AutoAttendant Siemens

AutoAttendant

Contents
1 OpenScape Office —Auto Attendant ..............cciiiiiiiiiiiiieennns 3
1.1 General . .. e 3
1.2  "Classroom" infrastructure (e.g. Munich APT). . ... ... .. ... . . . . . . . ... 4
1.3  "Flying classroom" infrastructure (e.g. Munich APT) . . ...... ... ... ... ... ... .... 5
1.4 PrereqUIsSites . ... ..o i 5
2 Auto Attendant. . . ... i i a e 6
2.1 EXEBICISE. . o e e 6
2.1.1  Exercise 1: AutoAttendant - Scheduler .. ............ ... ... ... ... . ... 6
2.1.1.1 Solution: AutoAttendant - Scheduler ... .............. ... ... .. . ... 7
2.1.2 Exercise 2: CLl-basedrouting .. ....... ... .. . . i 13
2.1.2.1 Solution: CLI-basedrouting . . . ... 14

EN4225ENOOEN_01

© Siemens Enterprise Communications GmbH & Co. KG 2012. All rights reserved.
Siemens Enterprise Communications GmbH & Co. KG is a Trademark Licensee of Siemens AG



Siemens AutoAttendant

EN4225ENOOEN_01

© Siemens Enterprise Communications GmbH & Co. KG 2012. All rights reserved.
Siemens Enterprise Communications GmbH & Co. KG is a Trademark Licensee of Siemens AG



AutoAttendant Siemens

1 OpenScape Office — Auto Attendant

1.1 General
Use the following entries according to your exercise and infrastructure.

e "Classroom" infrastructure
or...

* "Flying Classroom" infrastructure

Aim:

Auto Attendant configuration - incl. exercise.
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1.2 “Classroom" infrastructure (e.g. Munich APT)

Global infrastructure...

Exampie ,Flying* Areax— 2 participants

Metropolitan Area 1 TDM-
Network B Phone
ExchangefFileserver |
povepirse... [ B AdminiCient.PC
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1.3 "Flying classroom" infrastructure (e.g. Munich APT)
Global infrastructure...

Example Flying” Area x— 2 participants

: "_"\h—\myPOr,tal for

1xIP-
Workpoint

1% TOM-

Metropolitan Area
: . Phone

MNetwork

ExchangeiFileserver g
PMPPATSE .. ﬂ Admin/Client-PC

1.4 Prerequisites

The course participant can administer the system at the administrator level.

Laboratory environment: Please use the general Module Il for numbering plans, IP addresses,
routing environment etc.

Preconfiguration:
e Systems have been reloaded
* The system can be accessed via IP

e Basic installation has been carried out.
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2 Auto Attendant

2.1 Exercise

The following exercises use examples to show the association between the Call Control Vector
(CCV) - schedule - exceptions - calls in queue.

2.1.1 Exercise 1: AutoAttendant - Scheduler

Aim:

Configuration of the Auto Attendant function in OSO under: "Expert Mode -> Application Suite
-> "OpenScape Office Recorder" and "Scheduler".

The Auto Attendant has to be configured as follows:
* “Record’ center: Record individual greetings, applicable to the scenario.

Create a message e.g.: <You have reached the company. Press 1 for sales or for service,
or just hold the line and leave a message after the tone>.

e “Scheduler”:

Starting point:
1. Create a CCV according to the following specifications:
> Company announcement - see Record Center
> “1” -> forwarded to ext: 101
If busy, the call will go to the attendant console
If no answer after 20 s, it will be forwarded to call number 111 (e.g. Group)
> Press "2" -> forwarding to individual mailbox
> If no digit received, the call will be forwarded to mailbox 102 after 15 seconds.
> Add exceptions for outside business hours...
> Configure a queuing mechanism that is accessible both internally and externally.

> Check the procedure of the CCVs - even in the future!
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2111 Solution: AutoAttendant - Scheduler

1. Create a new CCV in accordance with the specifications.

Company announcement - see Record Center - e.g. AA1.wav

Digit Timeout - after 15 sec. "Record in Mailbox" 102

=, Edit Schedule Business hours SEN B

H Save ﬂ Save As

ﬂ Delete e

Hew

Start Point

On Digit 1

-
¥,

o
12.Consultation Tran...

12 Prace

[Dn Device Busy l

[Dr\ Device No Ansuer ]

@

14.Single Step Trans

Schedule

Process Digi

on digit none

On Digit 2

Siemens

Edit CCV Business hours AA

16 Record in Mailbo

789
17 Dial By Exden

&4 Process Digit A

Playlist:

File name:

A1 e
112 wvay
13 ey
114 weav
115 way
116 wav
17 ey
118 Ay
118 wvav

AT nra

Digits Timenut
* Description:

Process after

digits:

E]

|. digit received, the call will go to mailbox 1D2|

- came
3

Play Mes
-
Disconnact

B

Goto L

Process |

Q

(-

Single Stap

Record in h
Py
.-

Consultation

=l

Move Up

Move Down

Schedule Name jusiness hours SEN| - Default CCY
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2. Press “1” -> forwarded to ext: 101

s Edit Schedule Business hours SEN

ke save Bl save as !g Delete + Hew Edit CCV Business hours AA
b
Flay Me
Start Peint
-—

Disconnec

I 77777 M R
12 Process Digit 16.Record in Mailbo -
On Digit 1 On Bigh 2 Frotens
L]
Le
& Single Step
o
Record in
[Dn Device Busy ] [Dn Device No Ananer ] )
= ]
] [ -
LF' L Target Extension: 101
14.8ingle Step Trans. 15.5ingle Step Trans...
Ring Timeout (seconds): |20
Pull back call it destinstion device is forward J deflected
Skip otfice status checking when transferring the call
Descr’imith |
Process after digts: |1
OK Cancel
3. If busy, the call will be forwarded to the attendant console
- e}, ®
12.Process Digit 16.Record in Mailbo...
On Digit 1 On Digit 2
-
")
e L
12.Consultation Tran... 17.Dial By Exten...
[Dn Dewice Busy ] [Dn Device No Answer ]
-]
Le
15.5ingle Step Trans...
=s Single Step Transfer 3| |
Target Extension: ‘9| |
Description: | |
Process after digits: On Device Busy -
0K Cancel
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4.

If no answer after 20 s, it will be forwarded to call number 111 (e.g. Group)

Start Paint

12 Process Digit

7y 7777y B

A6 Recard in hiailbo

On Bigit 1

.

-
13.Consultation Tran...

On Digit 2

A7 Dial By Exten

[Dn Device Busy ]

[Dn Device No Anzner ]

L

@

Le

4.5ingle Step Trans...

d

!
15.5ing|_Single Step Transter

=y 5ingle Step Transfer =] 3
Taryet Extension: ‘1 ih
Description: ‘
Process after digits: On Device Mo Answer -
0K Cancel

5. Press "2" -> forwarding to individual mailbox

=, Edit Schedule Business hours SEN

H Save

H Save As

ﬂ Delete

T e

Start Paint

l

7777 M

12 Process Digit

A6.Record in Mailbo..

On Digit 2

On Digit 1

-
13.Consultation Tran

-
P

Dial By Extensien l

e
17.Dial By Exfan...

[Dn Device

Busy ] [DnDe\riceNnAngmel l

[

14.5ingle Step Tians...
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6. Save this CCV under the name "Business hours AA"
Configure the scheduler name "Business hours SEN" and save it.

&g Edit Schedule Business hours SEN

Business hours AA

| save B save as ﬂ Delete e tiew Edit CC
b
Eleltirre
Start Point
-

Disconnect Caller

B

G to OOV

Frovess Digit

L

Single Step Transfer

Record in Mailbox

I 1757y B

12.Procass Digit 16.Record in Mailba.

On Digit 1 n Digit 2

e
13.Consultation Tran 17 .Dial By Exten

]

-
-

Consultation Transter

[Dn Device Busy ] [Dn Device No Answar ]

BC

u L

14.5ingle Step Trans 15.5ingle Step Trans... Dial By Name

Dial By Extension

Schedule :
Schedule Name business hours SEN| Default GOV Busingss hours A4, hd Edit Assigned Queuss Sawve Schedule Test Schedule
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7. Add exceptions for outside business hours...

Schedule Business hours SEN

Siemens

[ Save [ save As ewe Edit CCV play&disconnect
| Play Message
-
Disconnect Caller
Goto COY
Prosess Digit
b e
Single Step Transfer
Record in Mailbeox
-
ran
- Consultation Transfer
2.Disconnect Ca
Dial By Name
Dial By Estension
Select days x|
@ Everyday Ol BveryWeshday () Weskends
[l N i ey
i
5 Thursday Friday Saturday
Schedule
Sohedule Name ssiness hours SEN| Default GOV Eusiness hours &4, Edit Assigned Queties Save Schadule Sunday
: Save Cancel
Exceptions Add
Description @) Within fime range: 7 Within fime: date: range ) Halidsy Schesules Start Time: End Time | i
< o 0 sisconnect| [plavadisconnect | w | | Edit Start Date’ Bl e @ | o | e s Bne
Description @ Withinitime range ) Within time date range () Holidsy Schedules Start Time End Time | U i
o o (X) playadisoof [lavadiscornect | v | | Edit | Ster Date [0 Encoate = [ o0 | e
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8. Configure a queuing mechanism that is accessible both internally and externally. Use the
name "attendant customer AA" and assign it to the scheduler "Business hours SEN".

| save B save s ![]j Delete o= Hew Edit CCV Business hours AA
Start Point
TSN A
12 Provess Digit 18 Record in Mailbo
Suige On Digit 2
=
= 789 .
13.Consultation Tran... 17 Dial By Exten... Please select queue(s) for this schedule

attendant customer A4

[Dn Device Busy ] [Dr\ Devioe No Anser ]
e &
14.8ingle Step Trans 15.Single Step Trans
select Schedules 38 x|
Schedule Business hours hd
Save Cancel

Edit Cancel

9. Check the procedure of the CCVs - even in the future!
a8 x

Please enter the date and time to see which CCV will run at that
time

Drate: May 19,2010 | (3 = Time DD:DDE

Test Schedule

E At 201000519 00:00 the active CCY will be: Edit CCV
9 play&disconnect
Close
Edit Assigned Queues Sawve Schedule Test Schedule

Check that the system is functioning properly.

Save the schedule as a PDF.

12
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2.1.2 Exercise 2: CLI-based routing

Aim:

Callers are greeted by the voice mail in their national language and given the option to further
connect individually.

Starting point:

Create a CCV/schedule according to the following specifications:

> A country-specific, individual greeting announcement should be played based on the
CLI.

> All other system prompts should be played in the respective language.
> The caller should be given the option to connect to an extension.

> A queue (=calls in queue) should be set up and assigned to a corresponding pilot call
number.

> The CCV should be saved as a .pdf and handed to the customer.
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2.1.21 Solution: CLI-based routing

Create a CCV as explained in the following...

Overview:

s Edit Schedule mySchedule CLI

I save [ save as ﬂ Delete m Save overview as .POF play CLI-based announcement

\’ Play Massage
Start Paint st
Disconnect Calls
e 8
EE, Detault . b St
1.CLI Routing 5.Play Message

i
i m u Procass Digit

3 L
> . N i
2.Play Message 4 Flay Message

z 3.Play Massage ‘

0.5et language Single Step Trans

Record in Mailbt

7

Ay Ab B o

Consultation Tran:
&.Set language 7.5et language 8.5etlanguage

[Em

E, Dial By Name

¥ 14.Go to COW
5
12,0 to GOV — Dial By Extensio
13.60 to CLV
B a3
11,60 to LW Setlanguage

=

CLI Rauting

89
10.Dial By Exden...

Schedule [ —
Schedule Name mySchedule_CLI Defautt CCV play CLlbazed sannoun...  w Edit { Assigred GQueues: Save Schedule Test Schedule

Exceptions Add
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Start with "Play Message" - example for "French"....

Edit Schedule mySchedule CLI

| save  save as @ Delete o Hew Save overview as PDF play CLI-based announcement - §

3

Flay Message

I

Start Point

Dizconnect Caller

s B
E Detault o 4 o to CCY

1.CLI Routing 5 Play Meszage

Process Digit

ab

L]
] b 9 Setlanguage Single Step Transter
4Play Message |

3 Play Message —

2 Flay hiessage!

Record in Mailbox

File narme: |french ANNoUNCEment way - »
) 1 e
9 Consultation Transter
6.5t language FSSIA rhormuet pighs | | |
L |
Dial By Name
Description: | |
12.G0 Process after digits: | | Dial By Extension
=Y %a]
11.Ga to CCV Setlanguage
Upload oK Cancel E::
CLI Routing

Link the "CLI Routing" to the desired languages...

Edit Schedule mySchedule_CLI

H save B save as @ Delete Save overview as PDF play CLI-based announcement

b

Play hessage

Start Point o
‘ Dissonnect Callar
BN = 4 G0 to COW
: 5 Play Message
1.CLI Rowting

Frocess Digit

-]

L

Single Stap Transfar

Defaut S Play Message | w L]

Record in bailbox

b

2.Play Message

s CLI Routing,

Pattern Description Destination -
P e 0033 fr 2 Play Message Consultation Transfer
0044 oh 3 Play Message Add ABE
Dial By Name
oo40 r 4 Play Message

789

Dial By Extension

Remove h
B 4N
115010 GOV Setlanguage

| | CLI Routing

Description:

Process after dicits: | |
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All other system prompts are played in the respective language - "French", for example.

s Edit Schedule mySchedule_CLI

H save B save ss [T petete = Hew Save overview as .POF play CLI-based announcement

3
J Play Message

Start Point

Diseonnect Caller

B
s Ll 4 Go ta CCY
1.CLI Routing 5.PlayMessage
il m il Process Digit
> T u
S b Single Step Transfer
e 2.Play Message Default language French (France) - “
Pattern German (Germany) Hesain Mallhn
h h Greek (Gresce) »
-
Hungarian (Hungar
A A = D Consultation Transfer
6.Set language 7.Set language talizn Ctaly)
Morwwegian, BokmO (Morway) Add
Palish (Poland) . —
Portuguese (Brazil) Edit RN
B .
12,60 ta COW Remove Dial By Estension
& B
11,30 to CCV Set language
=
Description; ‘ ‘ im -(
auting
788
10.Dial By| Process after digits: ‘ ‘
OK Cancel
n 1] n n n H H |1 H H
Set language" > "Go to CCV" > "Dial by Extension" linking...
| save Ei save as ﬁ Delete + Hew Sive overview as .POF play CLI-based announcement m
e | Flay Message
Start Peint SN
* Discannect Caller
i x
= = Dial By Extension
1.CLI Routing
r m Description: | |
It
b b Process after digits: | |
nster
2 Play Message
3.Play Message
l Method |Transfer To Extenzion -
[
:}}. '39 0K Cancel
o nsfar
B.Set language 7 Setlanguage
Dial By Mame
B
14.50 to CCV }=_9\
B 89
T B Dial By Extension
13,550 to OOV B
B £l
1130 to CCV Setlanguage

i

CLI Routing

10.Dial By Exten.

1. Save the CCV - example: "play CLI-based announcement".

2. Configure scheduler name - example: mySchedule_CLI.

16
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3. Assign default CCV - the just created "play CLI-based announcement" in our example.

4. Assign queue and link to pilots.
5. Save the schedule

Optional: Add exceptions.

I save [ save as

ﬁ Delete + Hew

Save overview as .POF

3

play CLI-based announcement

Start Poi g, d .
Giueus MName |CLI-Queue
1_0,_-%%‘ Glueue Active |Ac‘tive -
i 2= ]| Schedule |myScheduIe_CLI -
[ 3
piag s b Pilat
3.Play hMe|
- 27410 _ [-]
l [ 27411 i
[] 27412
B [27a13 55,
6.9et language 7.Set lang -
[l 27414
[ 27415,
|:|’2T41E
B \[]2za17
12.Go to Dv2?41 5
B [] 27418
11.60 to GOV |:| 27420
[] 27421
OK Cancel

mySchedule_CLI Default CCY

schedule

ichedule Mame

Save Schedule Test Schedule

play CLI-based announ...  w Edit {assi

[eevTools ]
| 4

Flay Masage
-
Disconnect Caller

B

oo GOV

Progess Digit

L]

Single Step Transter

Record in Mailbox

-
"""
Gonsultation Transter

Dial By Name

Dial By Extension

B

Setlanguage

5

CLI Routing

[+

® 1l | Schedule | Queue |
— e

User Directory 7410 Disl Plan 7412 Disl Plan

Departments myScheduleTest

Groups

W =

Templates

1 |

T

Contact Center

m

Schedules
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