre system will audibly inform the caller their
current level of support before their call is directed to an Agent. To do this a
Text to Speech element can be used. Drag the Text to Speech element
into the IVR Script working area.

A IP Office Contact Center

IVR script  Edit View Tools Windows Help
o0& a | a=lemm |

@ IVR sciipls B Elements I [IVR script]: Support_Contract

abe Comment

#- [ Basic elements

[=] @ Speech element
é‘] Announcement
LE} Announcement plus DTMF
(53 Annof
g
2 Text to Speech
29 Record Yoice Mal ’t‘
28, Record Voice Mail PIGELTMF
&8 Send Voice Mail as E-mal\
Q Delete Voice Mail \

=1 (@ Telephony elements \\
¢ cal !
@3 Send DTMF Tones %
R Consultation \

&% Transfer \
‘R’ Toggle
+%= Disconnect
e orop
‘.i Information on connection
#-[ Database elements

o N Ao il Ah A ete apinad- o 2L

A. Click and drag.

98.In the Label field enter Support Level and in the Text window enter You
have a support level of <:Support_Contract:>.

{:) Text to Speech

Label: ISupport Level oK I
™ Test fram file Cancel |

Uk You have a support level of <ZSU|:;I I Var. Browse... |
LI Local var. ... |
Tags... |

Language:

Speed of zpeech:
[ Mot interuptible

Comment:

IP Office Contact Center - IVR Editor Scenarios 052016 140



IP Office Contact Center - IVR Editor Scenarios

99. Select the option for Not interruptible and then click the OK button.

) Text to Speech

Label: ISupport Level oK I
[ Teut from file Cancel |

Ve “r'ou have a support level of <:Su|:;| ™ ar Browse,.. |
LI Loeal war. ... |
Tags.. |

Language: ISystem j ™ ar

Speed of speech:

v Mot intermuptible

Comment:
=l
-]
|
100. The configured element

IPF Office Contact Center

IYR script Edit  wiew Tools ‘Windows Help

is displayed.

CEEIERE R =)

& VR scripts EE Elements I

------ abe Comment

H-[] Basic elements

=1 Speech element

------ |§| Announcement

------ % Announcement plus DTMF

------ % Aannouncement plus DTMF Sequence
------ % Announcement plus Speech Recognition
------ 7 : Text ko Spesch

------ B8 pecord Yoice Mail

------ 22, Record Yaice Mail Plus DTMF

------ £24 Send Yaice Mai as E-mai

------ % Delete Yoice Mail

=1 Telephony elements

------ #2 send DTMF Tanes

...... R Consultation

#-[C] Database elements

[I¥R script]: Support_Contract

i ameanel i A o iy APt gl
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101. We now need to add another section to the IVR Script that can be
used if no CLID is detected. This will provide the caller with an opportunity
to enter their support contact number. This can be achieved by using an

Announcement plus DTMF Sequence element. Drag the element into the
IVR Script working area.

Contact Center

IVR script Edit  View Tools Windows Help
Hoa8|a a=|lems] L

@ IVR sciipts EE Elements I [I¥R script]: Support_Contract
abe Comment
-] Basic elements
E & Speech element
2] Announcement
21, Announcement plus DTHA
(3 Announcement plus DTMF Sequenc
@ Announcement plus Speech Recognitiy
@ Text to Speech
R8 Record Yoice Mail
%8, Record Yoice Mall Plus DTHF
88, Send voice Mail as E-mai
* Delete Voice Mail
(= @@ Telephony elements
¢ cal
&8 Send DTMF Tones
R Consultation
&% Transfer
R Togge
+= Disconnect
('; Drop
(’i Information on connection
-] Database elements

oo Aol AP s e, |

A. Click and drag.

102. In the Label field enter Enter Support contract number.
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() Announcement plus DTMF Sequence

Label: IEnter Suppart contract number ok I
Catcel |
—Announc. test—T Test to speech —
Browsze... |
File:
- Il [ Var Loeal war. ... |
& Default folder
Tags... |
" Folder
" Folder var.: I

Diigits for waniable: I

[~ Input possible during announcement

Cancellation criteria

Mumber of digits: l—
End digits: [
Irvvalid diits (opt | [
Maw. input time [mm; ss): l—

[ Mat intermuptibls
Carmeht:
[~
[~
|
103. Then click the Text to speech check box.

‘, Announcement plus DTMF Sequence

Tags...

Label: IEnter Support contract number 0K I
Cancel |
—Announc, kext—Iv Test to speech —
[T Test from file ‘ Browse... |
Tesxt: -
= | J I Var Local war. ... |

[~
Language: ISystem j [~ War

Speed of zpeech: IEi [default] vI

ol Nt 0l sl Satrstlte- o, e

104. In the Text field enter Please enter your four digit support
contract number. If you do not have an account number, please hold.
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{} Announcement plus DTMF Sequence

Label: IEnter Support contract number Ok

Cancel
—Announc. text—Iv Test ko speech —]
[~ Teut from file Browse...

Text: Pleaze enter yaur four digit s;l [ War Lacal var

‘ Tags...

L

)

105. Then in the Digits for variable field enter inputdtmf.

{} Announcement plus DTMF Sequence

Label; IEnter Support contract number ok I
Canicel |
—&nnounc. text—Iv Text to speech —
™ Text from file Browsze. . |
Text: Pleaze enter your four digit :;I [ Van Local var, . |
Tags... |
Language: ISystem j [ Mar,

Speed af speech: IE [defauilt] vl
/

Digits for wariable: Iinputdtmf

[ Input pozsible during announcement

T Rancelatipitera g gt @i gl e

106. Select the Input possible during announcement check box.
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£} Announcement plus DTMF Sequence

Label: IEnter Support contract number 0K, I
Cancel |
—Announc. text—Iv Tewt bo speech —
[~ Test from file Browse... |
Test: it =
Exl Pleasze enter wour four digit ;I [ ar Local var |
Tags... |
Larguage: IS_I,Jstem j I~ “ar

Speed of speech: IE [default] VI
Digits far wariable: Iinputdtmf

¥ Input possible during announcement

Mumber of digits: I

H!ﬁhi-—u.h“.-‘\aﬂ‘m‘ﬂm S Y

"Cancellation criteria

107. The Cancellation criteria must now be defined to determine if the
customer has entered a valid support contract number. In the Number of
digits field enter 4. In the End digits field enter #. In the Max input time
(mm:ss) field enter 00:20 and then click the OK button.

{2 Announcement plus DTMF Sequence

Label: IEnter Support contract number

Cancel

- Announc, test— Text to speech —
[~ Test fram file Browze,.. |
Text: it =
B Please enter pour four digit ;I [~ War il S o |
Tags... |
=
Language: ISystem 'l [ War
Speed of speech; E [default) -

Diigits for wariabls: Iinputdtmf

¥ Irput possible during announcement

Cancellation criteria

Mumber of digits:

|4
End digits: |1’t

Irvealid digits [opk.]:

taw. input time [mm:zs]: 0:20

[ Mot interruptible

Camment:

L
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108.

The configured element is displayed.

A P Office Contact Center

File Goto Help

109.

o Help

IR script Edit View Tools ‘Windows Help

Ho & n | a=lemm |

. |

& VR scrpts %E Elements |

...... abe Comment

-1 Basic elements

=1 Speech element

------ @ Announcement

------ % announcement plus DTMF

------ % Announcement plus DTMF Sequence
...... E}) announcement plus Speech Recognition
------ 7 : Texk to Speech

------ 28 pecord Yoice Mail

------ %2, Recard Yaice Mail Plus DTMF

------ &2 Send Yaice Mail as E-mail

------ # Delete Vaoice Mail

=]l Telephory elements

------ @8 Send DTMF Tones
...... R Consuleation
------ & % Transfer

...... ‘B Togge

------ ﬂ Infarmation on connection

+-[] Database elements

[I¥R script]: Support_Contract

By using the DMTF entered by the customer, we can check to see if
the digits entered match a record in the customer’s database. To do this an
SQL query element can be used. Drag the element into the IVR Script

working area.

A P office Contact Center

Agent Portal IVR script  Edt View Tools ‘Windows Help

& Ho & A v |a=eme

@ WA sorips B Elements |

, "

(=@ speech element

-0 Telephony elements
[} @ Database elements

abe Comment
[ Basic elements

[£] Anncuncement

[Zh Announcement plus DTMF

_‘:& Announcement plus DTMF Sequence
[EL, Announcement plus Speech Recognition
2 Text to Speech

29 Record Voice Mail

28, Record oice Mail Plus DTME

884 Send Voice Mail as E-mall

8 Delete Yoice Mail

(@ Open Database

¥ Close Database
Add Record

[E] Modify Records
Dele|  (A)

= @ AccelTTEON

¥ s auenl
Wy Fist Ra:nr

W textrecord U

[I¥R script]: Support_Contract

¥ Delete Record
B Modfy record

g ad P

A. Click and drag.
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110. In the Label field enter Dbase Query.

{) SOL query

Label: IDbasE Cluen

Cancel
DB wariable:; || J

Local war. ...

i

—S0L queny—T Advanced mode

DB table:

N

Field: Operation: Y alue: AMD

Led Led Led Lo
in| W] | ]

Led Lef Led Lo

—Yanables far result

Fecard wariable: J

Mumnber of records;

[ Mot intermuptible

Comrment;
-]
=l
|
111. Click the ... browser button next to DB variable field.
{) SOL query

Label: IDI:uase (uem ok I
= Cancel

DB wariable; || qJ |

SOL query— T Advanced mode o Localvar .. |

DB table:

o ol b LA g AL, s il
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112. Select the Dbase variable and then click the OK button.

DB wariable Mame of dat...  ° User

SupportLeve... Adriniztrator

113. Select the ... browser button next to the DB table field.

() SQL query

Label [Dbase Query oK, |
Cancel |
DB wariable: ID baze I_I

~SOL query— T Advanced mode — Localvar .. |
DE table: I ﬁJ

Field: Operation:  Yalue: AND
! =B
\W bt .y

114. Select customers and then click the OK button.
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115. Select the drop down arrow in the first Field window and select
support.

{) SOL query

Label |Dbase Query oK. |
C I
DE wariable: IDbaSE J ﬁl
~50L quey— Advanced mode — ﬂl
|
DB table: | istomers |_|
Field: Operation:  Walue: AMD
| - E o
lid -
Erlmme IE J I
duct -
evel B =
-

type

—Yanables for result

ﬂ_.ﬁ_e_u:u:urrilva le: - J'_”"‘ R IL . -

This will reference the support records contained within the
database as illustrated below.

suppork clid bype CNAMe slevel produck
1{1001 joiz i Business Stuart Jones Gold Product A
2(1002 |I312 01 Business Edward Marton Silver Product A
31003 |I312 nz Business Andy Drew Bronze Product B
4|1004 IIIIIE 03 Home Drave Fullman Gold Product B
5|1005 ID?S TZ FMobile Liz Hughes Silver Product &
6|1006 IIZIlZ 1z Mobile Bob Srith Silver Product A
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117. In the Value field enter ‘<:inputdtmf:>’

|Dl:nasa

[ Advanced mads

[suppnrt

Operation:  Value: AND

W | [E ' inputdtnf; >
v| 2

v| 8
v| 8

Wanables for result

Record variable:
Murnber of recaords:

[ ] Mot interuptible
Comment:

118. Select the ... browser button adjacent to the Record variable field.
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{-) SOL query

Scenarios

Label: Dbase Query oK
DB variable: Dbase Cops
~SOLquery T Advanced mode Localiver.t>
DB table: Icustumers J
Field: Operation:  Yalue: AND
|M j ]E :I "<inputdtrnfs "
I N
| -
I e =
Variables for result
Record variable: ﬂ
Number of records:
\!:w o it i M"w M et
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Dbaze Cusmny

Dbase

] Advanced mads [ Localvar. .|

|suppnn

Dperation:  Value: AND
v| [E "¢:inputdtrf s
v| B
v| B
v| B

W ariables for result

Record vanable;
Mumber of records:

[T Mat interuptible
Comment:

119. Click the db_results variable and select the OK button.

Record variable
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120. In the Number of records field enter dbrecordsfound.

| Dbase

[] Advanced maode

[suppnrt

Operation:  Value:

AND

v| 8

"¢:inputdtmf; s’

v| 8

v| 8

v| 8

Wanables for resulk

Recaord vaniable:

Murnber of recards;
[ ] Mat interuptible
Comment:

db_resultz

dbrecaordzfound

121. Click the Not interruptible check box. Click the OK button.
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Local var. ...

[suppnrt "Zl

Operation;  Value: AND

v| [E "¢:inputdtrf s
v) (8
v] (8
v] (8

W ariables for result

db_rezults

Record variable:
Mumber of records:

dbrecordsfound

@;Nnt interruptible
Comment:

122. The configured element is displayed.
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A IP Office Contact Center

IYR script Edit Wiew Tools Windows Help

CEEIRRAL =

& VR scripts %E Elements |

e abe Comment

+ [ Basic elements

[—]D Speech element

E Announcernent

% Announcement plus DTMF

% Announcement plus DTMF Sequence
@) Announcement plus Spesch Recognition
%l Text to Speech

- B8 Recard Yoice Mail

% Record Voice Mail Plus DTMF

&% Send Yoice Mail as E-mail

@ Delete Yoice Mail

-] Telephony elements

[=)-[g@ Database elements

lj Open Database

ﬁ Close Database

Add Record

Modify Records

-] Delete Records

[=]- G Access recard
..... E SQL query
----- First Record
----- ﬁ Nesct record

[I¥R script]: Support_Contract

o, wﬁ-aw\\ il e AP

123. We will now use a Logic element to check if a Support contract was
found in the customer’s database. Drag a Logic element into the IVR Script
working area.

A P office Contact Center

File Goto Help
IVR script  Edit  View Tools Windows Help

Ho &3/ | axlemp|

@ IVR scipts B Elemens |
abe Comment
[=] @ Basic elements
¥ Start

B Branch \
X wait \
&g Start Script \\
@ Start Program \\
[= @ Speech element \

N
[Z] Announcement \

E—:} Announcement plus DTMF \\
Ei;'s Announcement plus DTMF Sequ;Nce
El) Announcement plus Speech Recognhien
Zﬁ Text to Speech \
29 Record Voice Mail
23, Record Yoice Mail Plus DTMF
&2 Send Voice Mail as E-mail
98 Delete Voice Mail

#- Telephony elements

# [ Database elements

[I¥R script]: Support_Contract

"‘MW-‘ i

A. Click and drag.
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124. In the Label field enter DTMF in Database and in the Condition

field enter <:dbrecordsfound:>>0

{=) Logic |
Label: IDTMF in Database 4 0k,
Cancel
Condition;

<:dbrecordsfound:» >0 Operatars...

[Lozal war, ...

Tags...

HRRS)

Error codes...
[ Mot intermuptible

Comment:
| =
125. Select Not interruptible check box and click the OK button.
{) Logic | X
Label IDTMF in D atabase 0k,
Cancel |
Caondition:
< dbrecordsfound: > >0 Operators... |
Lozal war, .. |
Tags... |
Error codes. .. |
v Mot intermuptible
Comment:
126. The configured element is displayed.

IP Office Contact Center - IVR Editor Scenarios

052016 156



IP Office Contact Center - IVR Editor Scenarios

A P Office Contact Center

Eile Help

IR script Edit View Tools Windows Help

CEEIEEEEIE =]

@ VR scrpts BB Elements |
abe Comment
[=- [ Basic elements
- ¥ Start
B End
T Trace
-9 Logic
- @ Check Time Periods
&Y Define variatle
E Branch
o B it
i E‘E Start Seript
Start Program
(=)@ Speech element
= E Announcement
- % Announcerment plus DTMF
% Announcemert plus DTME Sequence
~-[£%, announcement plus Spesch Recogrition
= % Texk ta Speech
22 Record Yoice Mail
28, Rerord Voice Mail Plus DTMF
28y Send Voice Mal as E-mal
e Q Delete Yoice Mail
-1 Telephony elements
-] Database elemerts

A R kA e el

[I¥R script]: Support_Contrack

3
Open D
i
LT
Enter 5
[TEl
- .
E L]
Query D
E Dbase O
—
[1
[ .
LID fai
b
¥
Aszl?:\léa\

127. If the Support contract number is located within the database, it will
be retrieved and stored in a variable that will be referenced later. This
process can be performed using the First Record element. Drag the
element into the IVR Script working area.

A IP Office Contact Center

File

PRI [VR script Edit View Tools Windows Help

A Ho &z asleme|

@ WA scipts BB Elements |

abe Comment
J [=-[@ Basic elements

¥ Start

n End

T Trace

? Logic

@ Check Time Periods

g Define Variable

E 6ranch

X wait

Bc Start Script

@ Start Program
# [ speech element
#[2 Telephony elements
[=} [@ Database elements

{# OpenDatabase

¥§ Close Database

Add Record

[E] Modify Records

Delete Records

By Next record
ﬂ Delete Record
bj Modfyrecord T TSmmma

[I¥R script]: Support_Contract

-u_

U R P

A. Click and drag.

hn

Moo
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128. In the Label field enter Assign Values from Dbase and then select

the ... browser button adjacent to the DB variable field.

DB variable: || _hj

Recard variable: I

Field aszignment

Field v | Walue fvar ) |

[ Met interruptible

Label: I.i'-.ssign Walues from Dbase <48 ]

i EE

Comment;
N
=
|
129. Click the Dbase variable and then click the OK button.
@ Select... [x]
DB warable Mame of dat...  * User

SupportLeve. .. Adriniztrator
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130. Click the ... browser button adjacent to the Record variable field.

{=) First Record

Label: I.-’-'-.ssign Yalues from Dbase 1] 4
Cancel

DB wariable: Ib base B

Record wariable: I —- J Local war. ...

Field aszignment

Field | W | W alue [var.] | Create

b KL

L b s o s o, A A pah g s

131. Select the db_results variable and click the OK button.

® Select.. I
Recard variable DE table |

db_results Suppoit h |

132. Click the Create button.

{=) First Record

Label: I.ﬁ.ssign Walues from Dhasze ] 4 |
Cancel |

DE wariable: IDbaSE J

Fiecord wariable; IHb_fESU“S B Local war. ... |

Field azzignment \
Field | W | Y alue [var.] | Create |

Delete |

A e M ety gl ol g
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133. Click cname and select the OK button
(=) Select...
Field name | oK
clid
chame Capeel
praduct \
slevel
suppork
ype
| P

134. This will reference the cname records contained within the database

as illustrated below.

suppork clid bype CNAMme slevel produck
11001 012 00 |Business  [[Stuart Jones Gold Product A
Z|100z o1z o1 Business ||E|:|war|:| Martan Silver Product &
31003 niz 0z Business ||.ﬁ.n|:|':.-' Direvs Eronze Product B
4|1004 012 03 |Home  [DaveFulman  f3old Product B
5/1005 073 72 |Mobile  |Liz Hughes Silver Product A
6|1006 012 12 Mobile  |Bob Smith Silver Product A
135. In the Value(Var) field enter CCK_Caller_Name

{=) First Record

Label: I.ﬁ.ssign Yalues from Dbase 1]

Cancel

Laocal war. ...

DB wariable: IDI:-ase J
7

Recard waniable: Idb_results

Field azzignment

Field W | W alue [var.] | Create
icname |CCK_Caller_Name

Delete

i ElE

R ST W N T e e
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136. Click the Create button.

£ First Record

Label: I.-’-'-.ssign Yalues from Dbase 1] 4

Cancel

Local war, ..

i

DB wvariable: ID baze J
7

Fecaord variable: Idb_results

Field azzighment

Field | W | Y alue [var.] | Create

{charne CCE_Caller_Mame
/ Delete |

!

H

e, gl AP Ik A g o pprbnsritet A
137. Click slevel and select the OK button.

) select... E

Field narme
clid
chame

Ok

el

product

support
ype
| p
138. This will reference the slevel records contained within the database

as illustrated below.

suppork clid byvpe cname " slewvel product
1{1001 oLz li] Business Skuart Jones Gold Product A
2|1002 niz 01 Business Edward Morton Silver Product &
31003 niz 0z Business andy Drew Bronze Product B
4|1004 niz 03 Home Dave Fullman Gold Product B
51005 07a TZ Maobile Liz Hughes Silver Product &
6|1006 niz 12 Pobile Bob Srith Silver Product A
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139. In the Value field enter Support_Contract

=) First Record

Label: I.-i'«ssign Walues from Dbaze (]
Cancel

DB wariable: IDbaSE J

Fiecord variable: Idl:u_results J Local war. ...

Field azzignment

Field | W | Walue [war.] | Create
chame CCk_Caller_Mame

Celawel | [Support_Contract \ ]

<l v-ﬁk-«“'*'* ST L s T e

EERE

Delete

140. Click the Create button.
“ First Record E
Label: I.-'-‘-.ssign Walues from Dbaze oK. I
Cancel
DE wariable: IDbE@E J —l

Record wariable: Idb_fESLJ“S J Local war. ... |

Field aszignment

Field | W | Walue [war. ] Create
chame CCE_Caller_Mame

|
Lalevel L [Support_Contract ] Delete |

L . e et ol o pttebil gt il

141. Click product and click the OK button.
) select...
Field narme | oK,
clid
chame C |

glevel
support
type
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142. This will reference the product records contained within the
database as illustrated below.

suppork clid kype Chamme slevel I praduck

1{1001 niz i Business Stuart Jones Gold IP'ru:u:Iu-:I: A
Z[100z2 oLz 01 Business Edward Martaon Silver IP'n:u:Iu-:l: A
31003 niz 0z Business Aandy Drew Bronze IP'ru:u:Iuct B
4|1004 niz 03 Home Drave Fullman Gold IP'ru:u:Iuct B
51005 07a TZ Maobile Liz Hughes Silver IP'ru:u:Iuct i}
6|1006 niz 1z Fobile Bob Srith Silwer IF‘ru:u:Iuct A
143. In the Value field enter Product.

€ First Record

Label: I.-ﬁ.ssign Yalues from Dbasze oK

Cancel

Local war. ...

DB wariable: IDbEISE J
B

Fecord variable: Idl:u_results

Field azzignment

i Fik

Field | W | Walue [var.] | Create
chame CCK_Caller_Mame
slevel Support_Contract Delete
{product ] [Product ‘\ ]
T f‘-\"ﬂ-"‘"‘*‘--lt"r‘ = fy—t——.
144. Click the Not interruptible check box and then click the OK button
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€ First Record

Label: IAssign Walues from Dhase

_Eancel
DB variable: IDbase J 4|
Record wariable: Idb_fESUﬂS . Local var. ... |

Field azsignment

Field | W | Walue [var.] | Create |

chame CCK_Caller_Mame
slevel Support_Contract Delets |
{ product ] Praduct

¥ Mat interruptible

Comment:

145. The configured element is displayed.

IP Office Contact Center

IVR script Edit View Tools  Windows Help
Hogn v/ |m=lemo|

=0
& WA scripts OO0 E\emeﬂlsl

[I¥R script]: Support_Contract

+--abe Comment

[—]G Basic elements

- W Start

ﬂ' End

- W Trace

? Logic

@ “heck Time Periods

ﬁ Define Yariable T .

B e e Dll:u_eF_E‘l .

O wat ElJ .

e Start Seript R

Start Program P P 5 0o A

[0 Speech element Ll DG

-] Telephony elements

[=- [ Database elements

Li Open Database

ﬁ Close Database e E!uerED . . ]
BES add Record L : :

-] Modify Recards
Delete Recards

- [ Access record

H ﬁ S0L query

E First Record

s Next record

E Delete Record

ti Modify record

O

=
m
>
@
w

E

0

=]
o
I
k]

H

B N CNRp R A | [ ,..M...J.-J
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146. If a ‘support’ record cannot be found in the customer’s database, the
caller will hear an announcement informing them that they do not have a
support contract. This can be achieved by using a Text to Speech element.
Drag the Text to Speech element into the IVR Script working area.

A 1P office Contact Center

IVR script  Edit  View Tools Windows Help

Be & av|a=lema|

abe Comment

[=) [ Basic elements

¥ Start

B end

T Trace

? Logic

[t check Time Periods
F Define variable
E Branch

T wat

Ec Start Script

lé Start Program
=@ Speech element

E] Announcement

E} Announcement plus DTMF

22, Record Yoice Mail PIEHTMF

Send Voice Mail as E-mal ™
2 o
o9 Delete Voice Mail T4
[#- [ Telephony elements
# [ Database elements

A. Click and drag.

147. In the Label field enter No Support contract found.

€3 Text to Speech B
Label: IND Support contract found oK I
[ Test brom file Carcel |
= | N v Bravze. . |

Local war. ...
= _Loedvar |
Tags... |

[~ War.

Language:

Speed of speech:
[ Mot interuptible

Camment:

@ IVR scripts 8 Elements ] [I¥R script]: Support_Contract
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148. In the Text field enter Please be aware that support will only be
given to customers with an active support contract.

=) Text bo Speech Ed

Label: IND Suppart contract faund K I
[~ Test from file Cancel |

el Pleaze be aware that support wall ﬂ [ Var. Browse. . |
Local var, ... |

=
Tags... |

o e e Al

149. Click the Not interruptible check box and then click the OK button.
{2} Text to Speech
Label: IND Support contract found ok
[ Test from file ﬂl
Text Pleaze be aware that support will ;I v Browze,.. |

[Lazal war. .. |
Tags... |

Languane:

Speed of speech:

v Mot interruptible

Cormment:
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150. The configured element is displayed.

A IP Office Contact Center
File Goto Help
IVR scripk  Edit  View Tools ‘Windows Help

Agent Portal
HO&|n  a=lems|

. =0
& VR scripts OO Elements |
+-abe Comment

[—jB Basic elemnents
----- ¥ Start

..... P Loge

----- @ Check Time Periods
----- ﬁ Define Yariable

----- E Eranch

..... T wait

B Start script

----- Start Program

[=-[& Speech element

----- |§| Announcernent

----- % Announcement plus DTMF

----- % Announcement plus DTMF Sequence
----- % Announcement. plus Speech Recognition
----- #Jj: Text ko Speech

----- B9 Record Yoice Mail

----- %8, Record Yoice Mail Plus DTMF
----- % Send Voice Mail as E-mai

----- * Delete Yoice Mail

#-[1 Telephory elements

-] Database elements

e AT st et g

[I¥R script]: Support_Contract

151. We will now amend a Variable to alert the Agent taking the call, that
the caller’s details have not matched any records in the customer’s
database. This can be achieved by using a Define Variable element. Drag
the element into the IVR Script working area.
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A IP Office Contact Center

File Goto Help

FNCGEN G I VR script  Edic View Tools Windows Help

® Ho & A/ | a=leDm |

@ VR scripts B8 Elernentsl

abe Comment
= [ Basic elements
¥ Start

B Branch

X wait \
. SN

K‘E Start Script N

[F5 start Program ~

= @ Speech element. AN

Eﬂ Announcement plus DTMF

% Announcement plus DTMF Sequence
% Announcement plus Speech Recognition
%Ei Text ta Speech

R9 Record Yoice Mail

22, Record Yoice Mail Plus DTMF

&2 Send Yoice Mail as E-mail

# Delete Yoice Mail

#-[3 Telephany elements

-0 Database elements

[5] Announcement ~

[I¥R script]: Support_Contract

A. Click and drag.

R Y T Y e TR Y o

152. In the Label field enter Support contract not found

{*} Define Yariable

Label: ISuppDrt contract not found

E
IIIKI

X

Cancel

Y ariable: I \

MHew walue: | \ ;I Operators. .. |

[ Mat intemuptible

Comment:

Local war. ... |
Tags... |

IP Office Contact Center - IVR Editor Scenarios 052016 168



IP Office Contact Center - IVR Editor Scenarios

153. In the Variable field enter Support_Contract

{=) Define ¥ariable

Label: IS upport contract fok found ] I
Cancel |

W ariable: IS upport_Contract

New value: ;I Operatars...

[ocal war, ..

T ags...
R SR T ey, P -

il

154. In the New Value field enter “No_Support_Contract”

£} Define ¥ariable

Label: IS upport contract fot found ] 4 I
Cancel |

Wanable; IS uppart_Cantract

New value: "Ma_Support_Contract” ~|  Operators... |

Lozal war, .. |
Tags... |

e R P Oy 7 P e

155. Click the Not interruptible check box and then click the OK button.
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£} Define Yariable E

Label: ISuppu:urt contract not found oK

Cancel

W ariable: ISuppDrt_Eu:untrau:t /

Mew value: "Mo_Support_Contract /;I Dperatars... |
Lozal war. ... |

Tags...

[

v Mot interuptible

Comment;

156. The configured element is displayed.

A P Office Contact Center

o Help
IYR script  Edit  Yiew Tools  “Windows Help "
%
B &S A |a=leamD 1
@ VA scripts EE E|E|T|En[s| [I¥R script]: Support_Contract
¢~-abe Comment Zr.
-2 Basic elements Weltormy
E
- ¥ Start L L L
m’ Erd [N —— a0aoo o BB o0uaoondoancdaaans
T Trace ;
@ Logic Open D
Tt checkmimeperiods | [fooo e L Bl

B Defnevariable | |b o

B anch RN
LI
B wat ? i %
AptuLE
‘&: Startsocipt Wb L. .. | EmSU ...
<~ L P TE P
- startprogram [ Dl Sl i
F-[& Speechelement L Jp e ﬁ |
@ Annauncement Query D
3
5 announcementplusomE HE T T I 1

% Announcement plus DTMF Sequence | ||« @ 0 @ = 0 s s s ] Tttt
% Announcement plus Speech Recognition | | b . . . . . . . . R LI?D W o - - - PR .
B o e TP —— 5000 feli . . .. 50 o = .
- (@ Text ta Speech QTMES %
M

-9 Record Yoice Mal el
- i ]
28, Recard Yoice Mail Plus DTHF m - a0aoo o
~Bq Send Voics MalssE-mal | [T T T T T B Assw?n vall ... B .. -
.08 Delete vaicemal 00 b oo B EIATEL | . . . | AssgnVal . .
* Delete Voice Mail i)
- Telephony elements - Support
£
-0 Datsbaseelements L[0T i T
..... Cloze D P amomomoms
........ [ R R R
..... Siglzoll P P
........ ELl. ... 50000 50000

st gl gttt I A A 0 G it i ,p
157. The IVR Script can be completed with an End element. Drag the
element into the IVR Script working area.

~.ZZZ . MW‘& 'IZZ.'Z"I'ZZZ b
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A 1P Office Contact Center

) to Help

Eile

IVR script Edit View Tools ‘Windows Help
Hoagn aslems|

@ IVR scipts B Elements |
abe Comment

[IVR script]: Support_Contract

[ Check Time Meriods
g Define Yariabl

E Branch Y
2 wait \

B Start Seript %

[F4 start Program \‘

=) [ Speech element \\

[5) Announcement \

[Z} Announcement plus DTMF §,
_‘_}‘3 Anncuncement plus DTMF Seqyence

E’.} Announcement plus Speech Rec\mmun

_Ql Text ko Speech \\

29 Record Voice Mal %
28, Record Voice Mail Plus DTMF M
&84 Send Yoice Mall as E-mail
@8 Delete Voice Mail

#- [ Telephony elements

[0 Database elements

e e i, A
A. Click and drag.

158. In the Label field enter End and click the OK button.

) End 3

Label:

IEr'u:I 0k,

Comment:

| =
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159. The configured element is displayed.

A 1P Office Contact Center

File Goto Help

Agent Portal TWR script Edit Miew Tools Windows Help
& HE&(a/|a=zlempe |

& VR scripts ﬁE Elements | [I¥R script]: Support_Contract

~-abe Comment
J = [ Basic elements
- W Start
. u End
- TT Trace
- Logic
- @ Check Time Periods
= ﬁ Define Yarishle
B Branch
oo B wait
- KTE Start Script
- -- Start Program
=} Speech element
@ Announcement
e % Announcement plus DTMF
% Announcement plus DTMF Sequence
- % Announcement plus Speech Recognition
= (% Text to Speech
- B8 Record Yoice Mail
= % Record Voice Mail Plus DTMF
{8 Send Voice Mail as E-mail
o # Delete voice Mail
[ Telephony elements
+-[[] Database slements

160. We now need to link all of the elements together, as illustrated below.
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[I¥R script]: Support_Contract

..... | Enter upp
[TEl

E
il |

ijbas&uer
| o I

i iR UMY

1

F

T1=1
Suppoart co)
E

éxb)f
|

161.

be enabled. Select IVR Script and click Properties.

IP Office Contact Center - IVR Editor Scenarios
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A 1P Office Contact Center

File Goto Help

Wiew

Agent Portal IVR scripe Edit

Rename
J Delete

Save
Save all

Tools  Windows

Help
'l [

[I¥R script]: Support_§

Enable

Print...
Print presvieww

Ctrl4+P

Irnport...
Export...
Export as AML scripk,

162. Select the IVR... button.

{=) Properties

I ame: IS upport_Contract

~ Type
¥ Announcement
[ wWelcome announcement
[ free of cost

" Automnatic agent

— Playon ...

IR | PE

— Start parameter...

" arable | Tag

IR ..

[ b

[elete

Tag...

[elete

i
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163. Select IVR and then click the OK button.
i select IVR
Iﬁ”‘ Telephony j ok

I I Columns |

4
164. Click the OK button.
‘} Properties
Mame: ISuppDrt_Eu:nntract oK

Cancel |
 Type /

% Announcement

[ welcome announcemght
[~ fiee of cost

" Automatic agent

— Playon ...

IR [ Pex |

IR FBx*Server
[efete |

— Start parameter. ..

" ariahle | Tag | Tag.. |
[elete |

IP Office Contact Center - IVR Editor Scenarios 05 2016 175
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165. Select IVR script and click Save.

A, IP Office Contact Center

Eile Goto Help

Edit  %iew Tools ‘Windows Help

Anent Paral IR script

Rename
I Properties...
Delete DEL

Enable

Save

[I¥R scr

Print. .. Ckrl+P
Prink prewview

Imnport, ..
Export. ..
Expart as sML script. ..

-
166. Click IVR script and select Enable.

A IP Office Contact Center

File Gaoto Help

Wigw Tools  Windows Help

Agent Portal UGG Sl
e g
Renarme
Properties. ..
Delete

Print. .. cee+P (]
Prink previess (b - o o

Import,.. — F
Export... -
Export as ML script,.. | |F - - - - - :

Save

Save all

DEL |\ =~ = =

.L.......,..a-.ﬂ.MJ--.ﬂ;...'..; '
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167. A confirmation windows is displayed, click the OK button.

I¥R-Editor

| IVR script "Support_Contract’ was enabled.

Configuring the Agents Interface for use with the IVR Script

1. The Agents User Interface can now be configured, so that it can receive the
information from the record found in the customer database and display the
information to the agent. From the Go to menu select Telephony.

A IP Office Contact Center

File Gota Help

1 Home

Tools  Windows  Help

2 Telephony
3 Realtime information

4 Reporting

4 Anent Status Reports
6 Contact Detail Reports
7 Erraor List

g Configuration

9 Ul config

10 Task Flow: Editar

11 IWR-Editor

12 Dialer

13 E-hail configuration
14 Texthlock admin

13 Address book admin

|0 =2 e 0
Elements |

5

RinMenu

Rinmenul

nkrack

e aadli sadie. gienamed | [gen

\:yf_ffffffffffffg_ff

s T )
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2. Select the Telephony link and click File View.

A IP Office Contact Center

File Goto Telephony Help
* Select Telephony file .

Anent Port

File %igw

Inspectar ‘\
Presviewy

Drefautt Yiew f

S L W e Y o ﬂ*}

3. Click the required file to be used with the Agents user Interface, then click
the Edit button.

Agent Portal

PN STevYY

Telephony - file view

Bm nNew folder J New file . New quick bar file | f Edit ﬁ Duplicate m Delete | lﬂ‘ Preview

Telephony files
13 All Telephony files Marme & |
L. New folder ./ Example Telephony View ————

JF\rstScreen_Standard_de [RO]
.Qu\ckbarﬁStandard [RO]
JTEIEphUnyistandardien
JTEIEphUnyistandardien [RO]

e M NI S s ARl (eI Ut s A g e i 4\..-‘—43
Please refer to the IP Office Contact Centre Telephony User Interface

Configuration Task Based Guide for further details relating the configuration of the
User Interface.
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4. The User Interface working area is displayed and can now be configured

Agent Portal

L
J/

0:01/ 0:00

)

Telephony inspector - Example Telephony View

3 save © Cancel | 2= Properties | Telephony files ||y = [ [ul] Preview

A Text element
L Label
s Value element

E-mail to contact
%) Out of office natice
11 Variable
[7] variable

Queue [Telephony]

Abandoned Call list

#im Graphics elements
Image

M

= Bar chart

Queue (topics) [Telephony]

® Individual status LED
D Pie chart

! Agent status (AG)
Agent status (team)

£t Phone state
i Cther elements
A Customer History
=0 Direct call
&3 Internet browser
iT Supervisor Assistance
i1 Supervisor Emergency

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]

= Longest Wait Time (topic) [Telephony]
= Longest Wait Time (topic) [E-mail]
-

= Waiting e-mails (topics) [E-mail]

Customer History

Date Tirne. Calledsddress | Original topic | Last topic Last agent Hote Subject

i

In the following example, a Group element will be configured to contain a number
of Tag elements that will display caller details to the agent from the customer

database.

5. Drag a Group element into the working area.

Properties |

- Ssave @ Cancel | 3

- Text element

[ Label
wu Value element

Longest Wait Time (topic) [Telephony]
H Longest Wait Time (topic) [E-mail]
+~fe E-mail to contact
X out of office notice

{-414 variable
Variable
- Tag
%] Tag
-l Lists
Queue [Telephony]
abagdoned call list

Bar G}
Longest W Time (topic) [Telephony]

Waiting e-mail¥topics) [E-mail]
Individual status €D

"\,

2% Agent status (team) N

% Phone state N
(-l Other elements .
A Customer History ~,
=0 Direct call
Internet browser
Supervisor Assistance

2% supervisor Emergency

Telephony inspector - Example Telephony View

Telephony files || [

\ | [al] Preview

Customer History

Time Calledaddress | Original topic | Last topic Last agent Subject

S

S

inbaund ¢

i

A. Click

and drag.

IP Office Contact Center - IVR Editor Scenarios
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6. Using the right mouse button, click within the Group element and select
Properties.

.vll""'l'll"'ll'lll'l"""lo"'lolllll"""0""0000"0'00'0'0'0"'0..

’

Properties...
Delete

ARARRRRRRARRR RN RRRR R RSB R RN
. . .

..\\\\\\\\\\\‘\‘\“‘\
.

2 . . . . . . . . . . . . . .
""'0"""""""'0'0""l"l""l"""""'l"‘l""""""""'lll‘

A. Right click.

7. Name the group Caller’s Details.

Properties: Group
Presentation .

[] Hide title /
Title: | Caller's Details |

-[ | Font

Verdana

3 Bilel:lu]=]=|=
- |Background

Color:

[ (a]'4 “ Cancel I
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8. Click the OK button.

Presentation

[ ] Hide title
Title: | Caller's Details

- | Fant

Verdana

8 B e

-[ |Background

|=
If"
i
il

Calar:

* (014 I[ Cancel I

9. The Group element is displayed with its new title.

Agent Portal

L
J

Supervision

Telephony inspector - Example Telephony View

[ save @ cancel | 52 Properties | [E] Telephonyfiles || [y = . | [ul] Preview
i Text element =

[ Label

w= Value element ER— ER— Ea— P A
=== Longest Wait Time (topic) [Telephony] Dialed Topic Last Routed Topic

« Longest Wait Time (topic) [E-mail]
{4 E-mail to contact
%] Out of office notice

17 Variable Customer History
{7 variable
@ Tag Date Time Called address Original tapic | Last topic Last agent Hote Subject
1% Tag

ts
Queue [Telephony]
Abandoned Call list

i

Longest Wait Time (topic) [Telephany]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]
Waiting e-mails (topics) [E-mail]
® Individual status LED L
D pie chart
i Agent status (AG)
% phone state
4 Other elements
A Customer History
=+ Direct call
3 Internet browser
-% Supervisar Assistance
=% Supervisor Emergency

Inbound

Administration
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10.Drag a Tag element into the Callers Details Group window.

Telephony inspector - Example Telephony View

[ save @ Cancel | J° Properties | [=] Telephony files || Iy | [al] Preview

Dialed Topic § Last Routed Topic

=l Text element
[E Label
== Value element
= Longest Wait Time (topic) [Telephony]
ww Longest Wait Time (topic) [E-mail]
$eq E-mail to contact

=

& notice

=: Queue [Tejgphony]
=! Abandoned'Call list
= - Graphics elemen

iy Image \

{ Group \

== Bar chart “

== Longest Wait Time (lﬁ(:) [Telephony]
Longest Wait Time (topiy) [E-mail]

#=: Queue (topics) [Telephon

#= Waiting e-mails (topics) [E-h@il]

@ Individual status LED N\,

) Pie chart N

57 Agent status (AG) N

if Agent status (team) \\

! phone state

= - Other elements

A Customer History

=o Direct call

€3 Internet browser

& Supervisor Assistance

2% Supervisor Emergency

Customer History

Date Time Called address Original topic Last tapic Last agent Note Subject

H Caller's Details 3

Inbound 4 mn

m

A. Click and drag.

11.Click the ... browser button.

ground display

~ Selected tag

- |Display names

[] walue can be edited

I[ Cancel I

IP Office Contact Center - IVR Editor Scenarios
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12.In the Tag selection field click CCK_Caller_Name and select the OK
button.

Tag &

a.absenceMote
Bad Weather
c.nChained
c.queuePrio

m

c.waitTotal
CC.\oiceMsgName
CC.\oiceMsgProcessed
CCK_Actual_Announce_Time
CCK_AgentDevice_Id
CCK_AgentName

CCK_Announce_Interruptable
CCK_Called_Address
CCK_Caller_Name

CCK_Calling_Address

CCK_Customer_Info

CCK_Customer_Number

CCK_CustomerContactMinTime
CCK_CustomerContactValidTime

CCK_DisplayLastTopic

CCK_Holiday

CCK_PauseCaode -

S— ]

13.Click the Display names check box.

Properties: Tag

Tag selection " ]

- Selected tag

CCK_Caller_Mame [I]

- [+#] Display names

CiCK_iCaller_Marne

[] walue can be edited

[ oK ][ Cancel ]
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14.Change CCK_Caller_Name to Caller’s Name and click the OK button.

Properties: Tag

Tag selection [ ][ ]

~ Selected tag

CCk_Caller_Mame [I]

~[«| Display narmes /

| Caller's Name k

[] walue can be edited

_* ik ][ Cancel ]

15.The configured element is displayed.

d Caller’s Details :

e -
iCaller's Mame i
I £
I o R PR R R R R RS F
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16. Drag another Tag element into the Callers Details group.

I save @ cancel | 3

Properties | [iZ] Telephony

N | [al] Preview

files | | Iy

Telephony inspector - Example Telephony View

=l Text element
{8 Label
== Value element
s= Longest Wait Time (topic) [Telephony]
s Longest Wait Time (topic) [E-mail]
-3 E-mail to contact

- Lists >
= Queue [Télephony)
=: AbandonedyCall list

=il Graphics elemetts

Dialed Topic Last Routed Topic i

Customer History

Date Time Called address Original topic Last topic Last agent Note Subject

== Longest Wait Timg (topic) [Telephony]

== Longest Wait Tim&, (topic) [E-mail]

== Queue (topics) [Telephony]

= Waiting e-mails (todkcs) [E-mail]

-@ Individual status LED‘\

@ Pie chart 1

i Agent status (AG) “

=% Agent status (team)  y

-i% Phone state \‘
-l Other elements \

- Customer History A"

> Direct call \

&3 Internet browser \

i Supervisor Assistance LY

:= Supervisor Emergency '\

Caller’s Details

iCaller's Name

Inbound « m

-

i

A. Click and drag.

17. Click the ... browser button in the Selected Tag field.

-ound display

- Selected tag

~[ | Display names

[] walue can be edited

“ Cancel I

IP Office Contact Center - IVR Editor Scenarios
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18.Select Support_Contract and click the OK button.

Tag selection

Tag &

Script_Position3inQ
Script_Position4inQ
Script_Sorryweareclosed
Script_Support_Contract
Script_test

Script_Wait

skillFactor

SpeaksFrench
Speaksltalian
Supervisor_Infoboard
Support_Contract
TopicMaxAlertTimeaout
UM_ActTopicDomain
UM_ActTopicTLDomain
UM_CCReceiverAddresses
UM_Mes=zageType
UM_Priority
UM_ReceiverAddresses
UM_ScanResultl
UM_ScanResultl0
UM_ScanResult2 -

m

19.Click the OK button.

Properties: Tag

Tag selection [ " ]

~ Selected tag

Support_Contract E

~[ | Display names

Support_Contradc

[] %alue can be edited

_* (a]4 ” Cancel ]
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20.The configured element is displayed.

d Caller's Details :

Caller's Mame

Support_Contrack

| T E—

21.Drag another Tag element into the Callers Details group.

Telephony inspector - Example Telephony View

[ save ® cancel | 2= Properties | [Z] Telephonyfiles || lz =~ | [ul] Preview
-l Text element

| Label C S ' S C C C C S

« Value element R A O,
= Longest Wait Time (topic) [Telephony] ‘ Dialed Topic B Last Routed Topic -
s Longest Wait Time (topic) [E-mail] ! !

$e E-mail to contact

notice .
Customer History
Date | Time | calledaddress | original topic | Last topic Last agent Note Subject
ueue [Velephony] =
bandnne?&ﬂl list
=-#ill Graphics e\ements"s\

-~
iy Image ~

(I | Grnup s\\ = = = = = = = = = = = = = = = =

Longest Wait Time (topic) [Telephony e,
Longest Wait Time (topic) [E-mail] P,
Queue (topics) [Telephony] ~
Waiting e-mails (topics) [E-mail]
Individual status LED R - - - B B B B B B - LY
D Fie chart
% Agent status (AG)
=% Agent status (team)
“ Phone state ! .. .
=-{lm Other elements 1 Caller's Name "~y
. Customer History . 5. "
<o Direct call
&3 Internet browser -
=% Supervisor Assistance © iSupport_Contract i
i* Supervisor Emergency Sodl

i Caller's Details

Inbound [EIGLILT « 1 »

A. Click and drag.

IP Office Contact Center - IVR Editor Scenarios 052016 187



IP Office Contact Center - IVR Editor Scenarios

22. Click the ... browser button in the Selected Tag field.

Properies: Tag

Taq selection " ]

- Selected tag

- |Display narmes

[] walue can be edited

| ok ][ cance |

23.Select CCK_Calling_Address and click the OK button.

Tag & -

c.waitTotal

CC.VoiceMsgName
CC.VoiceMsgProcessed
CCK_Actual_Announce_Time
CCK_AgentDevice_Id
CCK_AgentName
CCK_Announce_Interruptable
CCK_Called_Address
CCK_Caller_Name
CCK_Calling_Address
CCK_Customer_Info
CCK_Customer_MNumber
CCK_CustomerContactMinTime
CCK_CustomerContactValidTime
CCK_DisplayLastTopic
CCK_Holiday

CCK_PauseCode

CCK_Priority

CCK_TicketID

CCK_TrackID
CCK_UseCurrentAgentRouting -

—_— o ][ ool |

m
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24.Click the Display Names option.

Properties: Tag

Tag selection " ]

~ Selected tag

CCk_Calling_Address E

~[¥| Display names

‘ CCK_calling_aAddress|

[] walue can be edited

[ Ok ” Cancel ]

25.Change CCK_Calling_Address to Customer’s Phone Number and select
the OK button.

Properties: Tag

Tag selection " ]

- Selected tag
CCk_Calling_Address E
-] Display names //
Cutsorner's Phone Murmber

Yalue can be edited

_.[ (o] ” Cancel ]
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26.The configured element is displayed.

Caller’s Details

. Ca.ller'.s Némé
.Sui:upl:u.r‘t_l.:l:uni:ral:.t

iCutsomer's Phone Number

]
¢
@
i
@
#

ol

H
H

i-

I r R R R R R R EEEEEE S EE e

27.Drag another Tag element into the Callers Details group.

Telephony inspector - Example Telephony View

| save  cancel | O~ Properties ‘ [iZ) Telephony files ‘ K O N ‘ [al] Preview

=l Text element
L Label
= Value element
= Longest Wait Time (topic) [Telephony]
[ Longest Wait Time (topic) [E-mail)
L k‘ E-mail to contact
X1 Nt of office notice

Abandoned el list
=l Graphics elements\\\
b Image ~,
| . Group ~\‘
= Bar chart S,
== Longest Wait Time (topic) [Tel? ny]
= Longest Wait Time (topic) [E-mail] \\
mm Queue (topics) [Telephony] .,
@ Waiting e-mails (topics) [E-mail) N
@ Individual status LED
- Pie chart
Agent status (AG)
Agent status (team)
2% Phone state
-l Other elements
L, Customer History
[-=o Direct call
£73 Internet browser
=% Supervisor Assistance
E :' Supervisor Emergency

‘ Dialed Topic i Last Routed Topic i

Customer History

Date Time Called address Original topic Last topic Last agent Mote Subject

e
~ r ¥
Caller's Na:rfb\ iCutsomer's Phone Nurnber ]
- ~ i i
Sy
. Ny )
Support_Contradt '
pport_Contra ~ o
Ny, ’
N e
Inbound |2l < m

-

(i

A. Click and

IP Office Contact Center - IVR Editor Scenarios
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28. Click the ... browser button in the Selected Tag field

Properties: Tag

Tag selection " ]

- Selected tag

~[ | Display names

[] walue can be edited

i O ” Cancel ]

29.Click Product and select the OK button.

Tag selection

Tag &
Mezzage-Board
Mon_AcceptLevel
Mon_AwvgTCornvWait
Mon_TSF
No_Support_Contract
OD_PERS_Mate
0ODSI_Evaluation
0ODSI_NoZndRoute
0ODSI_OrigDialer
0ODSI_OutCCId
OrderCode
Product
g.ocLength

Script_Bad Weather

Script_Companymainmenu

Script_Companymainmenul

Script_Good Morning

Script_Good Weather

Script_Goodafternoon

Script_Holiday

Script_Invalidtimeout -

— 3 o ][ conenl ]

m
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30.Click the OK button.

Properties: Tag

Taq selection |' ][ 1

- Selected tag

Product E

~[ | Display narmes

Product

[] walue can be edited

[‘OK “ Cancel I

31.Adjust the sizes of the Group element and the tags within the element.

d Caller's Details :

. Cu'tsu:n;ner.'s Pﬁuné NL.II'I'||:I.EF

Caller's Mame

. et s n et e eenn s -
Support_Contrac iProduct i
;I':-"-"'-"-"-"-"-"-"-'-"-"-"-"-"-"-".-'"":"-'":""":'"":'"" fff i
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32.Click the Save button.

Telephony inspector - Example Telephony View

I save & Cancel ‘ o Properties ‘ Telephony files | B O ~ HE Preview

i Queue [Telephony]
=! Abandoned Call list

Graphics elements

Image

Group

Bar chart

Longest Wait Time (topic) [Telephony]
Longest Wait Time (topic) [E-mail]
Queue (topics) [Telephony]

Waiting e-mails (topics) [E-mail]
Individual status LED

£ Pie chart

2% Agent status (AG)

8% Agent status (team)

2% Phone state

=-fim other elements

-4l Customer History

=0 Direct call

&3 Internet browser

=% Supervisor Assistance

--:' Supervisor Emergency

ellllI[D

Dialed Topic Last Routed Topic

Customer History

Called address oOriginal topic | Last topic Last agent

m

Caller's Details

Caller's Marne Cutsamer's Phone Number

Support_Contrack iProduct

33.The New IVR script can now be added into the required Call flow. From the

Go to menu select Task Flow Editor.

P Office

zontact Center

Goto Telephony Help

2 Telephony
3 Reafttime infarmation
4 Repotting

5 Agent Status Reports
& Cortact Detail Reports
7 Error List

& Configuration

9 Ll config

10 Taszk Flowe Editar

11 MWR-Editar

12 Dialer

13 E-Mail configurstion
14 Address book admin

)

Telephony inspector - Exar
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34.We will use the Company Main Menu call flow previously configured within
this guide.

35.Click the Open icon and select the required Task Flow Set and click OK.

File Goto Help

Agent Portal Task flow set Tools  Help

DEFH| v & REEDE

Impart TF-Set
Gueuelimit-280414
SD27052014

Tazk Flow Example
TaskFlow1-08-04-14
TaskFlow-0L- 1-04-2014
TaskFlow-WhPro-250414
T51

TSF-15052014

Cancel

36.If a password has previously been configured for the Task Flow, enter the
password and click OK. Otherwise click the OK button.

(& Open task flow set

Password - —_—

Enter the tazk flow et pazswaord:

Cancel
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37.Double left mouse click on the required call flow, in this example the
Company Menu call flow will be utilized.

Task flow set  Edit Tools

Windows Help

2:05/ 0:00

DEd v & K Oo

n
Lo LCLUN | T 19nAug 2014 [BR <[> | o [CallFlow]:Company Main Menu
o] #( Telephony : % 2 SRR RS
{} - E-Mail . |Company] . Notin shu| |Good Mo . |Good Morn Companyt . |IWR_script} Topic1 5 %
-0 Chat ‘He§ HEPRI-EIAS 2RI —POIT-EeHd
'3 Bg CompanyMainMenu (| 5 v v || % ow s ] ‘] i % oA b G bad bR 8%
(0 Demo S — . WR_scrip . [Topicz | - - - . ... ..
B3 CompanyMainMenu | [{ & ma @ [ |- - - - - - Good After] . [Good aftef| | . B O O—@ o & -
O3 Topict TR EGIEET X L2 = :
i o fREfes T
08 Topic3 : o eiaris i it LNR_scripl . |Topic3
3 ol e g ke SRR vy, FOSSEad
........ - P :]:'
J T— E— o e R
TEROPY | TR TED |
A Ll T 1 Ll

A. Double left click.

38.We will place the new IVR Script before Topic 1. Move Topic 1 over to leave
a space for the new IVR element

L [CallFlow]:Company Main Menu IE"E‘.
:Company: atin shu] [Good Mor] - [Good Mor] - Companyt :IVR_script::::: ::: ;‘Topim : L
. — — — R
‘Zed MO PRE @R @l Py e —————————————— ol

5 T .................
Shutdown| 1 . WR_script] . [Tepicz | . . . . .. ..
) @ = Good After] . |Good afte L 1)\ E—m e Eo
. [, —:I@II—II@I: —:Iai? . =7 W e T
. . o} | . 4 _] ....................
Shutdown| L WR_scnpt . [Tepics | . . . . L =
L Il somyweard [ | .. O T 1
 § MR O 2% ©-OHe
N I I [ ] P S e
Gampany D WR_scrip . [Dialaknow - - ..o .o
BEREPY ::::::::::::::::::::.3§>%T O |
D DR Moo | ool
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39.Now Delete the connection between the Logic element Option 1 and Topic 1

. Company ... [Notinshu] [Goodmonr] . [GoodMor] . - Companyr . IVR_script] o g . . ...
- B O il O[3 —0 = O——@ — ¢ —
. g ¢ El} Eaa % -} 8 nil L7 e R Highlight connection

B

Shutdown] - :‘:‘::-GdAft

ood After] . .  E— .

PaEd| L5 = ] : L7
: B : g ‘_ 1

Shutdown| - "'H"""'""Lwn_scnpz'mplcs A |
=] R soryweard . | | ... ... S i o
. _'_@ ---EEE—DQ B - j“ e
PR s I | .

Delete connection

WR_scrip . [Topic2 * L -> Other symbol

5 2 I
Companyy e Lloooooooo oo R script] - [Dialaknow] < .o oD
“OmmOP e R = K N < i B

A. Right click

40.The connection is deleted.

52 [CallFlow]:Company Main Menu EE.
e —— ~

Campany Good Moar Companyl IWVR_script] Taopict
I' |: I' _I' E_j\'f ................. I' .....
jﬁ j@ %@E—' —fIE—] ............ jﬁ .....
Shutduwn: '.G. dﬂ ¥R _script] . Topic2 o L L R

— [ ood afe — o E—@

R mm el Lhe | i?fm]je* ......................
] —_u Sl
Shutdown| . . ot wRisenipd] C [Tepies | -l E
— = - |- - - | |soOmyweary . | | ..o B N e
EE ai:' ........ N =7 m je ......................
= e [
Company e B I R e, R
_Il E_:lﬁ ........................ —:I\II_‘ ......................
@ T PR ERED |
........................ s 1
e I T
.......................................... L X

IP Office Contact Center - IVR Editor Scenarios 052016 196



IP Office Contact Center - IVR Editor Scenarios

41.Click the List of symbols tab.

Contact Center

2:261 DEIEIH

Administrator (-} *

Task flow set  Edit Tools Windows Help

heEd v & L OB

B 19thAug 2014 | BB List of spmboks

=L

[CallFlow]:Campany Main Menu

wabe Label ~

L Trace task
=@ Sources
- §* Telephone calls
-2 Woice mails
= E-mail
T Chat
=il Destinations
§ 2gent group
€ Telephone calls

Cumpany

=1 E-mail
= - % Chat
b4 @ ngent
7' Exernal destination
DA -~ Drap

- Persanal contact -
§¥ Lastagent
23 Current agent

- % E-mail script

VR _script] Topict
04 . e
= W i

1

Good Mo Good Mo companyt
| m—| - oO— - a—]

il @ T
Good Afte

IWR_script] Tnpmz
Good aftel ] ﬁ\ [ |—|
F‘ 71 e 4 x| EVHE

LWR_SC ript] Tup\c3
0 s E—
= ]

1

s

WR_script] . [Dialaknow] . .
O . E—
1 :

42. We will use the IVR-Script (Lannouncement) element to place the new
IVR script into the Call flow. Drag the element into the call flow.

| Task flow set  Edit Tools ‘Windows Help

Administrator () ¥

N O0Ed v & R De

Al [T 190 Aug 2014 | BB Listof symbols

[CallFlow):Company Main Menu

e abe Label ~ o
'l} TF Trace task Cnmnarw
=@ Sources
- € Telephone calls .
‘”‘ &> Voice mails
= E-mail
T Chat

=@ Destinations
& Agentaroup
¢ Telephone calls

B E-mail
T % Chat
e Q Agent

7' Extemal destination
D41 b

&2 Personal contact
G Lastagent
£ Cument sgent
B2, E-mail script
%G Chat script
& Chat script (1 script)
=@ Announcements [ @
O VR seript
B MR seript (1 ﬁ“ -
[@ Announcement script
R Announcement script (1 annou

Dialaknow .
o |

IVR scrm
WR_scripl] -
1 —
ﬁ (]

A. Click and drag.
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43.Select the Support_Contract IVR Script and click the OK button.

[0 Select IVR script

ﬁ”" Telephory

Mame

Companymainmenul  Annou...

Ao,

Support_Caontract

test Annou,..

Type W F..

Columnz

44.Now connect the New IVR script element within the Call flow as highlighted

below.

e [CallFlow]:Company Main Menu IE"E‘.
. . .. ~

Company

- @ O

B
Shutdown o] . WR_seript] . [Topicz | . . . . .
Good After] . |Good afie O s E— e B/
P | o= . Sm—- g%
TP RESARE HE | 'I]:' ....................
Shutdawn S [ L o IVR_scnpt:Topica L R
] = SOrmpweary . . B N e
. @ "'IEEE_:I? o §/’II :|ﬁ ....................
. ... 0 . = . oo B
Company L Sl
L1 s~~~ e O I
ol 5 20 R S Il ol - S S S S

IP Office Contact Center - IVR Editor Scenarios

o IVR_script] . [Diatakned - .
B N I T L
SR Y ,11 [ N I
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45.Click Task Flow set and select Save.

Help

Toaols  Windows

hgentPortal (T8 gl Edit
T e Ctrl+M
Open Ctrl+0

Help

Close

Activate

armpany
Activate in addition P (e
Reactivate..,
Save ‘ Ctrl+5 |

Save as.

utdown

w7 E

Infarmation

Delete..,

utd ot
Default task flow set.., @ -
Active task flow set.. [®]—
Export...
Irmpart.. nmpany
B 5
Print.., Ctrl+P

Print presiew

PC

ile Goto ﬂE‘“l

Agent Partal EH A & Edit Tools Windows Help
g - Ctrl+[
o T Open Ctrl+0
= Close
Activate ‘ |Dmpan\,f
Activate in addition Fid (e
Reactivate..
Save Chrl+5
Save 33 utdowen
&l
Inforrmation @ iy
Delete...
utd ot
Default task flow set... @ -
Active task flow set.., [
Export...
Import... oAy
B 5
Print... Ctrl +P
Print preview
e Personar conta = . L L ...
gﬁ Lastagent | || W} - - - -
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47. Click the OK button when prompted.

Task Flow Editor
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IVR Script: To allow a Caller to Dial a Known Extension

Numb

er

The IVR Script detailed in the following example, will allow a caller to enter a
known extension number on the IP Office/ IP Office Contact Centre and
consequently their call will be directed to that extension. If the destination
extension is not available or busy, the caller will hear a message and be prompted
to enter the extension number again. The caller will be informed if they enter an
invalid extension number and will be prompted to try again. After three attempts
they will be notified and their call disconnected.

]
R
sﬁ\enIZZZZIIZZZZIIZZZZIIZZZZIIZIZZIIZIZZ
|IE ...................................
1
0 - 1
1

Enter ITMF (I P

E DTMFE| . . . . . . .

1 IlE .........................

|z the zer available IE

| Gl N £ I

1: 1 il E 0 B E i E E 11=1
£ B % B g
Destinat] | Modhs Retries plus 1 W ait for 5 g
[TEl [TEl [TEl |
o eed . l 1

AJPJE

Retiesd . . . . . . . . ... ... ... .

1

53 £ 1 0
Co |

Dropthe Caller| . .
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The illustration below shows the new IVR script being added to the Company Main
menu IVR script, the configuration of which was previously discussed in this guide.

= [CallFlow]:.CompanyiainMenu

.| Camparyy : Marning . Goodmar . Collector3| |Company : maintmenu : 01244670 :
K C— [] 1] L] 1] C—[1 O—13 . E—O

Afternoon | . . mainmeni :
....... :| E ] E e e e e e e :| \_ E
........ @ ] - O @ [E] e e e E/’ ]

Closed S

mainmeny .

2 ]

mainmeni :
| ﬁ\ []
T

1121 3J¢]E
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To create an IVR Script to allow a Caller to Dial a Known Extension Number:

1. From the Goto menu select IVR-Editor.

A IP Office Contact Center

File Gota Hame Help

2 Telephony
3 Reattime information

=

Reporting

Agent Status Reports
Contzct Detail Reports
Error List
Configuration

)
B
il
g

9 Ul config

10 Tazk Flow Edi

11 IVR-Editar

12 Dialer

13 E-mail configuration
14 Texthlock admin

13 Address hook sdmin

d {Glohal)

is go then

rered: l

mpleted: f

J«M “ﬁl‘*'\ L.

2. From the IVR script menu click New followed by New IVR script.

A IP Office Contact Center

File Goto Help

AgentPortal  EAGECEEEE

i o
Save
Femnanne

Properbies. ..
[elete

View Toaols Windows

Enable

Primk. ..
Frink presiew

ZErl-P

Irnport, ..
Expork. ..

Expork as “ML scripk, ..

IP Office Contact Center - IVR Editor Scenarios

Help

052016 203



IP Office Contact Center - IVR Editor Scenarios

3. In the Name field enter Dialaknownextensionnumber and click the OK
button.

(") Create I¥R Script

M arne: Dialaknownestensionnumberd

Folder: [na) j Cancel

4. Click the Elements tab.

A IP Office Contact Center

File Goto Help

Edit  “iew Tools Windows

Agent Portal Ikl Help
ﬁ HEE ®s o o=led
& YR zenipts |EE Elementsl [I¥R script]: Dialaknownextensionnumber
----- Dig MenuOptions
J ----- Mg voicemal

..... J:Iig Companymainment

----- D@ Companymainrnenua

..... U2 Suppart_Cantract

----- .T=Dialaknu:uwnextensiunnumt I

RPRURPIPRI | | FESEE PO SIRAARINN S SAND
5. Drag a Start element into the IVR script Working Area.

A. 1P Office Contact Center

File Goto Help

IV a0l [VR script Edit View Tools Windows Help
yS HG S A a=lems|

@ IVR scripts 88 Elemen!sl
J tho @ = i
S| . . * .........................

¥ Start Il ..........................
B end Y A
T Trace Do 4 .

?LOQiC ~~-~~-_ -“,’
-~

1 Check TimePeriods TR T

& DefineYariabe BRI IR s e s R R R S

Beoobd RS e St e

g Wait UM o e e e el e el e el el e B e TS e e e el e (e e e et 3

N eann B Byt Srright et N A gprianadl LI Bt a it BN e o

A. Click and drag.

[I¥R script]: Dialaknownextensionnumber
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6. In the Label field enter Start.

) Start =]

Label |tant % ok, |
Cancel |
[ Mot intermuptible

Comment;

| -

[

7. Click the option for Not interruptible and then select the OK button.

) Start |

Label |5tart oK.

Cancel |

v Mot intermuptible

Comment;

8. The configured element is displayed.

Agent Portal IR script  Edit View  Tools  Windows  Help

HO & H v |a=leds
A |

. =0
@ VR scripts OO Elements |

;..-..-abc Cornrnent —
EB Basic elements

o T Skart

- T Trace

? Logic

@ Check Time Perinds

IP Office Contact Center - IVR Editor Scenarios

[I¥R script]: Dialaknownextensionnumber

4y #&DE{IH{\,‘W%‘UM il B it i il B s, o B gttt
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Creating a Local Variable to Record the DTMF Digits entered by

the Caller

We will now create a local variable that can be used to record either the DTMF
digits entered by the caller to reach an extension or those digits entered incorrectly
by the caller. An option to record how many times they have entered an incorrect

extension number (Retries) will also be configured.

1. Click Edit from the menu and select Local variables.

A, IP Office Contact Center

File Goto Help

Edit “iew Tools ‘Windows Help

if=

Agent Portal RSl

Select all
@ MR: pelete

e abc Comment
s B dements iy o e s
2. Click the Add... button.

¥ W R Y

£} Local ¥ariables

M ame i |"Jalue | 0
&+ Errarlnfo
&t LastError

il

Cancel

Add...
Change...

[elete

i

A

3. In the Name field enter DTMF and click the OK button.

{=) Edit Local ¥ariable

Name: [PTHF we — o |
Walue: || \ J Cancel |

A

IP Office Contact Center - IVR Editor Scenarios
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{=) Local ¥ariables Ed
M ame o | Walue |
&+ Errorlnfo
& LastError Cancel

4. The variable will be displayed.

FREE

i
Add...
Change...
Delete

-
5. Click the Add.. button.

{=) Local Yariables B3
M ame o | Walue | K |
& Errarlnfo
&t LastError Cancel |
i G

Delete

e
[ e |

£

6. Inthe Name field enter Retries and click the OK button.

{-} Edit Local ¥ariable E

N dme: H EtriES ﬁ
Walue: |_I Cancel

IP Office Contact Center - IVR Editor Scenarios
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7. The variables will be displayed.

£} Local ¥ariables

E3
M ame I |"Ja|ue | 0k, I
i DTMF
&+ Ermorlnfo Cancel |
& LastErmar
& Feties Add. .
Change... |
[elete |
| .

8. The local variables have now been created, click the OK button.

£} Local Yariables E2
M ame A I\-"alue oK.
& DTHF
& Erorlnfo Cancel |
@& LastErrar
& Reties Add.
Chanage... |
[Delete |
| b

9. We now need to use a Define Variable element to reset the Retries
variable to 0, when a new call enters the IVR script. Drag the element into
the IVR script working area.

A 1P office Contact Center

File Goto Help

PO LB IR script Edit View Tools Windows Help ¢

~ Ho& A/ | a=lems |
@ IVR scripts 88 Elementsl [IVR script]: Dialaknownextensionnumber

abe Comment

J EGBasicelements '

Taat NS NG R

AAAAAAAAAA ¥
ﬂ,End ........... Start e S
U7 Trace =

|»
-

9 Logic s BEARREER AN PR SRR
@Che'c :::::::::::ﬁ::::::::::::::f:
&Y pefinevariablel N\ [ |} ... Lo o e e G o S o ¢
B &ranch » e
£ wait D o o o = R

............................. pt

startScipt . (YR B
«#.g»%& il At 490 panatedh Usnad 0t t dpr PN ter it ame s N @M g J

A. Click and drag.
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10.In the Label field enter Set Retries to 0.

{2} Define ¥ariable
Label: |Set Fieties to [ e — oK I
Cancel |
W ariable; I

Mew value: ;I Operators... |
Local «ar. ... |
Tags... |

[ Mot intermuptible
Commet:
| y
11.Using the mouse left click in the Variable field.
{=) Define ¥ariable
Label: |Set Retries ta 0 0k I
Cancel |

Wariable: Ih
Mew walue: ;I Operators... |

Local war. .. |
Taos... |

=
[ Mot intermuptible
Comment;
]
=
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12.Click the Local var.... button.

{2} Define ¥ariable
Label: |Set Retries ta 0 0k I
Cancel |
W ariahle; ||

Mew value: :I Dperatars. . |

‘ Local war. .. |

Tangs...
=

[ Mot intermuptible

Comment;

B

13.Select Retries and select the OK button.

{-} Local ¥ariables

Mame & |"-.J'a|ue | g,
& DTMF
& Emorlnfo Cancel
& LaztError
i

Change...

Delete

)
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14.1n the New Value field enter 0.

() Define Yariable [ x|
Label: Set Hetries to 0 0K,
Caticel
W ariable: Fetries
by walie: u ;I COperatore. ..
Lacal war. ...
Tags...
[~

[~ Mot interuptible

Comment;

| [—

| y

15.Click the option for Not interruptible and then click the OK button.

{-} Define ¥ariable
Label: ISet Retries to 0 oK
Canicel |
" ariable: IHetries /
Mew value: 0 F AN | ﬂl
[~
I Mot intermuptible
Cormnrnet:
-
;l
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16.The configured element is displayed.

A IP Office Contact Center

File Goto Help

Agent Portal IVR script  Edit View  Tools  ‘Windows Help
ﬁ EFE | ® . a=ledm
@ VR scripts B8 Elements |

- abc Comment Al s e e e e
B Basicglements Wb

______ ¥ crart

[I¥R script]: Dialaknownextensionnumber

| »

------ @ Check. Time Periods Y -
&Y Define Yariable AN | B |
------ E Branch ST D ' S
...... T wait ‘

17.We will now configure an element that will prompt the customer to enter the
required extension number using DTMF via their handset. This feature can
be completed using the Announcement plus DTMF Sequence element.
Drag the element into the IVR script working area.

A 1P Office Contact Center

File Goto Help

PRI c Il VR script  Edit View Tools Windows Help

B8 v a=leom
& |

@ IVR scripts BB Elements ' [I¥R script]: Dialaknownextensionnumber
abe Comment =
J [=]- @@ Basic elements

¥ Start
@ end
T Trace
? Logic 1Y
Tt check Time Periods eSS L] IZIZIIIZIZIIIZIZI‘
& Defineariabe b .o oo oL q\ .................
B oranch SERER R = i EER R RS R
Twak NHH R R N
B start Script Lol
[ start Program . IﬁZZZfﬁﬁfﬁZi‘fﬁﬁﬁﬁﬁﬁfﬁfﬁﬁﬁﬁﬁﬁﬁﬁﬁ

= @ Speech element Bkt it vl
E] Announcement | (A} 0 BIF - - - - oo oL R o e o e e R
8 Amuncement pus DT IR R D S L S e
(3 Announcement phus DTHF Sequenc DS SRR -
?_/ Announcement plus Speech Recognitidl . | |} - - - - - . . . —.—.,/ .................... 5
Qfj: Text to Speech ARdhmma g™

SRl e Valihe ot ms Aras b Ty STNCTITE T SR P R

A. Click and drag.
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18.In the Label field enter Enter DTMF digits.

() Announcement plus DTMF Sequence

B
Label: IEnter DTMF digits oK, |
Cancel |
~Announc. test— | Testto speech —
Browse... |
File: Il b Lozal war, ... |
& Default folder
Tags... |
™ Folder
" Folder var.: I

Digits far wariable: I

™ Input pozsible during announcement

r~ Cancellstion criteria

Mumber of digits: I—
Erd diits: [
Irvealid digits [apt | [
bz, inpuit time [romm:s]: l—

[~ Mot interruptible

Carmment:

Lo

19.Click the Text to speech check box.

{} Announcement plus DTMF Sequence

Label IEnter DTHF digits

[ Testirom file

AN
Texk: | \ =] [ Var

[

Language: ISystem j [ war

—Announc, test—w  Test to speech —

oK

Cancel

Brawze, .

Local war, ...

FEL

Tags...

- L Spedatonenchfig e dbitsialty, g, a7k 4

‘._‘ ."- *""l-q.__h Y

IP Office Contact Center - IVR Editor Scenarios
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20. Left mouse click within the Text to speech field.

‘) Announcement plus DTMF Sequence

Label IEnter DTHF digits oK. I
Cancel |
—&nnounc. text—v Test to speech —
[~ Text from file Browse,.. |
Teut | ;I I War. Local war. ... |
Tags. . |
Language: ISy&tem j [~ War,
Speed of speech: IE [default] vl

RETY T o N r—— ast - gl
21.1n the Text field enter If you know the extension number you wish to
dial. Please dial it now.

‘) Announcement plus DTMF Sequence

Label IEnter DTHF digits 0ok, |
Cancel |
—Announc, bext—v  Test ta speech —
[~ Text from file Browse,. |
Text: If wou know the extenzion nﬂ [ War. Local var. |
Tjags... |
Language: IS_I,lstem b j [~ “ar.

\.--%w&hﬂm\ﬁ

|

22.In the Digits for variable field enter DTMF.

() Announcement plus DTMF Sequence

Label: IEnter DTMF digits oK |
Cancel |
—Anhounc, test—v Test to speech —
[~ Test from file Brovse... |
Tent: IF pout kriow the estengion n + | [ ar. Lacal var |
Tags... |
Language: IS_I,Jstem j [ War.
Speed of speech: IE [default] vl

Diigits for variable: IDTMF \
[ Input possible duing announcement

% E@FEW?[iiwwﬂ-w\ N
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23.Click the Input possible during announcement check box.

{=) Announcement plus DTMF Sequence Ed
Label IEnter DTHF digits oK. I
Cancel |
—dnnounc, text—v Test to speech —
[~ Text from file Browse... |
Text: IF pou know the estension n = | [~ Var. Local var |
Tags... |
LanguBge: IS_I,Istem j [ War
Spegd of speech: IE [defaul] j
Drights fior wariable: IDTMF

v " |nput pozsible during announcement

[Eancellatiun Critenia
e L= B . "*«L’ i
24.1n the Number of digits field enter 4 (This is the digit extension length on

the PBX).
{} Announcement plus DTMF Sequence E
L abet IEnter DTHF digits 0K |
Cancel |
—dnnounc. text—v Test bo speech —
[T Text from file Browse... |
Teat: IF you know the extension n « | [ Var, Local var |
Tlags... |
Language: ISystem j [~ War
Speed of speech: IE [default] j

Digits for wanable: IDTMF

¥ Input possible during announcement

Cancellation criteria
Murnber of digits: Id *
End digits: |
- .Al‘""l‘ kbl A A b e,

s
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25.1n the Max. input time (mm:ss) field enter 00:10. This will allow 10

seconds for a caller to enter the 4 digit extension number.

{=) Announcement plus DTMF Sequence

V¥ Input possible during announcement

Label IEnter DTHF digits 0K, I
Cancel |
—dnnounc. text—Iv Test to speech
[T Text from file Browse. . |
Teut: If you know the extenzion nﬂ [ War Local var |
Tags... |
Language: ISystem j [~ Var
Speed of speech: IE [defaLilt] j
Diigits for wariable; IDTMF

— Cancellation criteria

Mumber of digits: |4

/£

End digits | /

Irvvalid digits [apt J | ‘/

baw. input time [mm:ss]: Inﬂi'l 0

[ Mot intermuptible

26.Then select the OK button.

{} Announcement plus DTMF Sequence

o T S R W L N ¥ W

Label IEnter DTHF digits

:

[ Testirom file

IP Office Contact Center - IVR Editor Scenarios

Text: If you know the estersion n = | [~ Var.

// Cancel
—dnnounc. text—v Text bo speech —

Browze,..
Local «ar. ...

Tags...

M

W e S e S W RS O SR SRR
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27.The configured element is displayed.

A IP Office Contact Center

File Goto Help

I I VR script  Edit  Wiew Tools Windaws Help

HE S ® v | a=ledn

f
J/

. =EO
& VA scripts OO Elements |
;------ahc Cormment a

[—jD EBiasic elements
------ ¥ Start

------ ? Logic

------ @ Check Time Periods

[I¥R script]: Dialaknownextensionnumber

.......... [

...... ﬁ Diefine Yariable B Sﬂ) e
.......... tRetd . 0 . . 0 0

------ E sranch Co e
------ E wait
...... E_c Start: Script S L] .

[ st program I I S SRR
-G Speechelement PP ELl g -

------ |§| Announcement
------ % announcement plus DTMF

e [, e i o, o A

A Bl At 5 ettt

28.Now we need to check that the extension number requested exists on the IP
Office PBX. For this validation process, we can use a Logic element
containing a range of extension numbers. Drag the element into the IVR
script window.

A 1P Office Contact Center

File Goto Help

IVR script  Edit View Tools Windows Help
Bo& 8 v a=ledd

@ IVR scripts B0 Elements |
abe Comment

[=- (& Basic elements

i ¥ Start

Agent Portal

f
J

4

|»

#Y Define varithie

B Banch N

g wait S

&5 Start Script \\

[ start Program o —
= [@ Speech element N
| E] Announcement ~

E} Announcement plus DTMF

E‘;’ Announcement plus DTMF Sequence

E'l) Announcement plus Speech Recognition

“Y.. Text to Speech
U “'D saetmenietiet ety ogaiets o |

.

A. Click and drag.

IP Office Contact Center - IVR Editor Scenarios
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29.1n the Label field enter Check extension number.

{) Logic

Label: Il:he-:k extension number 0k

Caricel

Condition:

| \ Operators. ..

Laocal war. ...

Tags...

Error codes. ..

B i

[ Mot intermuptible

Comment;

[

30.In the Condition field enter (<:DTMF:>>=2800) && (<:DTMF:><=2810). In
this example, the extension range is 2800 to 2810.

Label: IEheck etenzion number ok
Cancel

Conditiar:

[«:DThF: 22 =2800) && (:DTMF»<=2810] Operators...

\ Localwar, ...
Tags...

LLIkE
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31.Click the Not interruptible checkbox and click the OK button.

) Logic
Label: Il:he-:k extension number 0k
Catizel
Conditicr:
[<:DTMF»»=2800] && [<:DTMF><=2810] / Operators...
Lazal var. ...

Tage...

Error codes. ..

B[R

I Mat intermuptible

Lormrmemnt:

32.The configured element is displayed.

A Ip Office Contact Center

File Goto Help

Agent Portal IVR script Edit Wiew Tools  Windows Help
‘ﬁ HGE & v a=ledm

& VA scripts BB Elements | [I¥R script]: Dialaknownextensionnumber

o abe Comment
- Basic elements

------ ¥ Start

|»

------ @ Check Time Periods
------ ﬁ Define Variable

------ E Eranch

...... '&..; sSkart: Script
------ Start Program e

=@ Speech element

------ @ Announcement

------ % Announcement plus DTMF

------ % Announcement plus DTMF Sequence

------ % Announcement plus Speech Recognition

...... Zjj: Text to Speech
------ 28 Record Woice Mail

IP Office Contact Center - IVR Editor Scenarios 05 2016 219



IP Office Contact Center - IVR Editor Scenarios

33.We do not want the call to be passed immediately to the chosen extension,
as the extension may be busy or the user away from their phone. Therefore
we will use a Consultation element which will only pass the call when the
extension answers. Drag the element into the IVR script.

A P office Contact Center
File Goto Help
PRI VR script Edit View Tools Windows Help
A BO& 8/ a=lemp|

@ IVR sciipts ED’S Elements I [I¥R script]: Dialaknownextensionnumber

3’ Announcement plus DTMF Sequence ;I

J l_}‘»_’; Announcement plus Speech Recognition

i‘f Text to Speech

29 Record Voice Mail

23, Record Voice Mail Plus DTMF

&2 Send Voice Mail as E-mail

o8 Delete Voice Mail
[= @ Telephony elements

&% Transfer

R’ Toggle D
+/ Disconnect \\
& Drop \\\
"i Information on connection \\\
[=] @ Database elements \\‘\

(@ Open Database

¥ Close Database

Add Record

[E7 modify Records }
. Delete Reiarfi P Ow Y N i, . Gt el WA gk .

A. Click and drag.

34. In the Label field enter Is the user available?

{-} Consultation I

Label: Ils the uzer available? oK I
N Catcel |

Lozal war. .. |

Murnber: || [~ “ar

¥ ‘“Waiting for conzultation call to be accepted

kdaw. rinig tirme: [mm;zs]; I

[ Mot interuptible

Caomment:
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35.Click the Var. check box.

{*} Consultation

Label: I|S the uzer available? 0, I
Cancel |

MHurmnber: | v ar,
Local war. ... |

W Waiting for consultation eall to be accepted

LMy, Ting fime @5]_).‘#‘;“ 1.---"'\“4»

36.Ensure that the Waiting for consultation call to be accepted check box is
selected.

{-} Consultation

Label: I|$ the uzer available? ok, I
Catcel |

[Lozalwar, ..

Mumber: IDTMF v War

]

v “Waiting for conzultation call to be accepted

bdaw. ring time [mm:zz]: IEH 5
S o B S VYR T SRR e

37.Click the Local var. button.

{2} Consultation

Label: ||S the uzer available? ok I
Cancel |

Local var. .. |
W “Waiting for consultation call to be accepted

Ly May, ring fimed @E])W 1.---"\1-‘4»

Mumber; || v Mar
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38.Select the DTMF local variable and select the OK button.

-} Local ¥ariables

I ame

&+ Errorlnfo
& LastError
& Fetries

OF.
Cancel |
Add... |

Change... |
Delete |

o

39.1In the Max. ring time (mm:ss) field enter 00:15 and then click the OK

button.

{=) Consultation

Label psthe uzer available?
Cancel
Murnber: IDTMF v War.
Local war. ...
V¥ “waiting for consultation call to be accepted
b ring time [mm:ss) (0015
\ﬁwwmbh Py T A R o, s

40.The configured element is displayed.

A, IP Office Contact Center

File Goto Help

IYR scripk Edit Wiew Tools  Windows Help

CEEIER =Y

@& VR scripts BE Elements I
o % Announcement plus DTMF Sequence ;I
e E_b Announcement plus Speech Recognition
(%lf Text to Speech
28 Record Yoire Mail
-~ %8 Rerard Yoice Mail Plus DTMF
- BB Send Vaice Mail as E-mail
* Delete Yoice Mal
[=-[& Telephony elements
- ﬂ Call
- Send DTMF Tones
R Consultation

- g % Transfer
R Toggle
+~ Disconnect
% Drop
o ﬁ Information on connection
[ Database elements
Li Open Database
e ﬁ Close Database
-~ Add Record
Modify Records
e Delete Records

R
Is the user available?
TEITIF LA IE

o il A ashosticn g Mt o nstn Tl

LA s ot i s e, s 2 P ga g, .)
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41.We will now add an announcement to let the caller know that the destination
extension is busy. This can be achieved by using a Text to Speech
element. Drag the element into the IVR script working area.

A P office Contact Center
File Goto Help 21:35/ 0:00 ||

PRC UG (VR script Edit View Tools Windows Help
4 Hog v a=emp |

@ IVR scipts EE Elements I [I¥R script]: Dialaknownextensionnumber

abc Comment 2l
(=} [ Basic elements
¥ Start

» End

UT Trace

? Logic

@ Check Time Periods

g Define Variable

E Branch

X wait

&c_: Start Script

@ Start Program
=) [@ Speech element

E] Announcement

\ R
88, RecordvoiceMailPSBIME | [} ... Istheuseravailable? | . . . . .. ... ...
e Sa i —— moguoooall o
&8 Send Voice Mail as E-mail \\\
o8 Delete Yoice Mail
= [@ Telephony elements
¢ cal
&8 Send DTMF Tones
R Consultation

&% Transfer

42.In the Label field enter Destination is busy.

{) Text to Speech

Label: IDestinatiDn is busy oK.

[ Text from file K Cancel

_ Corcel |

Tew | A e e |
I =
T |

Local war. ...
=

Language:

Speed of speech:
[ Mot interruptible

Comment:
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43.1In the Text field enter The destination is currently busy.

£ Text to Speech

Label: IDestinatinn iz bgy 0g I
[T Test from file Cancel |

et The destination iz curmently busy ;I [ Var. Browse, . |
LI Local war. ... |
Tags... |

R o v S S

44.Click the Not interruptible check box and then select the OK button.

{=) Text to Speech Ed

Label: IDestinatiDn i by

[ Test from file Cancel |

lene The deztination is cumently by ;I [ Brawze... |
ﬂ Local war. ... |
Tags... |

[ Mt interuptible

Comment;

PV TP |
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45.The configured element is displayed.

A 1P Office Contact Center

File Goto Help 22:557 0:0

Agent Portal YR script Edit  Wiew Tools Windows Help

‘ﬁ‘ Hﬁé‘ﬁ'(|@‘ﬂ”§[ﬂ]| !
@ VR scripts =i E\ementsl [I¥R script]: Dialaknownextensionnumber
:--abe Comment =t
J [—jg Basic elements
- W Start L
B :::::::.:::::::
- T Trace [
2 Lo Ll
@ Check Time Periods T T 1 '
ﬁ Define Variable Sl ﬂ\ .......
B oo Coo R
o B wait
EE Start Script
Start Program

[=-[& Speech element

E Announcement

% Announcement plus DTMF

% Announcement plus DTMF Sequence

@_; Announcement plus Speech Recognition
% Text ko Spesch 2

P o o T T R ST

T
- B8 Record Yaice Mal R
% Record Voice Mail Plus DTMF 55605060 ao I5 the user available?
[TE[TIPTi]afrIE]
&% Send Yoice Mail as E-mail B
- @ Delete Yaice Mail . c o L BN R
= Telephony elements o % Al
Destinati
- S T 1 ) A

-4 Send DTVF Tones A | RN | P

R Comsultation — Lb

il Taansfere g T et s TN e an B gt apta et gl

46.Next, an announcement will be added to the call flow that will indicate that
Maximum ring time is exceeded. This process can be achieved by using a
Text to Speech element. Drag the element into the IVR script working area.

A P office Contact Center

File Goto Help 22:09/ 0:00 ||

PRI VR script Edit View Tools Windows Help
® HE8n  a=zlene]

@ IVR sciipts E Elements l [I¥R script]: Dialaknownextensionnumber

abe Comment
J (=) [ Basic elements

¥ Start
& End
AT Trace
? Logc
[k check Time Periods
ﬁ Define Variable
B Branch
X watt
Bc start script
F‘-j Start Program

= [@ Speech element
E‘] Announcement
B Announcement plus DTMF
|5 Annof

2 Text to Speech k
9 Record Yoice Mal ’*
8, Record Voice Mail PIGESTMF
&8 Send Voice Mail as E-maiﬁ\\
28 Delete Voice Mail
[=} [ Telephony elements
¢ cal
&3 Send DTMF Tones
R Consultation

&% Transfer

M vl

LCUUUEIENI press F1 for Help.

A. Click and drag
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47 .Enter a Label for the element.

{2} Text ko Speech
Label: IMa:-: ring time: excesded 4 I
[ Test from file Cancel |
est | ﬂ [ Var Browse... |

J Local war. ... |
Tags... |
Language;

Speed of speech:
[ Mot intermuptible

Comment;

48.1In the Text field, enter The destination is not currently answering.

-} Text ko Speech

Label: IMa:-: ring tirme excesded oK I
[T Test from file Cancel |

st The destination is not currently anﬂ [ War. Brawze,.. |

‘\ﬂ Local war. ... |

Tags... |

A s P~ ot A -
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49.Click the Not interruptible check box and then click the OK button.

() Text to Speech

Label: IMa:-: ring time exceeded

[ Text from file Cancel |

Vet The destination is not currently an:l I e Browse... |
_I Lacal war. ... |
Tags... |

Language;

Speed of zpeech:
Iv Mot interuptible

Comment:

50.The configured element is displayed.

A P office Contact Center

File Goto Help

Agent Partal IWR script  Edit  Wiew Tools ‘Windows Help

~ CEEIRR e T=)

@ VR soripts 88 Elementsl R pt]: Dialaknownextensio be
---abe Comment =
J ElB- Basic elements
- Start
B s e )
- T Trace S N
R Logc S
@CheckTimePeriods 7
&Y Define Variable o ﬁ\ .
EE Branch . L L S?t_'ge‘lr .
T wait
e Start script LT E.
Start Program . T | enEpy

=1l Speech element
@ Announcement

% Announcement plus DTMF

% announcement plus DTMF Sequence ?
% announcement plus Speech Recognition g
% Text ko Speech S
Ny | ]
22 Record Yoice Mail R
-8 Record Yaice Mail Plus DTMF S| Isthe user availabls?
. [l AN AR E
&& Send Voice Maill as E-mail
* Delete Voice Mail . o s .
[=]-[& Telephony elements e ‘% . )% 1.
. L .. . | Deslinat| . Maxring) | .
e Cal [Tel [TE]l

- i#§ Send DTMF Tones

- AL Consultation

- &% Transfer
——

SPUPSRY || SEEEEER TR SR |
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51.We will now create an option to transfer the call to the required destination
using the Transfer element. Drag the Transfer element into the IVR script
working area.

A P Office Contact Center

File Goto Help

Agent Portal IVR script  Edit View Tools Windows Help
A HO & A/ a=lems|

@ IVR scripts BB Elements ] [I¥R script]: Dialaknownextensionnumber
[Z] Announcement A

J [E} Announcement plus DTMF

Lﬁ?’ Announcement plus DTMF Sequence

El) Announcement plus Speech Recognition
i“} Text to Speech

29 Record Voice Mail

23, Record Yoice Mail Plus DTMF

&2, Send Voice Mail as E-mail

29 Delete Voice Mail

[= @ Telephony elements

¢ cal

R\
&% Transfer
R Toggle
/= Disconnect !
‘2 Drop X
€% Information on connec.t'ba,.
[= @ Database elements b
j Open Database
¥§ Close Database
Add Record
E7] modify Records

v,
e,

.
",
.
o

[=) @ Access record
g SQL query

I s recrd B o
= 4 \M.W“O'\.“'-h. P Y T e N T e L SRSV Ve
A. Click and drag.

SR eIVISIon

52.In the Label field enter Transfer to extension and select the OK button.

{-) Transfer [

Label: ITransfer to extension 0k

Cancel

[ Mot interruptible

Comment;

| [—
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53.The configured element is displayed.

A, 1P Office Contact Center

File Goto Help

Agent Portal IYR script Edit  Wiew Tools ‘Windows Help

S Hesa v/ ja=lemm|
@ IVR seripts B8 Elements |

------ @ Announcement d
J ------ % Announcement plus DTME
------ % Announcement plus DTMF Sequence
------ % Announcement plus Speech Recognition

------ . : Text to Speech

...... 29 Record Yoice Mail

------ % Record Yoice Mail Flus DTMF
------ % Send Yoice Mail as E-mail

------ ﬁ Delete Yoice Mail

[=]-[a@ Telephony elements

------ &% Send DTMF Tones

...... R Consultation

------ &% Transfer

...... B Toggle

------ & Drop oo oo | Isthe uger available? | L 0 0 L L L
| EN il EARN EA KN

[-]-[@@ Databaseelements L lp oo e e T
Di%llinat .

...... Li ©pen Database e

------ ﬁ Close Database

,,,,,, ndd Record o e,
llllll } P - "™ . ...
Modify Records b b oo . - | -
B Dotz Records ] e
= B Access record [T R 1 [ATFIE B | [
L E SQlauery b o

" w—j{'rw*‘w,’ P el b Lo oespee

54.An announcement is required for circumstances when there is a problem
capturing the DTMF entered by the caller. This is achieved using a Text to
Speech element. Drag the element into the IVR script working area.

A 1P Office Contact Center

File Goto Help

IVR script  Edit  View Tools Windows Help
H68Av a=lemp |
@ IVR scipts EB Elements I [I¥R script]: Dialaknownextensionnumber
E 6ranch A
X wait
&S Start Script
@ Start Program
= @ Speech element
D Announcement
_:} Announcement plus DTMF
[ Sequence | I I e

_x'_:l/ AnnOUNCEMSIE P

4 Text to Speeq

29 Record Yoice Mabsy
i,

8, Record Yoice Mail PispAme==""" ||| = -

88, sendvoice Mail asE-mail I |p oo

¢ DeletevoiceMal [N OSSR e e A e G R RS NI A e e G

clagbodeslgoacts, g . gp@™N gl dlain bl LN PN s
A. Click and drag.

"Speech Recognition
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55.1n the Label field enter DTMF Error.

(=) Text to speech B
Label: IDTMF Errar 0K I
[ Testfrom file Cancel |
UGk | [ war

\ :I Browee... |
j Local war. ... |
Tags... |
Language:

Speed of speech:
[~ Mot intermuptible

Comment;

56.The Text field enter There has been a problem, please hang up.

{=) Text to Speech

Labet IDTMF Errar K,
[ Test from file Cancel
e [ War

Brawze, .
\ﬂ Ll:n:-alvar....l
Tags... |

L At diaite il & s e, st P e

There haz been a problem, please;l

il
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57.Click the Not interruptible check box and then select the OK button.

{=) Text to Speech Ed

L shel IDTMF Errar

Cancel |

Brawese, |
Lozal war. .. |
Tlags... |

[T Test from file
Text:

There haz been a problem, please;l I v

Languange;

Speed of zpeech:

I Mt interruptible

Comment;

58.The configured element is displayed.

A IP Office Contact Center

File Goto Help 23:50 1 0:00 |

Agent Portal I¥R script Edit  Wiew Tools Windows Help
~ Ho8|n v/ |a=lemo|

. =0
@ WA scripts OO Elements |

...... E Branch :I
J ...... 2 wait
...... E’E Start Script
...... Start Program
HD Speech element
------ @ Announcernent
------ % Announcement plus DTMF
...... % announcement plus DTMF Sequence

1

[I¥R script]: Dialaknownextensionnumber

------ E) Aannouncement plus Speech Recognition . CTELD . . . . .
...... e ETEXttDSDEECh L e e S e e e
-89 Recard Yoice Mal LI ETF ‘l%‘ | S
------ 28, Recard Vaice Mail Plus DTMF D E%DT O fomhEe| e
...... R2, Send Yoice Mail as E-mai e [TE1] | [TELa f. . . . . . ... ...
88 Delete Vaice Mail LD DD e—"
=l Telephory elements S S
______ ﬁ call Ce e e ] - - e
% Send DTMF Tones S 7 D

------ R Consultation
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59.We will now add an announcement to inform the caller that they have dialed
an invalid extension number. This can be achieved using a Text to Speech
element. Drag the Text to speech element into the IVR working area.

A P Office Contact Center

File Goto Help

PRI LT oIl VR script Edit View Tools Windows Help
A Bo& v a=lemo |
@ IVR sciipts 88 Elemsl [I¥R script]: Dialaknownextensionnumber
E Branch Al
J X wait
e start script

[ start Program
= [@ Speech element

=| Announcement
E} Announcement plus DTMF

29, Record Yoice Mail s’.'TMF
&8, Send Voice Mail as E-n}d\
88 Delete Yoice Mail S

N
(=@ Telephony elements N

¢ cal
&3 Send DTMF Tones
R Consultation

ol S ongted g it
A. Click and drag.

-~
N~‘

60..In the Label field, enter Invalid extension number.
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{2} Text to Speech x|
Label: Ilrwalid extension number oK I
™ Test from file Cancel |
= | \ LI - Erowse,.. |

ll Local war. ... |
Tags... |

Language:

Speed of speech:
[~ Mot intemuptible

Comment:

[~

61.In the Text field enter Sorry, you have dialed an invalid extension
number. Please hold and wait for the prompt to try again.

{2} Text to Speech

Label: Ilnvalid extension number ok I
[T Test from file Cancel |

e Saormy, vou have dialled an invalid ﬂ I War Brawsze,.. |
j [Local war. ... |
T ags... |

S, A e o N

62.Click the Not interruptible check box and then select the OK button.
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{2} Text to Speech

Label: Ilrwaliu:l extension number

Cancel |

I Browze, . |
Local war, ... |
Tags... |

[ Test from file
T et

Saormy, vou have dialled an invalid ﬂ r

[

Language:

Speed of speech:

v Mot intermuptible

Comment;

63. The configured element is displayed.

A IP Office Contact Center

Eile 0:18/ 0:00 | |

gent Portal IVR script  Edit Wiew Tools Windows Help
Ho &8 | a=lemp|

- =mO
& R sonipte OO Elements |

[I¥R script]: Dialaknownextensionnumber

------ E-c Skark Scripk
...... Stark Program

=1 Speech element

------ @ Announcerment

------ % Announcement plus DTMF

------ % Announcement plus DTMF Sequence

------ % Announcement plus Speech Recognition

- Text bo Speech

------ 29 Record Yoice Mail

------ E% Record Yoice Mail Plus DTMF
------ % Send Woice Mail as E-mail

------ # Delete Yaoice Mail

= Telephany elements

------ #2 Send DTMF Tones

...... R Consultation
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64.An element is required, that will add a retry value to the ‘Retries’ local
variable that was previously configured.

£ Local ¥ariables

& DTHF
&* Emorlnfo
& LaztError
& Reties

=) Edit Local ¥ariable

X
M ame # | Value | ak |
_ Carcel |

| Ok I

J Cancel |

4

A

65.This can be achieved by using a Define Variable element. Drag the
element into the IVR script working area.

A IP Office Contact Center

File Goto Help

Agent Portal IVR script  Edit View Tools Windows Help

0:47/ 0:00 | I Administg

A Ho &8 a v/ a=lema|

@ IVR scripts 88 Elements I

abe Comment
[=] [& Basic elements

¥ Start

B End

T Trace

|»

E Branch
X wai A5
Bc start Script \\\
@ Start Program ~
[=)-[@ Speech element %
| }é] Announcement '~
E} Announcement plus DTMF
@’ Announcement plus DTMF Sequence
E'l/ Announcement plus Speech Recognition
i‘f Text to Speech [
2 Record Voice Mail
@8, Record Yoice Mail Plus DTMF
&8, Send Voice Mail as E-mail
S8 Delete Voice Mail
[=) (@ Telephony elements
¢ cal

&3 Send DTMF Tones

[I¥R script]: Dialaknownextensionnumber

R [BEEcoEii i i EEE )

.......... Is the user available? | e
MR 6 & o w s o LT T LA TP L L S
1
_ Bt T e 1 e AOND D O OF o CHOME 0 D Tl D8 ORIONO G 4

prston : IRNE S PRy R R

o i Attt s B il g I ptdn

A. Click and drag.
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66.In the Label field enter Retries plus 1.

{2} Define ¥ariable

Label: Retries plus 1 ]

N Cancel
W ariahle; I \

Mew value: | :I Dperatars. .
Local war. ...

i

il

Tangs...
[ Mot intermuptible
Comment:

| 4

67.Using the left mouse button, click the Variable field.

{-} Define ¥ariable

i

Label: IFietries plus 1 0k
Cancel |

Yariable; ||

New value ;I Operators. .. |

Laocal war. ..

Tags...

il

bt et P rzi‘*-* audliv._ gpeih
68.Click the Local Variable button.
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{=) Define ¥ariable
Label: IHetries pluz 1 0k, I
Cancel |
Wariable: ||
New value: +|  Operators... |

Local war. ...

Tags... |

S ST #“-"\“‘-r“ﬂ A, tr':i""“- A
69. Click Retries local variable and the select the OK button.

{-} Local ¥ariables
Marme o | Walue | ok
& DTMF
& Emarlnfo Cancel |
& LagtError
1 Add...

Change...

i

Delete

70.Using the left mouse button, click the New value field.

{*) Define ¥ariable

i

Label: IFietries pluz 1 0K
Cancel

Y ariable: IFietries

New value: | ;I Operatars...

Local war. ...

Tags...

il

[ Mot intermuptible
PR L e Y ] T
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71.Click the Local Variables button.

{=) Define ¥ariable
Label: IHetries pluz 1 0k, I
Cancel |
Wariable: ||
New value: +|  Operators... |

Local war. ...

Tags... |

st r-ﬂ'-l-H . g

72.Click the Retries local variable and select the OK button.

{=) Local Yariables
Mame o | value | oK
& DTMF
& Emarlnfo Cancel |
& LastError
2 Add...

Change...

i

Delete

B

73.Click the Operator... button.

{=) Define ¥ariable

Label: IHetries pluz 1 ok |

Cancel |

Wariable: IHetries

Mew value: <:Petriess

Operators. .

Tags... |
[~

e A g g . i ""“ﬂ.‘h.ﬁn
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74.Select the + Addition operator and select the OK button.

)

Allowed operators and functions

Logizal operatars
ol

.-’-‘-.r.ithmetin: aperators

++

e W

O — —

mparizon operators

C
4

Logical AMD, e.g.[1==1] && [2==2] iz

- Ok
Logical OR. e.a.[1==1] I [Z2==3] iz tru el
Logical negation, e.g.![1==1] returns
Fre- and postincrement
Subtraction

Pre- and postdecrement
ultiplication
Divizion
b odulo
Binam AND ., eg. 25 4izfalze, 2% 3
Binary OR, e.0. 2 & 4 iz rue
Open bracket
Cloze bracket
_'*IJ

e

75.At the end of the New value type 1 and then click the OK button. This value
within the variable will be referenced later by a Logic element that will have
a configured retry limit of 3.

"} Define Yariable

Label;

Retries plus 1

/ Cancel
Y ariable: Retnes
Mew walue: <:Reties»+1 ;l Operatars...
Laocal war ..

N__.."“---qi.-‘i.-m?‘x,#ﬁ“ PP N TP e

76.Click the option Not interruptible and then select the OK button.
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{2} Define ¥ariable

Label: IFietries pluz 1 0K

Cancel

Wariahle: IFietries /
Mew value: <:Retries:y +1 /:I Dperaturgm

Local war, ..

Ml

Tags...

v Mot intermuptible

Comment:

77.The configured element is displayed.
A IP Office Contact Center
Eile Gota Help 1:17 4 0:00 ||
IR script  Edit Wiew Tools ‘Windows Help
Ho & a /| a=lome |
& IYF scripts BB Elements | [I¥R script]: Dialaknownextensionnumber

abe Comment =

EB Eiasic elements
------ ¥ Start

...... ? Lagic

------ @ Check Time Perinds

------ ﬁ Define Variable

------ E Branch

...... E wait

...... Hc Start Script

------ Skart Program

=& Speech element

------ @ Announcernent

------ % Announcement plus DTMF

------ % Announcement plus DTMF Sequence
.. E}) Aannouncement plus Speech Recognition | |

: Text ko Speech

------ 28 Record Yoice Mail

------ 22, Record Yaice Mail Plus DTMF
------ £2 Send vaice Mail as E-mail

------ # Delete Yaoice Mail

E"’D_\\Ie'ﬂjﬁ_o%d%inig At o .
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78.We will now add a small delay into the IVR script, that will provide a pause
before the caller is again requested to enter the required destination
extension. This can be achieved using a Wait element. Drag the element
into the IVR script working.

A P Office Contact Center

File Goto Help 22:45/ 0:00 I | Admini

PRI [VR script  Edit View Tools Windows Help
“ Ho & nv a=zleon|
@ IVRscipts B8 Elementsl

abe Comment
J [ [@ Basic elements

¥ Start

B end

T Trace

[IVR script]: Dialaknownextensionnumber

|»

Pt Check Time Periods

[ start Progien
~
[=] @ Speech element ~\\
é] Announcement \\\ .......... Is the user available? | B o =ttt ol Al e e
= ey, | R — I I L 0 I N =3 T
(5} Announcement phusDTMF ey, | 1SS0 el D D
= ~
_Q‘: Announcement plus DTMF Sequence o M e J Y L] b LT (R A bl e s R
[£L, Announcement plus Speech Recognition e = K B © [EEE ?3 .............
z, - 5 .‘s\ ...... Destinat{ . . | MaxTing Relnes ¥ 5ol s s 2 0 5 @ S
g‘; Text to Speech R 48] N wmaE . Nead 0
@9 RecordvoiceMal 0 Ib - .‘u~‘; .................. ;"'. ..........
8 Record Voice Mail PlusDTME [ [b .o V| o oo 0 A
) ) o N “e L e e o o A B I
8% sendvoice MailasE-mall | |f DT Tiansferto e 5 0 o o I < e e s
99 DeletevoiceMal | lp e [IAGTELL . .o
B-@b Telephony elements e e S
eca I s e e e

PSRN U RPN SRR B U RERS SNSRI QRS SRR SRRER Sl
A. Click and drag.

79.In the Label field enter Wait for 5 seconds.

=) wait

Label: IWait for & seconds ok I
‘ Cancel |

it bimne [mm: ss); ||

[ Mot interuptible

Commenk;
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80.In the Wait time (mm:ss) field enter 00:05.

) wait
Label: IWait for & seconds ] I
Cancel |
‘wiait time [mm:zs]: IUDZUE

[ Mot intermuptible

Comment;

N\

[

81.Click the Not interruptible check box and select the OK button.

£ wait |
Label: IWait for 5 geconds g
Cancel
"ait tirme [ ss); IUZDE

v Mot intermuptible

Comment;
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82.The configured element is displayed.

A 1P office Contact Center

IVR script Edit Wiew  Tools  Windows Help

i
HPESH a=|emo T
@ IVR soipts e Elemenlsl [I¥R script]: Dialaknownextensionnumber
..... abe Comment = . e /
[=}-fg Basic elements e
¥ st L 4
EL End ‘
T Trace [P N R A_%‘ :::::::::::::::::::?
B Logic scncccnoco MMM WGl .ccococoacoancocconocns .
@CheckTimaPeriods B [TE . . [TE] s
&Y Define Variable S S
T Eranch ) I L
X i SRR hgc::::lig;lfde:::::::::::::::::::,-
E—E Start Script [TE] 3
[ st rogram SRR R o
[E}-ad Speech slement e [ R D !
@ Announcement oo | lstheuseravalable? | 000 L L
(58 anmouncement plos DTIE SRR R s TR
% Announcement plus DTMF Sequence | |}
E_) Announcement plus Speech Recognition L % . % ﬁ z B
(%I Test b Spesch - Deslrgat M’a_x'%g .. H’eﬂll%s‘; W'gﬁfm N
28 pecord Yoice Mail S
%2 Record Yoice Mail Plus DTMF |—|{_\.
(3 Send Yoice Mal as E-mail S Tianeteed
# Delete Yoice Mail Ie[fTEL] .
) 3 Telepbony clements B e
S il e A, gl b sl LI e i B s . P i, -,

83.An element will now be added that will check how many times the Caller has
attempted to enter DTMF digits. In this example, we have set a limit of
three. This can be achieved using a Logic element. Drag the element into
the IVR script working area.

A 1P office Contact Center

File Goto Help 22:50/ 0:00 ] ‘ Administrator

Agent Portal IVR script  Edit View Tools Windows Help
A @& n/ a=lemo |
@ IVR scipts 0O Elements | [IVR script]: Dialaknownextensionnumber

abe Comment 0
(=} [& Basic elements
¥ Start

Y Define Vrlﬂe
E Branch N
X wait \\\
&E Start Script \\
E Start Program N\

= [@ Speech element ~,
[£] Announcement
3 Announcement plus DTMF
33 Announcement plus DTMF Sequence

Ei/ Announcement plus Speech Recognition
_q Text to Speech I~
29 Record Yoice Mail
@8, Record Voice Mail Plus DTMF
&84 Send Yoice Mail as E-mail
88 Delete Yoice Mail
[=) [@ Telephony elements
¢ call
&3 Send DTMF Tones
A i,

0P N A i T A ™ s

A. Click and drag
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84.1n the Label field enter Max Retries = 3.

{ } Logic
Label: IMa:-: Retries = 3 oK
Cancel
Condition:

| Operators. .
\ Local war, ...
Tags...

Error codes. .

).

[ Met interruptible

Comment;

85. Click within the Condition field.

{ } Logic
Label: IMa:-: Retries = 3 oK
Cancel
Condition:

| Operators. ..
Local war, ..

Tags...

B ELY

Error codes. .
[ Mot intSguptible

Comment;
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86.Click the Local var... button.

{2 Logic |
Label: IMa:-: Fetries = 3 0k I
Cancel |
Condition:
| Operators. .. |

Laocal war. ...

Tags... |
Error codes. . |

[ Mot interuptible

Comment:

87.Click Retries and then click the OK button.

{=) Local ¥ariables
Mame o | value | ok
& DTMF
&+ Errorlnfo Cancel

& LastError

Change...

Delete

i
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88.Click the Operators... button.

) Logic |

Label: IMa:-: Fetries = 3 0k |
Carnicel |

Operators. ..

Condition;

<:Retrigs: >

Local war. ...

Tags... |
Error codes. . |

[ Mot interuptible

Comment:

[

89. Select the >= Greater-or-equal operator and then click the OK button.

{-} allowed operators and functions
| Open bracket -] 0K
] Cloze bracket
Comparnizon operators [l
== Equal
1= Irnequal
< Less
{= Lezz-or-equal
> Greater

[3reater-or-equal

rators
Connected words [e.g. "Call''+"Cente
Lexicographical string comparizon for
Lexicographical string comparizon for
Lexicographical ward cormparizon for
Lericographical string cormparizon for
¥ Lexicographical word companzon for

¥= Lexicographical ward u:u:umparisu:unf_u:urlll
4 I I 3
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90. At the end of the condition field add a 3 and then select the OK button.

{} Logic |
Label: Ih-'la:-: Reties =3 ok,
Cancel
Conditiorn;
<:Retries:y»= / Operatars...

Localwar, ..

Tags...

Error codes. .

BELIE

[~ Mot intermuptible

Comment;

| -

[

91.Click the Not interruptible check box and then click the OK button.

{} Logic |
Label: IMaH Reties = 3 T
Canicel
Condition;
<:Retries:»»=3 / Operators...
[Lozal war, ..

Tags...

Error codes. .

BELEE

¥ Mot intermuptible

Comment;
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92.The configured element is displayed.

A IP Office Contact Center

1 Help

IYR scripk Edit  Wiew Tools ‘Windows Help

23:111 0:00 | |

Administg

Hds & |a=laly

. =0
& IR scipts OO Elements |
----- abe Comment:

[=]- [ Basic elemerts

..... 2 Logic
----- @ heck Time Periods
----- ﬁ Define Yariable

‘&c Start Script
----- Start Progra

[=]-[a@ Speech element

----- @ Announcement

----- % Announcement plus DTMF

----- % Announcement plus DTMF Sequence
----- E_) Announcement plus Speech Recogniti
----- 7 : Text to Speech

----- 28 Record Voice Mail

----- % Record Yoice Mai Plus DTMF

----- % Send Yaice Mail as E-mail

----- 2 Delete Ynice Mail

E] [ Telephony elements

g cal

I N Tt [T BB sl s g,

|»

on

I—l C e e e e
sﬁenﬁﬁﬁﬁﬁﬁﬁﬁﬁ
Ell . . . . ... ...
LT ‘l_%‘ o
Enier DT DTHFE| . . .
E [TE1
Invaide
[Tel

[I¥R script]: Dialaknownextensionnumber

L . L L] ]
G |- A b Z
Destinatl . 4 & ring| Retries g Wit for
[TE] [TE] 1

93. For situations when the caller has exceeded the retries limit, an

A P office Contact Center

File Goto Help

Agent Portal

]
J

IR script  Edit View Tools Windows Help

23:12/ 0:00 ||

Administrator (-)

announcement should be played requesting that the caller hang up. This
can be achieved using a Text to speech element. Drag the element into the
IVR working area.

v

Bosn | a=ledo

@ VR scipts BB Elements |
abe Comment
(=} [@ Basic elements
¥ start
u End
T Trace
? Logic
@ Check Time Periods
Y Define varisble
E Branch
X wat
Bc start Script
E Start Program
= @ Speech element
[5] announcement
3 Announcement plus DTMF

A NON
i‘l,“n o - Pprassapeech Recognition -
% Textt R

28, Record Voice Mail PI HTMF
&2, Send Voice Mail as E-mail~ .
89 Delete Voice Mail o
=} (@ Telephony elements
¢ cal
&3 Send DTMF Tones
R Consultation

[I¥R script]: Dialaknownextensionnumber

IR RS T ™ ey e

A. Click and drag.
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94.1n the Label field enter Retries exceeded.

{2} Text to Speech

E2
Label: IFietries exceeded 0. I
[ Testirom file Cancel |
e | \ ﬂ LR Browse... |
j Local war. .. |
Tags... |
Languange;

Speed of speech:
™ Mot intermuptible

Comment;

[

95.In the Text field, enter You have reached the maximum number of

retries. Please hang up and redial if you wish to try again.

£} Text to Speech

Label: IHetries exceeded oK
[ Textirom file Cancel
Test:

t'ou have reached the masinum rﬂ [ Var. Browse,..

[Lozal war. ..
\ -

Tags...

L

o e Pty o, it i P e
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96.Click the Not interruptible checkbox and then select the OK button.

£} Text to Speech

Label: IHetlies exceeded

Cancel |

Browse... |
Local war, ... |
T age... |

[ Text from file
Text:

"r'ou have reached the masimum rﬂ I War,

[~

Language:

Speed of speech:

v Mot intermptible

Cormrment:

97.The configured element is displayed.

I¥R script  Edit  Wiew Tools Windows Help

/ 0:00 ||

Administra

HFS | a=lemo |

. =0
@ VR soripts OO Elements |

[I¥R script]: Dialaknownextensionnumber

o abe Comment
o[ Basic slements

e W Stark

|»
O

ﬂ' End

? Lagic

W Trace R

@ Check Time Periods
ﬁ Define ariable
E Branch

T wait

&c Start Script
T3 start Program

[=}-[=2 Speech element
@ Announcement

TEITIFITIAIFIE

% Announcement plus DTMF

% Announcement: plus DTMF Sequence

@) Announcement plus Speech Recognitian % S

% Text to Speech i D?%I%?t o M%g i

B9 RecordvoiceMal 0 b

9& Record Yoice Mail Flus DTMF I—‘ﬁ

(g Send Voice Mail as E-mai DU Tramletaed L Y

88 Delete VoiceMal 0 | |b 2N L 11 R HetneEse

=-fa Telephony elements L N

-7 cal R
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98.1In this example, after the Maximum retries message has been played the
caller will be disconnected. This can be achieved by using the Drop
element. Drag the element into the IVR working area.

A, 1P office Contact Center

File Goto Help

A (VR script Edit View Tools Windows Help

2318/ 0:00 ‘ | Administrator ()

= =] M«\u-r:u@m\

A

@ WA scipts BB Elements |
E, Announcement plus Speech Recognition _:J
‘EQ| Text to Speech
29 Record Yoice Mail
22, Record Yoice Mail Plus DTMF
224 Send voice Mail as E-mail
88 Delete Voice Mail
=) [ Telephony elements
¢ cal
&8 Send DTMF Tones
R Consultation

J

& » Transfer

=) [& Database elemits
'._i Open Dakab;sé‘.,\
’.fi Close Database ."'v.._
Add Record
Modify Records
Delete Records
=) @ Access record
¥y soL query
Wy First Record
M Next record
ﬁ Delete Record

R i O LW
A. Click and drag.

[I¥R script]: Dialaknownextensionnumber

Is the user available?

[TOITIFITTAIPIE] . .

o] =) = = s I
K U 2 e
Dsknat Mﬁ'ling H%&: s ‘Wait for .

Te IE | . ‘

99.In the Label field enter Drop the Caller.

) Drop

Label: IDr-:up the Caller

Ok I

[ Mot intermuptible

Comment;

Cancel |
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100. Click the Not interruptible check box and then click the OK button.

) Drop

Label; IDru:up the Caller ok,

Cancel |

v Mot intermuptible

Comment:

The configured element is displayed.

A IP Office Contact Center

File Goto Help

IVR script Edit View Tools Windows Help
H@&n | a=lemp

@ VR scripts %E Elements | [I¥R script]: Dialaknownextensionnumber

------ E) Announcement plus Speech Recognition ;I
------ S : Text to Speech

------ 298 Record Yoice Mail

% Record Yoice Mail Plus DTMF
------ £2, Send Voice Mail as E-mail

------ 8 Delste Yoice Mail

- Telephony elements

------ &4 Send DTMF Tones

...... R Consultation

------ &% Transfer
...... B Toggle

=+~ Disconnect

[=-f Database elements

------ lj Open Database

------ ﬁ Close Database

------ Add Record

...... Madify Records

------ Delete Records

[=]- [ Access record

i E SGL query

- E First Record

E Mexk record

ﬁ Delete Record

Yi Madify record |
-

el —satmee il st g o L M il el A sl gt P i, 1 A .0’
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101. The IVR script can now be ended by using the End element. Drag
the element into the IVR working area.

IP Office Contact Center
File Goto Help 23:27/ 0:00 | | Ad
Agent Portal IYR script  Edit View Tools Windows Help

B3 n | a=lede
A |

@ IVR scipts 88 Elements l [I¥R script]: Dialaknownextensionnumber

abe Comment
: ) =R

|»

|

? Logic A5
@ Check Time )\eriods
ﬁ Define Variab\

E Branch \

X wait \\
Bostatsaipt Y
@ Start Program \

\
[= @ Speech element %

. R [EEEEESIERE R iRl 3
@ Announcement \‘ .......... Is the user available? )

SO . (| I i 2 00 23 2 3
|5} Announcement plus DTMF \

E'Q‘S Announcement plus DTMF Sefuence
:?_1/ Announcement plus Speech Remgnition g
'{L Text to Speech \

\

29 Record Voice Mail \\

29, Record Voice Mail Plus DTMF N\
&2 Send Yoice Mail as E-mail ﬁ
29 Delete Yoice Mail

[=} (@ Telephony elements
¢ cal
&8 Send DTMF Tones
R Consultation
&% Transfer

. -

A. Click and drag.

102. In the Label field enter End and then click the OK button.

() End

Label |End ok,

\ Cancel |
Comment:
| =l
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103. The configured IVR script is displayed.

IP Office Contact Center

it Portal IVR script  Edic  Wiew Tools ‘windows Help

A Hga s a=lemo 4

@ IR soripts EE Elements | [I¥R script]: Dialaknownextensionnumber
;abe Comment =
[=]- e Basic elements

----- ¥ Start

..... ? Lagic
----- @ Check Time Periods
----- ﬁ Define Variable

----- &c Skart Scripk
----- Start Program

[=]-fg Speech element

----- @ Announcement

----- % Announcement plus DTMF

----- % Announcement plus DTMF Sequence

= E_b Announcement plus Speech Recognition

: Text to Speech

----- 28 Record Yoice Mail R

..... %Record\u‘oiceMailPlusDTMF S IsthiuﬁeLa\:aiaEIe?E e . :
.......... | E il EN RN EY :

----- B2 Send woice Mail as E-mail

----- # Delete Voice Mail

[=-[a Telephary elements b % o o

.......... Drestinat

----- ¢ cal E

_____ &% Send DTME Tones
.......... -

----- R Consultation e

..
coewe Transter o Transfer to &
..... "R’ Toggle e

o &% Transfer

............. Cpas o oI
€} Informatin on cannection o Lol A
= [ Database elements /L. ... ... A End g0 Dr'gﬁu T

----- lj Open Database
----- ﬁ Close Database

. ” - - gy A i B s i b g p s s ‘
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We now need to link all of the elements together, as illustrated below.

@% s
SetBetl . . L L L s

IEI .......................................
. 1
TEELT) CLT

e MF ] D?%FE o
[1E] [1E]

|z the user avalable® | . . . . .

[ refiyafeyely . 0 . 0 . 00
AR ' KN Iy A I I O O O PR
..... ol Mg nng ._T
. '@ CIel |l il 4 1 E [ i E E : |0 1
..... Destinat] . . .. & ; 2
..... I =1 Retnes pluz 1 ; Wait for 5 4
..... .. L IE ; 1

(. e
Oropthe Caller| . . . . . . . . . . . . ...
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104. Now that all the connections have been created, the IVR script must
be enabled. Select IVR Script and click Properties.

A 1P Office Contact Center

File Goto Help

Agent Partal IVR scripk Edit Wiew  Tools  ‘Windows  Help

T
Lo (=

Save all

3

@ M5

[1¥R script]: Dialaknownextensionnumber

J Delete

Rename

Enable

\

Primt, ..

Print preview

\ ZErl+-F

Irnpott,
Expork,
Export as =ML scripk. ..

b

A i B e st

105. Click the IVR ... button.

{ } Properties

]|
[T |5l ak nownestensionnumbe

Cancel

~ Type
% Apnouncement

[ free of cost

" Automatic agent

[T welcome announcement

— Playon ...

R | P

— Start parameter...

["F ..
[Melete |

‘Y ariable

| Tag

| Tan. |

[Melete |
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106. From the drop down list, select PBXServer and then select IVR
followed by the OK button.

i select IVR

I =€ PBXServer

I I Columns |Aé
107. Choose the options for Automatic agent and then click the OK button.
{2 Propetties
M ame: Iialaknnwnextensiunnumber OF,

Cancel |
~ Type

¥ Announcement
[ welcome annuuncemer}/

™ fee of cost

I @ Automatic agent I

— Playon ... —
IR [ PEx |
["F PE#Serer

[elete

— Start parameter...

' ariable | Tag | Tag

[elete

|
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108. Select the IVR script menu and click the Save option.

A IP Office Contact Center

File Goto Help

Wiegw Tools  ‘Windows Help

AgentPortal  PUGEEGEEEE
N g
L I@T il

Save

Rename

Propetties. !
Delete

Enable

DEL

Print. .. CkrlH+-P
Prink presiew

Import. .. r
Export. ..
Export as <ML scripk. ..

kﬁ",.'..' :{#f o S

109. Click IVR script and select the Enable option.

A IP Office Contact Center

File Goto Help

Edit  %iew Tools Windows Help

Agent Portal  REGEEE(ES

Mew ] E m
ﬁ Save

Save all

Rename

Properties. ..

Delete DEL

Prink. .. Ckrl+P

Prink presview

Import, .. r
Export. ..
Export as =ML scripk. ..

“«M'J‘H
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110. Click the OK button when prompted.

I¥R-Editor

=]

l:o:l YR script 'Dialaknownextensionnumber’ was enabled,

111. Now the IVR is complete, we will link the new IVR script into an
existing Companymainmenu IVR Script.

[IVR script]: Companymainmenu

........ 1I?I1I‘IE

...... 'T . L T T T T T T

51 ) KN ) 5N ) [ o

[ phiond CDptiong 4 ‘\.-'alid

IE [TE [E e . ... ...

...... . [

T 1 L
K E E N EE B EE
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112.

In this example, the companymainmenu IVR script that was

previously configured in this guide will be utilized. Open the required IVR

script.

IP Office Contact Center

IWR script  Edit  Wiew Tools Windows Help

Hds s o=lemo|

@ VR scrips |EE Elemenlsl

MenuOptions

g Waicemall

-Bg Companymainmenu

g test

-HN3 Support_Contract

- BQ Dialaknownextensionnumber

113.

o A g B o s caet

A |P Office Contact Center

File Goto Help

IVR script  Edit  View Tools

Windows Help

[I¥R script]: Companymainmenu

............. Mai%en
............. [T=T5
........ e
L [ S AR A N
........ I—I—I . Ill—l . Ill—l I—I—‘
Option1 Option2 DﬁnB In%idle
........ TE . T 1 [TEl | .
.................... IT—
Y211 2 & 3 2 1 N

T L ok e P NP

Then drag the Define Variable element in to the IVR working area.

| @ IVR scriplsA EE Elements
abe Comment A
=-[@ Basic elements

=-{@ Speech element

Ba& v/ o=leme

¥ Start

B end

T Trace

rul @)
@ Check Time Periods

&Y Define Variable
E Branch !
% Wait Y
) \
&c Start Script -
[ start Ney
i Start Program .~
~—
1~
E] Announcement
[% Announcement plus DTMF
E‘s Announcement plus DTMF Seqt
E’_/ Announcement plus Speech Rec
_q Text to Speech
29 Record Voice Mail
2, Record Voice Mail Plus DTMF
&2, Send Voice Mail as E-mail

[IVR script]: Companymainmenu

68 Delete Vnice Mail

A. Click and drag.
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114. In the Label field enter Option 4.

|Elpti|:|n 4

Wariable:

M e value:

[ Mot interuptible

Comment;

115. Then click the in the Variable field and then choose Tags....

| Option 4

" ariable:

M ew value: Operatars. ..

Laocal war. ...

Tags...

[ ] Mot interruptible

Comment:
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116. Select the tag IVR_script_return and click the OK button.

M arme Type
CCOD_Callob <Spet
CCOD_Destinatian <Spst
CCOD_MDOropped <Syst..
CCOD_MTries <Syst. .
Ck_fgentGroup D, <Swest...
CT5_Initial_Meszage <Spest.
CT5_Lastinput <Spst.. Mumber
EsternDaD Idzer String
Fail Izer MHurmber
FirstScreenT abMame  User String
FirztT opicAddr <Spzt.. Shing
FirztTopicld <Syst...  Shing
FirztT opicH ame <Syst..  Shing
ForcedOrderCode <Syst.. Mumber
IPOSendPhonetdsg  User String

Fes

["F_=zcript_return ] Hurnber

CEREgeEnd
<|

|| Columns

117. Click in the New Value field and type 4 and then click the OK button.

| Cption 4

“Wariable: | [WF_script_returm

Mew walue: 4

[ ] Mot interuptible

Comment;

Thiz etz the Variable 'mainmenuchoice’ to 4
[reflecting option 4 in the 'Menu]
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118. Next, adjust the Main Menu element to have four options.

Note: The E must be disconnected before adding the 4.

..... ) o
...... Stact
R B 53 ¢ &) 1, 4P
....... connection
| Otar REREREEEEE
0?!:\1 og.z . oga . | Opbion 4 Inv'%d
[ (3]
.............. 4

A. Right click.

Note: Please be aware that you should update the announcement used by this
menu, to inform callers of the new, 4™ option.

IP Office Contact Center - IVR Editor Scenarios 052016 263



IP Office Contact Center - IVR Editor Scenarios

Allowed digits |« fidd |

1
- Delete |
N -

Ok

Cancel

Browse. ..

Locallvar. ...

]

. T I Tags..
. — Announc: — Testto speech —
—1
OT T O T
ﬁ File: COMPANYMaINMEnLL Way [~ War.

& Disfault foldem
" Folder
© Folder var:

—

Maw. input time (mm:ssl (810

¥ Input possible during annauncement
[T Mot intermptible

Comment:

A. Double left click.
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120. Click the Add button.
Label: Ok I
Cancel |
.?Iluwed digits | facld Brose |
2 Delete | Laozalwar. ... |
3
Tlags... |
—&nnounc, text— | Text to speech —
File: Icompanymainmenu.wav [ War.
& Default folder
" Folder
" Folder var.: I
Fax. input ime [mm:zg; (010
[V Input possible during announcement
[ Mot interuptible
Comment;
=
[~
121. Enter a digit 4 and then click the OK button.
{} Announcement plus DTMF
Label IMain b erna
Allowed digits 2] | add Browse. |

2
3/ Delete Lozal war. ... |
4 -
Tags... |
—dnnounc, text—] | Test bo speech
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122. Now rearrange the IVR to include the new Option 4.

N I Or 1| = | N I L] 0T T

CIel | . . CIel| . . [ = 13 CIEl

1J2131¢JE

Ill I |0 | Ill I OT [
ool | A ) ]

Optiomn] Ophon O ption3 Option 4 [reedild

K1 4 1 I I ED G

IP Office Contact Center - IVR Editor Scenarios 052016 266



IP Office Contact Center - IVR Editor Scenarios

124. Click the IVR Script link and select Save.

A IP Office Contact Center

File Goto Help

Agent Fartal

fir
J/

s Windows  Help

Fosi{

Save all
Remanme

Properties. ..

[elete DEL

Enable

Prink. .. Chrl+P
Prink preview

Expoart...
Export as XML script. ..

125. Click the IVR Script link and click Enable.

¢
T
{
Irnpark, .. ;

A 1P Office Contact Center

File Soto Help

Agent Portal

o
J

IVR script Edit View Tools  ‘Windows  Help
ey 3 mo m]
Save

Save all

Rename
Properties. .,
Delete DEL

Enable

Print. .. Chrl+P
Prink preview

Impork, ..
Export...
Export as xML script, .,

E wai
i BRI, o P et

126. Click the OK button.

I¥R-Editor

:l IR script '"Companymainmenu’ was enabled,

&
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127. Now we need to add this option into the CompanyMainmenu Call
flow.
52 [CallFlow]:Company kain Menu

.| Caompany] .. . Good Mar : Good Mar : Campany o WMR_script] . [Topict .

- 1 ] | F—1 0l ry [ 1 gt FE— :

e o @ PO PYEECY
Shutdown| - L WR_script] . [Topic2 | -

-] @ = Good After] . |Good afte . 0 ﬁ\' FEl—I1 Ve .

: ] O E-——@mmO gy || &40 :

PR e I . . m— O Lo g . .

Shutdown| - - | © . ] [vr_sennd] - [Topic3 :
._:I II_q P sorpnhear P :l v II_II .
) @ m—— .. 5l @ O—ag |- E/' EH— O ¢ .
N e I = . b4 .

Companygd | | . . . oo WR_script . [Dialakno
._I| E_ja:b .......................... :| \ME I'
.j@ . R E"IE O
L T e— fcia/
_______________________________________________ ¥
128 Choose the Go to menu and select Task flow Editor.

IP Office Contact Center

Goto Help

2 Telephony

Realtime information
Feporting

Agent Status Reports
Contact Detail Reports
Errar List
Configuration

[EE]

Wt [ |l

9 Ul config 1a
10 Task Flowe Editor

11 IWR-Editor

12 Dialer

13 E-Mail configuration

14 Texthlock admin

13 Address book admin

129. Open the CompanyMainMenu Call flow.
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[CallFlow].Company Main Menu

Motin shu

- [Company] ..
- | O
B

E—%@E

Good Morn .

Caompanyr .

YR _script]

Shutdown

M o O
z B

0§, E—{m
R H

YR _scripd]

Good Afte

S

P ERE
_ @

P i I

0§, E—{m
T R E

Shutdowen| . L | . ——— MR_script] . [Topics :
—[ @ - (- - - sarmtaieary .o | o o O & El—I ﬁ .
. m—t— - - - . M @ O—s< [ - - =7 ] | .
N s B ) A _

Companyy IZZZZIIZZZZIZZZZIIZZZZIZZZZIIZZZZjaia
| | ===
THB PR | -
130. Highlight the connection and using the right mouse button click

Delete connection.

bS] [CallFlow]:Company Main Menu |E||E|.
- [company] © - 0 [Matinshd] [Good mar] o [wR_scripd C [Tapict S
. R T e e
He b %}E ey ,jﬁf%]%e" ..........
Shutdown| - ] — WR_script] . [Topic2 S
M E |l ood After) . L O F— T o 5 -
. @IE ...... j@ﬁ . §/_|E jﬁ ..........
P s [ N . |E :| PO I N
Shutdown| - S oo wRCsenipd - [Topica | .o S
._:l |I_4 ..... sarnnwearg . | | o . o oo oo _:| v E_E ..........
. @II ..... II@E_:IGEF ........... !?/_IEI:I‘& ..........
Company oo e
SEROP® | e[|V Highlight connection
................................... Delete connection
s Other symbol
131 Move the drop element to leave space for option 4.
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= [CallFlow]:.Company kain Menu
. |Company] . . . . |Motinshul [Good Mor Good Mar] . . . |IMR_script : Topic1 .
- O 1] [ Fl— C 0 g4 FE—3 -
B8 B Caa w0 T % II:l ] .
Shutdown]| . R . WR_script] . [Topicz | . .
| @ |- - - Good Afte Good aften . [ 1:'\ Fl—1 -
. m—t | - - - | F—m E |: . . =7 ] M Lo
PO I |E :| P . .
Shutdawn| o WR_script] . [Topic3 .
| @ - - |- - - - sorrweard . | | . . “B 4. §—@ -
. ([ D 1] @ C—m aia ........... =7 ] M .
Companys O FOU
] E_:| o L. L. .
gl T | o
ZiiiiiiiZZZZiZZZZiiZZZZiZZZZiiiiiiiiiiiiiiiiiii:,aia
............................................... ¥
132. Drag a Task tag element into the Call flow working area.
—B Task conditions
------ % Mew task
------ _> Task Tag
------ O Wit tirme exceeded
133. Choose the builder button at the end of the Task tag field.
(&) Task Tag -
Task kag: || il | (0.4 |
Case sensikive
Comparison | [:]
cCarmmenk:
134. Select the tag IVR_script_return and then click the OK button.
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CCOD_Callob <Spzt.. Shing

CCOD_Destinatian <Spzt.. Shing
CCOD_MDOropped <Syst.. Mumber #fhte
CCOD_MTries <Syst.. Mogaer  Integ
Ck_dgentGroup [...  <Swst..  Sting
CT5_Initial_Meszzage <Swst..  Shing
CT5_Lastinput <Spzt. Mumber  Inter
Estern0AD Idzer String

F ail Idzer MHumber  Inte:
FirstScreenT abMame  User String

FirstT opicAddr <Syst...  Shing
FirztTopicld <Syst...  Shing

FirztT opicH ame <Syst..  Shing
ForcedOrderCode <Syst.. Mumber

M arme Type Data.. Res e~

|POSendPhonetdsg  ser String

["F_=zcript_return ] Hurnber

CEREgeEnd L]

<

Cancel

|| Columns

135. Type 4 in the New Value field and then click the OK button.

| Cption 4

“Wariable: | [WF_script_returm

Mew walue: 4

[ ] Mot interuptible

Comment;

Thiz etz the Variable 'mainmenuchoice’ to 4
[reflecting option 4 in the 'Menu’]
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136.

The Task Tag element is displayed.

"=

[CallFlow]:Company Main Menu

Company

Shutdown| .
| [#]
T 2 m

Shutdown

@O e O —
He

. [Matin shu] |Good Morr : . |Companyr - - |IWRE_script : Topic1 :
1] C0—4 [] 1] 1] M g E—70A] :
= 3 & B e, Y E A
1 - M : :

N . VR _script : Topic2 j

...... Good After] . | ﬁ\ E—1[1 P :

...... — @ [ ] E-i:‘r . =7 ] | .

....... |E e .

WR_script] .

el —_— . |Topic3 :
o @ E— - |- - sorreweard - | o M & E—1MOl Vi :
. m—t— - - - M @ O0—mM aia ........... =W - O .
S I N x | .
Cormpanyy R T =0T IR
Il E_j Lo :| i E ........
H B T L I
e
............................................... x
137. We now need to send the caller to the IVR, this can be done using a
IVR script. Drag the element into the call flow window.
- Announcerments
-1 WRscript
------ [t MR script (1 announcement)
------ @ Snnouncerment script
- @ Announcerment script (1 announcerment)

138.
button.
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| Choose IWR srript -
f“ Telephory f_—:& ] 4
Name Type  W=F. PBX
Clozed Apnou... X PEB...

_Compansmainmeny  Annon ey PR

Dhalaknownestens. .

L ETaluTn =14 =) gy P ] Tu1F R FE
Goodmorning Annow... PE...
Power Dialer no ag...  Annou... PE...

1 1 [ [oomm

139. The IVR script is now displayed. Now connect the elements together.

= [CallFlow]:Company Main Menu

otin shu| [Good Mor| . [Good Mor

Company M o
| O—-[ —[@ C
T e g5 &

je I
7€

.. |IWR_script| . |Topict .
O g FE—M[ :
—H - b He ,

Shutdown| . | [ . . . . . . IWE_script] . |Topic2
| @ - | |- Good After] . |Goaod afte . O - E—m P
: m— - —] @ E—1] @ O : : =7 W 1
PR I N e . |E :| P
Shutdown| - . | . . . . L IVR_script
| @ E— - |- sorraweard .
. |E ..... ] @ E_j ai:&
S I I . x
Companys L
I| E_:| ===
B T |
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140. Save the modified Call flow.
Task flowe set Edit Tools  Windows Help
0O = & L g8 00
| gﬁ 19tk Aug 2D‘MEE Lizt af symbolz
| b - Chat
141. Select to Activate the Call flow.

Task floww set  Edit Tools  Windows  Help
== ﬁ oTa BE| [0 &

142. When prompted select the OK button.

Task Flow Editor -
o Task Flowe set successfully activated,

» 0K

Installing Additional Languages for Text To Speech Files

Microsoft languages for TTS are feely available and can be downloaded from
Microsoft’'s websites. Microsoft has produced installation files for all standard
European languages.

The languages are preinstalled with Windows 2012 server.

To install additional languages for a Windows 2008 server:

Download and install the languages from Microsoft's Download Center. Download
the Runtime (x86) and the appropriate languages.

Link for runtime (x86)
http://www.microsoft.com/en-us/download/details.aspx?id=27225
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Pléra ¥

@ www.microsoft.com/en-us/download/details.asplid=27225 e | &~ condu

| GOTO Training BT Help BT Business BT | | IP Office Info I IPOSS - IP Office R8.1+... (L1} SignIn — ITEL— Harvest {_ Other Trade Tariff GOV % Printer Job Status iR55... {_i Time Duration Calcula... (O] Outlook Web

B2 Microsoft

Download Center \

Shop~  Products~  Categories~  Support~  Security v

=. Microsoft Speech Platform - Runtime (Version 11)

enavace Fnolish

Allows developers to build and deploy Speech Recognition and Text-to-Speech
applications

@ Details

Note:There are multiple files available for this download.Once you dlick on the "Download"” button, you will be prompted to
select the files you need.

Version: Date Published:
11 12/30/2011

File Name: File Size:
¥B6_SpeechPlatformRuntime\SpeechPlatformRuntime.msi 22 MB

Speech Platform Runtime 11 Licence.rtf 13 KB
x64_SpeechPlatformRuntime\SpeechPlatformRuntime.msi 26 MB

The Microsoft Speech Platform Runtime contains both a managed (.NET) and native (COM) API for developing Server based
speech applications.

s, oyl S s S0 B st H O G SR ARSI BT AL S5ata 0 b5 g  g,

Link for languages
http://www.microsoft.com/en-us/download/details.aspx?id=27224
The MSSpeech files are required. All of the files are installation files (msi).
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N : -
K5 ) ()] B2 nttp/womvemicrosoft.comyen-us/download/detals aspid=21224 £ + & | 8% Downlosd Microsoft Speech PL..| &% Download Microsoft Spee... % | |

% Microsoft

Download Center Pl

Shop v Products v Categories v Support v Security v

H Microsoft Speech Platform - Runtime Languages (Version 11)

R oo

Speech Recognition and Text-to-Speech Engines for Microsoft supported Languages

@ Details

Note:There are multiple files available for this download.Once you click on the "Download” button, you will be prompted to select
the files you need.

Version: Date Published:
1 10/25/2011
File Name: File Size:
MSSpesch_SR_en-US_TELEmsi 224MB
MSSpeech_SR_ca-ES_TELEmsi 251 M8
MSSpeech_SR_da-DK_TELEmsi 250 M8
MSSpesch_SR_de-DE_TELEmsi 18.1 M8
MsSSpeech_SR_en-AU_TELEmsi 180 MB
MSSpesch_SR_en-CA_TELE.msi 224 M8
MsSSpeech_SR_en-GB_TELEmsi 17.7 MB
MSSpeech_SR_en-IN_TELEmsi 126 MB
MSSpesch_SR_es-ES_TELEmsi 137 M8
MSSpeech_SR_es-MX_TELEmsi 17.7MB
MSSpech_SR_fi-FLTELEmsi 18.5 M8

MSSpeech_SR_fr-CA_TELE.msi 20.9 MB

At o it B A R ALt A s e M gt i ol S s I Dt e e g o2

Configuring languages within the Voice Control Speech

Configuration Dialog Box
The engines or announcers (TTS) allocated to the individual languages in the
Voice Control language configuration, are referenced in:
e the IVR editor in the voice recognition elements
or
e announcements via TTS under the name of the language.

Example: In the TTS element, when choosing "English” the announcer assigned
in the language configuration is used.

To be able to run the installed engine(s):

1. Click Start followed by All Programs, Avaya IP Office Contact Center -
Voice Control, VCSpeechConfiguration.
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TS TG b A IO e ==, 7 e o TR T »
& Internet Explorer | J
7 Windows Update \_)

. Accessaries

J Adrinistrative Tools
Administrator

| Awaya [P OFfice Contact Center
. Trace Syskemn

Documents
J Unified Media Archiving
| User Interface
. Computer
J WoiceControl
T ——
_onfigur ation Nekwark

| Watchdog
. HP Management Agents

Cantral Panel

J HP System Tools
y Maintenance Devices and Printers
. Startup
| Sybase Admiristrative Tools
Help and Support
Run...
1 Back, Windows Security

o ¥ WP WA TV P WL R VO WY

I Search pro@éﬂd files @ Log off Dl

ot B & 2 | @] K

4| A,

2. The Settings dialog box is displayed.

£% Yoice Control Speech Configuration
[~ Settings
Language Text-to-speech Speech recognition Language Text-to-speech Speech recognition
‘oice Speech model ‘oice Speech model
“endar: Vendar:
German I j I j Czech I j I j
English I Microsoft Anna j I j Slovakian I j I j
French I j I j Slovenian I j I j
Spanish I j I j Turk. I j I j
Italian I j I j Hungarian I j I j
Portuguese I j I j Hebrew I j I j
Metherlands I j I j Hongkong Cantonese I j I j
Belgium I j I j Mandatin Chinese I j I j
Basgue I j I j Japanese I j I j
Danish I j I j Korean I j I j
Finnish I j I j User defined 1 I j I j
Swedish I j I j User defined 2 I j I j
MNorwegian I j I j User defined 3 I j I j
Greek I j I j User defined 4 I j I j
Palish I j I j User defined 5 I j I j
Russian I j I j
Mumber of text to speech licenses Iﬂ—
Mumber of speech recognition licenses IS—
Cancel |

3. Select the languages installed for Text To Speech as required.
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Avaya Documentation
e http://support.avaya.com/

Avaya IP Office Contact Centre Task Based Guides
e |P Office Contact Centre Configuration Maps

IP Office Contact Centre Installation

e |P Office Contact Centre Telephony User Interface Configuration
e |P Office Contact Centre Task Flow Editor -Telephony

e |P Office Contact Centre Reporting

e [P Office Contact Centre IVR Scenarios

e |P Office Contact Centre Contact Recorder Configuration

e [P Office Contact Centre Email & Chat Service

e [P Office Contact Centre Maintenance

e |P Office Contact Centre Dialler Configuration

Please note, only the IP Office Contact Centre Task Based Guides listed above
are available from Avaya. Further IP Office Task Based Guide documentation as

listed below is available directly from ITEL. http://www.iteluk.com/

ITEL IP Office Task Based Guides

Initial Installation

IP Office Configuration Maps

IP Office Hardware Installation

IP Office Initialisation

IP Office Manager

IP Office Voicemail Pro Initial Installation Guide

IP Office Small Community Networking

IP Office Customer Call Reporter Initial Installation Guide
IP Office Server Edition Configuration

IP Office Security Policies

©o NGO~ ®DNE

UCM

10. IP Office Unified Communications Module
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Core Telephony

11.
12.
13.
14.
15.
16.

IP Office Telephony and Call Routing

IP Office Short Codes Summary

IP Office Hunt Group Setup and Operation

IP Office Conferencing

IP Office IP Telephony Guide

IP Office Computer Telephony Integration — 1st Party

Users, Telephone & Softphone Configuration

17.
18.
19.

IP Office Configuring IP Office Phones and User Accounts
IP Office Call Handling
IP Office Configuring the IP Office Softphone

Auto Attendant & Voicemail

20.
21.
22.
23.

IP Office Embedded Voicemail (Intuity Mode) Flowchart
IP Office Auto-Attendant Setup and Operation

IP Office Embedded Voicemall

IP Office Embedded Voicemail Flowchart

Voicemail Pro

24,
25.

IP Office Voicemail Pro Summary Guide
IP Office Voicemail Pro — Voicemail User Guide

One X Portal & IP Office Applications

26.
27.
28.
29.
30.
31.

IP Office One X Portal Guide

IP Office One X Mobile Preferred Implementation
IP Office Plug-in for Microsoft® Outlook®

IP Office MS Lync Plugin

IP Office Avaya Flare

IP Office One X Mobile Essential

Customer Call Reporter — CCR

32.
33.

IP Office Customer Call Reporter Configuration Guide
IP Office Customer Call Reporter Wallboard Guide
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Contact Store & Receptionist Console

34. IP Office Contact Store
35. IP Office Receptionist Console

Maintenance

36. IP Office Backup and Restore
37. IP Office System Status Application
38. IP Office Upgrade Guide
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