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Preventing Toll Fraud

Toll Fraud is the unauthorized use of your telecommunications system by an unautho-
rized party (for example, a person who is not a corporate employee, agent, subcon-
tractor, or working on your company’s behalf). Be aware that thereisarisk of toll
fraud associated with your system and that, if toll fraud occurs, it can result in sub-
stantial additional charges for your telecommunications services.

Avaya Fraud Intervention

If you suspect that you are being victimized by toll fraud and you need technical assis-
tance or support, call the Technical Service Center’s Toll Fraud Intervention Hotline
at 1.800.643.2353.

Providing Telecommunications Security

Telecommunications security of voice, data, and/or video communicationsisthe pre-
vention of any type of intrusion to, that is, either unauthorized or malicious access to
or use of, your company’s telecommunications equipment by some party.

Your company’s “telecommunications equipment” includes both this Avaya product
and any other voice/data/video equipment that could be accessed viathis Avaya prod-
uct (that is, “ networked equipment”).

An “outside party” is anyone who is not a corporate employee, agent, subcontractor,
or working on your company’s behalf. Whereas, a“malicious party” is Anyone,
including someone who may be otherwise authorized, who accesses your telecommu-
ni cations equipment with either malicious or mischievous intent.

Such intrusions may be either to/through synchronous (time-multiplexed and/or cir-
cuit-based) or asynchronous (character-, message-, or packet-based) equipment or
interfaces for reasons of:

» Utilization (of capabilities special to the accessed equipment)

» Theft (such as, of intellectua property, financial assets, or toll-facility access)

» Eavesdropping (privacy invasions to humans)

» Mischief (troubling, but apparently innocuous, tampering)

* Harm (such as harmful tampering, dataloss or alteration, regardless of motive

or intent)

Be aware that there may be arisk of unauthorized intrusions associated with your sys-
tem and/or its networked equipment. Also realize that, if such an intrusion should
occur, it could result in avariety of losses to your company, including but not limited
to, human/data privacy, intellectual property, material assets, financial resources,
labor costs, and/or legal costs).

Your Responsibility for Your Company’s Telecommunications Security
The final responsibility for securing both this system and its networked equipment
rests with you — an Avaya customer’s system administrator, your telecommunications
peers, and your managers. Base the fulfillment of your responsibility on acquired
knowledge and resources from a variety of sources including but not limited to:

 Instalation documents

» System administration documents

*  Security documents

* Hardware-/software-based security tools

» Shared information between you and your peers

» Telecommunications security experts
To prevent intrusions to your tel ecommunications equipment, you and your peers
should carefully program and configure your:

* Avaya provided telecommunications systems and their interfaces

» Avaya provided software applications, aswell as their underlying hardware/

software platforms and interfaces
* Any other equipment networked to your Avaya products

Federal Communications Commission Statement

Part 15: Class A Statement. This equipment has been tested and found to comply
with the limitsfor a Class A digital device, pursuant to Part 15 of the FCC Rules.
These limits are designed to provide reasonable protection against harmful interfer-

ence when the equipment is operated in a commercia environment. This equipment

generates, uses, and can radiate radio-frequency energy and, if not installed and used
in accordance with the instructions, may cause harmful interference to radio commu-
nications. Operation of this equipment in aresidential areaislikely to cause harmful

interference, in which case the user will be required to correct the interference at his
own expense.

Trademarks
See the preface of this document.

Obtaining Products

To learn more about Avaya products and to order products, contact Avaya Direct, the
direct-market organization of Avaya Business Communications Systems. Accesstheir
web site at www.lucentdirect.com. Or call the following numbers: customers 1 800
451 2100, account executives 1 888 778 1880 (voice) or 1 888 778 1881 (fax).

European Union Declaration of Confor mity

The “CE” mark affixed to the equipment means that it conforms to the referenced
European Union (EU) Directives listed below:

EMC Directive 89/336/EEC

Low-Voltage Directive73/23/EEC

For more information on standards compliance, contact your local distributor.
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About This Document

This document tellsyou how to administer the AT&T AUDIX® Voice Power™ Release 3.0 system. It covers
preliminary through ongoing administration.

Thisdocument is designed so that you can quickly find information about how, when, and why to perform specific
tasks.

INTENDED AUDIENCES

Thisdocument isintended for persons who administer the AUDIX Voice Power system, such asthe AUDIX Voice
Power system administrator and service administrators.

PREREQUISITE SKILLSOR KNOWLEDGE

Y ou do not need special skillsor knowledge to use this document. However, training for the AUDIX Voice Power
administrator is available and is strongly recommended.

HOW THISDOCUMENT ISORGANIZED

= |Chapter 1. "AUDIX Voice Power Basics'|covers AUDIX Voice Power's computer-based and phone-based
interface.

= |Chapter 2. "Security” [details AUDIX Voice Power security issues and procedures.

« [Chapter 3. "Getting Sarted"|details tasks the AUDIX Voice Power administrator should perform after the
gystem has been ingtalled and acceptance tests performed.

= |Chapter 4. "System Administration Planning'|explains some planning issues that should be considered before
beginning the feature administration of AUDIX Voice Power, such as service administrators, selection of a
speaker and order of administration.

= |Chapter 5. "Call-Answer Administration” [lists procedures for administering the Call-Answer feature of AUDIX
V oice Power which takes messages for subscribers when they are on the phone or away from their desks.

= |Chapter 6. "Automated Attendant Administration"|covers the start-to-finish procedure of administering the
Automated Attendant feature which directs callers through a series of menu selections to reach a desired
department, extension, or attendant.

= [Chapter 7. "Voice Mail Administration” |details the VVoice Mail feature of AUDIX Voice Power which enables
subscribers to, for example, send messages to other subscribers, listen to received messages, forward messages
received with comments attached, and reply to messages.

Xi



XV About This Document

= |Chapter 8. "Tnformation Service Adminisiration” jexplans how to administer the Imformation Servicefeaure o
AUDIX Voice Power which is a customer-oriented call-in information facility .

= |Chapter 9 "Message Drop Administration" [lists the administration steps for the Message Drop feature of
AUDIX Voice Power which is an answering service that presents amessage to the caller then allows the caller to
drop off a return message.

= |Chapter 10. "Subscriber Administration" focuses on ongoing subscriber administration such as the subscriber
profile, outcalling parameters and subscriber feedback.

= |Chapter 11. "Ongoing Preventive Maintenance" |is achecklist of daily, weekly and monthly maintenance tasks
for the AUD1X Voice Power system administrator.

= |Chapter 12. "Reports’] details the reports available from the system for example, on phone line usage and
logged errors.

= |Chapter 13. "System Tuning" |provides technical information for fine tuning the AUDIX Voice Power system.

= |"Appendix A. Job Aids" [contains several paper-based tools to help the AUDIX Voice Power administrator use
and evaluate the AUDIX Voice Power system. It includes, for example, an operator quick reference sheet and

= |"Appendix B. Upgrade Administration” |covers administration topics which need to be considered when
upgrading from a previous version to AUDIX Voice Power R3.0.

A list of|[Abbreviations| 8 Glossary |and an|Index Jare also included in this document.

HOW TO USE THISDOCUMENT

If thisisanew installation (not an upgrade), AT&T recommends readingChapter 1. " AUDIX Voice Power Basics")

Chapter 2. "Security"] and performing the activitiesin[Chapter 3. "Getting Sarted”] immediately after installation.

Then, read|Chapter 4. " System Administration Planning”| Y ou can perform the activitiesin Chapters 5 through 9in
any order, but AT&T recommends that you dg Chapter 5. "Call-Answer Administration” | and Chapter 6. |

" Automated Attendant Administration"]first.

If you are upgrading from any of the following releases, read|" Appendix B. Upgrade Administration”| for
instructions on which parts of this document to read first.

* AUDIX® Voice Power™ RI.1

* AUDIX® Voice Power™ R2.0

* AUDIX® Voice Power™ R2.1.1
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CONVENTIONSUSED IN THISDOCUMENT

Thefollowing ty pographic conventions are used in this document.
= Terminal keys that you press are shown in rounded boxes. For example, an instruction to press the enter,
carriage return, or equivalent key is shown in this document as the following.

Press

= Phone pad keys that you press are shown in square boxes. For example, an instruction to press zero is shown in
this document as the following.

Press[O]

= Theword enter meansto ty pe avalue and press (ENTER). For example, an instruction to typey and press
is shown in this document asthe following.

Enter y to continue.

= Two or three keysthat you press at the sametime (that is, you hold down the first key while pressing the second
key and, if appropriate, the third key aswell) are shown together in arounded box and are separated by hyphens.
For example, an instruction to press and hold while typing the letter d is shown in this document as the
following.

Press (ALT).

= Information that isdisplayed onyour terminal screen—including screen displays, field names, prompts, and
error messages—is shown in typewriter-style constant-width type. Information that you enter from your
keyboard is shown in constant-width bold type. Hereisan example.

Atthe Logi n | D? prompt, enter snowf ox

= Variablesthat the system supplies or that you must supply are shown initalic type. For example, a message that
is displayed on the screen with one of your specific filenames might be shown generically in this document as
the following.

Your file filename has been saved.

= Theword select is used in this document to mean the following: move to the desired menu item using the arrow
keys (highlight it) and pres{ENTER).
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Series of Menu Selections

To perform a specific activity you may have to pick through several menus to reach your desired destination For
exampl e, to reach the voiCE EQUIPMENT window, you would have to do the following.

Whenyou log on, the 1vPss R3.0 menu is displayed.

| VPSS R3.0

AT&T FACE
Voi ce System Adm nistration
Exi t

From the 1vPSS R3.0 menu, select Voi ce Syst em admi ni stration. Thisbrings up the VOICE SYSTEM
ADMINSTRATION menu.

Voi ce System Admini stration

Appl i cation Package
Admi ni stration
Configuration Management
Reports

Switch Interfaces

From the VOICE SYSTEM ADMINISTRATION menu, select Conf i gur ati on Managenent . This brings up the
CONFIGURATION MANAGEMENT menu.

Confi gurati on Managenent

Syst em Cont r ol
Voice Equipment

From the CONFIGURATION MANAGEMENT menu, select Voi ce Equi prent .
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Thisbrings up the VOICE EQUIPMENT WINAOW.

Voi ce Equi pnent

CHN CD.PT STATE STATE-CHNG-TIME SERVICE-NAME PHONE GROUP O
PTS TYPE

0 0.0 INSERVAug 28 19:24:25CA+VM 2003 2 Tdk IVP4

1 0.1 INSERVAug 28 19:24:25CA+VM 2004 2 Tdk IVP4

2 0.3 INSERVAug 28 19:24:25CA+VM 2001 2 Tdk IVP4

3 0.4 INSERVAug 28 19:24:25CA+VM 2002 2 Tdk IVP4

4 1.0 INSERVAug 2819:24:25CA+VM 2005 2 Tdk IVP4

Thisisalong and difficult way to show how to reach amenu. theref ore, a series of menu selectionsis shownin this
document using the following convention.

Begin at the VPSS R3.0 menu and pick the following sequence.
Voi ce System Admi ni stration
Confi gurati on Managenent
Voi ce Equi pnment

In this example, the 1IvPSS R3.0 menu is the top level menu pick for this application. It isthe first menu you see
when logging on to the system. It isused consistently in all menu pick series, to serve as a point of reference
regardless of where you are in the menu system.

Each subsequent menu pick is shown on its own line, so that you can enter the sequence at any point and still arrive
at the desired menu. Each new line represents a different deeper-level menu from which you should make the
selection shown.
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How To Use Thelcon

Anicon isasmall, specific picture or drawing that has a certain meaning attached to it. The American Heritage
Dictionary definesan “icon” as

1. Animage; representation. b. A simile or symbol.

For example, when an oil can appears on the dashboard of your car, you know that you need to check your oil level.
A cigarettein acircle with aline through the middle tells you that you are in a no-smoking area.

To help you use this document and the other documentsin the AUDIX Voice Power 3.0 documentation set, a book
iconis placed next to or above text that requires you to reference another book in the set.

For example, after you install the hardware required for the switch connection, you must return to the hardware
installation document. The reference to the insta lation document would ook like the following example.

Return to Chapter 2, Making System Connections in 6386/33 and 6386/25 Voice
Processing Hardware Installation, and continue with the instructions in that document.

When you see the icon, you know that y ou must reference another document.

TRADEMARKSAND SERVICE MARKS

Thefollowing trademarked products are mentioned in this document

= AUDIX® isaregistered trademark of AT&T.

= Voice Power™ jsatrademark of AT&T.

=« DEFINITY® Communications System is aregistered trademark of AT&T.
» UNIX® isaregistered trademark of UNIX System L aboratories Inc.
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Reader comment cards are behind the title page of this document. While we have tried to make this document fit
your needs, we are interested inyour suggestionsfor improving it and urgeyou to complete and return a reader
comment card.

If the reader comment cards have been removed from this document, please send your comments to the following
address.

AT&T
Technicd Publications Department
Room 22-2C11
11900 North Pecos Street
Denver, Colorado 80234



1. AUDI X Voice Power Basics

This chapter supplies the following basic information that the AUDIX Voice Power system administrator and
service administrators will use often when interacting with AUDI X Voice Power.

« Thd"THE AUDIX VOICE POWER COMPUTER INTERFACE"|section describes how to enter data and move
between screens.

« The['THE AUDIX VOICE POWER PHONE INTERFACE" Jsection describes how to use phone-based menus
and commands.




1-2 AUDIX Voice Power Basics

After you log on to the AUDIX Voice Power computer, awindow, a message line, and arow of function keys
appear. This compositionistypical of all AUDIX Voice Power screens. Each part of thistypical screenis
explained below. The term computer-based as used in this document applies to tasks performed at the AUDIX
V oice Power computer or information pertaining to the computer interface.

4 N

1. Wldow Title

AUDI X Voi ce Power
2. Work Area

Highlight Aut omat ed Attendant Administration <+
Qutcal ling Admi nistration

Service Administrator Registration
Subscri ber Administration

System Paraneter Adninistration

3. Scroll Bar

47

5.
Function
Key Commands

Hi ghlight an item and press <Enter>. “———4. Message Line
|CHG- KEYS |

&HELP| | | | | |PREV- FRM| |NEXT- FRM| |CANCEL | |CI\/D- MENU | J
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Windows

A window is composed of: atitle, awork area, and a scroll bar. Each window isoutlined in abox so that it is clear
what information it contains. At any one time, the screen may contain more than one window. However, only one
of those windows can be active at atime, usually the most recently opened window.

Each window has a unique name, atitle, which is displayed in a bar at the top of the window. The window title
describes the kind of information in the window or the kind of task you can perform using the window. In this
document, window titles are shown in al capital lettersin a sever-point ty pe face (for example, SUBSCRIBER
ADMINISTRATION).

The work areaisthelargest part of awindow. It contains either amenu of options, alist of parameter fields (blank
spaces on the screen that you fill in), or information that you can read but not change.

The scroll bar tellsyou if the window contains moreinformation than is currently displayed. If the scroll bar shows
an upward arrowhead (") at the top of the bar, it means that more information can be displayed by moving the
cursor upward. If the scroll bar shows a downward arrowhead at the bottom of the bar, it means that more
information can be displayed by moving the cursor downward. If no carets are displayed, then al of thewindow’s
information is currently displayed.

Voi ce System Administration Help

Use t he PREVPAGE and NEXT PAGE function keys to nove
through this hel p window. Press the CANCEL function key
to close this w ndow.

The Voi ce System Admi nistration menu lists the five
primary types of administration.

OPTI ONS

Appl i cation Package Adnministration- Access

admi nistration fornms for applications installed
under the Voice System

In general, there are three types of windows: menu, text, and form.
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Menu Windows

A menu window contains alist of itemsto choose from, such as submenus or choicesto fill ablank.

Normally, items on menu windows are in alphabetical order. To choose a menu item, highlight it, then
press (ENTER). There are two ways to highlight menu items.

= Move the cursor to the menu item using the cursor movement keys (shown later in this section).

= Typethefirst character(s) of amenu item.

Typing thefirst characters of amenu item moves the highlight bar to the first menu item that begins with that
character. If mor than one menu item beginswith the same | etter, type as many characters asis needed to
distinguish your choice. For example, to highlight Syst em Monit or whenSwi t ch I nterfacesis
aso on the menu, type sy. Thefollowingisatypical menu window.

Voi ce System Admini stration

Appl i cation Package Administration
Confi guration Managenent

Reports

Switch Interfaces

System Moni t or
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Thetollowing table displays the keysyou can use to move around In a menu Window.

Menu Window Movement Keys
Keys Type of Movement
Sdlect highlighted menu item
™ Down onemenuitem. If last menu item, wrap to
first menuitem
) Up one menu item. If first item, wrap to last
menu item
First menu item
Last menu item
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Text Windows

Text windows provide on-screen information. Y ou cannot change what is shown in atext window; it is for
information only. For example, windows that display help messages, error messages, or reports are text windows.
The following table displays the keysyou can use to move around in a text window that has more than one page
(screen full) of information.

Text Window Movement Keys
Keys Type of Movement
™ Down one line
@) Uponeline
First line of text
Last line of text
Scroll to previous screen of text
Scroll to next screen of text

Help Windows Most AUDIX Voice Power Menu and form windows (a formwindow has blank spaces that you fill
in) have a companion text window available that contains helpful information.

These help windows are not substitutes for the documentation that accompaniesthe AUDIX Voice Power system.
They simply provide a quick way to access brief explanations of fields, options, and commands.

If awindow has a companion help window, it can be accessed by pressing the (HELP ) function key .
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Special Text Windows There arefour types of special text windows. efror, information, print, and results. Each
presents some kind of status message. For example, and information window tells you that the processyou
executed has been successfully completed. The message line usualy asksyou to Press any key to
cont i nue after a special text window is displayed. An example of each type of special window follows.

Error

Password nust be entered.

I nformati on

Syst em Par anet ers Updat ed

Pri nt

Subscriber List report has been
sent to the printer.

Results

Results of | oopback test for port 2:
Success

Confirmation Widows A confirmation window is aform window that asksyou to confirm your choice of a
particular function. Normally, you respond with ay to confirm your choice or an n to abort (cancel) the process.

Confirmation

Are you sure you want to Delete this
subscri ber?

Press <y> to confirm

Press <n> to cancel.
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Form Windows

Formwindows allow you to enter information. They are like paper forms you fill out with a pencil. The typical
form window containstwo or more parameters; each is described in a couple of words. A linewhereyou can enter
the parameter’s value may follow the parameter description. In most cases, the length of this line represents the
maximum number of characters allowed for the response. The parameter description and its value are collectively
caled afield. Thefollowingisatypical form window.

Subscri ber Adm nistration

Ext ensi on:

Nane:

Passwor d:

Name Addressing ldentifier:

TT Equi val ent of Name Addressing ldentifier:
Mode of Addressing:

Mai | box Si ze: nmn
Personal Operator:
Comment s:

Cl ass of Servi ce:

Custom Cl ass of Service Paraneters

Does the Subscriber Have Switch Call Coverage?:
If No Call Coverage, Enter Maxi mum Rings:
Coverage Service:

Qutcal ling Al owed?:

Field Types Afield is an area on the screen that you fill in. Most form window fiel ds are alphanumeric: you can
enter letters, special characters, numbers, or acombination of all three. However, somefields are strictly numeric,
such asExt ensi on onthe SUBSCRIBER ADMINISTRATION window. Numericfields either prevent you from ty ping
letters (when you press aletter the system beeps) or they prevent you from exiting thefield (when you press
to exit thefield, the system beeps). Restrictions on the values you enter in fields are explained in the message line at
the bottom of the screen and in this document

FormFill-in Alternatives When you access aform window, the cursor appears on thefirst field and you can begin
entering information. All fields allow you to enter information by typing. Some also provide a menu of choices.
The key when available, displays alist of valid entriesfor thefield where the cursor isplaced. The
message line at the bottom of the screen notes when the key isavailable. The options that key
lists depends on thefield.

« If thefield has afinite (limited) number of responses, the key has exhaustive properties--that is, when
pressed, the key listsall possible valuesfor that field. Only responses shown on the menu are valid
responses. A field that requires either yes or no isatypical exhaustivefield.

Whenyou type in an exhaustive field, the system does a minimal match. For' example, if you typey inan
exhaustiveyes/ no field, the system automatically fills the line with the full word yes.
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= With some fidds, the system may not be able to define acomplete list of choices. In this case, the key,
when pressed, presents amenu of likely or common responses. Because the list is not exhaustive, the system
does not do a minimal match.

= Somefieldsmay have no predefined choices. In thesefields, if the (CHOICES) key is pressed, it beeps, and no
menu isdisplayed. Y ou must typeyour response.

Assume that the key always has exhaustive properties unless otherwise specified in the explanation of the
field.

Thefollowing table displays keys and key combinations you can use to move around in aform window.

Form Window Movement Keys

Keys Type of Movement
(ENTER), (TAB), (Y) | Downoneline. If last field, wrap tofirst field
(SHIFT), (7AB),(A) Uponeline. If first field, wrap to last field

Beginning of current field
END Last field of form window
) Left one character in afield
) Right one character in afield

(DED), Delete character at cursor

Note that you must use key s shown above to move between fields, even if thefield is completely full. If you reach
the end of thefield and continue to type, the cursor stays at the end of thefield and the system beeps.
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MessageLine
The message line is the text line just above the function key commands. It normally contains a brief i nstruction about an
action that can be taken depending where the cursor resides. The following isan example of atypicd message line when amenu
window i s opened.
Hi ghlight an item and press <Enter>
For form windows, the message line may display possible field values.

Enter the sy stem operator's extension, up to 6 digits.

If you need help in determining what to do next while working with AUDIX V oice Power windows, read the
message linefirst. |f you need more information press the key.
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Function Key Commands

The function key commands are boxed words and abbreviations that appear in the bottom of the screen. These boxes
correspond to the first eight function keys (marked F1 through F8) on your keyboard. The label describes the
action that resultswhen you pressthe corresponding function key. For example, when the OUTCALLING
ADMINISTRATION window is open, the third box from the left is label ed (SAVE). If you press (F3), the information on
the outcalling administration screen is saved. Thisisoneway of giving instructionsto the system.

When you open awindow, a set of key commands appear automatically. The function key (F8) isalway s assigned to
the (CHG-KEYS) command. allowsyou to display and use another set of function key commands. Function
key commands vary widely depending on the current window.

When performing atask, make sure that you are on the right set of keys before pressing afunction key. The best
way to do thisis by remembering the command names rather than the function key numbers. For example, think
instead of (E4).

Each window ty pe (menu, form, text) has particul ar function key commands that are alway s avail able on one of the
two sets of keys. These are shows bel ow.

Type of Window

Function Key Menu Form Text
F1 HELP HELP HELP
F2 CHOICES PREVPAGE
F3 NEXTPAGE
F4 PREV-FRM PREV-FRM PREV-FRM
F5 NEXT-FRM NEXT-FRM NEXT-FRM
F6 CANCEL CANCEL CANCEL
F7
F8 CHG-KEYS CHG-KEYS CHG-KEYS
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Function Keys

This section describes common function key commands. Keys particular to a specific window or with unique
functions are explained in the tasks which use them in this document.

Cancel

ChangeKeys

Choices

Display

Frame Management

The key is used to close the current window and return to the window just
beforeit. (See the["Window Hierarchy"|section of this chapter.) In some cases,
mainly with form windows, the key has abortive properties, that is, it
cancels any changes made since the window was last saved. In other cases, with
menu and text windows, it serves only to close the current window.

Thefunction key F8 is always assigned to the command on both function
key sets. allowsyou to display and use another set of function key
commands. actsasatoggle you can useto flip back and forth between the
function key sets.

Most form windows have the key as part of their function key commands.
When pressed, this key provides amenu window (if available) of possible responses
for the field in which the cursor is placed. The optionsthat key lists

depends on thefield. For more information on the (CHOICES) key, refer to the"Form |
|Windows' [section of this chapter.

The key is present on many form window and some text window key sets.
This key shows information already present in or compiled by the AUDIX Voice
Power system, for example, a current subscriber’s profile or and AUDIX Voice
Power report. Form windows require you to enter akey piece of information, such
as subscriber extension, before pressing the key. Thisissothat AUDIX
Voice Power knows what data to retrieve.

The key ison most key sets. It alowsyou to control several physical
characteristics of the screen, such asthe size and location of windows. For more
information on this key, refer to thq" Frame Management' |section of this chapter.
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Help

Next Frame

Next Page

Previous Frame
Previous Page
Print

Save

Window Hierarchy

The key displays atext window containing brief explanations of the options
at the current window level, such asfield restrictions. Most AUDIX Voice Power
menu and form windows have a companion text window that supplies this helpful
information.

AUDIX Voice Power keeps and internal lit of every window that is currently open.
(See the["Window Hierarchy"]section of this chapter.) The (NEXT-FRM) and (PREV-FRM)
keys usethislist to takeyou to another window, based on the current window’s
position in the list.

The key takesyou to the next window in thelist. If the current window is
thelast window in the list, this key loops and takes you to the first window in the list.
The key takesyou to the previous window in thelist. If the current
window isthe first window in the list, thiskey |oops and takes you to the last window
inthelist.

These two keys are usually present on all function key sets.

You can view the list of open windows using the EFRM-MGMT) key’s list option.

The NEXTPAGE] and (PREVPAGE] key s are normally found on the text window’ skey set.
When pressed, they scroll the text down one page or up one page, respectively. A
page is considered one window of text.

See Next Frame.
See Next Page.

If you have a printer connected to the AUDI X Voice Power system, you can print the
information displayed in somewindows. The key normally appears on the
key set of form windows and text report windows.

The key normally appears on the key set of form windows. When pressed, it
permanently saves any changes made to the window information.

The system keeps an internal list of every window that is currently open, beginning with the voICE SYSTEM
ADMINISTRATION window. If another window is opened after the VOICE SYSTEM ADMINISTRATION window (for
example, APPLICATION ADMINISTRATION), it isadded to the list. If awindow is closed, it is removed from the list.
The system uses this|list to keep track of whereit isin the window hierarchy (the order of the windows in relation
to each other). It is also used asthe basisfor how the ERM-MGMT), (NEXT-FRMJ, and keyswork.
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Frame Management

The key controls several physica characteristics of the screen, such as the size and location of windows,
as shown below.

Frame Managenent

Iist
nove
reshape
refresh

List Open Windows The system keeps an internal list of every window that is currently open. (See thd"Window |

| Hierarchy"|section of this chapter.) Y ou can view thislist by using the frame management | i st option. Y ou can
make any of the windows on thislist active by highlighting the menu title and pressing (ENTER). (Y ou can also move
through the list of open windows using the (NEXT-FRM) and (PREV-FRM) key's.)

Move Window If you wish to move a window from its current location on the screen to another location, do the
following.

1. Make sure that the window you wish to move (target window) isthe active window.
2. Press FRM-MGMT),

You may have to press ERM-MGMT first.
3. Select move.

The window disappears and the target window is shown asjust four corners. The upper left
corner containsthe blinking cursor.

4. Using the arrow keys, reposition the upper left corner of the window on the screen.
5. Whenyou are finished moving the left corner of the window, press (ENTER).
The full window appears relative to the | ft corner's new location and is the active window.

A window's location as determined by the nove optionisonly atemporary state. Once you close the window, it
returnsto its original location.



AUDIX Voice Power Basics 1-15

Reshape Window T heframe management reshape option allows you to change the Size of awindow by
repositioning the upper I€&ft corner and lower right corner.

=> NOTE:
Y ou cannot reshape aform window.
To change the size of awindow, do the following.
1. Make sure that the window you wish to resize (target window) is the active window.
2. Press FRM-MGMT),
You may have to press (CHG-KEYS] first.
3. Select reshape

The FRAME MANAGEMENT window disappears and the target window is shown asjust four corners. The
upper left corner containsthe blinking cursor.

Using the arrow keys, reposition the upper left comer to reflect the desired size.
Whenyou are finished moving the upper left comer, press (ENTER).

Using the arrow keys, reposition the lower right corner to reflect the desired size.

N o g &

Whenyou are finished moving the lower right corner, press (ENTER).

Thefull window appears at its new size and is the active window.

A window's size as determined by ther eshape option isonly atemporary state. Onceyou close the window it
returnsto its original size.

Refresh Screen When you have moved windows or jumped from one window to the next, the screen may become
cluttered with extraneous lines and words.
To rid the screen of unneeded information, do the following.
1. PressERM-MGMT),
You may have to press (CHG-KEYS] first.
2. Select refresh.

The screen is redrawn, eiminating unneeded information.
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THE AUDIX VOICE POWER PHONE INTERFACE

The AUDIX Voice Power phone interface consists of prompts and menus designed to help users easily perform
tasks. Theterm phone-based as used in this document applies to tasks performed at the tel ephone or information
about the phone interface. This section identifies some of the basic features of the AUDIX Voice Power phone
interface.

= After a phone-based menu or prompt is spoken, the system pauses briefly for touch-tone input. If nothing is
entered, the menu or prompt is repeated. If after the third repetition nothing is entered, the system speaks a
closing message and disconnects or the user is transferred to the attendant.

= AUDIX Voice Power only accepts touch-tone input. However, callers with arotary phones can skill leave
messages because the call-answer interf ace does not need any touch-tone input to record a message.

= Most phone-based menus and prompts do not require you to wait until the entire prompt or menu is spoken
before pressing a touch tone. If you know how to access the function, pressthe appropriate keys. The current
prompt or menu stops, then the system respondsto the function you selected. Thisiscalled atalk off.

= Whenyou make ainvalid selection, the system responds with one of the following.
“You have selected an invalid option. Try again.”
“Entry not understood”

= The prompts and messages spoken by AUDIX Voice Power will differ depending on whether you have
subscriber status or service administrator status and on the phone used (for example, subscriber office phone,
operator phone, or phone outside the company).

= When AUDIX Voice Power requests an extension, enter only the extension; do not preface the extension with a
switch-specific digit (a number specified by your PBX) defined in the dia plan. For example, a company's dia
plan dictates that to call or transfer to a subscriber, first press[7] and then enter the subscriber's extension. This
procedure remains unchanged with the addition of AUDIX Voice Power. However, when the AUDIX Voice
Power phone-based prompts request that a subscriber extension be entered, this company, for example, should
enter just the extension. It should not be prefaced with a[7].



2. Security

Your AUDIX Voice Power system has been carefully designed to be very secure. Asthe AUDIX system
administrator, it is your responsibility to protect subscribers from unauthorized access to their mailboxes. Careful
attention to security-related administrative features, procedures, and maintenance are required to ensure the
integrity of user information It isyour responsibility to read this chapter and implement its recommendations as part
of your AUDIX Voice Power culture.

AT&T also recommends that you purchase BCSystems Products Security Handbook (555-025- 600) for more
information on security-related issues.

PASSWORDS

A password isone of the most effective ways of securing voice mailboxes and the AUDIX Voice Power computer.

General Guiddinesfor All Passwords

In general, al passwords should adhere to the following guidelines.

Do not use ascending digits (1234) for passwords.

Do not use the same digit repetitively (1111) for passwords.

Do not use the current year (1992) for passwords.

Do not useyour extension as a password (extension 3455, password 3455).

Do not useyour reverse extension as a password (extension 3455, password 5543).
Do not useyour name or initials as a password.

Passwords should not be posted, shared, or printed in an obvious place.

Passwords should not be coded in programmable-function key s or speed-diaing keys which allow ready access
by unauthorized persons.

Passwords should be periodically changed based on the sensitivity of the messages or accessible information.
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Subscriber Passwords

See that subscribers understand the importance of password security to their mailboxes and implement the
following guidelines.

= Thiscomment suggests using subscribers extensions astheir passwordsfor initial administration Make sure the

subscribers change their passwords the first time they log in to the system and periodicaly thereafter. Y ou may
even wish to send a broadcast message on the first of each month to remind subscribers to change their
passwords.

Subscribers can have passwords up to 9 digitslong to accessthe AUDIX Voice Power system. Thereis no
minimum password length, but encourage subscribers to make their passwordsfive digits or more.

Subscriber passwords are specified in their profiles created using the subscriber administration window. A
pound sign (#) in the Password field of profile denies accessto anyone trying to log in to the mailbox. The system
will say, "login incorrect" regardless of what the caller enters. Use this as necessary to restrict mailbox access.

=—>» NOTE:

Once a subscriber profile is saved, the Password vaue is no longer readable (isinvisible) on AUDIX Voice
Power windows. Thisisfor security purposes. If subscribersforget their passwords, the administrator must
enter new passwords in their profiles and resave them. The old passwords are unrecoverable.

Administrative Passwor ds

Administrative passwords are phone-based and computer-based passwordsfor the AUDIX Voice Power system
administrator and service administrators. The following are guidelinesfor administrative passwords.

Ensure that passwords set during the install ation of the system are changed to nontrivial passwords.

Establish well-controlled procedures among administrators for changing passwords. These procedures should
include how often passwords are changed and how notification of new passwords ismade.

Because subscribers are required to choose passwords, inevitably some will forget their passwords. To prevent
unauthorized access of a subscriber's mailbox, you should establish a procedure for reissuing passwords to
subscribers who forget them. For example, have subscribers issue the request in writing and make one service
administrator responsible for filling the requests.

After a 28-day periods has expired, each computer-based login is prompted individually for anew password
when logging in.

Make computer-based passwords at least six characters long.

Include both letters (upper case and lower case) and numbers in computer-based passwords. Consider also using
special characters such asdollar signs, commas, and percent signs.

Create a system administration policy concerning employee turnover to insure that unused mailboxes are deleted
promptly.

Registered service administrators have privileges beyond regular subscribers and should therefore keep their
passwords secure and change them often.
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LOGINATTEMPTS

Subscribers are allowed four attempts at logging into the AUDIX Voice Power system. If the caller has not
successfully entered the extension and password in four attempts the AUDI X Voice Power system recommends
that the subscriber contact the system administrator then disconnectsthe call. The number of login attemptsis not
an administrative option.

COMPUTER ACCESS

Limit accessto the AUDIX Voice Power computer and supporting documentation by keeping them in an office that
is protected with a changeable combination lock. K eep tel ephone logs and printed reportsin alocation that only
authorized personnel can enter.

To use the computer you must know alogin ID and password. This password, created by you, tile system
administrator, should be at least six characters long and include both | etters and numbers. This password should
only be shared with responsible people that you trust They will have access to some very powerful features of the
AUDIX Voice Power system. Think carefully before telling someone how to access the AUDIX Voice Power
computer.

Monitor access to the dial-up maintenance port. Change the access password regularly and issueit only to
authorized personnel.

Consider disconnecting the maintenance port when not in use. This should be implemented only after thorough risk
analysis and cost/benefit studies. Disconnecting the maintenance port eliminates the threat of unauthorized access
but it also diminates the 24-hour maintenance surveillance capability and may result in additional maintenance
cost.

BACK UP

Regularly back up system data to ensure atimely recovery should it be required. Implement aregular offsite backup
policy soyou will have a recent backup even if a disaster strikes your company's office location. Refer to AUDIX
Voice Power System R3.0 Maintenance for more information.
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TOLL FRAUD

Toll fraud attempts through voice messaging sy stems and automated attendant sy stems have grown dramatically.
Toll fraud "hackers" access avoice mail or automated attendant system, transfer through the sy stem, and gain
access to a corporation's interf ace to along distance network. Thisis a security risk that can affect every PBX with
avoice mail or automated attendant System. While AT&T is not responsible for the billing resulting from thistoll fraud, we
wish to assist you in deding with this problem.

To diminish therisk of toll fraud occurrences, we recommend limiting transfers. The Tr ansfer to
Subscri bers Only parameter allowsyou to impose alimitation while still allowing callers and subscribers to
utilize AUDI X Voice Power tranger capabilities.

By setting the Tr ansfer to Subscri bers Only parameter to yes on the SYSTEM PARAMETERS window,
you can restrict transfers to registered subscribersonly in al features (Voice Mail, Call-Answer and Automated
Attendant). When acaller isinstructed to enter an extension number from an automated attendant or a caller presses
and enters an extension number from the Voice Mail or Cal-Answer features, the extension entered is
validated against the subscriber database of AUDIX Voice Power. If the extension entered is not in the subscriber
database, the caller will hear "That is not avalid extension,” the transfer is denied, and the caller will not have an
opportunity to gain access to the outgoing fecilities of the PBX. For more information on this parameter, refer to

Chapter 13. "System Tuning"|

—> NOTE:
If the above transfer restriction is used, you should not assign nonresident subscribers (users with amailbox
but no telephone on the switch) to extension numbers that start with the same digit(s) as switch bunk access
codes (e.g., 9).

To enhance security for the outcalling feature, you can turn off outcalling on a per-subscriber basis viathe
SUBSCRIBER administration window. You can al so restrict the number of digitsthat may be used for outcalling
on asystem-wide basis viathe OUTCALLING ADMINISTRATION window. For more information, se¢Chapter 10.

" Subscriber Administration’|

If your AUDIX Voice Power systemisintended to serve only a subset of the switch's station users, the remaining
station users may be administered as AUDIX Voice Power subscribers with restricted mail boxes, to insure that
trangfers to these stations are possible. The restricted mailbox means that little space will be allocated for these
mailboxes, and that a though the extensi on will technically be registered subscribers, they cannot send or receive messages.
Other subscribers may address messages to these users, but the limited mailbox size will prevent most messages from being
delivered. For moreinformation on restricted mailboxes, see thd" OTHER SUBSCRIBERS" [section of| Chapter 10. " Subscriber |

Administration”

Protecting your AUDI X Voice Power system isavital and important part of your responsibility as system
administrator. Y ou should take every precaution to protect your company's assets from both interna and externa
security breaches.
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=—>» NOTE:

AT&T does not warrant that this product will prevent and AT&T will not be responsible for unauthorized use
(or charges for such use) of common carrier telecommunication services or facilities accessed through or
connected to AUDIX Voice Power. The customer is responsible for administering AUDIX Voice Power to
prevent such unauthorized use. Therefore, it is necessary that the person to whom the customer assigns this
responsibility read all comments associated with AUDIX Voice Power and understand AUDI X Voice Power
features that enable the administrator to reduce exposure to unauthorized use.

Detecting Toll Fraud

Once you haveingtituted the appropriate security measures, monitor call traffic for the following signals of possible
hacker activity.

Employees cannot get outside lines

Customers have difficulty getting through to y our 800 number
Usage is higher than normal

Heavy call volume on nights and weekends

Operators report frequent hang-ups

Telephone bill shows calls made to strange places

PBX FEATURES

You can further restrict accessto AUDIX Voice Power, subscriber phones, and administrative phones through the
PBX. Refer to your PBX vendor's documentation set for instructions on restricting access (called class of
restriction).
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3. Getting Started

This chapter detailstasksthe AUDIX Voice Power administrator should perform after the system has been installed
and acceptance tests performed.

There are two way s to use this chapter.

= |f all subscriberswere administered as part of the installation procedures by the technician, perform the

"LOGGING IN"Jprocedure then skip to "RECOGNIZING RESPONSIBILITIES' Jand finish the chapter from

there.

= If theinitia population of the database was not completed during installation, begin with the Logging In
procedure and perform all tasks in this chapter

=> NOTE:
If you are upgrading, read|" Appendix B. Upgrade Administration” ] and perform the recommended tasks
detailed there. Then, begin with the Recognizing Responsibilities activitiesin this chapter and perform all
subsequent tasks.

Each activity description provides step-by-step instructions. These activities are listed in the order in which they
should be performed during this getting started phase. L ater, you may again perform some of these activities,
though not necessarily in the order listed here.

=« Loggingin

= Administering subscribers (initial database population)

= Recognizing responsibilities

= Changing the administrator's computer-based password

= Checking system clock

= Verifying operator extension

= Registering the voice mail administrator

= Logging Out

= Changing the computer-based root password

= Broadcasting a message

= Recording subscriber names

=> NOTE:
The AUDIX Voice Power System R3.0 Portable User's Guide describes activities performed daily by
subscribers. You, the AUDIX Voice Power system administrator, are also an AUDIX Voice Power
subscriber and should read the AUDIX Voice Power System R3.0 Portable User's Guide for instructions on

performing regular voice mail activities. Special activities, accessible only to AUDIX Voice Power service
administrators, are detailed in this document, AUDI X Voice Power System R3.0Adrninistration.
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LOGGINGIN
To perform the activities in this chapter, y ou must be logged on the AUDIX Voice Power computer.

Tolog on to the AUDIX Voice Power computer, do the following.
1. Enter audi x at thefollowing prompt.

Wel conme to the AT&T 3 86 UNI X System
Consol e Logi n:

2. Press at the following prompt.
Passwor d:

Thisdisplaysthe IvPSSR3.0 menu.

I VPSS R3.0
AT&T FACE
Voi ce System Adnmi ni stration
Exi t

If the AUDIX Voice Power computer aready hasamenu displayed onit, you do not have to login.

=> NOTE:
Y ou can changeyour computer-based password but not your computer-based-login (audi x). See the

"CHANGING THE ROOT PASSWORD" [section of this chapter.
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ADMINISTERING SUBSCRIBERS

This activity explainshow to initially populate the AUDIX Voice Power database with subscribers.

—> NOTE:
This may have already been donefor you by the AT&T personnel as part of the installation contract. If all
subscribers have already been entered into the system skip this activity and continue with Recognizing
Responsibilities.
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Generic Subscriber Administration

This procedure explains how to add alarge number of subscribers at once using defaults and standard values to
speed the data entry process. Y ou enter only the bare minimum information to register a subscriber with the system.
Later, you an use{Chapter 10. " Subscriber Administration"] to make changesto subscriber profiles or learn more
about the subscriber administration window.

Y ou should have compiled a complete list of subscribers as part of AUD1X Voice Power System R3.0 Planning.
Usethislist asareference for adding subscribersto the AUDIX Voice Power database. To add an AUDIX Voice
Power subscribers perform the following procedure:

1. Begin at theivpssr3.0 menu and select the following sequence:

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Subscri ber Adm nistration

Subscri ber Adm nistration

Ext ensi on:

Nane:

Passwor d:

Name Addressing ldentifier:

TT Equi val ent of Name Addressing ldentifier:
Mode of Addressing:

Mai | box Si ze: nmn
Personal Operator:
Comment s:

Cl ass of Servi ce:

Custom Cl ass of Service Paraneters

Does the Subscriber Have Switch Call Coverage?:
If No Call Coverage, Enter Maxi mum Rings:
Coverage Service:

Qutcal ling Al owed?:

2. Enter the subscriber's extension in the Extension field.
3. Enter the subscriber'sfull namein the Namefied.

If you are running AUDI X Voice Power with a System 75, DEFINITY G1, or DEFINITY G3 PBX, you
must enter the subscriber's name exactly asit appearsin the switch's records (including punctuation and
case). These PBXsonly dlow 15 characters for names.

4. Enter the subscriber's extension in the Password field.
5. Enter the subscriber'slast namein the Name Addressi ng I dentifier fidd.
6. Enter 5inthe Mailbox Sizefidd.

The defaultsfor al other fieldswill suffice for this installation. For a complete explanation of eachfield on
the SUBSCRIBER ADMINISTRATION window, refer to]Chapter 10. "Subscriber Administration"|

7. Whenyou are finished entering the subscriber information, press (F).
A window appears confirming that the new subscriber was added to the subscriber database
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8. Press any Key to coniinue.

9. To add another subscriber, goto step 2. If you are finished adding subscribers continue with step 10.

10. Press(abD) (F6) several timesto return to the IvPss R3.0 window.

Table3-1. Subscriber Administration Fields

Par ameter Value Default
Extension Enter subscriber’s extension | none
Name Enter subscriber’s name none
Password Use extension none
Name Addressing | dentifier Uselast name none
TT Equivdent of Name Addressing | dentifier Filled automatically none
Mode of Addressing Use default Extension
Mailbox Size Enter 5 none
Personal Operator L eave blank none
Comments L eave blank none
Class of Service Use default 1
Does the Subscriber Have Switch Call Coverage | Filled automatically Y
If No Call Coverage, Enter Maximum Rings Filled automatically blank
Coverage Service Filled automatically CA
Outcalling Allowed? Filled automatically Y
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Cut-To-Service

Onceall subscribers are administered, you are ready to cut the system into service so that AUDIX Voice Power
can begin taking and retrieving messages.

Before performing any cut-to-service procedures, make sure that operators and subscribers are prepared for the
transition. (Chapter 3, Personnel Planning in AUDIX Voice Power System R3.0 Planning.)

The cut-to-service procedure is switch specific. Therefore, you must now turn to the Cut-To-Service chapter of he
switch integration document supplied with the AUDIX Voice Power documentation set for instructions.

=> NOTE:
If you are unfamiliar with performing administrative tasks on the switch, ask your AT&T project manager
how you can have these tasks done for you.

Informing Subscribers

When the system is cut into service, distribute the | etter you prepared as part of the activitiesin AUDIX Voice
Power System R3.0 Planning to each subscriber informing them that the new system isup and running. (A template
letter isavailable in" Appendix A. Job Aids'])

Additionally, after AUDIX Voice Power isin service, you may want to record and send a message to al subscribers
welcoming them to voice mail using AUDIX V oice Power’ s broadcast feature. To broadcast a message, you must
first be registered asthe voice mail service administrator on the AUDIX Voice Power computer. Both of these
activities (registering and broadcasting) are detailed in this chapter.
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RECOGNIZING RESPONSIBILITIES

Y our responsibilities as the AUDIX Voice Power administrator include the following areas.

= You areresponsiblefor performing the getting started activities detailed in this chapter. These activities, though
not required, help to ensure that the AUDI X Voice Power system operates properly.

= You areresponsiblefor evaluating security and setting up the appropriate security policies. Security is covered
in|Chapter 2. "Security”]

= You are responsible for giving site-specific information to attendants and for training them in the use of AUDIX
V oice Power so that they can help subscribers appropriately.

= You are responsible for ongoing daily, weekly, and monthly preventive maintenance tasksto monitor system

performance and maintain system security Maintenance checklists are provided in Chapter 11. " Ongoing

Preventive Maintenance" |

= You are responsible for monitoring traffic reports that provide detailed information about the AUDIX Voice
Power system and the subscriber mailboxes. Thisisto ensure that the system is working properly and to spot
potential problems that may need intervention on your part. Reports are covered in[Chapter 12. "Reports'|

= After evduating system performancefor several months you are responsiblefor fine tuning the system to the
needs of your company. Tuning is covered in|Chapter 13. " System Tuning'"|

= You areresponsiblefor evaluating the system's ability to carry your company's call volume and for determining
if you need additional ports or speech storage space now or in the future. For more inf ormation on growth
planning, see|Chapter 12. "Reports'| and contact your AT&T account team.

= You are responsible for interacting with your subscribers, ensuring that they are properly informed, coercing
their misconceptions, troubleshooting their problems, and responding to their needs.

= You are responsible for understanding how AUDIX Voice Power works so that you can solve problems as they
arise and anticipate possible problems This information is obtained by studying this document and the entire
AUDIX Voice Power documentation package, and attending administrator training classes.
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CHANGING THE AUDIX PASSWORD

The administrator's computer-based login and password allow you to perform administrator tasks on the AUDIX
V oice Power computer such as modifying subscriber profiles.

After you are logged in, you should change the administrator's password to one of your choosing.

Passwords are confidential information and should not be shared with unauthorized others. In addition, it is
recommended that you memorize your password as opposed to writing it down. If you forget your password, follow
your site's service path. Recovering the administrator's password is a complicated procedure. Y ou should take
special care when changing the password so as not to forget it.

To changeyour computer-based password, do the following.

1. Beginat theivPss R3.0 menu and pick the following sequence.

AT&T Face
System Admi ni stration
Change Password

Syst em Admi ni strati on

Backup to Renpvabl e Medi a Restore from Renovabl e Medi a

Change Password Schedul ed Automatic Task
Dat e and Time Shut down

Di sk Operati ons Sof t war e Set up

File System Qperations System | nf or mati on

Mai | Set up User Logins

Peri pheral s Setup

2. Enter your current password at the following prompt
a d password:

3. Enter the new password at thefollowing prompt
New passwor d:

4. Enter the new password again at the following prompt.
Re-enter new password:

5. Press(ENTER)t0 continue

After 28 days, the system will automatically prompt you to changeyour password whenyou login. If you do not
want the system to prompt you every 28 daysto changeyour password, you can disable password aging by typing
the following at the uni x# prompt: passwd - x0 login

For example: passwd - x0 audi x
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CHECKING SYSTEM CLOCK

The AUDI X Voice Power system hasaclock that isused to perform certain tasks, such as placing atime stamp on
messages and changing Automated Attendant from day to night service. The clock waslikely set during the
installation of the AUDIX Voice Power system but should be checked during the getting started phase.

=> NOTE:

If you make a change to the date or time, you need to strop and start the voice system. However, you should
only stop and start the voice systemif it is the time of day where the system experiences alow volume of

usage.

Perform the following procedure in order to check the AUDIX Voice Power system clock.

1

N o g &

Begin at the SYSTEM ADMINISTRATION menu and pick Dat e and Ti ne

Change Date and Ti ne

Date:
Time:

AMPM __

Ti me Zone:

Is Daylight Savings tine ever used?

Check the date ant time information and correct any inaccuracies.

If al of theinformation inthiswindow is correct, press (F6) and skip to step 5. If you need to make
some changes to the information in this window, do so then continue with step 3.

Press (F3).

A confirmation message showing the date and timeis printed.
Press (ConT) (F3).

Press (F6).

Pick Exi t fromthe AT& T FACE menu.

Press (ConT) (F3).

If you made a change to the date or time, you need to stop and start the voice system. To stop and start the
voice system continue with step 8. Otherwise, continue with Verifying Operator Extension.
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8. Begin ai the VPSS R3.0 menu and pick the following Sequence.
Voi ce System Admini stration
Confi gurati on Managemnent
Syst em Cont r ol
St op Voice System
A WAIT TIME window appears.
9. Enter 60
Thisisthe number of secondsthe system will wait before shutting down.
10. Press (SAVE) (F3).
When the processisfinished, you will seethe following message: The Voi ce Syst em has st opped
11. Press(ENTER).
12. From the SYSTEM CONTROL menu, pick St art Voi ce System
When the processisfinished, you will seethefollowing message: St art up of the Voice System
is conplete
13. Press (ENTER).
14. Press (F8) twice to return to the VOICE SYSTEM ADMINISTRATION menu.

Y ou should check the system clock monthly to ensure its accuracy. It isespecialy important to check the sy stem
clock after global time changes (for example, daylight savings time).
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VERIFYING OPERATOR EXTENSSON

Callerswho press[0] while using the Call-Answer feature are transf erred to a human operator. The extension of the
operator to whom these people are transferred is specified in the SYSTEM PARAMETER ADMINISTRATION window.

—> NOTE:
The SUBSCRIBER ADMINISTRATION window allowsyou to specify a persona operator for each subscriber.
Callers who press [0] while leaving a message for a subscriber that has a personal operator are transferred to
the personal operator, not the system operator.

After installation you should verify that the correct operator extension has been entered.

1. Begin at the IvPss R3.0 menu and pick the following sequence.

Voi ce System Admi ni stration

Appl i cation Package admi nistration
AUDI X Voi ce Power

Syst em Paranet er Admini stration

System Par anet er Admni ni stration

System Oper at or ext ensi on:

Pause For Touch Tone | nput: _sec
Maxi mum Ext ensi on Length:
Transfer to Subscribers Only?:
System Mode of Addressing:

Maxi mum Message Length: _sec
General Mail box Owmer Extension:

Enabl e General WMil box for Call Answer:
Al l ow Voice Mail/Call Answer transfers?:

Aut o Attendant Paraneters

Touch-tone Gate Active?:Day: __ Night__

Auto Attendant Ti meout Action:Day:__ Night__

Auto Attendant Menu Pl ays:

Fax Transfer Nunber:

Present Options Before Leaving Message?:
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2. Verlty the aitendant extenson in the Syst em Oper at or Ext ensi onfield.

—>» NOTE:

The extension in thisfield can be phone number for an attendant or it can be a target number for a group of
extensions as administered on the switch (for example, ahunt group extension).

If the attendant extension in thiswindow is correct, press (F6) and go to Registering Voice Mail
Administrator. 1f you need to change the attendant extension, do so then continue with step 3.

3. Press (F3).

A confirmation window appears.

4. Press any key to continue.
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REGISTERING VOICE MAIL ADMINISTRATOR

To broadcast a message (send to all registered subscribers), you must be registered as the voice mail service

administrator. Service administrators and their responsibilities are explained in detail in[Chapter 4. " System

Administration Planning" | For now, registering yourself as the voice mail administrator will allow you to

broadcast a message welcoming all subscribersto the new voice mail system.

=> NOTE:
All service administrators must be administered subscribers. If you have not administered ourself asa
subscriber, refer tof" ADMINISTERING SUBSCRIBERS' fin this chapter.

To register the voice mail service administrator, do the following.

1. From the AUDIX VOICE POWER menu, select Ser vi ce Admi ni strator Regi stration.

Servi ce Adnmini strator Registration

Servi ce Adm nistrator’s Nanme Ext ensi on

Aut omat ed Att endant
Cal | Answer

I nformati on Service
Message Drop

Voi ce Mai l

Using the arrow keys, moveto the Voi ce Mai | line.

Enter your nameinthe Adm ni strator’s Nane column.
Enter your extension in the Ext ensi on column.

Press (SAVE) (F3).

A confirmation window appears.

a & w D

6. Pressany key to continue.
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LOGGING OUT

The AUDIX Voice Power Administrator’s login and password allow you access to confidential information and
special functions. Therefore, whenyou are finished with you administrative tasks, you should | og off of the
AUDIX Voice Power system. To log off of the system, do the following.

1. Press (F6) until you arrive at the 1vPss R3.0 menu.
2. On the 1vpPss R3.0 menu, using the arrow keys, cursor to Exit, and then press (ENTER).
The Consol e Logi n: prompt appears.

A CAUTION:
For the voice sy stem to operate, the AUDIX Voice Power computer must remain on at al times.
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CHANGING THE ROOT PASSWORD

The root login and password allow accessto the UNIX operating system on the AUDIX Voice Power computer and
are therefore very powerful. Theinstallation technician chose aroot password at the time of installation. You
should change this password to one that is secure yet easy to remember.

The root login and password are the means by which support personnel can log intoyour system and help
troubleshoot problems. None of the tasks in this guide ask you to use the root login and password as a means of
accessing the AUDI X Voice Power computer.

Forgetting your root password is a serious matter that only AT&T support personnel can remedy. You may want to
write down the root login and password and store them in a secure place.
To change the root password, do the following.

1. Enterroot atthefollowing prompt.

Wel come to the AT&T 386 UNI X System
Consol e Logi n:

2. Press (ENTER) a the following prompt.
Passwor d
Thisdisplaysthe uni x# prompt.
3. Attheuni x# prompt, enter passwd
Thefollowing message is printed: passwd: Changi ng password for root.
4. Enter the new password at thefollowing prompt.
New passwor d:
5. Enter the password you just typed again at the following prompt.
Re-enter new password:
6. Enterexit
You are returned to the Consol e Logi n: prompt.

7. Register your new password with the AT&T Technica Support Services (TSS) by calling 1-800-248-1111.
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BROADCASTING A MESSAGE

To send amessage to al subscribers wel coming them to the new voice mail system, first write down what your are
going to say.
Thefollowing is a sample broadcast message used to welcome subscribers to the new voice mail system.
“Hello. Thisis[your name]. | hopeyou are enjoying the benefits of our voice mail system. [Advertise a
benefit: people who call you can now leave a personal message that you can retrieve from your desk without
calling an attendant] If you have any comments or suggestions, please ask an attendant for a voice mail
questionnaire. Thank you. Good-bye.”
Whenyou haveyour message prepared, do the following stepsin order.
1. Dia the AUDIX Voice Power phone humber.
2. Enter your extension followed by [#].
If you are calling from your own office phone, just press[#].
3. Enter your password followed by [#].
You hear the AUDIX Voice Power activity menu.
Press[1] to record a message.
After the beep, speak your prepared message.
Press[1] to end recording.

N o g &

Press to approve the message.

Before approving the message, you also have the following options.

= Press to listen to the message.

= Press to rerecord ~e message.

= Press[x][D] to delete the recording.
8. Press[x] [M]to broadcast the message to all administered subscribers.
9. Press[9](Y) to confirm that you wish the message to be broadcast.

10. Hang up.

=> NOTE:
A broadcast message does not cause message waiting lamps to be lit, and it does not initiate outcalling.

Detailed information on broadcasting messagesis provided in|Chapter 7. "Voice Mail Administration")
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RECORDING SUBSCRIBER NAMES

Recording subscriber names is an important getting staned activity. Using AUDIX Voice Power's phone-based
interface, y ou enter subscribers' extensions then speak their names. AUDIX Voice Power records each subscriber's
name asyou speak it and will then voice it back whenever that subscriber's extension is entered.

For example, you create a message and are addressing it. When you enter AUDIX Voice Power
voices back “Mary Jones.” If the name has not been recorded for the extensionyou enter, the sy stem repeats the
extension entered, “extension one two threefour.”

—> NOTE:
Although not necessary for AUDIX Voice Power towork, AT&T strongly recommends that y ou record
subscriber names. It provides a more hel pful confirmation than the extension number, especially for new
users unfamiliar with voice mail.

The recorded name isalso used as part of the standard greeting, if a subscriber has not administered a personal
greeting.

“Mary Jonesisnot available. To leave a message, wait for the tone.”
If a subscriber has not administered a persona greeting and the subscriber's name has not been recorded, the caller
hears the following.

“The person you were trying to reach at extension xxxx is not available. To |eave a message, wait for the

tone.”

Even though you record subscribers namesinitially, they have the option (viathe subscriber phone-based interf ace)
to record their own namesin their own voices. AUDIX Voice Power provides an administrative option for
recording many names a onetime. It is recommended that you do this initially.

To record subscriber names you need a phone next to the AUDI X Voice Power computer or the ability to print from
the AUDIX Voice Power computer.
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TheTollowing procedure detalls how 0 generate a subscriber 11t then initially record all Subscribers names. 1T you
have upgraded to AUDIX Voice Power R3.0 from a previous release, use the list to verify that there are recorded
names for all subscribers. Record namesfor anyone who has No in the Voiced Name? column.

1. Atthe AUDIX Voice Power computer, enter audi x at the following prompt.

Wel come to the AT&T 386 UNI X System
Consol e Logi n:

2. Enter your computer-based password at thefollowing prompt.
Passwor d:
This displays the 1IvPsS R3.0 menu.
3. Begin at the IvPss R3.0 menu and pick the following sequence.

Voi ce System Admini stration
Reports

AUDI X Voi ce Power System Reports
Subscri ber Li st

A complete list of all administered subscribers will appear. If thereis a phone near the AUDIX Voice Power
computer, you can read the names from the monitor. If you will be recording subscriber names away from the
computer and you have printer capabilities, press (F8) then (F2) to print acopy of this report.

=> NOTE:
The general mailbox and maintenance mailbox will show up on this report. Y ou do not need to record names
for these two mailboxes. Y ou are instructed to customize the greetings for these two mailboxes as part of

Chapter 5. "Call-Answer Administration” ] andChapter 7. "Voice Mail Administration” | respectively.

>

4. When you have a compl ete subscriber list, dial the AUDIX Voice Power phone number.

o

5. Enter your extension followed by [#].

o

6. Enter your password followed by [#].

You hear the AUDIX Voice Power activity menu.
7. 7. Press[9]to access the service administration menu.
8. 8. Press[2]to administer subscriber names.
9. 9. Press[1]to administer local subscriber names.

10. 10. Enter a subscriber's extension followed by [#].

The system confirms the extension you entered by repeating it. If a name has not been recorded for this
extension, the system says, “Namefor extension xxx is unrecorded.”

11. 11. Press[1]to record a name for the current extension.
12. 12. After the beep, speak the subscriber's name.
13. 13. Press[1]to end recording.
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14, Press[%] [#] to approvethe name recording.
Before approving the recording, you a so have the following options.
= Press to listen to the name recording.
= Press to rerecord the name.
= Press[x][D] to delete the name recording.
15. Repeat steps 10 through 14 for all subscribers.
16. Whenyou are finished recording all subscribers, hang up.

—>» NOTE:

Subscribers must be registered before you can record their names.
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4. System Administration Planning

Beforeyou dig into the administration of your AUDIX Voice Power system, there are afew administrative
planning issuesyou should consider.

= Service administrators
= Choosing a speaker
» Order of administration

4-1
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SERVICE ADMINISTRATORS

Initial administration and ongoing maintenance of an AUDIX Voice Power system can be alarge, time consuming
job for one person. Responding to subscriber needs setting up automated attendant menus, checking the
mai ntenance mailbox, and recording prompts are just a few of the administration jobs that need to be handled.

Administration tasks can be classified into two areas: computer-based and phone-based. Y ou are the system
administrator Y our responsibilities are detailed in[Chapter 3. " Getting Sarted"] and in general focus on
computer-based tasks.

To reduce the responsibility of the system administrator in the phone-based task area, AUDIX Voice Power allows
you to assign a different person (service administrator) for each of thefive AUDIX Voice Power services: call
answer, automated attendant voice mail, information service, and message drop. Service administrators have
distinct privileges related to the servicesthey are assigned in. For example, the voice mail administrator can
customize the voice mail greeting and broadcast messages. Only the person assigned as the voice mail service
administrator has these privileges. Once the voice mail service administrator is registered, neither the system
administrator nor any other service administrator can perform the voice mail service activities unlessthey know the
voice mail service administrator's login and password.

= The advantages of assigning service administrators include the following

= Delegates responsihilities and reduces the workload of system administrator

= Allows area expertsto develop

= Creates ateam of people who are familiar with the system in case of an emergency

= Gives subscribers several points of contact for questions or problems

Initialy, you will have to train service administrators and develop procedures that will provide a consistent

implementation across the system. However, once these am established, the system administrator's workload
should decrease.

—> NOTE:
If a this point you are not interested in assigning service administrators to helpyou set up and maintain
AUDIX Voice Power, skip to thel" Registering Service Administrators' |section of this chapter. (So that you
can perform administrative functions, you will have to register yourself as the service administrator for all
services.)

Privilegesand Responsibilities
Service administrators should be responsible people that you trust. They will have access to some very powerful
features of the AUDIX Voice Power system. Think carefully before asking someone to be a part of the service
administrator team.

The privileges and responsibilities of each service administrator are detailed next
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Automated Attendant Service Administrator

The Automated Attendant feature directs callers through a series of menu selectionsto reach adesired a
department, extension, or attendant. Callers are greeted with spoken promptsthat guide them in pressing
touch-tone buttons to reach their destination. Y ou can a so configure automated attendant as an information
serviced, atool that allows callersto get the information they need without tying up resources. For example, alocal
zoo recorded detailed prompts on visitor information (hours and admission fees), upcoming events and new
attractions, safari trips, membership, educationa programs, and donations.

= The Automated Attendant service administrator has the following phone-based privileges.
= Customize (record) automated attendant good-by e message

= Customize (record) automated attendant touch-tone gate prompts ("If you have a touch-tone phone, press one
now"

= Customize (record) automated attendant menus and announcements
= Customize (record) temporary closure message
= Select day, night, or temporary closure service

» Record subscriber names

AT&T recommends that the Automated Attendant service administrator also have access to the AUDIX Voice
Power computer (audix login and password) because there are computer-based tasks associated with setting up
Automated Attendant.

Why would | want an automated attendant service administrator? Automated attendant is capabl e of handling
hundreds of menu items and requires that anumbert Of options and parameters be set up for proper operation. Having
an automated attendant service administrator would allow someone to become an expert on thisAUDIX Voice
Power feature so that it can be customized to your compary's exact specifications. Once experienced, this person
can easily add or modify menu items when for exampl e a department phone number changes or arecent news event
causes aflood of calls. And if your compary isforced to close one day because of bad weather, you know exactly
who to call to record a message which explains the circumstances to customers or callers.
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Call-Answer Service Administrator

The call-answer feature takes messagesfor subscribers when they are on the phone or away from their desks. The
call-answer service administrator has the following phone-based privileges.

= customize (record) call-answer greeting message
= customize (record) call-answer good-bye message

= record subscriber names

The general mailbox (a system-wide option) is a place where call-answer messages are stored when a subscriber's
mailbox isfull. The general mailbox can also be used as the automated attendant time-out action. The automated
attendant time-out action iswhat the sy stem does when no touch tones are entered at the automated attendant
touch-tone gate for example, when a caller has arotary phone. AT&T recommends assi gning the call-answer
service administrator as the general mailbox owner (specified as part of the system parameter§ Chapter 13. " System |

He or she will haveto check the general mailbox daily and act on each message accordingly. If the general
mailbox contains a message, the general mailbox owner's message-waiting lamp islit The general mailbox isin no
way tied to the call-answer administrator's extension; the general mailbox owner is an administrable option. Y ou
can assign someone other than the call-answer administrator as the general mailbox owner, and hisor her
message-waiting lamp will be lit when a message exists in the general mailbox.

Why would | want a call-answer service administrator ? Especially if voice mail is new to your company, it may
be some time bef ore every one has the right size mailbox and overflow to the general mailbox can be great. Daily
checking and forwarding messages from the general mailbox can be atime consuming job whileyou are getting
used to your system.

The call-answer service administrator does not need accessto the AUDI X Voice Power computer (audix login and
password).
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Information Service Administrator

The Information Service feature is a customer-oriented, call-in information facility. The caller hears a prerecorded
information message and is then disconnected.

The information service administrator has the following phone-based privil eges.

= customize (record) the information service announcement

Why would | want an information service administrator? One of the most effective uses of the information service
feature isto provide current pieces of information daily. For example, you may wish to record the closing stock
prices restaurant specials, store hours, sale items, new product features, trade show schedule, weather, movie
showings or directions to an open house. The information service administrator should be a person that can easily
access the information you wish to post and has time each morning to write and record an announcement.

The information service administrator does not need access to the AUDIX Voice Power computer (audix login and
password).

Message Drop Service Administrator

The Message Drop feature is an answering service that presents amessage to the caller then alows the caller to
drop off areturn message. For example it can be used to drop orders or requests for service or to report status or
sales information.

The message drop service administrator has the following phone-based privileges
= customize (record) message drop greeting message
= customize (record) message drop good-by e message

The message drop service administrator should check the message drop mailbox daily and act on each message
accordingly.

Why would | want a message drop service administrator? A local ski resort usesits message drop service to allow
calersto leavetheir names and addresses so that a brochure on winter or spring skiing can be sent. A radio station
usesits message drop service to solicit listeners responses on its stories and programming and then plays the
interesting messages as part of radio's shows. The message drop service administrator would haveto daily check
the message drop mailbox, transcribe relevant information on paper then act on them This may be a responsibility
for which a secretary or administrative assistant is best suited.

The message drop administrator does not need access to the AUDI X Voice Power computer (audix) login and
password).
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Voice Mail Service Administrator

The Voice Mail feature enables subscribers to send messages to other subscribers, listen to received messages,
forward messages received with comments attached, and reply to messages. Subscribers can also create and edit
group lists and send messages to one or more groups.

The voice mail service administrator has privileges to to do the following.
® customize (record) voice mail greeting message

® broadcast messages to al subscribers

® subscriber names

A maintenance mailbox is a special mailbox that subscribers can send voice mad! to concerning problemswith
AUDIX VoicePower. The voice mail service administrator should check the maintenance mailbox daily and act on
each message accordingly. If If maintenance mailbox contains a message the voice mail administrator's
message-waiting lampislit. The maintenance mailbox istied to the voice mail administrator's extension; itisnot an
administrable option. Y ou can choose someone other than the voice mail administrator to check the maintenance
mailbox, but it is till the voice mail administrator messag-waiting lamp that islit when a message exists in the
mai ntenance mailbox.

Why would | want a voice mail service administrator? The voice mail administrator has a number of privileges.
For example, broadcasting messagesis often agood way to in crease communication and reach alarge number of
people easily. There may be a person at your compary well-suited to broadcasting employee events such as
promotions or picnics, changes in procedure, benefits package updates, or computer down times In addition, the
mai ntenance mailbox responsibility could consist of simply checking the mailbox daily and recording problems.
However, it would be even more helpful if the voice mail administrator was able to troubleshoot the problem and
resolve it without intervention from you. AT&T recommends that the voice mail service administrator also bein
charge of subscriber administration so that when, for example, someone requires alarger mailbox, this person can
take care of it. Or when new employeesjoin your company, the voice mail administrator can be responsible for
entering them on the computer and recording their names. (Note that this would require that he or she have access
to the AUDIX Voice Power computer audix login and password.)
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TheTollowing fable briefly summarizes each service adminisiraior privileges. An X in the Gregling or Good-bye
rows means that the service ice administrator can customize the greeting or good-by e message for that service. For
example, the call-answer administrator can customize the call-answer greeting, but not the message drop or voice

mail greetings.

Task

Automated
Attendant

Call Answer

Information
Service

M essage
Drop

Voice Mail

Greeting

X

X

X

Good-bye

X

X

Touch-tone gates
Day/Night

Override service
Day/Night/Temp.
Closure

Broadcast

Record names

Retrieve MD messages

AA prompts and menus

| S announcement

Temporary closure
message

M ai ntenance mailbox

General mailbox

recommended

Subscriber
administration

recommended

Fill out thefollowing table with the names and extensions of your service administrators General mailbox and
mai ntenance mailbox are listed because they are “extra’ administrator duties not necessarily pan of the service

shown.

Service

Administrator’s Name

Extension

Automated Attendant

Cal-Answer General Mailbox

Information Service

Message Drop

Voice Mail

Subscriber Administration

Maintenance Mailbox
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Registering Service Administrator s

The service administrator must be registered with AUDIX Voice Power so that the sy stem can identify them as
authorized to make changes. The system does not require that you specify different peoplefor each service. For
exampl e, you can assign one person to two services or the same personfor all five services. However, the privileges
associated with each service are not available unless someone is assigned to that service.

Service administrators must be registered subscribers before you can enter them in this window.

To register service administrator do thefollowing.
1. Begin at theivpss R3.0 menu and pick the following sequence.

Voi ce System Admi ni stration
Application Adm nistration

AUDI X Voi ce Power

Service Admi nistrator Registration

Service Administrator Registration

Servi ce Adm ni strator’s Nane Ext ensi on

Aut omat ed Att endant
Cal | Answer

I nformati on Service
Message Drop

Voi ce Mai l

N

2. Enter the service administrator nameinthe Admi ni strator' s Name col um.

w

3. Enter the service administrator extension in Ext ensi on col um

>

4. Repeat steps 2 and 3 for each service.

If you are acting as al service administrators, fill inyour name and extension for each service.
5. 5. When you are finished entering all service administrators, press (F3).

A confirmation window appears.

6. 6. Pressany key to continue.
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Training Service Administrators

It isimportant that you train service administrator on their responsibilities and privileges. Thefollowing list
suggestion itemsyou should include in the service administrator training session.

1. Preparetraining materials

The next five chapters (5 through 9) explain each of thefive service administration areas. Y ou can remove
these from this binder and copy the appropriate onesfor each administrator Each chapter provides
step-by-step instructions on how to administer each service.

2. Use a speaker phone to demonstrate the AUDI X Voice Power Service Administration menu.

3. After theinitia training session, set up timesto work with each service administrator individually to ensure
that the customized prompts are set up consistently

4. Because service administrator extensions and passwords allow them access to powerful features. request
that service administrator change their passwords often to ensure security.

5. Set up aweekly meeting time for service administrator This should be aforum for expressing concerns and
escalating troubles. Y ou may also wish to further train service administration on other aspects of AUDIX
Voice Power such as troubleshooting during these meetings.

6. Publish alist of service administrator names and phone humbers to subscribers This allows them several
points of contact for questions or concerns. Y ou may also wish to compile alist for your own use which
includes home phone numbersin case of an emergency. For example, if your company closes down for a
day because of the weather, you will want to be able to call your automated attendant service administrator
so that he or she can remotely record and activate atemporary closure message.

7. Besureto cover the procedure for reporting or escalating troubles with the system

8. The same speaker should be used for all customized speech. Read thg"CHOOSNG A SPEAKER' [section in
this chapter and discuss with service administrators the procedure for scheduling the speaker.
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Service Administration Menu

Once the service administrator are registered, they have the phone-based privileges discussed earlier in the
chapter. To access the Service Administration phone-based menu, service administrator should do the
following.

1. Dia the AUDIX Voice Power phone number.
2. Enter extension followed by [#].
3. Enter password followed by [#].
The AUDIX Voice Power activity menu begins.

4. Press[9] to accessthe Service Administration menu.
This option is not spoken as pan of the AUDIX Voice Power main menu.
The Service Administration menu is divided into two pans. administering prompts [1] and administering names[z].
Each service administrator will only hear the part or parts of the menu for which they are registered For example. if

someone is assigned to the message drop service only, he or she will hear the following pressing [9] to access the
service administration menu and [1] to administer prompts.

"To administer message drop prompts, pressfour."

You can press to replay the current choices at any time. Y ou can press [*] [R] to return to the activity menu at
any time.

The figure on the next page shows the service administrator phone-based menu and which service administrator
will hear each prompt
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Activity Menu

All
Administrators

Key
AA = Automated Attendant
CA = Call-Answer
IS = Information Service
MD = Message Drop
VM = Voice Mail

= Touch-Tone Key

Service
Administration
Menu
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CHOOSING A SPEAKER

You may wish to hire a professional speaker to customize greetings, menus and announcements associated with
AUDIX Voice Power. Actors, disc jockeys, and television announcers are good candidates. There may also be
someone at your company who has a good speaking voice and would record free of charge. Y ou have the advantage
of changing recordings on the spur of the moment when you use someone who is easily accessible.

Use the following guidelines when choosing a speaker.

1

Use the same speaker for all customized prompts and menus.

=> NOTE:
It isnot usually necessary to use the same speaker for customized speech that may change often such
asinformation service or broadcast messages.

Record the speaker's voice then listen to it to ensure that you like the way it sounds'Y ou may want to record
several male and female voices to compare the recorded quality.

Make sure that the speaker is able to maintain a constant speaking rhythm and general intonation throughout
the recording session.

The speaker should maintain a constant acceptable level of volume and distance from the telephone.

5. The speaker's pronunciation should be clear.

Arrange for the recording environment to be quiet and acoustically dead A carpeted room with soft walls
(for example, drapes or carpet) isusually sufficient.

Have all text prepared (preferably typed in short paragraphs) for the speaker to read in advance of the
recording session. Make sure that the customized message includes all of the pertinent information stated in
the sy stem message. Verbatim sy stem prompts are shown in the customizing procedures in Chapters 5
through 9.

Read all of thetext you write aloud yourself to see how it sounds and pinpoint any difficult words or phrases
that need to be rewritten.

Make notes about the phone-based menu procedures for each block of text.
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ORDER OF ADMINISTRATION

AT&T recommends performing the activitiesin Chapters 5 and 6 first, then Chapters 7 through 9 in any order

[Chapter 5. "Call-Answer Administration"] covers how to customize the call-answer greeting and good-bye message
that callers hear when subscribers are on the phone or away from their desks. Call-answer administration is a good
way to familiarize yourself with AUDIX Voice Power phone-based menus and customize. one of AUDIX Voice
Power's primary interfaces with the outside world.

Although its implementation requires the planning and execution of anumber of steps, AT&T suggests that you
administer automated attendant [Chapter 6. "' Automated Attendant Administration”| )as soon as possible so that the
attendant workload is decreased early. Once the automated attendant structure isin place, updates to prompts and
announcements are easy .

[Chapter 7. "Voice Mail Administration”) covers AUDIX V oice Power's interface with your own subscribers.
|__Chapter 8. "Information Service Administration”] allowsyou to record a single message which callers can listen to.
|___Chapter 9. "Message Drop Administration" | providesinformation how to set up amessage drop mailbox customize

the greeting and good-by e messages, and retrieve messages from the message drop mailbox. Y ou can prioritize the
administration of these three services according to your company's needs.




4-14 System Administration Planning




5. Call-Answer Administration

The Call-Answer feature of Voice Power takes messages for subscribers when they are away from their desks.
Call-Answer administration involves two main areas.

= customizing prompts

= administering the general mailbox

CALL-ANSWER SERVICE ADMINISTRATOR

The call-answer service administrator has the following phone-based privileges. (For more information on service
administrators, refer tg Chapter 4. "System Administration Planning"])

= customize (record) call-answer greeting message.

= customize (record) call-answer good-bye message

= record subscriber names (described in[Chapter 10. " Subscriber Administration”)

AT&T also recommends assigning the call-answer service administrator asthe general mailbox owner.

—> NOTE:
All of the activitiesin this chapter assume that you are registered as the call-answer service administrator.
For example, whenyou log in to the AUDIX Voice Power phone-based interface, enter the call-answer
service administrator's extension and password unless otherwise noted. For more information on service
administrators, refer to Chapter 4. "System Administration Planning"

5-1
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CUSTOMIZING CALL-ANSWER PROMPTS

Your AUDIX Voice Power package includes system voice promptsthat lead callers and subscribers through the
voice mail options. If you wish to customize these prompts, for example, to includeyour specific company name,
you can do so through the service menu.

There are two call-answer prompts that you can customize the call-answer greeting and the call-answer good-bye.

Read th¢' CHOOSING A SPEAKER" [section of| Chapter 4. "System Administration Planning" ] before recording
any customized speech.
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Customizing Call-Answer Greeting

A caller hears the call-answer greeting when no personal greeting has been recorded for the subscriber whom the
caler iseying to reach.

If aname has not been recorded for the subscriber (for example, at extension 5555), the caller will hear the
following.
“Your call isbeing answered by AUDIX Voice Power. The person you were trying to reach at extension [five
five fivefive] isnot available. To leave a message, wait for the tone.”
If a name has been recorded for the subscriber (for example, Mary Jones), the caller will hear the following.
“Your cal is being answered by AUDIX Voice Power. [Mary Jones] is not available. To leave a message,
wait for the tone”.
The portion of the call-answer greeting which you can customize. is the following.

“Your call is being answered by AUD1X Voice Power.”

Thefollowing is an example of a customized cal-answer greeting.

“Your call is being answered by ABC Travel Agency'svoice mail system.”

To customize the call-answer greeting perform the following steps in order.
1. Writedown what you wish to say. It can be up to 6 minutes long.
2. Did the AUDIX Voice Power phone number.
3. If you are calling from your own phone enter [#] when prompted for y our extension.
Otherwise, enter your extension followed by [#].
4. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
5. Press[9] to accessthe Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1] administer prompts.
Press[2] to administer call-answer prompts.
Press[1] to administer call-answer greeting

© © N 9

Press[1] to record the custom call-answer greeting
Before recording the greeting you aso have the following option.
= Press[0] to listen to the custom call-answer greeting.

If you simply need to change the greeting in use, press and continue with step 13.

10. After the beep, speak the greeting.
11. Press[1]to end recording.
12. Press[*][#] to approvethe greeting.
Before approving the greeting, you also have the following options.
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= Press[2][3] to play back the greefing.
= Press to rerecord the greeting
= Press[x][D] to delete the greeting.
13. Press[9] (Y)to confirm that you wish use the customized greeting you just recorded.
Press[6] (N) to use the system greeting.

14. To customize the cal-answer good-bye, begin at step 5 in thg" Customizing Call-Answer Good-by€' |
section.

Otherwise, hang up.

Even though the customized greeting isin use, the standard greeting is still avail able should you ever wish to switch
back.

Customizing Call-Answer Good-bye
= The call-answer good-bye message is spoken under the following conditions.
= A call-answer request for input has played three times and no touch toneshave been entered.

» Thecaler hasmade an invalid selection three times.
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= Thecalerhaspressed [x][x][X] o disconnect from AUDIX Voice Power.

= The subscriber's mailbox is full and the general mailbox is not enabled for overflow. After the system informs
the caller that there isno room in the mailbox to leave a message, it then speaks the call-answer good-by e

message.
Thefollowing is the system call-answer good-by e message which you can customize.

“Good-bye.'

Thefollowing is an example of a customized call-answer good-bye.

“Thank youfor caling ABC Travel Agency. Good-Bye.”

To customized the call-answer good-bye message, do the following steps in order.
1. Writedown what you wish to say. It can be up to 6 minuteslong.
2. Did the AUDIX Voice Power phone number.
3. If you are calling from your own phone enter [#] when prompted for y our extension.
Otherwise enter your extension followed by [#].
4. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
5. Press[9] to access the Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1] to administer prompts.
Press[2] to administer call-answer prompts.

Press[2] to administer call-answer good-bye.

© © N 9

Press[1] to record the custom call-answer good-bye.

Before recording the good-by e message, you a so have the following option.

= Press[0] tolisten to the good-bye.

If you simply need to change the good-bye message in use, press and continue with step 13.
10. After the beep, speak the good-by e message.

11. Press[1] end recording.

12. Press approve the good-bye
Before approving the good-bye message, you also have the following options.
= Press to listen to the good-by e message.
= Press to rerecord the good-bye message.
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= Press[x][D] deletethe good-bye message.

13. Press[9] (Y) confirm that you wish use the customized good-byeyou just recorded.
Press[6] (N) to use the standard good-bye message.

14. Hang up

Even though the customized good-bye messageisin use, the standard good-bye message is still available should
you ever wish to switch back.
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GENERAL MAILBOX ADMINISTRATION

The general mailbox is one of two specia mailboxes provided by AUDIX Voice Power (maintenance) mailbox is
the other). The general mailbox has two main purposes.

= subscriber mailbox overflow

= automated attendant time-out (action taken when caller fails to press any touch tones when prompted

Through asystem-wide option Enabl e General Mail box for Call-Answer ontheSYSTEM
PARAMETER screen, you can specify that all calers who reach afull subscriber's mailbox be allowed to leave a
message in the general mailbox. The caller isasked to include the intended recipient as pm of the message so that
the general mailbox administrator can forward the message accordingly If you do not invoke this overflow option,
calersto full mailboxeswill hear the following.

“There is no room in the mailbox to leave amessage. To transfer to another extension, pressstar T. To
connect to an operator, press zero.”

The general mailbox can also be used as the automated attendant time-out action. The automated attendant time-out
action is what the sy stem does when no touch tones are entered at an automated attendant prompt such as the
touch-tone gate. Allowing the caller to leave a messagein the general mailbox is one of the time-out actionsyou
can select AT&T recommends using the general mailbox option only if there is no system operator available to
assist the caller.
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Setting System Parametersfor the General M ailbox

There are two system parametersrelated to the general mailbox: Gener al Mai | box Oaner Ext ensi onand
Enabl e General Mailbox for Call Answer.

The two functions of the general mailbox are discussed in the introduction to this section. The Enabl e Gener al
Mai | box for Call Answer parameter allows callers who reach afull subscriber's mailbox to leave a message
in the general mailbox. If you do not have an operator or do not want your operator to assist callers who reach afull
mailbox, you should set thisto yes. If you have an operator to assist callers or if you do not wish to administer and
maintain a general mailbox, do not change the default parameter setting, no. This parameter has no impact on the
automated attendant time-out function of the general mailbox.

If you are going to use the general mailbox for the subscriber mailbox overflow function or as an automated
attendant time-out action, or both, you need to assign a general mailbox owner. Thisties the owner's extension to
the general mailbox in the following way: if the general mailbox contains a message, the general mailbox owner's
message-waiting lamp islit.

The general mailbox owner should check the general mailbox daily and act on each message accordingly. However,
anyone who knows the general mailbox's extension and password can log in and retrieve messages. AT&T suggests
that the call-answer service administrator be the general mailbox owner, but the general mailbox isin no way tied to
the call-answer administrator's extension Y ou can assign someone other than the call-answer service administrator
asthe general mailbox owner, and his or her message-waiting lamp will be lit when amessage existsin the general
mailbox.

—> NOTE:
Because setting these parameters invol ves making a sy stem-wide decision and accessing the AUDIX Voice
Power computer, the system administrator should perform this task and inform the call-answer service
administrator of the values.
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To set the general mailbox sy stem parameters, do the tollowing at the AUDIX V oice Power computer.

1. Enter audi x at thefollowing prompt

Wel come to the AT&T 3 86 UNI X Sy
Consol e Logi n:

2. Enter the audix password at the following prompt.
Passwor d:

This displays the 1IvPSS R3.0 menu.

3. Begin at the IvPss R3.0 menu and pick the following sequence.

Voi ce System admi ni stration
Application Package Administrati
AUDI X Voi ce Power

Syst em Paranet er Admini stration

stem

on

System Par anmet er Admi ni st

ration

System Oper at or ext ensi on:

Transfer to Subscribers Only?:
Syst em Mbde of Addressing:

CGeneral Mail box Omer Extension:
Enabl e General WMail box for Call
Al |l ow Voice Mil/Call

Answer :

Touch-tone Gate Active?:

Auto Attendant Ti neout Action:

Auto Attendant Menu Pl ays:

Fax Transfer Nunber:

Present Options Before Leaving Message?:

Pause For Touch tone Input:_
Maxi mum Ext ension Length:

Maxi mum Message Length:

Answer transfers?:

Aut o Attendant Paraneters

sec
— e

Day: _ Night__
Day: _ Night__

4. Using the arrow keys, move down to the General Mai |l box Oaner Extensi on parameter.

5. Enter the extension of the personyou wish to be the general mailbox owner.
This person must be a registered subscriber. Do not enter 9999, the general mailbox extension. AT&T
recommends that the call-answer administrator be the general mailbox owner.

6. Entery intheEnabl e General Mail box for Call Answer topermit subscriber overflow into
the general mailbox.
Enter n to prohibit subscriber mailbox overflow into the general mailbox.

7. Press(savE) (F3).
A confirmation window appears.

8. Press (F6) until you arrive at the 1IvPSS R3.0 menu.

9. Select Exi t from the vrssrsomenu.

You are returned to the Consol e Logi n: prompt.
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General Mailbox Profile

The general mailbox isactualy just a subscriber mailbox with afew special parameters. Y ou probably will not
need to change the general mailbox profile.
To display the general mailbox's profile, do the following at the AUDIX Voice Power computer.

1. Enter audi x at thefollowing prompt.

Wel conme to the AT&T 386 UNI X system
Consol e Logi n:

2. Enter the audix password at the following prompt.
Passwor d:
This displays the IvPSS R3.0 menu
3. Begin at the IvPss R3.0 menu and pick the following sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Subscri ber Adm nistration

4. Enter 9999 in the Extension field.
5. Press(DISPLAY) (F4).

This displays the current general mailbox profile. The defaultsfor these profile parameters are shown in

Table5-1]

=> NOTE:
Y ou cannot del ete the general mailbox.
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Table5-1. General Mailbox Default Profile

Par ameter Default
Extension 9999

Name General Mailbox
Password (invisible) 1234

Name Addressing | dentifier General Mailbox
TT Equivdent of Name Addressing | dentifier 43637256245269
Mode of Addressing Extension
Mailbox Size Unlimited
Personal Operator none

Comments General Mailbox Extension
Class of Service 5

Does the Subscriber Have Switch Cal Coverage N

If No Call Coverage, Enter Maximum Rings 0

Coverage Service Call Answer
Outcalling Allowed? Y

Each subscriber profile parameter is explained indetail inChapter 10. "Subscriber Administration”| Exceptionsto
the description in Chapter 10.for the general mailbox are shown below.

Extension

Password

Mailbox Size

Class of Service

The general mailbox's extension is 9999. Y ou cannot changethis.

A default password of 1234 is provided with the general mailbox. The general
mailbox owner should change this password through the phone-based interface
since he or sheprobably does not have accessto the AUDIX Voice Power
computer. However, the password can be changed through the SUBSCRIBER
ADMINISTRATION screen by smply entering a new one. Note that the

password does not show up on the SUBSCRIBER ADMINISTRATION screen for
security purposes.

The general mailbox and maintenance mailbox are the only two mailboxes which
can have Unl i mi t ed asthe Mailbox Size. Thisvalue alows the general and
maintenance mailboxes to hold as many messages as necessary. Y ou can change
thisvalue to something more restrictive if you wish.

Class5is used so that callers hear the general mailbox greeting immediately
without any ring cycles. Class 5 also alows outcalling so that the general mailbox
owner can be notified of mai ntenance messages in case they may require prompt
attention. To implement outcalling for the general mailbox, see the

|"General Mailbox M essage Notification" [section in this chapter.

If you wish to change the general mailbox's profile whilein the SUBSCRIBER ADMINISTRATION screen, type the new
information in the appropriatefield and then press (F3).
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Changing the General Mailbox Password (Phone-Based)

Because the general mailbox can contain personal messages for subscribers, it isimportant that access be limited
through a password. The default password is 1234. AT&T recommended that you change the general mailbox's
password to something secureyet easy to remember.

If you know the computer-based audi x login and password, you can change the general mailbox password using
the SUBSCRIBER ADMINISTRATION screen al so.

1
2.

© N o 0

Dial the AUDIX Voice Power phone number.

(ol (o] (8] [o] [#].

Thisisthe general mailbox's extension.

Enter the general mailbox's password followed by [#].
The AUDIX Voice Power activity menu begins.
Press[5] to administer the password.

Press[4] to change the password.

Enter the new password followed by [#].

Reenter the new password followed by [#].

To customize the general mailbox's greeting at this time, continue with step 4 of the[" Customizing General |

Mailbox Greeting' |section Otherwise, hang up.
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Customizing General Mailbox Greeting

A special system greeting for the general mailbox is provided with AUDIX Voice Power. Thistext istailored for
the general mailbox's subscriber overflow function where callers know who they are trying to reach. The greeting
should be modified if the general mailbox isto be used primarily for the automated attendant time-out function The
greeting should a so be modified if you do not have a system operator.
Thefollowing is the system general mailbox greeting which you can customize.
“You can now |leave a message in ageneral mailbox. To speak to an operator at any time, press zero. To alow
your message to be forwarded. include the name of the personyou are calling. Record at the tone.”
Thefollowing is an example of ageneral mailbox greeting which could serve both the subscriber overflow and the
automated attendant time-out functions.

“You can now leave a message in a general mailbox. To speak to an operator at any time, press zero. Please
includein your message any information which will help usto forward your message to the appropriate person
or department Record at the tone.”
Write out what you intend to say for the general mailbox greeting then do the following stepsin order.
1. Dia the AUDIX Voice Power phone number.
2. Enter [9] [o][o] [9][#].
Thisisthe general mailbox's extension
3. Enter the general mailbox's password followed by [#].
The AUDIX Voice Power activity menu begins.
4. Press[3] administer name or greeting
5. Press[1]to administer greeting.
If you simply need to change the greeting in use, continue with step 11.
6. Press[1]to administer the primary personal greeting
7. Press[1]to record the primary persond greeting
Before recording the greeting you a so have the following options.
= Press[0] to listen to the greeting.
8. Atthetone, speak your greeting.
9. Press[1] end recording.
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10. Press [x][#] to approve the greeting
Before approving the greeting, you also have the following options.
= Press to listen to the greeting.
= Press to rerecord the greeting.
= Press [x][D] delete the greeting.
11. Press[3] change the greeting in use.
12. Press[1] usethe primary persond greeting.
= Press[2] to usethe alternate personal greeting.
= Press[3] to usethe system greeting.
13. Hang up.

Even though the customized greeting isin use, the standard greeting is still avail able should you ever wish to switch
back.

Y ou can record an alternate persona greeting for the general mailbox Use the same basi ¢ procedure as above,
except select the menu itemsfor the alternate personal greeting instead of the primary personal greeting.

General Mailbox Message Notification

If you have a message-waiting lamp (MWI) on your phone it will be lit when there are messages in the general
mailbox. Therefore, as a general mailbox owner, your MWI could indicate that y ou have personal messages,
general mailbox messages, or both.

If you wish to be notified by outcalling when new messages arrive in the general mailbox, thenyou need to log in
(phone-based) to the general mailbox, specify the outcalling number, and turn outcalling on. For instructions on this
procedure, refer to the Outcalling page in the AUDIX Voice Power System R3.0 Artwork package. Becauseyou
arenotified by MWI it may not be necessary to enable outcalling unlessyou need to be called at your pager or some
auxiliary phone.
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Retrieving Messagesirom the General Mailbox

The general mailbox should be checked daily and al messages acted on. This should be the general mailbox owner's
responsibility. However, anyone who knowsthe general mailbox's extension and password can log into retrieve the

messages.

To retrieve messages from the general mailbox. do the following.

1
2.

8.
9.

Did the AUDIX Voice Power phone number.

Enter [9][9][9][9][#].

Thisisthe general mailbox's extension.

Enter the general mailbox's password followed by [#].

The notification message states how many messages are in the mailbox. If there are no messages, hang up. If
there are messages, continue with the next step.

Press 2] to get messages.

The message header is played stating the time day, and date message was delivered.
Press[0] to listen to the message.

Write the message on paper.

If you know the intended recipient's extension you can try to forward the message by pressing [1].
However, if you are using the general mailbox for overflow, the subscriber's mailbox may till befull in
which case the message will be returned to the general mailbox.

Press [D] to delete.

Before deleting the message, you have the following options

= Press[1] to respond or forward.

= Press[#] to skip

= Press[0] to replay the entire message.

= Press[3] to pause during the message body. Press[3] again to resume.

= Press[5] one or more timesto back up by 4 secondsfor each press.

= Press[6] one or more timesto space forward by 4 secondsfor each press.
Repeat steps 5 through 7 for all messages.

Whenyou arefinished listening to and acting on all the messages, hang up.

If aparticular subscriber continually has messagesin the general mailbox, thismay indicate that his or her mailbox
istoo smal 1. Remind the subscriber to keep his or her mailbox free of old or unneeded messages so that there is
room for new messages. If the overflow persists, consider increasing that subscriber's mailbox size.
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6. Automated Attendant Administration

The Automated Attendant feature directs callers through a series of menu selectionsto reach a desired department,
extension, or attendant. Callers are greeted with spoken prompts that guide them in pressing touch-tone buttons to
reach their destination. Y ou also can configure automated attendant as a multi-tiered information service. For
example, by recording detailed prompts on area restaurants, entertainment, and services, you can provide callers
with atool to get the information they need

This chapter provides step-by-step instructions on how to implement automated attendant to suit y our company's
needs. To aid understanding atravel agency application isused as an example. Do not enter the travel agency
information onyour computer. Useit only as one possible exampleto help you to develop your own automated
attendant application. In addition, more ideas and exampl es are provided at the end of this chapter.

The Automated Attendant feature allows for two different sets of menus: one for day service and one for night
service. Inits purest sense, day service provides menus that route calls during business hours Monday through
Friday when employees are working and operators are available, and night service provides menus and options for
evening hours, weekends and holiday s when few people are in the office. Automated attendant is actually more
flexible than this, allowing you to define what “day service” and “night service” mean in terms of call routing and
active hours. These two services are mentioned throughout this chapter. It isimportant that you are familiar with the
terms day service and night service and begin thinking about how they can be applied to your company's needs.

Day and night service are administered in the same way; but, you cannot create them at the sametime. This chapter
primarily focuses on administering day service|"TASK 14: ADMINISTER NIGHT SERVICE" |at the end of the
chapter detail s special night service consideration and summarizes each task.

=>» NOTE:
Do not be restricted by the terms day and night Y our company may require two sets of menusthat have
nothing to do with day and night Y ou con control which service isused on which day and what hours within
that day.

6-1
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AUTOMATED ATTENDANT SERVICE ADMINISTRATOR

To customize and record automated attendant speech, you must be registered as the automated attendant service
administrator For more information on registering service administrator refer to|Chapter 4. "System Administration |

Planning"

The automated attendant service administrator has thefollowing phone-based privileges.

= customize (record) the automated attendant good-by e message

= customize (record) the automated attendant touch-tone gate prompts
For example: “If you have a touch-tone phone, press one now.”

= record the automated attendant menus

= record the temporary closure message

= select day, night or temporary closure service

= record subscriber names (described Chapter 10. "Subscriber Administration").

We also recommend that the automated attendant service administrator have access to the AUDIX V oice Power
computer (audi x login and password) because there are computer-based tasks associated with setting up
automated attendant

—> NOTE:
All of the activitiesin this chapter assume that you are registered as the automated attendant service
administrator. For example, whenyou log in to the AUDIX Voice Power phone based interface, enter the
automated attendant service administrator extension and password unless otherwise noted. For more
information on service administrators, refer tol Chapter 4. " System Administration Planning" |
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AUTOMATED ATTENDANT MENUS

There are phone-based and computer-based tasks associated with setting up automated attendant. The phone-based
menu and the main computer-based menu are described hem for ref erence purposes and so that they do not have to
be repeated throughout this chapter.
To arrive at the automated attendant phone-based menu, do the following steps.
1. Dia the AUDIX Voice Power phone humber.
2. Enter your extension followed by [#].
3. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
4. Press[9] to accessthe Service Administration menu.
This option is not spoken as part of the audix Voice Power main menu.
5. Press[1]to ADMINISTER prompts.
6. Press[3]to ADMINISTER automated ATTENDANT prompts.
Y ou then have the following options.
= Press[1]to administer touch-tone gate prompts.
= Press[2]to administer automated attendant good-by e message.
= Press[3]to administer day or night service main menus.

= Press[4]to administer temporary closure message.ress [5] to administer workspace menus and
announcements.

= Press(6) to administer selection of day, night, or temporary closure service.

= Press[x] (R)toreturn to the voice mail activity menu.

—> NOTE:
This chapter assumes that you are registered as the automated attendant service administrator.
for example, in steps 2 and 3 above your extension and your password refer to the automated attendant
service administrator's extension and password. In addition only the registered automated attendant service
administrator can access automated attendant phone-based menu.
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To access the automated attendant computer-based menu, you must Know the audi X password

To arrive at the automated attendant computer-based menu, do the following steps.
1. Enter audi x at thefollowing prompt.

Wel conme to the AT&T 386 UNI X System
Consol e Logi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displays the IvPSS R3.0 menu.
3. BeginattheivpssrR3.0 menu and select thefollowing sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Aut omat ed Attendant Admi nistration

This displays the AUTOMATED ATTENDANT ADMINISTRATION MeNU.

Automated Attendant Administration

Holiday Administration
Service Hour Administration
View Day Service

View Night Service
Workspace Administration
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TASK 1: SKETCH IT OUT

Thefirst step in planning an automated attendant isto sketch out on paper what you want the automated attendant
to accomplish for you.

You may want to have a group discussion with the employees who work on the phone all day to get their ideas on
how calls should be directed. Other empl oyees may have suggestion about pieces of information customers need
such as directions to your store.

In general, automated attendant can perform three actions.

= trandfer acall to a specific extension or switch group

= play asubmenu (alist of optionsfrom which tile caller can select)

= play an announcement (a spoken message after which the caller is disconnected)
Note inyour sketch which of the above action automated attendant should perform for each item.
The next page shows an example of a sketch for the travel agency application.

Consider thefollowing information while you sketch.

= Try to categorize thetypes of calls that come to your comparny. What are the departments people ask for (sales
accounting personnel)? What kinds of questions do callers ask?

= Ifyou havefifty different directions a call could go, narrow them. Find out who receives the most calls and use
those. Y ou may wish to have operators categorize all incoming calls for aweek to pinpoint the bulk of the
traffic.

Hint: If two items on one menu are mapped to the same extensi on submenu, or announcement,
combine them

= Do the people who call need the same type of information? If so, could thisinformation be recorded in an
announcement for example store hours?

= Do most people who call know the extension or name of the person they need to talk to?
= Fill in phone numbers or switch group numbers onyour sketch where you can.
= At this point, do not worry about which touch-tones the caller will press.

= AT&T recommends no more that fiveitems per menu.
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=—>» NOTE:

Although automated attendant is capable of handling up to 99 submenus for each service, using more than
three menu levels may result m cdler frustration.

How Doeslt End

Y ou cannot keep playing submenusforever. Eventually, the caller must |eave automated attendant. There are
essentially two waysto terminate an automated attendant branch: transfer the caller or play an announcement and
disconnect them. Examineyour sketch to make sure that at the end of each branch. one of these two actionsis
teken.

When you finish sketching, continue with" TASK 2: ADMINISTER HOURS'|
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/ A. ABC’s 3-day dream vacations
B. U.S. travel

C. International travel
D. Accounting

E. Extension of agent

x9432 Sally

x9432 Sally

a. Bahamas — play info
b. Florida— play info
. Jamaica— play info
d. Mexico— play info

Caller enters
extension

A

Transfer to
Accounting
group (x5100)
x5705 Meg
x5396 Bryon

Transfer to U.S.
agent group (x6100)
x3356 Sue
x4966 Donna
x5515 Todd
x8314 Ron

- a. Make a reservation or get information
- b. Verify reservation

x6792 Tom

L a. Make a reservation or get infomation
- b, Verify reservation

Transfer to
Internatnl. agents group (x7100)
x5045 Kathy
x6676 Tim
x2945 Eric
x1176 Pam
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TASK 2: ADMINISTER HOURS

The first computer-based task in setting up automated attendant isto specify the hours of operation. For each day of
the week, you can specify the hours of operation of either the day service or the night service. The remaining hours
of that day of the week will have the service that you did not specify. For example. to specify day service during
normal business hours on Monday, use thefollowing for Mon: Day 9:00am 5:00pm. In thisexample, from
5:00:00 pm Monday to 8:59:59 am Tuesday, the automated attendant provides night service. Automated attendant
switches between the services automatically. On holidays, night serviceis provided around the clock, regardless of
the day.

=> NOTE:
Specifying holidaysis coveredin ['TASK 13: ADMINISTER HOLIDAY S' [of this chapter.

To administer automated attendant hours, do the following.
1. Enter audi x at thefollowing prompt.

Wel come to the AT&T 386 UNI X System
Consol e Logi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displaysthe ivpssr3.0 menu.
3. Begin at the ivessra.0 menu and select the following sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Aut omat ed Attendant Adm nistration
Servi ce Hour Adm nistration

The seErvICE HOUR ADMINISTRATION Window appears and shows the default settings.

Service Hour Administration

Service Start Time End Time
Sun: Night 12:00AM  12:00 AM
Mon: Day 08:00AM  05:00 PM
Tues: Day 08:00 AM  05:00 PM
Wed: Day 08:00AM  05:00 PM
Thu: Day 08:00AM  05:00 PM
Fri: Day 08:00AM  05:00 PM
Sat: Night 12200AM  12:00 AM

Begin with Sun. The left-hand column displays the day s of the week.
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8.
9.

Enter dfor day service or nior night service.

EntertheStart Ti me andthe End Ti ne for the service specified, for example 12: 00 am
Enter a or p after the timeto specify amor pmrespectively

To leave the default service or time unchanged, press (ENTER).

To specify that the service isto be used for 24 hours, enter 12: 00 amfor the start timeand 12: 00 am
for theend time.

Repeat steps 4 and 5 for the remaining days of the week.

Whenyou finish entering services and times for all days, press (SAVE) (F3).
A confirmation window appears.

Press any key to continue.

Continue with["TASK 3: FINALIZE MENUS']

The travel agency example uses the default service hours.

=—>» NOTE:

Check your PBX documentation to make sure that it presents no limitations on your automated attendant
administered hours.
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TASK 3: FINALIZE MENUS
Y our automated attendant sketch needsto be finalized so that it can be entered into the computer.

The information that you need to finalize the menus is detailed below. Study this information and use travel
agency example. After studying the information use the procedure at the end of this section to enter the information
you collect into tables.

—> NOTE:
Thetable that youfill out in this section emulates the ebiT workseace screen you will fill in on the computer.
Some of the screen fields arefilled in automatically by AUDIX Voice Power; thisisnoted in the description
of the field where applicable.
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Tnthe travel agency example, there are four menus. Below 1S a completed paper table for the travel agency’'s main
menu and the menul submenu. Refer to these examples as each field is explained.

Table6-1. ABC Travel Agency’sMain Menu - Day

Menu Name Mai n

Menu Description Aut omat ed Att endant Main Menu

Menu Path

;%lém' Action Object Touch-Tone Description

1 Menu menul ABC's 3-day dream vacays
2 (ABC) Menu menu2 U.S. Trave

3 (DEF) Menu menu3 International travel
4 (GHI) Trander 5100 Accounting
5(JKL) Prompt ext. of agent

6 (MNO)

7 (PRS)

8(TUV)

9 (WXY)

0 Tranger 9432 operator, Sally

Table6-2. ABC Travel Agency’sMain Menu - Day

Menu Name Menul Menu Description ABC' s 3- day dream vacays
Menu Path main

Touch-tone Action Object Touch-Tone Description

1

2 (ABC) Ann annl Bahamas

3 (DEF) Ann ann2 Florida

4 (GHI)

5(JKL) Ann ann3 Jamaica

6 (MNO) Ann ann4 Mexico

7 (PRS)

8(TUV)

9 (WXY)

0 Tranger 9432 operator, Sally




6-12 Automated Attendant Administration

Heading Information

The three beading items at the top of the table are descriptivefieldsthat AUDIX V oice Power automaticaly fillsin
each timeyou define a menu. Y ou cannot change the information in thesefields. To track menu levels and
sequences, fill in thisinformation inyour paper tables according to the descriptions bel ow.

= Menu Nameisthe name of the menu on whichyou are working. The highest-level menu for each serviceis
always Main. Subsequent menus are sequentially named menul through menu99 according to the order in which
they are created.

=> NOTE:
For your main menu, writein menuO instead of Main.

= Menu Descri pti on identifies the purpose of themenu. The Menu Descri pti on of the main menu always
Aut omat ed Attendant Main Menu (SedTable 6-1). For submenus thetravel agency's menul, Menu
Descri ptionisfilledinwiththe Touch- Tone Descri pti on from the higher-level menu. Compare the
Touch-Tone Descri pti on for touch tone #1 in|Table 6-1|with the Menu Descri pti on fiddi

= Menu Pat h showsthe leve of the menu by identifying the higher level menus in the chain leading to it. For the
main menu, thisfield will be blank as shown i Table 6-1] For the first sublevel of menus, mai n isthe menu path
For the second sublevel of menus, mai n/ menuxx, where xx is the menu number of the preceding sublevel in
the menu path. For exampl e, to get to menu6 you have to start at the main menu and pass through menus 2 and 4.
Therefore menu6's Menu  Pat h would read: main/menu2/menu4.



Automated Attendant Administration  6-13

Touch-Tone

Touch- Tone isthe digit the caller presses on the telephone to cause an action.

All available touch-tone digits are displayed on the EpiT work sPace screen automatically (left-hand column) and
cannot be changed.

Not all digits need to be used. If callers press unassigned digits, they will hear: “ Entry not understood. Please try
again.”
Zero (0) istypically used for atrangfer to the operator.

L etters can be used instead of or in addition to digitsin voice prompts. Thisis particularly useful if the | etters
can be meaningfully assigned. For example, “For information on ABC's three-day dream vacation to the
Bahamas, press B.” SeqTable 6-2] Remember that not all tel ephones have letters on the touch-tone key's, so
stating the | etter and the corresponding digit isaway to cover both bases.

Hint: Even if the letter O can be meaningfully assigned, it is not recommended that you useit
because it can be confused with zero.

The letters are shown in[Table 6-1|but do not appear on the EbiT work sPACE computer screen.
Be sure to put the option that will be most frequently first
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Actions

Actionsindicate what you want the automated attendant to do after the caller presses the corresponding touch-tone.
There arefive possible actions.

Tr ansfer This action trangf ers the call to the extension, telephone number, or switch
group extension given in the corresponding Object field.

Ann This action plays the announcement whose identifier (ann##) is given in the
Object field. After the announcement is played, the caller is disconnected.

Menu This action responds with the submenu whose identifier (menu##) is given in
the corresponding Object field.

Prompt This action responds with the following message: “ Please enter extension and
pound sign. To transfer using names instead, press star A.” Prompt does not
have a corresponding Object and cannot be used on the same menu as Ext.

=> NOTE:
Whether the Prompt action initiadly requests an extension or aNOTE name depends on the

System M ode of Addressing system parameter See{Chapter 13. " System Tuning" [for more
information.

A caller can press [#] at any time and receive the Pr onpt action Ext
Thisaction is used to directly dial (without a system prompt) any extension
beginning with the digit in the touch-tone column. Ext does not have a
corresponding Cbj ect and cannot be used on the same menu as Pr onpt .

Pr onmpt and Ext are basically the same action except that Pr onpt adds one more level to the extension entry
process. In the travel agency example shown in| Table 6-1|the main menu includes the following option.

“If you know the extension of your travel agent, pressfive.”

When the caller pressesfive, he or she hears the following. (Syst em Mode of Addressi ngissetto
Ext ensi on. SeqChapter 13. " System Tuning'|

“Please enter extension and pound sign. To transfer using names instead, press star A.”

If the travel agency had used Ext instead for touch-tone number five, the main menu would include the following
option

“If you know the extension of your travel agent, enter it now.
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an error message. Because touch-tones 6 through 9 are unused, we could have a so aSS|gned themto Ext , allowing
the caller to trandfer to extensions that begin with 5, 6, 7, 8, or 9. But this did not meet the travel agency's needs
sinceit dso had extensions that began with 1, 2, 3, and 4. By using Pr onpt , the caller is taken to another level
where all extensions are permissible. Y ou can assign all touch-tones on the main menu to the Ext action and
accomplish the same end, but this prohibits any other menu choices.

Therefore, if the extensions inyour company all begin with the same number or alimited range of numbers, use
Ext . If the extension could begin with any number and you would like to present other menu options, use Pr onpt .
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Objects
Obj ect s are parameters that automated attendant uses to complete the action. Objects can be any one of the following.
= extension
= telephone number
= announcement number (ann##).
= Submenu number (menu#)

Automated attendant does not do any checksto verify that the extension entered is valid. Therefore, type carefully
and perform the acceptance tests at the end of this chapter.

For the transfer action, you can specify either an extension or a telephone number of up to 16 characters. Valid
characters are shown in[Table 6-3

Table6-3. Valid Extension Characters

Character Explanation

0,1,2,3,4,5,6,7,89#* Touch-tone digits 0 through 9, #,
and *

P Pausefor 1.5 seconds. Pauses may

need to be included in the transfer
number. For example, when
accessing an outside line.
PP999-9999

(), -, and space Parentheses, dashes and spaces may
be included to improve readability.
For example, (534) 634-50609.

AB,C,D Auxiliary touch tones A through D
are recognized by AUDIX Voice
Power. These touch-tones are
produced by telephones with an
extra set (fourth column) of keys
on their keypads
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Touch-Tone Description
Usethe Touch- Tone Descri pti on fieldto enter notes about the action being taken, for example, which
department is being transferred to, the purpose of the submenu, or the general content of the announcement.
Remember that if atouch-tone points to a submenu, the Touch- Tone Descri pti on field for that touch-tone
isused asthe Menu Descri pti on header for the submenu.

The remaining two travel agency menus are defined in Tables 6-4 and 6-5.

Table6-4. ABC Travel Agency’'s Menu2 - Day

Menu Name Menu?2 Menu Description U. S. Travel

Menu Path main

;I;)%léch- Action Object Touch-Tone Description

1 Transfer 6100 Make reserv. or get info

2 (ABC) Transfer 6792 Verify reservation - Tom

3 (DEF)

4 (GHI)

5 (JKL)

6 (MNO)

7 (PRS)

8 (TUV)

9 (WXY)

0 Transfer 9432 operator, Sally

Table6-5. ABC Travel Agency’'s Menu2 - Day

Menu Name Menu3 Menu Description | nt ernati onal Travel

Menu Path main

Touch-tone Action Obj ect Touch-Tone Description

1 transfer 7100 Make reserv. or get info

2 (ABC) transfer 6792 Verify reservation - Tom

3 (DEF)

4 (GHI)

5 (JKL)

6 (MNO)

7 (PRS)

8 (TUV)

9 (WXY)

0 Transfer 9432 operator, Sally
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ToTtinallze menus, do thetfollowing.

1. Make copies of|Table 6-6|so that you have enough tablesto finalize each menu inyour sketch.|Table 6-6
representsinformation you have to enter in the AUDIX Voice Power computer about your main menu and
each submenu

2. If you need to create switch groups on your PBX, do so a thistime.

A switch group involves mapping several extensionsto one switch group extension. ID general, when a call
istrandferred to a switch group extension by automated attendant the switch searches for the first available
extension in that list then transfersthe call to it The actual details of how a switch group operates vanes
dightly from switch to switch. Id the travel agency exampl e sketch. switch groups need to be created for the
accounting group, the U.S. travel agents and the international travel agents. This switch group extension is
entered as the Object of thetrangf er action. To cream switch groups, refer to your PBX vendor's
documentation and the switch document included withyour AUDIX V oice Power documentation set.
Switch groups are created entirely on the PBX.

3. Fill out one paper table (Table 6-6) for your automated attendant main menu and one for each submenu.

If you need an announcement as an object, start with annl. The next timeyou need an announcement, use
ann2, and so on. Increase by one for each new announcement you need regardless of which menu you are

on. Similarly, label the main menu as menuO. Then use menul asyour first submenu object. Y ou cannot

map two separate touch tones to the same announcement number or menu number, regardl ess of whereyou
arein the menu tree.

4. Continue with["TASK 4: EDIT WORKSPACE"|
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Table 6-6. Blank Tablefor Menu Definition

Menu Name

Menu Description

Menu Path

Touch-
tone

Action

Object

Touch-Tone Description

1

2 (ABC)

3 (DEF)

4 (GHI)

5(JKL)

6 (MNO)

7 (PRS)

8 (TUV)

9 (WXY)
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TASK 4: EDIT WORKSPACE

Onceyou havefinaized your menus, you need to enter them into the computer. The window that you use to enter
automated attendant menusis edit workspace, The term workspace is used throughout this chapter refer to the eoir
workseace Window and the information it contains.

=> NOTE:
This procedure is to be used only if you are implementing automated attendant for the first time. If you have
an existing automated attendant and y ou need to change it, refer to thg"UPDATING AUTOMATED |

ATTENDANT" |section in this chapter.

To administer automated attendant menus, do the following.
1. Begin at the automatep attenoant administration menu and sel ect the following sequence.

Wor kspace Admini stration
Edit Workspace

Edit Workspace

Menu Name: Description
Menu Path:
Touch-Tone Action  Object Description

=—>» NOTE:
Menu Nane,Descri pti on,and Menu Pat h are automaticaly filled in.
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10.
11.

Enter the information 1rom your main menu table into the T1elds.

Note that you only have to enter the first | etter of an action (A, T, M, P, or E), not the entire action name.
Asyou enter itemsin Obj ect column, dashes (-) and asterisks (*) will appear in the left of them.

= A dash indicates that this submenu has not been defined yet.

= A star indicates that no speech has been recorded yet for thisitem.

Whenyou finish entering all of the main menu information press (F3).

You are returned to the workspace AbminisTATION MENU

Select Edit Wor kspace.

This displays the automated attendant main menu you just entered.

Move the cursor to the next menu you wish to definein the Actionion column (for example, menul. menu, or
menu).

Press (F7).
A new window appears. Check the headers to verify that they correspond to the menuyou wish to define.
Enter actions, objects and descriptionsfor the desired touch tones.

If you wish to check which announcement numbers have already been used on this and other menus, press (CHG-KEYS)
(F8), then (F2).

If you wish to check which submenu numbers have aready bees used on this and other menus, press
(F8), then (F1).

To delete an existing menu, while in the window for that menu, press (F8) thenPEL-MENU) (F4).
Y ou can only delete the current menu (the window you are working on) and only if there are no submenus
defined below it.

Whenyou finish entering information press (F3).

If you wish to abort (not save changes), press (F6).

Pressing or returnsyou to the previous level menu.

To define more menus, repeat steps 5 through 8. Otherwise continue with step 10.

Whenyou finish entering menus, press (F6) until you arrive at the AUDIX voice power menu.

Continue with["TASK 5. SET SYSTEM PARAMETERS']
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TASK 5. SET SYSTEM PARAMETERS

Many aspects of automated attendant are controlled by system parameter values shown at the bottom of the system
PARAMETER ADMINISTRATION SCreen. Each parameter is explained in detail on the following pages. Based on this
material and your company's needs, fill in[Table 6-7as you decide the value of each parameter. Use the procedure
at the end of this section to enter the values on the computer.

Table6-7. Automated Attendant System Parameters

Parameter Possble Values Default Your Value
Touch-Tone Gate Active- Day? yesor no no

Touch-Tone Gate Active- Night? yesor no no

Auto Attendant Time-out Action - Day transfer, message, disconnect transfer

Auto Attendant Time-out Action - Night transfer, message, disconnect transfer

Auto Attendant Menu Plays 1-9 2

Fax Transfer Number 16 characters none

Present Options Before Leaving Message yesor no yes
=> NOTE:

There are two system parameters specific to night service. These are discussed if" TASK 14: ADMINISTER]]
| NIGHT SERVICE"[section of this chapter.

—>» NOTE:

The other parameters on the sysTem PARAMETERS SCreen can also affect automated attendant. Read the

[ "SYSTEM PARAMETERS' |section of[Chapter 13. " System Tuning" ] for more information.

Table6-8. Travel Agency's System Parameters

Parameter Vdue

Touch-Tone Gate Active- Day? yes
Touch-Tone Gate Active- Night? yes

Auto Attendant Time-out Action - Day transfer
Auto Attendant Time-out Action - Night message
Auto Attendant Menu Plays 2

Fax Transfer Number (999) 999-9999
Present Options Before Leaving Message yes




Automated Attendant Administration  6-23

Touch-Tone Gate

The touch-tone gate is intended to quickly identify callers who do not have a touch-tone phone or who wish to
speak to an operator immediately. The system touch-tone gate prompt isthefollowing.

“If you have a touch-tone phone, press one now.”

Those people with atouch-tone phone can proceed through the gate by pressing one and then can direct their own
calls using automated attendant and its touch-tone options. Those people without a touch-tone phone can be, for
exampl e, connected to the system operator who can then direct the call. A touch-tone gate is not required by
AUDIX Voice Power. Itisan administrative option. There are advantages and di sadvantages to having a touch-tone
gate.

Without atouch-tone gate, callers that do not have atouch-tone phone can be aienated if the automated attendant is
not set up properly to handle the situation. For example, in some automated attendant configurations rotary phone
callers may haveto listen to the main menu several times before the system transfers them. AUDIX Voice Power
allowsyou to set up automated attendant so that callers with rotary phones listen to the main menu once before
being transferred.

Having a touch-tone gate meansthat callers need to press what may be considered an “extra’ touch-tonein the
automated attendant sequence. For example, if callers know who they aretrying to reach, they may begin typing the
numbers of an extension as soon asthey hear speech. If the touch-tone gate is active, this could cause an error
message. Especially when considering long distance callers, the touch-tone gate is an additiona step callers haveto
complete to reach their destination.

The Touch- Tone Gate Acti ve? parameter specifies whether not AUDIX V oice Power uses the touch-tone
gate. If you do not use the gate, the automated attendant main menu playsimmediately. Theuseof the gatemay be
specified for both day and night service. There are separate touch-tone gate messagesfor day and night service so
that they can beindividually customized. However, the systemtouch-tone gate messages are the same for both day
and night service (shown above).

Writeyes or no intheTouch- Tone Gate Acti ve? parameterin[Table 6-7|

Many other decisions and parameters depend upon whether or not you choose to use a touch-tone gate. Circleyour
decision below so that you may flip to this page to remind yourself if needed.

USE TOUCH-TONE GATE

DO NOT USE TOUCH-TONE GATE
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Automated Attendant Time-out Action

This parameter specifiesthe action to be taken any time there is a touch-tone time-out in the automated attendant. A
time-out occurs after the system has waited a specified number of seconds (Pause for Touch- Tone | nput
gystem parameter) for touch-tone input. Thiswait occurs at the touch-tone gate, between repetitions (for example,
of amenu), and at the end of the last repetition. Y ou can specify time out actionsfor day and night service.

There are three valid actions.
Transfer  Thisaction tranfersthe caller to the system operator after the time-out
Message Thisaction allows the caller to leave a message in the general mailbox after the

time-out. For more information on the general mailbox, see
[Chapter 5. "Call-Answer Administration” |

Disconnect This action disconnects the caller after playing the automated attendant good-bye
message.

Thedefaultist r ansf er for both day and night service.

Below are the suggested time-out actions for particular circumstance. Decide on the time-out action for day
service, and write it in[Table 6-7

Circumstance Transfer Message Disconnect
Touch-tone gate active/Operator available X

Touch-tone gate active/Operator not avail able X

Touch-tone gate active/Operator available X

Touch-tone gate active/Operator not available X

“Weaedosed”’ touch-tone gate* X

*Sed"TASK 14: ADMINISTER NIGHT SERVICE" fin this chapter
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Automated Attendant Menu Plays

This parameter specifies the number of timesthe caller bears the automated attendant main menu before the
automated attendant time-out action istaken if the caller does not enter any touch tones. This parameter isused only
when the touch-tone gateis inactive and only af fects the number of times the main menu plays. Submenus aways
play three times regardless of the value of this parameter. When the touch-tone gate active, the main menu and all
submenus play three times.

If the touch-tone gate is inactive for day, night, or both, AT&T recommends that you set this number low, because
thisis the number of times callers without touch-tone phoneswill have to listen to the main menu before being
trangferred. If you are using a touch-tone gate for both day and night service, this parameter isignored andyou can
leave the default unchanged.

Fax Transfer Number

Automated attendant's ability to detect the fax tone means that you can advertise one tel ephone number to
customers and outsi de associates which meets both voice and fax needs.

TheFax Transfer Number parameter specifiesthe number to which AUDIX Voice Power should transfer fax
calls when the automated attendant detects the fax calling (CNG) tone.

Y ou can specify up to sixteen characters asthe fax number. VValid characters are detailed in[Table 6-3] If you do not
specify anumber, automated attendant does not recognize fax cals.
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Present Options Betore L eaving M essages

Whenever an automated attendant action directs a call to human beings, there is achance that they will not be at
their desks. In most cases this means that the caller hears the person's personal greeting and is prompted to leave a
message. Thismay not be appropriate for all automated attendant callers. For example, the caller may not know who
they have reached, what this person'stitleis, or if this person can help them. Or they may need aresponse
immediately because they cannot be reached later.

Whatever the case, the Pr esent Opti ons Before Leavi ng Messages (when settoyes), allowsthe caller to
return to the main automated attendant menu instead of leaving a message in avoice mailbox.

This parameter is used when thefollowing conditions are true.

= A call isbeing transferred from the automated attendant service.

= The extension being transferred to isaregistered subscriber and hastheSwi t ch Cal | Cover age parameter
set to No. AUDIX Voice Power is therefore using an intelligent transfer.

= The extension being tranerred to is either busy or the Maxi mum Number of Ri ngs has been reached.
If all of the above are true, AUDIX Voice Power looks at the Pr esent Opti ons Before Leaving

Message parameter and the Cover age Ser vi ce parameter (of the subscriber) to determine what to do with
the call. Thefollowing table showsthe results.

Present Options Coverage Service Result

Y Call Answer “To leave amessage, press one.
To return to the main menu,
press star pound”

N Cdl Answer Subscriber Greeting
Y Automated Attendant | Automated attendant main menu
N Automated Attendant | Automated attendant main menu

Seq Chapter 10. "Subscriber Administration"[for moreinformation on the Cover age Ser vi ce parameter.

IfthePresent Options Before Leavi ng Messages parameterissetto yes, thecaller hearsthe
following message before a person’s mailbox greeting.

To leave a message, press one.
To return to the main menu, press star pound.

The caller could press to return to the main automated attendant menu and choose to route the call a different
way.
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[fthePresent Optlons Before Leavi ng MESSages parameier IS Set to no, the caller ISnot given the
option to return to the main automated attendant menu and must |eave a message for the person or hang up.

In general, leave this parameter's def ault unchanged at yes.

If your automated attendant is set up such that callers away s know who they are transf erring to, you may want to
set this parameter to no.

System Mode of Addressing

The Syst em Mode of Addressi ng parameter defines theinitial mode (name or extension) of addressing for
automated attendant and call-answer users. The Name Addressing feature of audix Voice Power alows callers and
subscribers to enter the name of the person they are trying to reach instead of the extension number. The default
modeisext ensi on. For more information, seg|Chapter 13. " System Tuning")
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Onceyou have decided on the values for each altomaied aitendant sy Stem parameter and have written them in
Table 6-7] enter them into the computer by doing the following steps.

1. From the Aubix voicE POWER menu, select Syst em Par amet er Admi ni strati on.

The Syst em Par anet er window appears.

System Parameter Administration

System Operator Extension:

Pause For Touch Tone Input: Sec

Maximum Extension L ength:

Trangfer to Subscribers Only?:

System Mode of Addressing:

Maximum MessageLength: | sec

General Mailbox Owner Extension:
Enable General Mailbox for Call Answer?:
Allow Voice Mail/Call Answer Transfers?:

Auto Attendant Parameters

Gate Active?. | Day: Night:

Auto Attendant Timeout Action: | Day

Auto Attendant Menu Plays:

Fax Tranger Number:

Present Options Before L eaving M essage?:

2. Movethecursor down to the Aut omat ed At t endant Par anet er s section.
3. Enter the valuesyou wrotein Table 6-7into the screen fields.

Do not change the values for Ni ght parameters unless you have read the["TASK 14: ADMINISTER |
NIGHT SERVICE"|section in this chapter.

4. Press (F3).
A confirmation window appears.
5. Press any key to continue.

6. Continue with["TASK 6: PREPARE SPEECH"|
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TASK 6: PREPARE SPEECH

Once all menus have been entered into the computer, you ready to begin preparing the associated speech for
recording. Use the following instructionsto prepareyour speech.

1. Readthd"CHOOSING A SPEAKER" |section of| Chapter 4. " System Administration Planning" |

2. Writeout what you intend to say for each menu and announcement. Use your sketch, the finalized tables,
and the guidelines in the section as aides. It is very important that y ou know the menu or announcement
number that goes with each piece of text. Write it as a heading to each piece of text. Remember that the
main menu is menuO.

3. Each piece of text (menu or announcement) can be up to 6 minutes long. If you have a particularly long
piece of text, read it aloud and timeyourself to ensure that you do not exceed 6 minutes.

Separate the text for menusfrom the text for announcements. Thiswill make recording go much faster.
The travel agency's text is provided in this section.
Be sure to keep acopy of what you write in case something needs to be rerecorded later.

Continue with|"TASK 7: RECORD TOUCH-TONE GATE PROMPT"]

N o g &

Main Menu Guiddines

Use the following guidelines when writing the speech for your main menu.
= Ifyouare using the Pr onpt action, use a phrase similar to the following example.
“If you know the extension or name of the personyou are trying to reach, pressthree.”

= A caller can press [#] at any time and receive the Pr onpt action even if you have not defined it as part of the
menu. If you wish to advertise this option to the caller, you may want to use a phrase similar to thefollowing
example.

“If you know the extension or name of the personyou are trying to reach, press pound.”
= Ifyouare using the Ext action, use a phrase similar to the following example.
“If you know the extension of the personyou are trying to reach, enter it now.”

= |fyoudo not plan to use atouch-tone gate, the main menu should greet the caller. See Main Menu Day example
inthis section.
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= AUDIX Voice Power hastwo ~buili-in” optionswhich you can advertise to calers. The[* [L] option returnsthe
caler to the previous menu. If the caller is at the main menu level, replays the main menu. The[x] M]
options returns callers to the main menu regardless of where they arein the menu tree. If you are not using a
touch-tone gate, you should include thefollowing as the last pm of your main menu.

“To replay thismenu, press star M.
If you do not have a touch-tone phone, please wait.”

= Depending uponwhich Syst em Mode of Addr essi ngyou areusing, be sure prompt for extension or

name consistently. Y ou may wish to remind users that they can press to switch between extension
addressing and name addressing.

Submenu Guidelines

Use the following guidelines when writing the speech for your submenus.

= A caller can press [#] at any time and receive the Pr onpt action even if you have not defined it as part of the
menu. If you wish to advertise this option to the caller, you may want to use a phrase similar to thefollowing.

“1f you know the extension or name of the person you are trying to reach, press pound.”
. and [*] [M] are available as submenu options. They are explained in this section.

= Depending uponwhich Syst em Mode of Addressi ngyou areusing, be sure to prompt for extension or

name consistently. Y ou may wish to remind users that they can press to switch between extension
addressing and name addressing.

Announcement Guiddines

Use the following guidelines when writing the speech for your announcements.

= The automated attendant good-bye message is spoken after an announcement. Therefore, do not make it part of
your announcements.

=« The and [x] [M] options are not avail able once an announcement begins playing.
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Travel Agency Speech
Thefollowing text will be used for the travel agency example.
MenuO (Main) - Day
Hello and thank you for calling ABC travel agency. For information on ABC'sthree-day dream vacations, press
one. For reservations or information on travel in the United States, press two. For reservations or information on
international travel, press three. To speak with our accounting department pressfour. If you know the extension of
your travel agent, pressfive. To speak to an operator. press zero. If you do not have atouch-tone telephone, please
wait.
Menul - Day
ABC'sthree-day dream vacations are the perfect reason to dip away any time. For information on the Bahamas

Beach Bum Bon Voyage, press B. Fantastic Florida? PressF. For information on sunny Jamaica, press J. Thinking
about Cancun or Cozumel Mexico? Press M. To speak to an operator, press zero.

Menu2 Day

To make areservation or get information for United Statestravel, pressone. To verify an existing reservation, press
two. To speak to an operator, press zero.

Menu3 - Day

Tomake areservation or get information for international travel, press one. To verify an existing reservation, press
two. To speak to an operator, press zero.

Annl - Day

An enchanting British Commonwealth set amid sparkling turquoi se seas, the Bahamas are delightfully uncommon.
Discover the centuries-old city of Nassau where time-honored traditions meet modern day fun. British heritage is
everywhere from the colonia architecture of Parliament Square to the imposing battlements of Fort Charlotte. Y et
the island's Caribbean culture is evident in colorful native festivals and tasty “down-home” treats and in the
handmade crafts sold at the Strawmarket.

For 5 daysand 4 nights, discover for yourself why it's better in the Bahamas!
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AnnZ - Day

Imagine miles of sparkling Atlantic coastline and Florida. . . . a breathtaking combination!
= Florida's Atlantic Coast is historic Jacksonville and St. Augustine, America's oldest city;

= Daytona Beach, where land speed records were once set and trips to the future from K ennedy Space Center
SPACEPORT U.SA.

= All thetropica leisure you can take in tranquil Melbourne
= Or the glamour and cosmopolitan beat in Fort Lauderdale, Miami, and West Palm Beach.

Florida's Atlantic Coast invitesyou to discover a multitude of enticing vacation spots that offer every kind of family
fun and excitement.

This 3-day 2-night package includes hotel or condominium accommaodations, use of an economy car, and is waiting
for your reservation.

Ann3 - Day

Come relax in atropica paradise. Jamai ca offers a playground, which features marvelous beaches and watersports
plus accommodations that range from private villas to all-inclusive resorts.

Montego Bay, a vacation paradise for over 65 years, continues to please with something for everyone. Take an
excursion to the extravagant Great Houses of yesterday, or ride down ariver on a bamboo raft. Sunbathe on
Doctor's Cave Beach the largest and most famousin Montego Bay. You'll also find three championship golf
courses, tennis facilities, and opportunity for scuba diving.

This 4-day, 3-night package includes airfare, hotel accommodations, and continental breakfast and is available
through April. Hurry! Spots are booking quickly.

Ann4 - Day

Beaches of powder-fine sand, amultitude of deluxe accommodations from which to choose, and a soothing warm
climateyear round. Plus, Mexico is exceptionally affordable. All of which make Cancun an ideal vacation spot.

Actually anisland, Cancun is connected to the Y ucatan Peninsula by two bridges. The waters surrounding Cancun
and the idland of Cozumel are praised by scuba divers. For land adventures, the ancient Mayan ruins of Chichen
Itzaand Tulum are each aday trip away.

Y our package includes choice of accommodationsfor two or more nights and round trip transfers between airport
and hotel. Surprise someone you love with marvel ous M exico.
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If you decided to use touch-tone gate, customize the touch-tone gate prompt using the following procedure. If you
are not using a touch-tone gate, skip to[' TASK 8: RECORD GOOD-BYE MESSAGE"|

=> NOTE:
To access the automated attendant phone-based menu, you must be registered as the automated attendant

service administration. For more information on service administrators, seg Chapter 4. " System

Administration Planning" |

1. Writedownyour touch-tone gate prompt. It can be up to 6 minutes long. The system touch-tone gate
prompt isthefollowing.

“1f you have a touch-tone phone, press one now.”

Greet the caller as part of the touch-tone gate prompt, for example, “ Thank you for calling ABC Trave
Agency. If you have atouch-tone phone, press one now.”

2. After writing the prompt, dial the AUDI X Voice Power phone humber.
3. Enter your extension followed by [#].
4. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
5. Press[9]to accessthe Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1] to administer prompts.
Press[3] to administer automated attendant prompts.
Press[1] administer touch-tone gate prompts.

© © N o

Press[1] to administer the day service touch-tone gate prompt.
To administer the night service touch-tone gate prompt, press[2].
10. Press[1] to record the custom touch-tone gate prompt.
Before recording, you can press [0] to listen to the current customized touch-tone gate prompt
11. Speak your custom touch-tone gate prompt.
12. Press[1]to end recording.
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13.

14.

15.

Press [x] [#] to approve the touch-tone gate prompit.

Before approving the prompt, you a so have the following options.

= Press to play back the prompt.

= Press to rerecord the prompt.

= Press[x][D] to delete the prompt.

Press[9] (Y) to confirm that you wish to use the customi zed prompt you j ust recorded.

Press[6] (N) to use the system prompt.

Continue with{"TASK 8: RECORD GOOD-BYE MESSAGE"]
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The automated attendant good-bye message is spoken just before automated attendant disconnectsthe caller, for
exampl e after playing an announcement or the temporary closure message. The system automated attendant
good-by e messageis the following.

“Good-byel”

To customize the automated attendant good-bye message, do the following. Otherwise, skip tg"TASK 9: RECORD |

MENUS AND ANNOUNCEMENTS'

1. Writedown what you want to say. It can be up to 6 minutes|ong.
2. After preparing your message, dial the AUDIX Voice Power phone number.
3. Enter your extension followed by [#].
4. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
5. Press[9] to accessthe Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1]to administer prompts.
Press[3] to administer automated attendant prompts.
Press[2] to administer the automated attendant good-by e message.

© © N o

Press[1] to record the automated attendant good-bye message.
Before recording, you can press [0] to listen to the current customized automated attendant good-bye
message.
10. Speak your good-by e message.
11. Press[1]to end recording.
12. Press[x] #]to approve the message.
Before approving the message, you also have the following options.
= Press to play back the message.
= Press to rerecord the message.
= Press[x][D] to delete the message.
13. Press[9] (Y) to confirm that you wish use the customized message you just recorded
Press[6] (N) to use the system message.
14. Hang up.
15. Continue with["TASK 9: RECORD MENUS AND ANNOUNCEMENTS'|
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TASK 9: RECORD MENUSAND ANNOUNCEMENTS

AUDIX Voice Power providesthe ability for you to record al of the workspace menus and announcements via the
telephone. It isimportant that you have everything you wish to say written out and label ed with menu numbers and
announcement numbers. Y ou will record al of main menus first then all announcements.

There is an aternate method of recording which requires that you use both the computer and the telephone at the
sametime. Theg"RECORDING MENUS AND ANNOUNCEMENTS (ALTERNATE)" section of this chapter
describes this method.

Recording Menus

=

Did the AUDIX Voice Power phone number.

N

Enter your extension followed by [#].
3. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
4. Press[9] to accessthe Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
5. Press[1]to administer prompts.
6. Press[3]to administer automated attendant prompts.
7. Press[9] to accessthe remote workspace menu.
This option is not spoken as part of the automated attendant administration menu.
8. Press[1]to administer workspace menus.
9. Press[1]to record workspace menus.
To listen to workspace menus that have aready been recorded, press [0].
10. Enter the menu number you wish to record followed by [#].
Enter [0] [#] to record the main menu.
Enter for menul2, for example.
11. Speak the menu at the tone.
12. Press[1]to end recording.
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13.

14.
15.
16.

Press [x] [#] t0 approve the recording.

Before approving the recording, you a so have the following options.
= Press to play back the recording.

= Press to rerecord.

= Press[x][D] to delete the recording.

Repeat steps 9 through 13 for all menus.

Whenyou finish recording menus, press [%] [R].

Continue immediately with Recording Announcements.

Recording Announcements

1

Press[9] to access the Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.

Press[1]to administer prompts.

3. Press[3]to administer automated attendant prompts.

10.

11.
12.

Press[9] to access the remote workspace menu.

This option is not spoken as part of the automated attendant administration menu.
Press [2] to administer workspace announcements.

Press[1] to record workspace announcements.

To listen to workspace announcements, press[0].

Enter the announcement number y ou wish to record followed by [#].
For example, enter for ann4.

Speak the announcement at the tone.

Press[1] to end recording.

Press to approve the recording.

Before approving the recording, you a so have the following options.
= Press to play back the recording.

= Press to rerecord.

= Press[x] [D] to delete the recording.

Repeat steps 6 through 10 for all announcements.

Whenyou finish recording all announcements, hang up.
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TASK 10: VERIFY AND INSTALL WORKSPACE

Verifying and installing the workspace information finalizes the menusy ou have entered and the speech you have
recorded so that it can be used by automated attendant. Verification of the workspace performs a series of checks
which include looking for unused speech, undefined menus, and unrecorded speech. If it finds undefined menus
and unrecorded speech, a screen display will list each menu and announcement number that needs to be
administered. Once the workspace has been verified, the ingta lation procedure stores the menus and speech for use
with automated attendant

=> NOTE:

The instal lation procedure also performs the verification checks. However, AT&T recommends that you
verify the workspace before installing it.

Task 10A: Verify Workspace

To verify the workspace, do the following steps at the AUDIX Voice Power computer.
1. Beginat the AUDIX VOICE POWER and select the following sequence.

Aut omat ed Attendant Admi nistration
Wor kspace Admini stration
Verify Workspace

If all menus have been properly defined and al speech has been recorded, the following messageis
displayed.

Wor kspace may be inplemented as is.
Continue with task |OB, Install Workspace.

Otherwise, the screen displays alist of the menu and announcement numbers which have not yet been

administered. Use["TASK 9: RECORD MENUS AND ANNOUNCEMENTS'Jto compl ete the work.
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Task 10B: Install Workspace

Once the workspace has been successfully verified you can install it.

To install the workspace, do the following steps at the AUDIX Voice Power computer.
1. Begin at the AuTOMATED ATTENDANT ADMINISTRATION @nd select the following sequence.

Wor kspace Admini stration
Install Workspace
Install as Day

2. Typey to confirm that you wish to install the workspacefor day service.
3. Typey to confirm that you wish to remove unused speech from the workspace before installing.

Installation will fail if any menus are undefined or any speech is unrecorded. Make sure that all menus are
properly defined and all speech is recorded then try installing again.

4. Press any key to continue.

5. Continue with|"TASK 11: PERFORM ACCEPTANCE TESTS'|
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TASK 11: PERFORM ACCEPTANCE TESTS

After you have ingtalled the workspace, y ou should do some preliminary acceptance tests to ensure that automated
attendant is routing calls appropriately before placing it into servicefor cdlers.

=> NOTE:
It isrecommended that you perform these acceptance tests at a time when the system experiences alow
volume of usage.

Beforeyou can perform acceptance tests, you must assign a channel to automated attendant so that you can call it.

To assign a channel for these preliminary test purposes, do thefollowing steps.
1. Press (F6) until you arrive a the voICE SYSTEM ADMINISTRATION menu.
2. Begin at the voice sysTem ApbminiSTRATION menu and sel ect the following sequence.
Confi gurati on Managenent

Voi ce Equi pnment

The voice equipment window appears. Thefollowing is an example.

Voice Equipment

CHN | CD.PT STATE STATE-CHNG-TIME | SERVICE-NAME | PHONE | GROUP | OPTS | TYPE
0 0.0 INSERV Aug 28 19:24:25 CA+VM 2003 2 Tdk | IVP4
1 0.1 INSERV Aug 28 19:24:25 CA+VM 2004 2 Tak | IVP4
2 0.3 INSERV Aug 28 19:24:25 CA+VM 2001 2 Tak | IVP4
3 0.4 INSERV Aug 28 19:24:25 CA+VM 2002 2 Tak | IVP4
4 1.0 INSERV Aug 28 19:24:25 CA+VM 2005 2 Tdk | IVP4
5 11 INSERV Aug 28 19:24:25 CA+VM 2003 2 Tak | IVP4
6 13 INSERV Aug 28 19:24:25 CA+VM 2007 2 Tak | IVP4
7 14 INSERV Aug 28 19:24:25 CA+VM 2008 2 Tak | IVP4
8 2.0 INSERV Aug 28 19:24:25 CA+VM 2009 2 Tak | IVP4
9 21 INSERV Aug 28 19:24:25 CA+VM 2010 2 Tak | IVP4
10 23 INSERV Aug 28 19:24:25 info_service 2011 2 Tdk | IVP4
11 24 INSERV Aug 28 19:24:25 message_drop 2012 2 Tdk | IVP4
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3. Examine the SERVI CE- NAME column.

Y ou need to reassign one channel toaut o_at t end. Use the following list in choosing the best candidate.
For example, achannd assigned to message_dr op is preferred over a channel assignedtocal | _
answer becauseit isless service interrupting.

. message_drop
. info_service

. voice mail

. CA+VM

1
2
3
4. cdl_answer
5
6. CA+VM+AA

Enter the channdl's information in[Table 6-9

Table6-9 Automated Attendant Acceptance Channel

Channel Number Current Service-Name Phone Number

4. Press (F8), then (F3).

5. From the assicN menu, select Ser vi ces t o Channel s.

Assign Serviceto Voice Channels

Service:
Channels:;

6. Press(CHOICES) (F2).
Thisdisplays dl possible services.
7. Selectauto_attend.
8. Inthe Channels field, type the number of channel you wrote in|Table 6-9|
9. Press(SAVE) (F3).

The system displays a commanp outruT winpow Verifying the channel and its assigned service.

10. Press (F6).
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To test your automaied attendant, do the Tollowing.
1. Did the phone number of the channel you wrote in|Table 6-9
Y ou should hear the touch-tone gate prompt of the automated attendant main menu.

2. Useyour sketch to work through all the options. Make sure that you are routed correctly. You may haveto
call the channel several timesto test automated attendant completely. Try al of the following.

= Press zero to transfer to the operator.

« Pressaninvalid touch-tone.

= Do not press any touch-tone. L et the menus repeat or time-out.

= Listen to the qudity of the speech and note any phrases that may need to be rerecorded.

Whenyou finish testing, reassign the channel to its previous service, using| Table 6-9fand steps 2 through 10 of this
task ["TASK 11: PERFORM ACCEPTANCE TESTS').
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TASK 12: ASSIGN CHANNELS

If the acceptance tests were successful, you are ready to perform thefinal step in implementing automated
attendant. Onceyou assign channel s using the procedure below, automated attendant will begin answering calls. Be
sure that you notify employees and operators of the change.

=—>» NOTE:

Theinstructions presented here for assigning services to channels are just guidelines, not steadfast rules. See

Chapter 13. "System Tuning" | for more information on services.

To assign servicesto channels, do the following.
1. Begin at the voice sysTem ADmINISTRATION menu and sel ect the foll owing sequence.
Confi gurati on Managenent
Voi ce Equi pnment

The voice equipment window appears. Thefollowing is an example.

2. Examine the SERVI CE- NAME column.

You are going to reassign al CA+VMchannels to CA+VM+AA.
3. Write down the channel humbers (CHN column) which have the ca+vM service.
4. Press (crcxevs) (F8), then (F3).

5. From the assicN menu, select Ser vi ces t o Channel s.

Assign Service to Voice Channel s

Service:
Channels:;
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6. Press(CHOICES] (F2).
Thisdisplays dl possible choices.
7. Select the CA+VM+AA.
8. Inthe Channel s field, type the number of the channels to be assigned to the cA+vM+AA service.

Y ou may ty pe single channel numbers, arange of channels (for example 0-4), or al | (to assign all channels
to the selected service).

9. Press (F3).

The system displays a commanp outruT winpow Verifying the channels and their assigned services.

10. Press (F6).

A CAUTION:
The cA+vM+AA service essentialy allows three separate services (call-answer, voice mail, and
automated attendant) to share one channel. AUDIX Voice Power providesthe correct service based
on thetype of call (outside, inside, or covered). However, this also means that these three services
compete for the same channel. For example, it is 1:00 pm and many employees are returning from
lunch and retrieving voice mail. Therefore, outside callers who would normally get automated
attendant immediately may have to wait for several rings or may even get abusy signa. To ensure
that a specific set of channels are reserved for outside callers, you need to usethe aut o_at t end
service and set up a special switch group. For more information on this procedure and servicesin
general, refer tg Chapter 13. " System Tuning'"|
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TASK 13: ADMINISTER HOLIDAYS

Automated attendant can store up to 40 holidays in its database. Night service is provided for 24 hours on al days
administered as holidays. If you do not have afull night service, AT&T recommends administering a“We are
closed” message. (Seq"TASK 14: ADMINISTER NIGHT SERVICE'|in this chapter.)

A cauTion:

If no night service has been administered, day service is provided on holidays.

To administer holidays, do thefollowing steps.

1

8.
9.
10.
11.

From the AUTOMATED ATTENDANT ADMINISTRATION Menu, select Holiday Administration.

. Press (F3) to add a new holiday.
. Enter the month (numeric mm format).

2
3
4.
5
6
7

Enter the day (numeric dd format).

. Enter theyear (numeric yy format).
. Enter a description of the holiday inthe Descri pti on fied.
. Press(save) (F3).

A confirmation window appears.

Press any key to continue.

Repeat steps 2 through 8 to add more halidays.

Whenyou finish adding holidays, press (F6).

Continue with|" TASK 14: ADMINISTER NIGHT SERVICE"]

The following restrictions apply to holiday administration.

= You cannot add holiday s with datesthat am in the past

= You can add holidays only tenyears into the future.

= You can save amaximum of 40 holidays in the database.

= Oncethedatefor aholiday passes, AUDIX Voice Power will erase its entry date but not its description. To enter
anew date for that holiday you must remove the current holiday and reenter it. See Removing and Reentering a
Holiday below.
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Removing and Reentering a Holiday

To enter anew date for aholiday that has passed or to remove aholiday permanently from the list, do the following.
1. Enter audi x at thefollowing prompt.

Wel come to the AT&T 386 UNI X System
Consol e Logi n:

2. Enter theaudi x password at the following prompt.
Passwor d:
This displays the ivpssr3.0 menu.
3. Begin at the ivessra.0 menu and select the following sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Aut omat ed Attendant Admi nistration
Hol i day Adm nistration

4. Movethe cursor to the holiday you wish to remove or reenter.

Once a holiday passes, AUDIX Voice Power erasesits date but not its description.
5. Press (F2).

A confirmation window appears.
6. Pressany key to continue.

If you do not wish to reenter the holiday, go to step 14. To reenter the holiday you just removed, continue
with step 7.

7. Press (F3).

8. Enter the month (numerical mmformat).

9. Enter theday (numerical dd format).
10. Enter theyear (numerica yy format).
11. Enter adescription of the holiday inthe Descri pti on fied.
12. Press (F3).

A confirmation window appears.

13. Press any key to continue.
14. Repeat steps 5 and 6 to remove more holidays.
15. Whenyou finish removing and/or reentering holidays, press (F6).



Automated Attendant Administration  6-47

TASK 14: ADMINISTER NIGHT SERVICE

AUDIX Voice Power's Automated Attendant feature allowsyou to specify different menus for day service and
night service. If you want automated attendant to behave differently at night than during the day, you can set it up
that way. For example, at night you may simply want to tell callers that you are now closed and state norma
business hours (see[" Task 14A: We Are Closed” Jbelow). Or night service may be a subset of the day service that
consists mainly of playing announcements and allowing callersto |eave voice mail messagesfor employees (see

"Task 14B: Full Night Service"|below). If you wish to have anight service, you should administer it after

administering the day service.

A cauTion:
If you do not administer a night service, callersto automated attendant during night hours (seq" TAK 2:

ADMINISTER HOURS') will hear the day service menu. Therefore, it isimportant that you administer the

night service using one of the proceduresin this section.

Administering night service is very similar to administering day service. This section simply summarizes those
tasksin this chapter that y ou need to perform and provides information on specia night considerations. All of the
day servicetasks note how to select the night options when it differs from the day . Watch for these and choose them
where appropriate.

Use only["Task 14A: We Are Closed" Jo{" Task 14B: Full Night Service"] not both.

In thetravel agency example, the night service options are a subset of the day service options. The sketch, finaized
menus and text are provided at the end of this section.
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Task 14A: We AreClosed

If you simply wish to tell callers that you are closed during night hours, do thefollowing.

1

Perform|"TASK 2: ADMINISTER HOURS'|

Reexamine the service HOUR ADMINISTRATION Window. Verify that it accurately reflects the hoursthat you are
closed.

Perform["TASK 5: SET SYSTEM PARAMETERS"

Set the two night sy stem parameters asfollows:

Parameter Vaue
Touch-Tone Gate Active - Night? No
Auto Attendant Time-out Action - Night? disconnect

Begin at the AUTOMATED ATTENDANT ADMINISTRATION Window, and sel ect the following sequence.

Wor kspace Admini stration
Edit Workspace

Since callerswill have no options, save a blank workspace by pressing (F3).

Y ou will usethe main menu to record your message. Prepare what you wish to say. Thefollowing isan
example.

Thank youfor calling ABC travel agency. We are now closed. Please call back between 8:00am and
5:00pm Monday through Friday .

Perform|"TASK 9: RECORD MENUS AND ANNOUNCEMENTS'] and record the main menu using the
message you prepared.
Perform|"TASK 10: VERIFY AND INSTALL WORKSPACE"]

Remember to select thel nstal | as Ni ght option.
Perform|"TASK 11: PERFORM ACCEPTANCE TESTS'|

Call your company &fter hours. Y ou should hear your message and then be disconnected.
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Task 14B: Full Night Service

To administer afull night service complete with menus and announcements, do the following.

1

Perform"TASK 1: SKETCH IT OUT"]

Sketch out your night time menus. Reread task 1's menu considerations if necessary. If an operator or
answering service is not available at night to assist callers, note that onyour sketch. If your night serviceis
to be a subset of the day service, make a copy of the day service sketch and then modify it

Perform|"TASK 2: ADMINISTER HOURS']

After sketching out your night time menus, you may wish to change the automated attendant hours of
operation. Reexamine the service HOUR ADMINISTRATION Window. Verify that it still meets your needs.

3. Perform|["TASK 3: FINALIZE MENUS']

Perform|"TASK 4: EDIT WORK SPACE"|

If you are using a subset of day service for night service, copy the day service into the workspace using the

"Copying a Service" |procedure in this chapter.

Perform["TASK 5. SET SYSTEM PARAMETERS']

There are only two system parameters specific to night service.

Table6-10. Automated Attendant Night System Parameters

Parameter Possible Values Default Your Value

Touch-Tone Gate Active - Night? yesor no no

Auto Attendant Time-out Action - Night? | transfer, message, or disconnect transfer
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10.

Y ou have the option of making the touch-tone gate active at night. Touch-tone gate advantages and
disadvantages are covered in["TASK 5: SET SYSTEM PARAMETERS' [section of this chapter.

If there is no operator available at night to assist callers without a touch-tone phone and you decide not to
use atouch-tone gate, be sureto set the Aut o At t endant Ti me-out Acti ontonessage so that
these callers can still leave a message in the general mailbox which you can remove in the morning. For
more information on the general mailbox, seq Chapter 5. " Call-Answer Administration")

Perform|"TASK 6: PREPARE SPEECH"]

Perform["TASK 7. RECORD TOUCH-TONE GATE PROMPT"]
Perform|"TASK 9: RECORD MENUS AND ANNOUNCEMENTS'|
Perform|"TASK 10: VERIFY AND INSTALL WORKSPACE']

Besuretosdectthel nstall As N ght menu option even if you copied your origina designfrom the
day service.

Perform|"TASK 11: PERFORM ACCEPTANCE TESTS'|
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Table6-11. ABC Travel Agency’sMain Menu - Night

Menu Name Mai n

Menu Description Aut omat ed Attendant Main Menu

Menu Path

Touch-
Tone Action

Object

Touch-Tone Description

1 Menu

menul

ABC's 3-day dream vacays

2 (ABC) Menu

annb5

U.S. Trave

3 (DEF) Menu

ann6

International travel

4 (GHI) Prompt

ext. of agent

5(JKL)

6 (MNO)

7 (PRS)

8 (TUV)

9 (WXY)

0
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Table6-12. ABC Travel Agency s Menul - Night

Menu Name Menul Menu Description ABC' s 3-day dream vacays

Menu Path Mai n

Touch-
Tone Action Object Touch-Tone Description

1

2 (ABC) Ann annl Bahamas

3 (DEF) Ann ann2 Florida

4 (GHI)

5(JKL) Ann ann3 Jamaica

6 (MNO) Ann ann4 Mexico

7 (PRS)

8 (TUV)

9 (WXY)

0

MenuO (Main) - Night

Hello and thank you for calling ABC travel agency. For information on ABC'sthree-day dream vacations, press
one. For information on our travel packages in the United States press two. For information on our international
travel packages, press three. If you know the extension of your travel agent and would like to leave a messagefor
him or her, pressfour. If you wish to speak to someone directly, please call back during our regular business hours:
8:00 am to 5:00 pm Monday through Friday or stay on the line to leave a message in a general mailbox.

Ann5- Night

ABC travel agency can finalizeyour United States travel planswithin minutes. For Business or pleasure trips, we
guarantee the lowest rates on air travel, accommodations, and land transportation. We are currently running
specials on trips to Phoenix, Miami, San Diego, and Raleigh. All specials require aminimum five-day stay and are
based on current coach rates. To schedule your departure please call back during our regular business hours: 8:00
am to 5:00pm Monday through Friday or stay on the line to leave a message in a general mailbox.

Ann6- Night

ABC travel agency specializesin internationa travel. We will not only book your flight but also advise you on
vaccinations, passport and visa regulations, duty-free purchases and more. We are currently running speciason
trips to Spain, Kenya, England, and Australia. All specias require aminimum ten-day stay and are based on
current coach ratesfrom New York City. To scheduleyour departure please call back during our regular business
hours: 8:00 am ~ 5:00 pm Monday through Friday or stay on the line to leave a message in a general mailbox.

—>» NOTE:

Menu 1, Ann 1, Ann2, Ann3, Ann4 are reused from day service and do not need to be rerecorded.
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TASK 15: REGISTER OPERATORSAS SUBSCRIBERS

Now that automated attendant is set up, it can be used as a back up for busy attendants. For example, an operator is
at lunch. Y ou do not want those people who transfer to the operator to leave call-answer messages in the operator's
mailbox. By registering operators as subscribers, you can designate that their Cover age Ser vi ce is

Aut omat ed At t endant . Thismeansthat calers are returned to the automated attendant main menu when the
operator is busy or does not answer. Seethe]"OTHER SUBSCRIBERS' |section of| Chapter 10. "Subscriber |
Administration" | for instructions on adding an operator as a subscriber. Remember to register the system operator,
personal operators, and operatorsyou may have specified as part of the automated attendant menus.
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OVERRIDE FEATURES

AUDIX Voice Power providesfeatures which alow you to override many current automated attendant settingsin
case of an emergency or sudden change in your operating environment. These features can be administered
remotely (for example, from home or airport) for maximum flexibility.

Both of these features are intended for temporary situations. If you need to make a permanent change in automated
attendant, see thg"UPDATING AUTOMATED ATTENDANT" [section in this chapter.

Temporary Closure

If for some reason your company needs to be closed during normal business hours (for example, bad weather,

building problems, employeeillness), you can record a temporary closure message which will be played first for
any caller phoning your company that day.

After the temporary closure message plays you have several options.

= You can provide regular automated attendant day service. After the temporary closure message, the caller hears
the touch-tone gate prompt and/or the day service main menu. This option is not recommended if thereis no
operator to assist callers.

= You can provide regular automated attendant night service. After the temporary closure message, the caller
hears the touch-tone gate prompt and/or the night service main menu.

= You can simply disconnect the caller after the temporary closure message.

= You can dlow the caller to leave a message in the general mailbox. Thisis an effective option becauseyou can
periodicaly retrieve messages from the general mailbox remotely and respond to any emergencies. For more
information on the general mailbox, seq Chapter 5. " Call-Answer Administration”]

If you often close for the same reason, you may wish to prerecord a temporary closure message and then use the

"Override Service' [procedure in this section to select it when needed.
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Torecord and use atemporary closure message, do the following.

1. Writedown what you wish to say. Be sure to greet your caller and state your comparny name as part of the
closure message. If you can, tell the caller why you are closed and when you expect to reopen. If thereis
someplace they can call in case of an emergency, include thisinformation. It can be up to 6 minutes long.

2. Did the AUDIX Voice Power phone number.
3. Enter your extension followed by [#].
4. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
5. Press[9]to accessthe Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1]to administer prompts.
Press[3] to administer automated attendant prompts.
Press[4] to administer the temporary closure message.
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Press[1] to record the temporary closure message.
Before recording, you can press [0] to listen to the current temporary closure message.
10. Speak your temporary closure message.
11. Press[1]to end recording.
12. Press to approve the message.
Before approving the message, you also have the following options.
= Press[2] [3 to play back ~e message.
= Press to rerecord ~e message.
= Press[x][D] to delete the message.
If you are just prerecording the message, you can hang up here.
13. Press[6]to administer selection of day, night, or temporary closure service.
14. Press[3]to change to temporary closure service.
The system announces how long the selected service will be in effect.
15. Press[9] (Y) to confirm that you wish to use the temporary closure service.

Otherwise, press[6] (N).
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16. T you are using the temporary closure Service, you then have the folfowing options.
= Press[1]to provide day service after the temporary closure message.
= Press[2]to provide night service after the temporary closure message.
= Press[3]to disconnect after the temporary closure message.
= Press[4]to give general mailbox coverage after the temporary closure message.

Temporary closure remainsin effect until the next 3:00am after which the regular service for that day and that hour
tekesover.
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Override Service

Y ou may need to temporarily override the automated attendant service currently being used. For example, if you
are closing early one day because of the compary picnic, you should change automated attendant to night service
just before you leave.

=—>» NOTE:

A service override affects automated attendant on a system-wide basis. Y ou cannot override service on a
particular extension, for example.

You can switch to any of three services.

« day

= hight

= temporary closure

If you often close for the same reason, you may wish to prerecord a temporary closure message and then use the
procedure in this section to select it when needed.

Changing the service results in the new service remaining in effect unti1 the next scheduled service change or until
any change is made to the administered service hours. If a service change is made on a holiday, the holiday is
effectively cancdlled.
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Tooverride the current service, do the following.

1
2.
3.

© N o O

10.

11.

Did the AUDIX Voice Power phone number.

Enter your extension followed by [#].

Enter your password followed by [#].

The AUDIX Voice Power activity menu begins.

Press[9] to access the Service Administration menu.

This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1] to administer prompts.

Press[3] to administer automated attendant prompts.

Press[6] to administer day, night, or temporary closure service.

Y ou then have several options.

= Press[1]to changeto day service.

= Press[2]to change to night service.

= Press[3]to change to temporary closure service.

AUDIX Voice Power announces how long the selected servicewill bein effect
Press[9] (Y) to confirm.

To cancel the change and leave the current service in effect, press[6] (N).

If you selected temporarily closure service, you are prompted to choose what will follow the temporary
closure message. These options are explained above.)

= Press[1]to provide day service after the temporary closure message.

= Press[2]to provide night service after the temporary closure message.

= Press[3]to disconnect after the temporary closure message.

= Press[4]to give general mailbox coverage after the temporary closure message.

Hang up.
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UPDATING AUTOMATED ATTENDANT

To make permanent changes to automated attendant after you have installed the workspace as day and/or night
service requiresfour main steps.

1. View and plan

2. Copy service to workspace and make edits
3. Verify workspace

4. Install workspace

This section also explains how to rerecord the main menu without having to reinstall the workspace and an alternate
method for recording menus and announcements.
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Rerecord Main Menu

Once a serviceisinstalled you can modify the main menu through the phone-based interf ace without having to
reinstall the workspace. Thisisaconvenient way to include aholiday greeting or a bit of current newsinyour own
menu.

=—>» NOTE:

Do not use this procedure to record your main menu initially. To record your main menu for thefirst time,

use the procedure in[f TASK 9: RECORD MENUS AND ANNOUNCEMENTS']

The main menu you wish to change (day or night) must already have a corresponding installed service. This
procedure does not change the current main menu options available to the caller. However, it will overwrite
the current main menu. (Y ou cannot switch back to the old main menu.)
To record anew menu for day or night service, do the following steps.
1. Havethetext you prepared for the main menu in task 6 ready to read.
2. Did the AUDIX Voice Power phone number.
3. Enter your extension followed by [#].
4. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
5. Press[9] to accessthe Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1]to administer prompts.
Press[3] to administer automated attendant prompts.

Press[3] to administer the day or night service main menu.
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Press[1] to administer the day service main menu.
To administer the night service main menu, press[2].
10. Press[1]to record the main menu.
Before recording, you can press [0] to listen to the current main menu.
11. Speak your main menu.
12. Press[1]to end recording.
13. Press to approve the main menu.
Before approving the menu, you a so have the following options.
= Press[2][3]to play back the menu.
= Press to rerecord the menu.
= Press[x][D] to delete the menu.
14. Hang up.
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Viewing a Service

The two viewing options on the work sPAcE ADMINISTRATION mMenu alow you to view day or night service, but not
edit it. These commands am helpful for planning beforeyou actually make changes.
To view the acurrent service, do thefollowing.

1. Enter audi x at thefollowing prompt

Wel come to the AT&T 386 UNI X System
Consol e Logi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displays the ivpssr3.0 menu.
3. Begin at the ivessra.0 menu and select the following sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Aut omat ed Attendant Admi nistration

Vi ew Day Service (View N ght Service)

The main menu of the service selected is shown.

To view submenus, move the cursor to the menuyou wish to view in the Action column (for example, menul,
menu2, or menu3) and press (F7).

That submenu'swindow appears.

If you wish to check which announcements numbers have already been used on this and other menus, press
(F8), then (F2).

If you wish to check which submenu numbers have aready been used on this and other menus, press
(F8), then (F1).

Move around as needed and make notes about what y ou wish to change.

4. When you finish, press (F6) until you arrive a the AUTOMATED ATTENDANT ADMINISTRATION Window.
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Copying a Service

To make changes to a service, you first need to copy it into the workspace. The copy command can also be used to
copy an existing service, for example day service, to use asa starting point for creating night service. All menus and
associ ated speech are copied as part of this command.

To copy aservice into the workspace, do the following.

1. Begin at the AUTOMATED ATTENDANT ADMINISTRATION mMenu, and select the following sequence.

Wor kspace Admini stration
Edit Workspace

2. Verify that the workspace does not contain any data that you wish to save. Copying will overwrite anything
currently in the workspace.

3. Press (F6).

4. From the work sPACE ADMINISTRATION Window, select Copy Day or Ni ght Service to
Wor kspace.

5. Select Copy From Day Ser vi ce if you wish to edit the day service.
Select Copy From Ni ght Servi ce if youwishto edit the night service.
Enter the serviceto copy: d for day or n for night.

Typey to confirm your choice.

Press any key to continue.
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From the work sPAcE ADMINISTRATION Window, select Edit Workspace.
The copy of your service appears. You can now make all necessary edits.
=> NOTE:

Because you are editing a copy, automated attendant can continue to answer calls. It aso ensures that the
existing service information isnot lost, should you decide to abort the changes.

Editing Guidelines

Thefollowing isalist of guidelines for updating automated attendant

= A changein the workspace may mean that you need to rerecord existing speech or record new speech. To

rerecord speech usd" TASK 9: RECORD MENUS AND ANNOUNCEMENTS']

» Todelete an existing menu, whilein the window for that menu, press (CHG-KEYS) (F8), then (F4). You
can only de ete the current menu (the window you are working in) if there are no submenus defined below it.
Deleting a menu does not delete the associated speech.

= Onceyou finish making changes, it is important that y ou verify the workspace beforeinstalling it (seq"TASK |

10: VERIFY AND INSTALL WORK SPACE"). Because once you install your new version of day or night

service, the existing oneislost.
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RECORDING MENUSAND ANNOUNCEMENTS(ALTERNATE)

This method of recording submenus and announcements involves the use of both the computer and the telephone at
the sametime. The computer is used to select the menu or announcement within the workspace that is to be
recorded. The telephone is used for the actual recording.

Thereis an aternate method of recording which does not require that you use the computer and the telephone at the
sametime. If the computer room environment is not suitable for recording speech, use the recording method
described iN"TASK 9: RECORD MENUS AND ANNOUNCEMENTS' |section of this chapter instead of the
method detailed bel ow.

To record submenus and announcements, perform following steps.

1. Makesurethat you have prepared all text for the submenus and announcements.

N

Begin at the AUTOMATED ATTENDANT ADMINISTRATION Menu and sel ect the following sequence.

Wor kspace Admini stration
Edit Workspace

Y our completed main menu appears in the workspace.
3. Press(CHGKEYS) (F8), then (sPcH-ADM) (F5).

A SPEECH ADMINISTRATION Window appears showing the items which can be recorded for this menu. The
names of the menus and announcements that have not yet been recorded are preceded by an asterisk (*).

4. Dia the AUDIX Voice Power phone number on the telephone.
5. Enter your extension followed by [#].
6. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
7. Press[9]to accessthe Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
8. Press[1]to administer prompts.
9. Press[3]to administer automated attendant prompts.

10. Press[5] to administer workspace menus and announcements.
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11.

12.

13.

14.

15.
16.

17.

18.

Move the cursor to the I1tem (menu or announcement) on the spEECH ADMINISTRATION WINndow that you wish to
record.

Press (F2) to record the speech for that item.

Before recording, you can press (F3) to listen to the current speech.
Whenyou are ready, press[1] to begin recording.

At the tone, speak your menu or announcement into the tel ephone.

Press[1] on the telephone keypad to stop recording.

Press on the telephone keypad to approve the recording.

Before approving the recording, you a so have the following options.

= Press to play back the recording.

= Press to rerecord.

= Press[x][D] to delete the recording.

Repeat steps 11 through 16 for all itemsin the sPEecH ADMINISTRATION Window.

Remember that an asterisk (*) appearsto the left of the menu or announcement name that has not y et been
recorded. The asterisk disappears from the speecH AbmiNISTRATION Window as soon asyou record the menu
or announcement but remains in the ebiT work space window unit} you close the SPEECH ADMINISTRATION

window by pressing (F6).
Whenyou finish recording speech for all items in the sPeecH ADMINISTRATION Window, press (F6).

If you are several submenus deep, you must press (F6) several timesto return to the main menu or
the next undefined menu level.
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19. Move the cursor to a submenu name in the Object column with an asterisk on the EDIT WORKSPACE WINAOW.

=>» NOTE:
If you have recorded all the speech for all menus and announcements, press (F6) and go to step 23.
Make surethat you have defined menus and announcements at all levels.
20. Press (F7).
The submenu definition appears.
21. Press(CHG-KEYS] (F8), then (SPCH-ADM) (F5).

A window appears showing the items which can be recorded for this menu. The names of the menus and
announcements that have not yet been recorded are preceded by an asterisk (*).

22. Go to step 11 to begin recording.
23. Hang up.



7. Voice Mail Administration

The Voice Mail feature of AUDIX Voice Power enables subscribers to, for example, send messagesto other
subscribers, listen to received messages, forward messages received with comments attached, and reply to
messages. Subscribers can also create and edit group lists and send messages to one or more groups. Voice mail
administration involves three main areas.

= customizing prompts
= broadcasting messages

= administering the maintenance mailbox

VOICE MAIL SERVICE ADMINISTRATOR
The voice mail service administrator has privileges to do the following.
= customize (record) voice mail greeting message

= broadcast messages to al subscribers

= record subscriber names (described in[Chapter 10. " Subscriber Administration”)

In addition, the maintenance mailbox is tied to the voice mail administrator's extension; if the maintenance mailbox
contains a new message, the voice mail administrator's message-waiting lamp islit. Y ou can choose someone other
than the voice mail administrator to check the maintenance mailbox, but it is still the voice mail administrator's
message-waiting lamp that islit when a new message exists in the maintenance mailbox. If no one is registered as
the voice mail administrator, then no one's message-waiting lamp islit when the maintenance mailbox contains a

message.
=> NOTE:

All of the activitiesin this chapter assume that you are registered as the voice mail service administrator. For
example, whenyou log in to the AUDIX Voice Power phone-based interface, enter the voice mail service
administrator's extension and password unless otherwise noted. For more information on service
administrators, refer to Chapter 4. "System Administration Planning" )

7-1
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CUSTOMIZING VOICE MAIL PROMPTS

Your AUDIX Voice Power package includes system voice promptsthat lead callers and subscribers through the
voice mail options. If you wish to customize these prompts, for example, to includeyour specific company name,
you can do so through the service administration menu.

There is onevoice mail prompt that you can customize: the voice mail greeting.

Read thg"CHOOSING A SPEAKER"[section of[Chapter 4. " System Administration Planning"| before recording
any customized speech.
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Customizing Voice Mail Greeting

Subscribers hear the voice mail greeting when they call AUDIX Voice Power to retrieve their messages or perform
some other activity on the subscriber menu.

The system voice mail greeting is the following.

“Welcome to AUDIX Voice Power.”

Thefollowing is an example of a customized voice mail greeting.

“Welcome to ABC Travel Agency'svoice mail system.”

To customize the voice mail greeting, perform the following steps in order.

1

10.
11.

Write down what you wish to say for the customized voice mail greeting. It can be up to 6 minutes long.

2. Did the AUDIX Voice Power phone number.
3.
4

Enter your extension followed by [#].

. Enter your password followed by [#].

The AUDIX Voice Power activity menu begins.

Press[9] to access the Service Administration menu.

This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1] to administer prompts.

Press[1] to administer voice mail prompts.

Press[1] to record the custom voice mail greeting.

Before recording, you also have the following option.

= Press[o0]to listen to the custom voice mail greeting.

After the beep, speak the greeting.

Press[1] to end recording.

Press to approve the greeting.

Before approving the greeting, you also have the following options.
= Press to play back the greeting.

= Press to rerecord the greeting.

= Press[x][D] to delete the greeting.



7-4 Voice Mail Administration

12 Press[9] (Y) to confirm that you wish to use the customized greeiing.
Press[6] (N) to use the system greeting.
13. Hang up.

Even though the customized greeting isin use, the standard greeting is still avail able should you ever wish to switch
back. To switch back (change the greeting in use), follow the procedure above; note step 8.
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BROADCASTING MESSAGES

AUDIX Voice Power's Broadcast feature all ows the voice mail service administrator to send asingle messageto all
subscribers.

First, prepare your message, then do the following steps to broadcast it.

1
2.

N o g &

10.

=>

Did the AUDIX Voice Power phone number.

Enter your extension followed by [#].

Enter your password followed by [#].

You hear the AUDIX Voice Power activity menu.

Press[1] to record a message.

After the beep, speak your prepared message.

Press[1] to end recording.

Press to approve the message.

Before approving the message, you also have the following options.
= Press to play back the message.

= Press to rerecord the message.

= Press[x][D] to delete the message.

Press[x] [M] to broadcast the message to all administered subscribers.
Press[9] (Y) to confirm that you wish the message to be broadcast.

A “dedivery scheduled” message confirmsthat your message has been broadcast to all registered subscribers
(including yours, the administrator's). The message isnot immediately sent to al extensions. A broadcast
message is a large task, and the system delivers it to groups of extensions at atime.

Hang up.
NOTE:

A broadcast message does not cause message waiting lampsto be lit and it does not initiate outcalling. A
broadcast message cannot be forwarded.
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MAINTENANCE MATLBOX ADMINISTRATION

The maintenance mailbox is one of two special mailboxes provided by AUDIX Voice Power (general mailbox is
the other). By addressing voice mail to extension [9][9] [9] [8], subscribers can report problems encountered with
AUDIX Voice Power. Thisisaconvenient resource because it is available 24 hours aday alowing subscribers to
report when, where and how an error or problem occurred.

=> NOTE:
Because the maintenance mailbox extension is not administered on the switch, you cannot call it directly by
diding [9] [9][9] [8] hor canyou trangfer to it while using voice mail or call-answer services.

The maintenance mailbox is actually just a subscriber mailbox with afew special parameters. Y ou probably will
not need to change the mai ntenance mailbox profile.
To display the maintenance mailbox's profile, do the following at the AUDIX Voice Power computer.

1. Enter audi x at thefollowing prompt

Wel conme to the AT&T 386 UNI X System
Consol e Logi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displays the ivpssr3.0 menu.
3. Begin at the ivessra.0 menu and select the following sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Subscri ber Adm nistration

4. Enter 9998 in the Ext ensi on field.
5. Press|pispLAY| (F4).

This displays the current maintenance mailbox profile. The default for these profile parametersis shown in

Table 7-1]
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Table 7-1. Manienance Mallbox Default Profile

Parameter Default
Extension 9998
Name Maintenance Mailbox
Password (invighle) 1234
Name Address ng Identifier Maintenance Mailbox
TT Equivalent of Name Addressing | dentifier 624683626236245269
Mode of Addressing Extension
Mailbox Size Unlimited
Personal Operator none

Comments

Maintenance Mailbox Extension

Class of Service

5

Does The Subscriber Have Switch Call Coverage | N

If No Call Coverage, Enter Maximum Rings 0
Coverage Service Cal Answer
Outcdling Allowed? Y

Each subscriber profile parameter is explained in detail in|Chapter 10. " Subscriber Administration”| Exceptionsto
the description in Chapter 10. for the maintenance mailbox are shown bel ow.

Extension

Password

Mailbox Size

Class of Service

The maintenance mailbox's extension is 9998. Y ou cannot change this.

A default password of 1234 is provided with the mai ntenance mailbox. The voice
mail service administrator can change this password through the phone-based
interface (next page) or through the suBsCRIBER ADMINISTRATION SCreen (entering a
new one). Note that the password does not show up on the suBscrIBER
ADMINISTRATION Screen for security purposes.

The maintenance mailbox and general mailbox are the only two mailboxes which
can have unlimited asthe Mai | box Si ze. Thisvalue alowsthe

maintenance and general mailboxes to hold as many messages as necessary. You
can change this value to something more restrictive if you wish.

Class 5 is used so that callers hear the maintenance mailbox greeting immediately
without any ring cycles. Class5 aso allows outcalling so that the voice mail
service administrator can be notified of mai ntenance messages in case they may
require prompt attention. To implement outcalling for the maintenance mailbox,
see thel"Maintenance Mailbox Message Notification" [section in this chapter.

If you wish to change the maintenance mailbox profile while in the suBscRIBER ADMINISTRATION Screen, typein the
new information in the appropriate field and then press (F3).

=—>» NOTE:

Y ou cannot del ete the mai ntenance mail box.
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Changing the Maintenance Mailbox Password (Phone-Based)

Because the maintenance mailbox can contai n system information or subscri ber requests, it isimportant that access be limited
through a password. The default password is 1234. AT&T recommends that you change the maintenance
mailbox's password to something secureyet easy to remember.

If you know the computer-based audix login and password, you can change the mai ntenance mailbox password
using the SUBSCRIBER ADMINISTRATION SCreen al so.

To change the maintenance mailbox's password through AUDIX Voice Power's phone-based interface, do the
following.

1. Dia the AUDIX Voice Power phone number.

2. Enter [9][9][9][8][#].

Thisis the maintenance mailbox’s extension.

3. Enter the maintenance mailbox’s password followed by [#].
The AUDIX Voice Power activity menu begins.
Press[5] to administer the password.
Press[4] to change the password.
Enter the new password followed by [#].
Reenter the new password followed by [#].

© N o o &

Hang up.

Y ou can also change the maintenance mail box's password on the AUDI X Voice Power computer. Seq Chapter 10.
[ "Subscriber Administration”| for information on this process.
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Maintenance Mailbox Greeting

Because mai ntenance mailbox is a subscriber mailbox, you should customize the greeting. Otherwise, callersto the
mai ntenance mailbox will hear the following.

“Maintenance mailbox is unavailable to answer your call. To leave a message, wait for the tone.”

Thefollowing is an example of a more appropriate maintenance mailbox greeting.

“Y ou have reached ABC comparny's maintenance mailbox. Please stateyour name and extension as part of

your message. If you are reporting a problem with the voice mail system, please include the time and date
when the problem occurred and the detailed circumstances surrounding the event. If you have avoice mail

request, please state the specifics of the request and reasons for wanting the change. Record at thetone.”

First write down what you wish to say, then do the following to customize the maintenance mailbox greeting.

1
2.

10.

Did the AUDIX Voice Power phone number.

Enter [9] [o][9] 8] [#].

This is the maintenance mailbox’s extension.

Enter the maintenance mailbox’s password followed by [#].

The AUDIX Voice Power activity menu begins.

Press[3] to administer name or greeting.

Press[1] to administer greeting.

If you simply need to change the greeting in use, continue with step 11.
Press[1] to administer the primary personal greeting.

Press[1] to record the primary personal greeting.

Before recording the greeting, you also have the following option.

= Press[o] tolisten to the greeting

At the tone, speak your greeting.

Press[1] to end recording.

Press to approve the greeting.

Before approving the greeting, you also have the following options.
= Press to listen to the greeting.

= Press to rerecord the greeting.

= Press[x][D] to delete the greeting.
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TT. Press[3] 0 change the greefing in use.

12. Press[1]to usethe primary persona greeting.
= Press[2]to usethe aternate persona greeting.
= Press[3]to usethe system greeting.

13. Hang up.

Y ou can record an alternate persona greeting for the maintenance mailbox. Use the same basic procedure as
above, except select the menu items for the alternate personal greeting instead of the primary personal greeting.

Maintenance M ailbox Message Notification

If you have a message-waiting lamp (MWL) onyour phone, it will be lit when there are messagesin the general
mailbox. Therefore, as avoice mail administrator, your MWL could indicate that y ou have personal messages,
mai ntenance mailbox messages, or both.

If you wish to be notified by outcalling when new messages arrive in the maintenance mailbox, then you need to
log in (phone-based) to the maintenance mailbox, specify the outcalling number, and turn outcalling on. For
instructions on this procedure, refer to the Outcalling page of the A UDIX Voice Power System R3.0 Artwork
package. Becauseyou are notified by MWL, it may not be necessary to enable outcalling unless you need to be
called at your pager or some auxiliary phone.
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Retrieving Messagesfrom the Maintenance Mailbox

The maintenance mailbox should be checked daily and all messages acted on. This should be the voice mail
administrator's responsibility; if the maintenance mailbox contains a message, the voice mail administrator's
message-waiting lamp islit. However, anyone who knows the maintenance mailbox's extension and password can
log in to retrieve the messages. Y ou and your system administrator should establish a procedure for how
mai ntenance mailbox messages are handled.
To retrieve messages from the general mailbox, do the following.

1. Dia the AUDIX Voice Power phone humber.

2. Enter [9][9][9][8][#].

Thisis the maintenance mailbox’s extension.
3. Enter the maintenance mailbox’s password followed by [#].

The Notification message states how many messages are in the mailbox. If there are no messages, hang up.
If there are messages, continue with the next step.

4. Press[2]to get messages.

The message header is played stating the time, day, and date message was delivered
5. Press[o] to listen to the message.
6. Write the message on paper.

If someone other than you is better suited to take care of the problem reported in the message, you can
forward the message by pressing [11.

7. Press[x][D]to delete.

Before deleting the message, you have the foll owing options.

= Press[1]to respond or forward.

= Press[#]to sKip.

= Press[0] to replay the entire message.

= Press[3]to pause during the message body. Press[3] again to resume.

= Press[5] one or more times to back up by 4 seconds for each press.

= Press[6] one or more times to space forward by 4 seconds for each press.
8. Repeat steps 5 through 7 for all messages.
9. Whenyou arefinished listening to and acting on all the messages, hang up.
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8. Information Service Administration

The Information Service feature of AUDIX Voice Power is acustomer-oriented, cal-ininformation facility.
The caller hears a prerecorded inf ormational message and is then disconnected. Information service does not al low
the caller to leave amessage or tranger to another extension.

Implementing an information service involves the following steps.

1

Planning information service

2. Customizing information service announcement
3. Assigning info_service channels

4.
5

Testing information service

Advertising information service

INFORMATION SERVICE SERVICE ADMINISTRATOR

The information service administrator should be a person that can easily accessthe information you wish to post
and has time each morning to write and record an announcement.

The information service service administrator has the following phone-based privilege. (For more information on
service administrators, refer to|Chapter 4. " System Administration Planning"})

= customize (record) the information service announcement

=>

NOTE:

All of the activitiesin this chapter assume that you are registered as the information service
service administrator. For example, when you log in to the AUDIX Voice Power phone-
based interface, enter the information service service administrator's extension and password

unless otherwise noted. For more information on service administrators, refer tof Chapter 4. " System

Administration Planning" |

8-1
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PLANNING INFORMATION SERVICE

One of the most effective uses of the Information Service feature isto provide current pieces of information daily.
For example, you may wish to record the closing stock prices, restaurant specias, store hours, sale items, new
product features, trade show schedul e, weather, movie showings, or directions to an open house.

First, you need to decide the purpose of your information service and then establish the procedures to accomplish
this purpose.

= Decide on the audience (employees, customers, vendors, general public).

= Determine whether information service will be accessed internally, externaly, or both.

= Plan the type(s) of information the announcement will convey.

Using a professiona speaker is not always practical for the information service application. However, the

"CHOOSING A SPEAKER" Jsection of[Chapter 4. "System Administration Planning"] provides some helpful

suggestions regardless of who is recording the customized speech.
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Callers hear the information service announcement when they dial the number associated with the information
service.

The system information service announcement isthe following.
“Welcome to the AUDIX Voice Power information service.”
=> NOTE:

AT&T does not recommend that you use the system announcement for your information service under any
circumstances. It is provided purely as a placeholder until a custom announcement can be recorded.

Y ou should aways write out what you wish to say before recording. 1f you plan to change the information
announcement daily, it may be more efficient to write out a weeks-worth of announcements at once to ensure
continuity and similarity. Theinformation service announcement can be up to 6 minuteslong.
To customize the information service announcement, perform thefollowing steps in order.
1. Dia the AUDIX Voice Power phone humber.
2. Enter your extension followed by [#].
3. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
4. Press[9] to accessthe Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
5. Press[1]to administer prompts.
6. Press[5]to administer information service prompts.
7. Press[1]to record the custom information service greeting.
Before recording the announcement, you d so have the following option.
= Press[o0] to listen to the custom information service greeting.
8. After the beep, speak the announcement.
9. Press[1]to end recording.
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T0. Press[x] [#] t0 approve the announcement.
Before approving the announcement, you also have the following options.
= Press to play back the announcement.
= Press to rerecord the announcement.
= Press[x][D] to delete the announcement.
11. Press[9] (Y) to confirm that you wish to use the customized announcement.
Press[6] (N) to use the system announcement.
12. Hang up.

Even though the customized announcement isin use, the standard greeting is still available should you ever need to
switch back.
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ASSIGNING INFO SERVICE CHANNELS

To use the Information Service feature you must dedicate at least one voice channel to thei nf o_servi ce

service. Note that this means reducing the number of channels available for other services, such as call-answer,

voice mail and automated attendant. AT&T recommends initialy assigning only one channel to

info_service. Info_service traffic statistics are available on the Phone Line Usage Report (Seg{Chapter 12. |
for moreinformation). Depending on thisreport and caller feedback, increase the number of channelsin

increments of one as necessary.

To assign achanne toinfo_service, first read the Channel Distribution section of| Chapter 13. " System Tuning"|
then perform the Assigning Services-to-Channels procedure in that section.

A cauTion:
If message-waiting lamp updates are performed using channel 0, for example, on the System 75, DEFINITY
G1, and DEFINITY G3 PBX, do not assign the info_service service to channel 0.

=>» NOTE:
Verify that the channel(s) you are assigning to info_serviceis not part of any switch groups. If itis, remove
it from that switch group list.

External Use

If you want people (customers, vendors, general public) from outsideyour compary (external people) to be ableto
call information service, you need to do the following switch tasks.

1. Put the channels assigned to info_service in their own switch group. If thereisonly oneinfo_service
channel, go to step 2.

2. Terminate adirect outside line at the info_service switch group or info_service channel extension.
3. Advertise theinfo_service trunk telephone number to external people and the switch group telephone
number (or channel extension) to internal people (onyour PBX).

For moreinformation on switch procedures, refer toyour PBX vendor's documentation set.
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Internal Use

If only internal people will be using the information service, they can call or transfer directly to the channel number.
The channd's extension is shown on the voice equipmenT window. If there is more than one info_service channd,
create a switch group which contains all of them. Then, internal people can call the switch group extension to hear
the information service announcement.

For moreinformation on switch groups, see your AUDIX Voice Power system R3.0 documentation set.

Test It

Onceinformation serviceis set up, make sure that it is operating properly by calling in and listening to the
information service announcement. If it isavailablefor both interna and external use, make test calls internally
and externally.

ADVERTISE

When your information service is up and running, you must make an effort to advertise its telephone number to the
people who can useit. If the announcement isto be used by internal people, create a memo or flyer which details
the kind of information the announcement will contain and how people can accessiit.

If the information service is to be used by externa people, add the number to all of your company's advertisements
in magazines, telephone books, and newspapers as appropriate. Include details of the new feature in your
company's next newsletter or publication. The Information Service feature does not allow trang ers theref ore
diminishing the possibility of toll fraud.
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The Message Drop feature of AUDIX Voice Power is an answering service that presents a message to the caller
then allowsthe caller to drop off areturn message. A ski resort usesits message drop service to allow calersto
leave their names and addresses so that a brochure on winter or spring skiing can be sent. A radio station usesits
message drop service to solicit listeners responses on its stories and programming and then plays the interesting
messages as part of station's shows. Message drop does not allow the caller to transfer to another extension.

M essage drop is not associated with an extension and a courtesy mailbox like the general mailbox and maintenance
mailbox. The message drop service has a designated storage areain AUDIX Voice Power. This storage areais
similar to amailbox: it has a greeting and stores messages. However, you cannot access or change parameters
associ ated with the message drop area as you can with mailboxes. Within this storage area, the message drop
service keepstrack of the number of messages. 1f more than 250 messages accumulate, a warning message will be
sent to the message drop service administrator. Additional warning messages will be sent when the number of
messages reaches 500, 1000, and 2000.

Implementing a message drop service involves the following steps.

Planning message drop

Customizing message drop greeting

Customizing message drop good-bye

Assigning message drop service channels

Testing message drop

o g & w Dd PF

Advertising message drop

9-1
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MESSAGE DROP SERVICE ADMINISTRATOR

The message drop service administrator has the following phone-based privileges.
= customize (record) message drop greeting message
= customize (record) message drop good-by e message

The message drop service administrator should check the message drop service daily and act on each message
accordingly.

—> NOTE:
All of the activitiesin this chapter assume that you are registered as the message drop service
administrator. For example, when you log in to the AUDIX V oice Power phone-based
interface, enter the message drop service administrator's extension and password unless
otherwise noted. For more information on service administrators, refer td Chapter 4. " System Administration |

Planning"
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PLANNING MESSAGE DROP
Before customizing and implementing the message drop service, you need to decide the purpose of your message
drop service and then establish the procedures to accomplish this purpose.
= Decide on the audience (employees, customers, vendors, general public).
= Determine whether message drop will be accessed internally, externally, or both.
= Plan the type(s) of information the greeting will convey.

= Decide if the message drop service will dways solicit the same type of information or if it will change
periodicaly (daily, weekly, monthly).

= Establish a procedure for how message drop messageswill be handled.

CUSTOMIZING MESSAGE DROP PROMPTS
Your AUDIX Voice Power package includes system voice promptsthat lead callers and subscribers through the
voice mail options. If you wish to customize these prompts, for example, to includeyour specific company name,

you can do so through the service administration menu.

There are two message drop prompts that you can customize: the message drop greeting and the message drop
good-bye.

Using a professional speaker isnot always practical for the message drop application. However, thel" CHOOSING

A SPEAKER" section of [Chapter 4. "System Administration Planning”] provides some helpful suggestions
regardless of who is recording the customized speech.
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Customizing M essage Drop Greeting

A caller hears the message drop greeting when they dial the number associated with message drop.

The system message drop greeting is the following.
“Welcome to the AUDIX Voice Power message drop service. Record at the tone.”
Y ou should alway s write out what you wish to say before recording. 1f you plan to change the message drop
greeting daily, it may be more efficient to write out aweeks-worth of greetings at once to ensure continuity and
similarity. The message drop greeting, can be up to 6 minutes long.
To customize the message drop greeting, perform the following stepsin order.
1. Dia the AUDIX Voice Power phone nhumber.
2. Enter your extension followed by [#].
Remember that you must log in as the message drop service administrator.
3. Enter your password followed by [#].
The AUDIX Voice Power activity menu begins.
4. Press[9] to accessthe Service Administration menu.
This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1]to administer prompts.
Press[4] to administer message drop prompts.
Press[1] to administer message drop greeting.

© N o O

Press[1] to record the custom message drop greeting.
Before recording the greeting, you also have the following option.
= Press[o0] to listen to the custom message drop greeting.
9. After the beep, speak the greeting.
10. Press[1]to end recording.
11. Press to approve the greeting.
Before approving the announcement, you also have the following options.
= Press to play back the greeting.
= Press to rerecord the greeting.
= Press[x][D] to delete the greeting.
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12. Press[9] (Y ) to confirm thal you wish to use the customized announcement.

Press[6] (N) to use the system announcement.

13. To customize the message drop good-bye, begin at step 5 in thg" Customizing M essage Drop Good-by €' |
section.

Otherwise, hang up.

Even though the customized greeting isin use, the standard greeting is still avail able should you ever wish to switch
back.
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Customizing M essage Drop Good-bye

The message drop good-by e message i s spoken after the caller presses atouch-tone or when silenceis detected, for
exampl e, when the message has been recorded but the caller has not hung up. After the good-by e message, the
caller isdisconnected.

Thefollowing is the sy stem message drop good-bye message which you can customize.

“Good-bye.”

To customized the message drop good-bye message, do the following steps in order.

1

© © N 9

10.
11.
12.

Write down what you wish to say. It can be up to 6 minutes long.

2. Did the AUDIX Voice Power phone number.
3.
4

Enter your extension followed by [#].

. Enter your password followed by [#].

The AUDIX Voice Power activity menu begins.

Press[9] to access the Service Administration menu.

This option is not spoken as part of the AUDIX Voice Power main menu.
Press[1] to administer prompts.

Press[4] to administer message drop prompts.

Press[2] to administer message drop good-bye.

Press[1] to record the custom message drop good-bye.

Before recording the good-bye, you also have the following option.

= Press[o]to listen to the good-bye.

After the beep, speak the good-bye message.

Press[1] to end recording.

Press to approve the good-bye message.

Before approving the good-bye message, you also have the following options.
= Press to play back the good-by e message.

= Press to rerecord the good-by e message.

= Press[x][D] to delete the good-bye message.
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I3, Press[9] (Y) to confirm that you wish to use the customized good-by e you just recorded.
Press[6] (N) to use the standard good-bye message.
14. Hang up.

Even though the customized good-bye messageisin use, the standard good-bye message is still available should
you ever wish to switch back.
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RETRIEVING MESSAGE DROP MESSAGES

The message drop service administrator should check the message drop service daily. The message drop service
administrator's MWL is activated when there is a message drop message. Outcalling is not available asa
notification option with the message drop service.
To retrieve messages from the message drop service, do the following.

1. Call the message drop telephone number.

2. Whilethe greeting is playing, press [9].

3. Enter extension followed by [#].

4. Enter password followed by [#].

Notification message states how many messages are in the storage area. |f there are no messages, hang up.
If there are messages, continue with the next step.

5. Press[2]to get messages.
The message header is played stating the time, day, and date message was delivered
6. Press[o]to listen to the message.
7. Writethe necessary details of the message on paper.
8. Press[x][D]to delete.
Before deleting the message, you have the foll owing options.
= Press[#]to sKip.
= Press[0] to replay the entire message.
= Press[3]to pause during the message body. Press [3] again to resume.
= Press[5] one or more times to back up by 4 seconds for each press.
= Press[6] one or more times to space forward by 4 seconds for each press.
9. Repeat steps 6 through 8 for all messages.
10. Whenyou arefinished listening to and acting on all the messages, hang up.

M essages from the message drop service cannot be replied to or forwarded to other subscribers.
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To use the Message Drop feature you must dedicate at | east one voice channd to the message drop service. Note
that this means reducing the number of channels available for call-answer, voice mail and automated attendant.
AT&T recommendsinitialy assigning only one channel to message_drop. Message_drop statistics are available on
the Phone Line Usage Report (Seq Chapter 12. "Reports’| for more information.) Depending upon caller feedback,
increase the number of channelsin increments of one as necessary.

To assign a channel to message drop, first read the Channel Distribution section of| Chapter 13. " System Tuning"|
then perform the" ASSIGNING SERVICES TO CHANNEL S PROCEDURE" |procedure in that section.

A cauTion:
If message-waiting lamp updates are performed using channel 0, for example on the System 75, DEFINITY
G1, and DEFINITY G3 PBX, do not assign the message drop service to channel 0.

=>» NOTE:
Verify that the channel (s) you are assigning to message_dropisnot part of any switch groups. If itis, remove
it from that switch group list.

External Use

If you want people (customers, vendors, genera public) to be able to call message drop from outside your
company, you need to do the following switch tasks.

Put the channels assigned to message_drop in their own switch group. If thereisonly one message drop channel,
goto step 2.

Terminate adirect outside line at the message _drop switch group or message _drop channel extension.

Advertise the message_drop trunk telephone number to externa s and the switch group tel ephone number (or
channel extension) to internals.

For moreinformation, refer to your PBX vendor's documentation set.
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Internal Use

If only internal people will be using the message drop service, they can cal or transfer directly to the channel
number. The channd's extension is shown on the voice eQuipmeNT window. |f thereis more than one message drop
channel, create a switch group which contains all of them. Then internals can call the switch group extension to use
the message drop service.

For more information on switch groups, refer to the switch document provided with your AUDIX Voice Power
system R3.0 documentation set.

Test It

Once message drop is set up, make sure that it is operating properly by calling in and listening to the message drop
greeting, leaving a message, listening to the message drop good-bye, and retrieving the message. If it is available
for both internal and external use, make test callsinternally and externally.

ADVERTISE

Whenyour message drop is up and running, you must make an effort to advertise its telephone number to the
people who can useit. If the serviceisto be used by interna people, create a memo or flyer which details the
purpose of message drop and how it isto be used.

If the message drop isto be used by externals, add the number to all of your company's advertisements in
magazines, telephone books, and newspapers as appropriate. Include details of the new feature inyour company's
next newdetter or publication. The Message Drop feature does not allow transf ers, therefore diminishing the
possibility of toll fraud.
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A subscriber isa person who is registered with AUDIX Voice Power and can theref ore take advantage of the
Call-Answer and Voice Mail features. Subscribers have a wealth of privileges such as having their phones
answered when they are busy or away from their desks, being able to personally greet callers through a customized
message, creating and saving alist of people who they often send messages to, and phoning at any time of day or
night to retrieve messages.

All subscribers should have been administered after your system wasinstalled. If they were not, use the["Generic_|

Subscriber Administration” |procedure i n[Chapter 3. "Getting Started”] to popul ate your database.

This chapter focuses on ongoing subscriber administration.
» ['SUBSCRIBER PROFILE"]

» |"ADMINISTERING OUTCALLING"|

» |"SUBSCRIBER COMMUNICATION"|

SUBSCRIBER SERVICE ADMINISTRATOR

If you wish to assign a service administrator to subscriber administration duties, AT&T suggests the voice mail
service administrator. The voice mail service administrator has the privilege of recording subscriber names (as
does the automated attendant service administrator) and accessto the mai ntenance mailbox which keeps the
administrator in touch with subscribers. Whomever you choose, a central point of contact for new employee
additions and current employ ee modificationsis necessary .

The subscriber service administrator has the following responsibilities.

= Mmaintain the subscriber database by adding, deleting, and updating employees as needed

= record subscriber names

= Set up outcdling

= communicate with subscribers

=> NOTE:

A subscriber administrator would require access to the AUDIX Voice Power computer: audi x login and
password.

10-1
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SUBSCRIBER PROFILE

A subscriber profileis a set of parameter values which establishes a unique subscriber environment based on each
subscriber's needs.

=> NOTE:

In contrast, the sysTeEm PARAMETERS Screen sets sy stem-wide val ues which apply to all
subscribers regardless of their profiles. For more information on system parameters, see

Chapter 13. " System Tuning'" |

The suBscRIBER ADMINISTRATION Window iswhereyou create a profile for each subscriber. This screen has anumber
of fields. Each isdescribed in detail in this section.

Subscriber Administration

Extension:

Name:

Password:

Name Addressing | dentifier:

TT Equivdent of Name Addressing I dentifier:
Mode of Addressing:

Mailbox Size: min

Personal Operator:

Comments:

Class of Service:

Custom Class of Service Parameters:

Does the Subscriber Have Switch Call Coverage:
If No Call Coverage, Enter maximum Rings:
Outcaling Allowed?
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Extension

Extension specifies the subscriber's telephone number and is one of the most important fieldsin the susscriBer
apmiNisraTioN window. Thisfield assigns a unique extension number to a mailbox; no two subscribers can have the
same extension. The extension field isthe key to accessing information about a current subscriber.

Thisfidd allows 6 digits. If the number of digitsin a subscriber's extension exceeds the Maxi mum Ext ensi on
Lengt h system parameter, callerswill be unable to transfer to that extension. We recommend that you do not use
asingle zero (0) as a subscriber extension because it may conflict with procedures that allow transfersto the
operator. Thereisno default extension.

Name

The Narre field identifies the subscriber to the administrator. The maximum length of the subscriber Nane is 20
characters and accepts both | etters and numbers. There is no default name.

If you are running AUDI X Voice Power with aSystem 75, DEFINITY G1, or DEFINITY G3 PBX, you must enter
the subscriber's name exactly asit appearsin the switch's records (including punctuation and case). These PBXs
only alow 15 characters for names.
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Password

Password is a sequence of diaable digits that limit access to avoice mailbox. Therefore, only those people who
know the password will be able to access the mailbox.

Subscribers are asked to enter their passwords whenever they login to AUDIX Voice Power to retrieve messages or
perform some other voice mail activity.

AT&T suggests using subscribers' extensions asinitial passwords. Subscribers should change their passwords the
first timethey log in and periodically thereafter.

Y ou may wish to suggest that the subscribers equate password digitsto words so that it is easier to remember. Two
different subscribers can use the same password without consequence. Inform subscribers that asterisks and pound
signs should not be used as part of their passwords.

An asterisk (*) or single zero (0) in thisfield indicates that no password is required to access the mailbox. AUDIX
Voice Power gtill prompts for a password, but accepts anything that is entered.

A pound sign (#) in thisfield denies access to anyone trying to log in to the mailbox. The system will say, “login
incorrect” regardless of what the caller enters.

—>» NOTE:
Once a subscriber profile is saved, the Password value is no longer readable (isinvisible)
on AUDIX Voice Power windows. Thisisfor security purposes. If subscribersforget their
passwords, the administrator must enter new passwordsin their profiles and resave them.
The old passwords are unrecoverable.

You can enter up to nine numbersin thisfield. There is no default password.

If you are editing a subscriber's profile and do not wish to change the password, simply press to by pass the
field.
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Name Addressng Identifier and Touch-Tone Equivalent

The Name Addressing feature of AUDIX Voice Power allows callers and subscribers to enter the name of the
person they are trying to reach instead of the extension number. Nane Addr essi ng | dentifier isthe
alphabetic string that subscribers and callers can enter to identify a subscriber when using name addressing.

=> NOTE:
Callers and subscribers can switch between extension addressing and name addressing by pressing on
the telephone key pad.

AT&T suggests that you use the subscriber's last name as the name addressing identifier. For example, for
subscriber Jim Stone, enter St one inthe Name Addr essi ng I dentifier fied. A cdler usng name
addressing would access Mr. Stone by keying the touch-tone equivalent of Stone on the phone keypad (78663). |f
the sy stem contains more than one Stone, the caller receivesalist of all subscribers named Stone and selectsfrom
thelist. For more common names, such as Smith, you may wish to include the last name and thefirst name. For
example, theNane Addr essing | dentifier for Beth Smith would be Sni t hBet h.

After you enter the Nane Addr essi ng | dentifier, AUDIX Voice Power automatically fillsthe TT

Equi val ent of Name Addressing |dentifier heldwith thetouch-tone equivalents for the identifier
you typed. You cannot editthe TT Equi val ent of Nanme Addressing Identifier fied. Whenthe
Nanme Addressing ldentifier isupdated, theTT Equi val ent of Nanme Addressing

I denti fier fieldisautomatically updated.

TheName Addressing Identifier fieldis20 characterslong. It will accept both letters and numbers.
There is no default.

For more information on name addressing, seq" Sy stem Mode of Addressing" |in| Chapter 13. " System Tuning' |
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Mode of Addressing

TheMode of Addressi ng parameter definesthe initial mode of addressing (name or extension) for voice mail
activitiesfor a subscriber.

For example, a subscriber is creating agroup list. When Mbde of Addr essi ngissetto Ext ensi on, the
gysteminitially promptsfor members of the group list with the following.

“Enter extension and pound sign. When finished press star pound.”
When Mode of Addressi ngissettoNamne, thesystem initially promptsfor members of the group list with the
following.

“Enter name and pound sign. When finished press star pound.”

Mode of Addressi ng only defineshow the system will prompt initially. The subscriber can press[x][A] at any
time to toggle between addressing by extension and addressing by name.

Thisfield is nine characters long and accepts e for extension or n for name. The default is Ext ensi on.
There is asystem-wide parameter Syst em Mode of Addr essi ng which definesthe initial mode of

addressing for the Automated Attendant and Call-Answer features of AUDIX Voice Power. For moreinformation
on this parameter, seg Chapter 13. " System Tuning" |
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Mailbox Size
Thisfield specifies the size of the subscriber's mailbox in minutes.
By imposing amodest mailbox size, you encourage subscribers to keep their mailboxes free of unneeded messages

and prevent the speech database from running out of space (potentially angering calers). Mailbox size can range
from 1 minute to 99 minutes.

|"The Subscribers Over Mailbox Limit Report”|report {Chapter 12. "Reports'), lists all subscribers who are
currently exceeding their mailbox limits. You should view this report periodically and consider increasing the
mailbox sizes of those subscribers who show up regularly.

If asubscriber's mailbox is full, the caller will hear the following.

“Thereisno room in the mailbox to leave amessage. To transfer to another extension, pressstar T. To
connect to an operator, press zero.”

Through asystem-wide option Enabl e General Mail box for Call-Answer onthe sysTeEm PARAMETER
screen, you can specify that all messages for subscribers' whose mailboxes are full be directed to the general
mailbox. For more information, see|Chapter 13. " System Tuning")

Thisfield is nine characterslong and is strictly numeric. Thereisno default size. AT&T suggests an initial
mailbox size of 5 minutesfor all new subscribers.

Per sonal Operator

The Persona Operator parameter alows you to specify an extension to which callers are transf erred when they
press [0] whilein the call-answer servicefor this subscriber. If no personal operator is specified, calers are
trangferred to the sy stem operator (if defined) when they press [0].

Thisfield has no default, is 6 characterslong, and is strictly numeric.

Comments

The Comrent s field isused for any general comments concerning the subscriber. Thefield is 30 characterslong.
Y ou can enter both letters and numbersin thisfield. You may wish to note the date this person was added to the
database or who performed the administration.
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Class ot Service

The last four parameters on the suBscRIBER ADMINISTRRATION Screen, Swi t ch Cal | Cover age, Maxi mum

Ri ngs, Coverage Service, and Qutcalling All owed,aregrouped together becausethe Cl ass
of Servi ce parameter allowsyou to set them all a once. Each parameter isdescribed in itsown section in this
chapter.

AUDIX Voice Power provides eight of the most commonly used combinations of these four parameters

[ 10-1]. Each combinationhasaCl ass of Servi ce number. If you wish to use one of these combinations of
parameter values, simply enter its corresponding number in the Cl ass of Ser vi ce field and the four
parameters are automatically filled in. 1f you do not wish to use one of these combinations, enter ¢ for cust omin
theCl ass of Servi ce field and then enter values for each of the four parameters.

Table 10-1. Classof Service

Switch
Cal Maxi mum Coverage
Class Coverage Rings Service Outcdling
1 Y n/a CA Y
2 Y n/a CA N
3 N 3 CA Y
4 N 3 CA N
5 N 0 CA Y
6 N 0 CA N
7 Y n/a AA Y
8 Y n/a AA N

Cl ass of Servi ce anditsassociated parameters can become complicated. The default on the suBscrIBER
ADMISTRATION Screenis 1. Thiswill suffice for most subscribers. Below is a table suggesting the appropriate
Cl ass of Servi ce combination for other circumstances.

Application Use Class

Regular subscribers lor2
Human operators 7o0r8
Courtesy mailbox 50r6
Maintenance mailbox 50r6
General mailbox 50r6
Regular subscribers 3or4
without switch call coverage on PBX

Switch group* 8

*See thg"OTHER SUBSCRIBERS [section in this chapter.

This field accepts numeric digits 1 through 8 or theword cust om The default is 1.
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Switch Call Coverage and Maximum Rings

Swi tch Call Cover age indicateswhether this subscriber isadministered for call coverage on the switch (yes
or no). Thismeansthat, as administered on the switch, this subscriber's extension includes a coverage path or some
type of instruction which directs the switch on how to handle unanswered or busy calls to this number.

This parameter essentially tells AUDIX Voice Power how to transfer acall to the switch. If Swi t ch Cal |
Cover age issetto Yes, then AUDIX Voice Power usesablind trangfer. A blind tranfer isoneinwhich AUDIX
Voice Power transfers the call to the switch and then abandonsit. AUDIX Voice Power can do this because it
knowsthat if the called party does not answer, the switch will know what to do because a coverage path has been
administered.

If Switch Call Coverage issettoNo then AUDIX Voice Power uses aintelligent transfer. Anintelligent
trandfer is onein which AUDIX Voice Power does not complete the transfer until the called party answers.
AUDIX Voice Power must do this because it knowsthat if the called party does not answer or thelineis busy, the
switch will not know what to do.

When a caller transfersto asubscriber whichhasSwi t ch Cal | Cover age set to No, any one of several things
can happen, depending on the service the caler is trangferring from.

—>» NOTE:
Switch Call Coverage and Maxi num Ri ngs parametersonly apply to calls
trangferred from the AUDI X Voice Power computer, for example, when a subscriber presses
whilein voice mail or a caler selects an automated attendant option which initiates a transfer.
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[T acdler trang ersTrom aLtomaied aitendant 10 a subscriber that does not have switch cal coverage, the

Cover age Servi ce isprovided when the person called does not answer. In most all other cases when the
subscriber does not have switch call coverage, the caller istold that the subscriber is busy or unavailable and is
given the opportunity to transfer to another extension or choose from amenu of options. [Table 10-2|details each
scenario.

Table 10-2. Switch Call Coverage = No

Transfer Subscriber Outcome
From Cdled

AA caller answers transfer complete

AA busy Coverage Service

AA maxi mum rings Coverage Service

CA caller answers trandfer complete

CA busy “[Recorded name] or extension is
currently busy. To transfer to
another extension, pressstar T. To
connect to an operator, press zero.”

CA maxi mum rings “[Recorded name] or extension is
unavailable to answer your cal. To
trangfer to another extension, press
star T. To connect to an operator,
press zero.”

VM caller answers transfer complete

VM busy “[Recorded name] or extension is
currently busy.” Voice mail main
menu is played.

VM maxi mum rings “[Recorded name] or extension is
unavailable to answer your call.”
Voice mail main menu is played.

AA = automated attendant
CA = call-answer
VM =voice mal

If Swi tch Call Coverage issettoNo andthecaled extension beginsringing, AUDIX Voice Power starts
counting therings. If the Maxi mum Ri ngs is reached and no one has answered, AUDIX Voice Power does not
complete the transfer.

=>» NOTE:
Note that the caller does not bear therings. AUDIX Voice Power says, “Your call is being transferred, please
wait.” Then the caller hears silence (or music if available through the PBX) until the called party answers.



Subscriber Administration  10-11

The number of rings can be any humber between U and 9 (inclusive). 1T the number of ringsis 0, AUDIX Voice
Power does not attempt the transfer but provideq Table 10-2 Outcome immediately. For example, zero (0) ringsis
used for the maintenance, general, and courtesy mailboxes. Because their is no phone associated with these
mailboxes, there is no need to ring; The Maxi mum Ri ngs field does not apply (blank) when Swi t ch Cal |
Cover age issetto Yes.

Switch Call Coverageisayednofied. ThedefaultisYes. TheMaxi mum Ri ngs field acceptsdigits O
through 9; Thisfidd isblank inits default state.

—>» NOTE:

Thevalue of theSwi t ch Cal | Cover age parameter is determined by corresponding data on the switch.
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Coverage Service

The Coverage Service fied indicates which service (cal-answer or automated attendant) is provided when AUDIX
V oice Power receives acoverage call from the switch. The call-answer service is appropriate for most subscribers.
If subscribers are not available, the call-answer service answers their phones and takes voice messages. However,
for extensions such as human operators, you should assign Aut omat ed Att endant asthe Cover age

Ser vi ce.

For example, an operator isat lunch. You do not want those people who transfer to the operator (from automated
attendant) to leave call-answer messagesin the operator's mailbox. By setting the operator's Cover age

Servi cetoAut omat ed Attendant,youallow callersto return to the automated attendant main menu when
the operator is unavailable. This assumes that automated attendant has been set up. See|Chapter 6. " Automated

Attendant Administration" ] for more information.

Enter ¢ to provide call-answer service or a to provide automated attendant service. The default for thisfiddis

Call Answer.

Transferring From Automated Attendant

The Cover age Ser vi ce field isaso used in one unique situation when the following conditions are true.

A call isbeing transferred from the automated attendant service.

The extension being transferred to is aregistered subscriber and hastheSwi t ch Cal | Cover age parameter set
to No. AUDIX Voice Power istherefore using an intelligent transfer.

The extension being transferred to is either busy or the Maxi mum Number of Ri ngs has been reached.

If all of the above are true, AUDIX Voice Power looks at the Pr esent Opti ons Before Leaving
Message parameter and the Cover age Ser vi ce parameter (of the subscriber) to determine what to do with
the call. Thefollowing table showsthe results.

Present .
. Coverage Service Result
Options
Y Call Answer “To leave amessage, press one.
To return to the main menu
press star pound.”
N Call Answer Subscriber greeting
Y Automated Attendant | Automated attendant main menu
N Automated Attendant | Automated attendant main menu
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=>» NOTE:
See thg" Switch Call Coverage and Maximum Rings' |section of this chapter and seg Chapter 6. " Automated |

Attendant Administration" ] for more information.
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Outcalling Allowed

Outcalling is an optiona feature that allows subscribers to request that AUDIX Voice Power call to inform them
when new messages are received. Qut cal | i ng Al | owed indicates whether the subscriber is dlowed to use

the Outcalling feature if it is enabled on a system-wide basis. (Se "ADMINISTERING OUTCALLING"Jin this
chapter.)

Aslong asthe system-wide outcalling parameters are carefully set up, there are no disadvantages to enabling
outcalling for subscribers.

=—>» NOTE:

AyesintheQut cal | i ng Al | owed field only gives a subscriber the option of using
outcalling; the subscriber still has to manually invoke the feature from the voice mail activity
menu. See the Outcalling artwork in the AUDIX Voice Power System R3.0 Artwork Package
for more information.

Typey to allow outcalling or n to prohibit outcalling. The default isyes.
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ADDING A SUBSCRIBER

This procedure explains how to add a single subscriber. 1f you need to add a large number of subscribers, use the

"Generic Subscriber Administration”]procedure in[Chapter 3. "Getting Sarted"]

Before adding new subscribers to the database, you should provide them with the AUDI X Voice Power subscriber
documentation and instruct them on how to useitsfeatures. For more information on subscriber documentation
and training, see AUDIX Voice Power System R3.0 Planning.

To add anew subscriber to the database, do thefollowing.

1. Enter audi x at thefollowing prompt.

Wel come to the AT&T 386 UNI X System
Consol e | ogi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displays the ivpssr3.0 menu.
3. Begin at the ivessra.0 menu and pick the following sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Subscri ber Adm nistration

A summary of the defaultsfor these parametersis shown in Table 10-3] You are required to specify values
for thefollowing four fields: Ext ensi on, Password, Nane Addressing |ldentifier,
Mai | box Si ze.

4. Enter values for each of the parameters.
5. Whenyou are finished entering values, press (F1).
A confirmation window appears.

6. Pressany key to continue.

7. Record the new subscriber's name using the Recording Subscriber Names procedure in[Chapter 3. " Getting |

Sarted"|
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Table 10-3. Subscriber Administration Field

Parameter Value Default
Name Enter subscriber’ s extension none
Extension Enter subscriber’s name none
Password Use extension none
Name Addressing Identifier Uselast name none
TT Equivaent of Name Addressing | dentifier Filed automaticaly none
Mode of Addressing Use default Extension
Mailbox Size Enter 5 none
Personal Operator L eave blank none
Comments L eave blank none
Class of Service Use default 1
Does the Subscriber Have Switch Call Coverage | Filed automatically Y
If No Call Coverage, Enter Maximum Rings Filed automaticaly blank
Coverage Service Filed automaticaly CA
Outcalling Allowed? Filed automaticaly Y
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DELETING A SUBSCRIBER

Deleting a subscriber from the database removes al items associated with the subscriber such as recorded name,
call-answer messages, and customized greetings.

=> NOTE:
When subscribers are removed from the database, they are a so removed from all mailing lists which include

them during AUDIX Voice Power's nightly audit.
To delete a subscriber from the database, perform the following steps.
1. Enter audi x at thefollowing prompt.

Wel come to the AT&T 386 UNI X System
Consol e | ogi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displays the ivpssr3.0 menu.
3. Begin at the ivessr3.0 menu and pick the following sequence.
Voi ce System Admini stration
Appl i cation Package Admi nistration
AUDI X Voi ce Power
Subscri ber Administration
A summary of the defaults for these parameters is shown i
4. Enter the subscriber's extension in the Extension field and press (F4).
This shows all of the parameter valuesfor the subscriber.
5. Press (DELETE) (F2).
6. Typey to confirm that you wish to delete this subscriber.
A confirmation window appears.

7. Pressany key to continue.
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DISPLAYING A SUBSCRIBER

Toview acurrent subscriber's profile, perform steps 1 through 4 of the"CHANGING A SUBSCRIBER PROFILE"|
procedure in this chapter.

CHANGING A SUBSCRIBER PROFILE

This procedure allows you to modify any aspect of the subscriber profile except the subscriber's extension. To

change a subscriber’s extension, use the"CHANGING A SUBSCRIBER'S EXTENS ON"|procedure in this chapter.

1. Enter audi x at thefollowing prompt.

Wel come to the AT&T 386 UNI X System
Consol e | ogi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displays the ivpssr3.0 menu.
3. Begin at the ivessr3.0 menu and pick the following sequence.
Voi ce System Admini stration
Appl i cation Package Admi nistration
AUDI X Voi ce Power
Subscri ber Administration
A summary of the defaults for these parametersis shown i
4. Enter the subscriber's extension in the Extension field and press (F4).
This shows all of the parameter valuesfor the subscriber.
5. Enter al desired changesin the parameter fields.
6. Whenyou are finished making edits, press (F3).
A confirmation window appears.

7. Press any key to continue.
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CHANGING A SUBSCRIBER'SEXTENSION

This procedure applies strictly to changing a subscriber's current extension. To change other aspects of a
subscriber's profile, use thg"CHANGING A SUBSCRIBER PROFILE" |procedure in this chapter.

The new extension inherits all subscriber attributes including current messages, customized greetings, recorded
name, and profile parameters. The old extension is deleted from the database.

=> NOTE:
When a subscriber's extension is changed, the old extension isremoved from all mailing listswhich include it
during AUDIX Voice Power's nightly audit. The old extension is not replaced with the new extension in
mailing lists.
1. Enter audi x at thefollowing prompt.

Wel conme to the AT&T 386 UNI X System
Consol e | ogi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displays the ivpssr3.0 menu.
3. Begin at the ivessra.0 menu and pick the following sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Subscri ber Adm nistration

A summary of the defaults for these parameters is shown i
4. Enter the subscriber's extension in the Extension field and press (F4).
This shows all of the parameter valuesfor the subscriber.
5. Press[mMove] (F5).
6. Enter the new extensionin the New Ext ensi on field of the cHANGE ExTENSION Window.
The new extension cannot dready bein use within the database.
7. Press (F3).
8. Typey to confirm that you wish to move this subscriber.
A confirmation window appears.

9. Press any key to continue.
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PRINTING ALIST OF SUBSCRIBERS

AUDIX Voice Power enables you to view on-screen and print a hardcopy of the entire subscriber database.

The ligting includesthefollowing information: ext ensi on, name, nane addressing identifier,
voi ced name, addressing node,andnmai | box size. All of theseitems are from the subscriber's
profile except voiced name. UsingaY for yesand aNfor no, this column indicates whether a subscriber's name has
been recorded. See{Chapter 3. "Getting Started"] for more information on recording subscriber names.

1. Enter audi x at thefollowing prompt.

Wel come to the AT&T 386 UNI X System
Consol e | ogi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displays the ivpssr3.0 menu.
3. Begin at the ivessra.0 menu and pick the following sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Subscri ber Adm nistration

4. Press(CHG-KEYS] (F8), then (F3).

A completelisting of all subscribersisshown. Thisfunction key provides the sameinformation ag"The Subscriber

List Report"|(see/Chapter 12. "Reports’] for more information).

If you have a printer connected to the AUDI X Voice Power computer, you can print the entire subscriber list by
pressing (F8), then (F2).
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OTHER SUBSCRIBERS

Some numbers which are not necessarily AUDIX Voice Power subscribers may need to be registered using the
SUBSCRIBER ADMINISTATION Window for normal AUDIX Voice Power operation.

Use thg"ADDING A SUBSCRIBER" |procedure in this chapter to add these specia extensions to the subscriber
database. Parameter settings unique to these numbers are listed below.

A cauTion:
Assigning mailboxes to extensions which are not necessarily AUDIX Voice Power subscribers can pose a
security risk. Be sure to set up these mailboxes as directed in this section for maximum protection.

Switch Groups

IftheTransfer to Subscribers Only parameter is settoyes, transfers cannot be made to users of valid
PBX extensions who are not AUDIX V oice Power subscribers, such as switch group extensions. For example, if
you want subscribersto be able to transfer from voice mail to the information service channel to hear employee
news, you must administer the information service's channel extension (or switch group extension) as a subscriber.
Therefore, AT&T suggests adding these numbers as subscribers with restrictions to the AUDIX Voice Power
database.

Use the following parameters when registering a switch group as a subscriber.
= Enter #inthe Passwor d field so that accessis denied to anyone who attemptsto log in as the mailbox's owner.
« Enter1inthe Mai | box Si ze fidd.

Restricted mailboxes can still receive broadcast messages or misdirected voice mail messagesfrom other
subscribers.

—>» NOTE:

If you need to access a restricted mailbox, you will have to change the password first.

= Enter8intheCl ass of Service fidd.
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Courtesy Mailboxes

A courtesy mailbox is a mailbox for a person which normally does not reside at your site. For example, a
consulting firm may have alarge number of courtesy mailboxes for consultants who work on customer premises.
Thisis aconvenient way to get company news and communicate with other consultants without actually having a
desk and phone in the consulting firm's office.

Courtesy mailboxes do not have to be administered on the switch and you can therefore use any extension. If you
do this, people will not be able to call the extension directly but can address voice mail to it.

Courtesy subscribers should be administered as regular subscribers except withaCl ass of Servi ce of 5 or
6.

Operators

If you have set up automated attendant, operator extensions should be registered as subscribers. Thisincludesthe
gystem operator, persona operators, and any operators you may have set up in automated attendant. This alows
callersthe option of returning to the automated attendant main menu when an operator does not answer. It also
prevents aring/no answer situation at the touch-tone gate. If the caler istranserred to the operator because atouch
toneis not pressed at the gate and the operator does not answer after a specified number of rings, AUDIX Voice
Power asksthe caller to call back from atouch-tone phone.

To register operator extensions as subscribers, use the following parameters.

= Enter # in the Password field so that accessis denied to anyone who attempts to log in as the mailbox's owner.
« Enter 1intheMai | box Si ze field.

Restricted mailboxes can still receive broadcast messages or misdirected voice mail messagesfrom other
subscribers.

« Enter 7or8intheCl ass of Servi ce field.

=—>» NOTE:

If you need to access a restricted mailbox, you will have to change the password first.

Thisis not amailbox where operators can receive personal messages. If you want operators to have a personal
mailbox, use a courtesy mailbox as described above.
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ADMINISTERING OUTCALLING

Outcalling is an optiona feature that allows subscribers to request that AUDIX Voice Power call to inform them
when new messages are received. Thisfeatureis often used on systems that do not have message-waiting lamp
capability. 1t may also be useful for subscribers who work a home or other locations, or who wish to be notified
promptly of new messages during or after regular working hours. Further, thisfesature can be used to notify
subscribers of new messages by calling their pagers.

Outcalling is controlled administratively on three levels.

= gystem-wide

= subscriber profile

= Vvoice mail activity menu

This section explains the sy stem-wide outcalling parameters. The subscriber profile outcalling option is explained

in this chapter. Control of outcalling from the voice mail activity menu is covered in the Outcalling Quick
Reference which is part of the subscriber documentation manuals.

Aslong asthe system-wide outcalling parameters are carefully set up, there are no disadvantages to enabling
outcdling for subscribers. Any special considerations are explained in each parameter description.

System-wide outcalling parameters are set up through the ouTcALLING ADMINISTRATION Window.

Outcalling Administration

Is outcdling active?:

Start Time: | .

End Time: | _ :
Retry Interval: min
Initial Delay: min

Maximum Number of Attempts:
Maximum Simultaneous Ports:
Maximum Number of Digits:
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IsOutcalling Active?

TheisCQut cal | i ng Acti ve controlsthe Outcaling feature at itshighest level. This parameter must be set to
yes if outcalingisto be used on the system at all. If you decide to disable outcaling for everyone, enter n in this
field and save the parameters as detail ed in thg "Editing Outcalling Parameters'|section. Disabling outcalling
invalidates all other parameters on this screen.

Thisisayesnofield; the defaultisyes.

Start Timeand End Time

TheStart TineandEnd Ti e fields specify the window of time for which outcalling places calls to
subscribers. For example, if you wish to restrict outcalling callsto business hours, specify 8:00 am asthe St ar t
Ti me and 5:00 pm asthe End Ti nme. For outcalling to be active 24 hours a day, specify 12:00 am as both the
Start TimeandtheEnd Ti ne.

Individual subscribers have the option of enabling outcalling for the sy stem-wide hours (specified here) or for
24-hour basis. Therefore, AT&T suggeststhat you restrict the sy stem-wide hours since the subscriber can widen
the window to 24 hoursif necessary .

If subscribers have chosen the sy stem-wide hours and receive new messages outside the outcal ling window,
outcdling will not call the subscribers until the window reopens (St art  Ti ne).

Itisonly necessary to enter an a or p for am and pm respectively.
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Initial Delay and Retry Interval

Initial Delay isthetimeinminutesater anew messageis received before thefirst outcall attempt is made.
Thel nitial Del ay field accepts numeric values between 0 and 99. The default is 10 minutes.

Retry | nterval isthetimeinminutes between outcall tries until the subscriber has been reached and has
either logged in or acknowledged the outcall.

These fields accept numeric values between 1 and 99. The default is 10 minutes between outcall tries.

Attempt to keep these two parameters at moderate values. Consider thefollowingwhen settingl ni ti al Del ay
andRetry Interval.

= Keep all subscribers in mind; these are system-wide values.

= What isthe relative urgency of messages received at your company? If messages are usualy urgent or need
prompt attention, for example insurance claims or service calls, set these parameters low.

= Remember that subscribers can call in a any timeto retrieve messages, so setting these parameters high does not
prohibit subscribers from getting new messages quickly.

= Setting these parameterstoo low could cause outcalling to be a nuisance and make subscribers reluctant to useit.
= Setting these parameters low could tie up the Maxi mnum Si mul t aneous Por t s during the outcalling
window.

The following example shows the rel ationship between the Initial Delay and Retry Interval parameters and usesthe
following values: I niti al Delay =5 Retry Interval =10,Attenpts =5.

Minute Action
0 New message arrives
5 First outcall placed
15 Second outcall placed
25 Third outcall placed
35 Fourth outcall placed

45 Fifth outcall placed
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Maximum Number of Attempts

Maximum Number of Attemptsisthe maximum number of attempts that will be made to reach the subscriber. An
attempt is successful when the subscriber answers the call and either logs in or acknowledges the call by pressing
(and therefore stops further outcall attempts). An attempt isunsuccessful if the call is not answered, or if the
call isterminated without the subscriber either logging in or acknowledging the call.

=> NOTE:
Note that outcalling does not leave a call-answer message if the subscriber does not answer the telephone or
thelineis busy.

If the Maxi mum Nunber of Attenpts isreached, outcalling tries are stopped. Outcalling will begin retrying
if another new message is received.

Be sureto take alook at the Maxi mum Nunber of Attenpts withtherespecttothel niti al Del ay and
Retry | nterval parameters. For example,if Initial Delay andRetry | nterval arebothsetto 10
minutes and the Maxi mum Nunber of Attenpts is5, essentialy, outcalling triesto reach the subscriber for
an hour and then stops. Depending on the number of calls received at your company, this may or may not be an
appropriate outcalling strategy.

Thisfield accepts numeric valuesfrom 1 to 99. The default is 5 attempts.

M aximum Simultaneous Ports

The Maxi mum Si mul t aneous Por t s parameter specifiesthe maximum number of analog voice channels that
can be used simultaneoudly for outcaling. This prevents degrading other services when there are alarge number of
outcdls, for example, at start Time.

Valid entries are from 1 to the number of portsin the system excluding those used for Information service or
Message Drop service (maximum of 12). The default is 2.

The Phone Line Usage report hasan Qut cal | s row. Outcaling calls are always made using the voice mail
service. So, thetotal number of outcalls made on a channel is shown in the Voice Mail service column of the

Qut cal | status. If an outcalling attempt reaches a subscriber's voice mailbox (call answer coverage) because the
subscriber is either not there or is on the phone, AUDIX Voice Power logs thisin the Call Answer service column
of theQut cal | statistic.
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Maximum Number of Digits

The Maximum Number of Digits parameter isthe number of digits allowed in the outcalling number. Asterisks (*)
to indicate pauses and pound signs (#) to indicate termination are not counted as part of the maximum number of
digits. This parameter can be used to restrict outcalling to extensions or local numbers. A higher value will allow
long-distance calls and pager calls. The outcalling number is entered by the subscriber.

Thisfield acceptsdigitsfrom 2 to 29. The default is 29.

Editing Outcalling Parameters

To edit outcalling parameters, do the following.
1. Enter audi x at thefollowing prompt.

Wel come to the AT&T 386 UNI X System
Consol e | ogi n:

2. Enter theaudi x password at the following prompt
Passwor d:
This displays the ivpssr3.0 menu.
3. Begin at the ivessra.0 menu and pick the following sequence.

Voi ce System Admi ni stration

Appl i cation Package Admi nistration
AUDI X Voi ce Power

Qutcal ling Adm nistration

4. Enter the new values in the space provided.
5. Whenyou are finished changing parameters, press (F3).
A confirmation window appears.

6. Pressany key to continue.

Communicating with Subscribersabout Outcalling

Y ou should communicate the sy stem-wide outcalling parameters to al subscribers who have outcalling enabled in
their profiles. Thiswill help them understand the restrictions and benefits of thefeature.

The Outcalling Quick Reference is provided as a separate piece of subscriber documentation in the AUDIX Voice
Power System R3.0 Artwork Package so that you have complete control over theinclusion of thisfeatureinyour
environment. If you decide to alow subscribers to use outcalling, copy this quick reference and include it among
the other subscriber documentation materialsthat you distribute.
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SUBSCRIBER COMMUNICATION

You will want to establish good communication lines with subscribers. This section contains several ideas for
cultivating that relationship.

= After several weeksof operation, distribute a subscriber questionnaire in order to gather genera feedback on the
gystem. Useit to enforce the success of the sy stem with upper management and pinpoint places that need
administrative attention. A sample questionnaire is provided in[" Appendix A. Job Aids"|

= Publish aletter with the most commonly asked questions about AUDI X Voice Power. Provide answers to the
questions that are easy to follow and understand. Thiswill help to reduce the number of questions asked and
time devoted to subscriber troubleshooting. A sample question and answer letter is provided in["Appendix A. |
Job Aids'

= Hold advanced training sessionsthat focus on AUDIX Voice Power features that subscribers may not feel
comfortable with or are not using, such as outcaling customer mailing lists.



11. Ongoing Preventive M aintenance

Preventive maintenance OD aregular basis is the key to problem-free operation and is your responsibility as an
AUDIX Voice Power administrator.

It isimportant that you establish aregular routine for perf orming administrative maintenance. Problemsthat tend
to compound themselves can be identified and corrected early when maintenance is performed regularly, and
information that is collected for analysis will be more reliable if samples are for identical collection periods.

Preventive maintenance tasks that should be performed on adaily, weekly, monthly, and high occupancy basis are
described on the next several pages.

Specific maintenance procedures are detailed in AUDIX Voice Power System R3.0 Maintenance.

DAILY

Perform the following preventive maintenance tasks each day, preferably early every morning.

1. Respond to any troubles reported by syllabus or attendants. An AUDIX Voice Power User Trouble Report
is provided in|" Appendix A. Job Aids' |to make documenting troubles easier. Respond to these reports as
directed in AUDIX Voice Power System R3.0 maintenance.

2. Print and review the Subscribers Over Mailbox L imit Report described in[Chapter 12. "Reports'| Make a
point of contacting subscribers who are over their mailbox limit. Stressthe importance of keeping their
voice mailboxesfree of unneeded messages so that new incoming messages can be recorded. If certain
subscribers are consistently over their mailbox limits, you may want to increase their mailbox sizes. Refer
to|Chapter 10. "Subscriber Administration”]for more information.

3. Verify through the system moniTor window that al channels have On- Hook in the SERVI CE STATUS
field or aretaking cals. Watch cals come through on the svstem moniTor window for several minutes. For
instructions on accessing and reading the system moniTor window, refer to thelChapter 12. "Reports' |

4. Inthefirst couple of weeks after installation, you should review and reset the AUDIX V oice Power Phone
Line Usage Report daily. Instructions are presented in the"WEEK L Y" |section of this chapter.

5. Seethd"DELETING A SUBSCRIBER" [section of| Chapter 10. " Subscriber Administration” Jfor more
information.

6. When all tasks are completed, log out of the AUDIX Voice Power computer by exiting all menus. L eave
the computer at the Consol e Logi n: prompt. For more information, refer to{Chapter 3. "Getting |

Sarted"|

Nightly Audit

Every night at 12:00am, AUDIX Voice Power automatically runs an audit. This process does basi ¢ system sanity
checks. For example, if a subscriber was deleted from the database that day, audit removes that subscriber's
extension from all mailing lists. This audit does not produce a report and is different from the Most Recent Audit
Report, explained i Chapter 12. "Reports' | There are no maintenance tasks associated with the nightly audit. Simply
be aware that such a process takes place automatically every night.

WEEKLY

Perform the following preventive maintenance tasks each week.
11-1
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T. Check available disk space. The very Tast line of the Mailbox Usage Report displays a percentage of
available disk space. Monitor this statistic to make sure that it does not go below 5%. If it does, follow your
site's service path.

2. Monitor AUDIX Voice Power traffic by printing and reviewing the Phone L ine Usage Report.

Thisreport, described inChapter 12. "Reports' | provides information about how your AUDI X V oice Power
gystemis being used and how efficiently it is performing. Look over this report for problems and potential
problems that may be gleaned from report statistics. Whenyou do this at regular intervals, discrepancies
from normd traffic patternswill be easy to spot. Keep the printoutson file for comparison.

3. Clear the Phone Line Usage Report and restart the inf ormation gathering process by pressing
(F8), then (F4). For more information, refer to[Chapter 12. "Reports’]

4. Weekly back up system datato ensure atimely recovery should it be required. Refer to AUDIX Voice
Power System R3.0 Maintenance for more information on backing up.
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MONTHLY
1. Check the system clock for accuracy as described in[Chapter 3. "Getting Started” ]

2. All computer-based passwords expire after 28 days. Each login (audix, root) isautomatically prompted to
changeits password when logging in. Y ou should a so change the admini strative phone-based passwords as
described in[Chapter 3. "Getting Started"] In addition, encourage subscribers to change their phone-based
passwords.

3. Reboot the AUDIX Voice Power system. Rebooting forces AUDIX Voice Power to perform some internal
sanity checks which may remedy or signa any troubles encountered during normal operation. For
instructions on this procedure, refer to the Rebooting the System section of AUDIX Voice Power System

R3.0 Maintenance. After rebooting, view thel" Most Recent Audit Report" jas described in[Chapter 12.

"Reports' ]

4. 1f you have administered automated attendant, remove and reenter new dates for al holidaysthat have
passed. Checking holidays monthly ensuresthat your list is up to date so that the proper service can be

provided. See the"Removing and Reentering a Holiday" [section of[Chapter 6. " Automated Attendant

Administration” | for more information.

5. Taketheweekly back up to an off-site 1ocation so that you will have a recent backup even if a disaster
strikesyour company's office location. Refer to AUDIX Voice Power System R3.0 Maintenance for more
information on backing up.

HIGH TRAFFIC

If your company experiences high traffic periods during certain times of theyear, you should monitor thefollowing
item closdly.

Check available disk space. Refer to theg"WEEKLY" |section of this chapter for instructions.
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12. Reports

AUDIX Voice Power gathersinformation on the status of the system and makes it available to you in a series of
reports. This chapter describes the contents of those reports and tells you bow to access them. Reports provide
statistics on how the system is being used. They can also help you to identify the source of a problem should one
occur. It is recommended that you check these reports regularly to ensure the efficient operation of your sy stem.
Sed Chapter 1. "AUDIX Voice Power Basics'| for guidelines on the frequency for checking reports.

TYPES OF REPORTS

This chapter is divided into the following sections.

= AUDIX Voice Power reports focus on subscriber usage of the system—for example, number of messages
taken by AUDIX Voice Power, number of subscribers over the mailbox limit, and number of transfersto the
attendant. AUDI X Voice Power reports compile data strictly pertaining to AUDIX Voice Power and include
the following.

— Phone Line Usage report

— Mailbox Usage report

— Subscribers Over Mailbox Limit report

— Subscriber List

— Most Recent Audit Report

= TheEvent Log provides a compilation of event and error data.

= The System Monitor is adynamic report which provides information on the status of the channels.

MOVING AROUND IN REPORTS

For information on how to move around within report windows, sed" Text Windows' [in Chapter 1. "AUDIX Voice

12-1
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AUDIX VOICE POWER REPORTS

AUDIX Voice Power reports focus on how the system isused in general terms, such asthe number of messagestaken
by AUDIX Voice Power and number of transfers to the attendant, and in terms specific to subscribers, such as the
number of messages each subscriber has and how much timethey consume. AUDI X Voice Power reports compile
data strictly pertaining to AUDIX Voice Power and include the following: Phone Line Usage report, Mailbox Usage
report, Subscribers Over Mailbox Limit report, Subscriber List report, and Most Recent Audit report.

Displaying and Printing AUDIX Voice Power
Reports

There are two ways of displaying and printing AUDIX Voice Power reports from the Aubix voICE POWER REPORTS
menu.

Y ou must have a printer connected to the AUDIX Voice Power computer to print a hard copy of report information.

Note that reports often contain more than one window of information. The (PRINT key for reports will print the
entire report, not just what is shown in one window.

To display or print an AUDIX Voice Power report from the aubix voice PoweR REPORTS menu, do the following.
1. Begin at theivess r3.0 menu and pick the following sequence:
Voice System Administration
Reports
AUDIX Voice Power Reports
2. Using the cursor movement key's, highlight the name of the report you wish to print.
3. Press(ENTER).
The selected report appears.
To print the report, press (CHG-KEYS) (rs), then%J (F2).

You can also print an AUDIX Voice Power report directly from the aubix voice power REPORT menu without display-

ing the report. Simply highlight the desired report and press (CHG-KEYS) (rg), then PRINT  (F2).
AT&T recommends running reports regularly and keeping them onfilefor reference.

—> NOTE:
The voice system must be running to display most reports. For more information on starting the voice
system, see AUDIX Voice Power System R3.0 Maintenance. Most reports require that the voice
system be running.
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The Phone Line Usage Report

The Phone L ine Usage report provides detailed information on AUDIX Voice Power channel activity during a partic-
ular time period. A channel isthe meansby which AUDIX Voice Power receives calls and data

Figure12-1. An Exampleof the Phone Line Usage Report

Phone Line Usage Report
Phone Line Usage Report
Starting Mon Apr 27 11:32:48 1992
Ending Mon May 4 10:46:25 1992
Channel 0 - Assigned call_answer
Call Voice MWL Grand
Answer Mail Update Totals

Cdls

Total 530 324 854

Abandoned 90 0 90

Av Length 27 74 45 (avg)
Occupancy 5 6 1 12
Messages

Sent 154 173 327

Accessed 832 832

Deleted 215 215
Transfers

Completed 1 3 14

Busy/No Answer 0 0 0

Incomplete 0 0 0
Attendant Transfers

Completed 2 0 2

Busy/No Answer 0 0 0

Incomplete 0 0 0
MWL Updates 0 0
Logins 304 304
Outcalls 274 24 298

Thetop of the Phone Line Usage report liststhe starting and ending times for the data-coll ection period (see Resetting
the Phone Line Usage Report). The rest of the information in this report is organized by channel humber. AUDIX
Voice Power supports up to 12 channels. (Channel numbers can rangefrom 0to 11.) On the Phone Line Usage report,
each channd's inf ormation begins with atitle line which givesyou the channel number and the name of the service
assigned to that channel. The following is an example.

Channel 4 - assighed CA+VM

Each channel has one assigned service. A channel's assigned service tells the channel what to do when it receives a
call. (For more information on services, refer to|Chapter 13. " System Tuning'|)
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If no phone line usage information has been recorded for a particular channel, you see the wordsNo Phone Li ne Usage
i nformati on has been recor ded under the channel number and service ass gnment.

If a channel has been active, the report provides a separate page for that channel. AUDI X V oice Power keeps a num-
ber of statitics, such as humber of cals, messages sent, and loginsto voice mail; the name of each statisticislistedin
the left-hand column. These statistics can be compiled in one or more of six areas depending on how the channd has
been used during the data gathering period: automated attendant, call answer, voice mail, message drop, information
service, and MWL update.

= Aut o Attend displaysstatisticson callsto and transfers from the AUDI X Voice Power automated attendant
service; automated attendant's main task isusually to allow callersto direct their own call (depending upon how
you decide to set it up).

= Call Answer displaysstatisticson calsto and transfersfrom the call-answer service; cdl-answer'smain
task isto record voice messages for AUDIX Voice Power subscribers.

= Voi ce Mail displaysstatisticson calsto and transfers from the voice mail service; voice mail's main task isto
retrieve voice messagesfor AUDI X Voice Power subscribers.

= I nfo Service displaysgatigticsfor calsto theinformation service; information service's main task isto play
an informational message and then disconnect the caller.

= Message Drop displays statistics on calls to the message drop service; message drop's main task isto play an
informational message or greeting, record a return message from the caller, and then disconnect the caller.

= MA Updat e displays statistics on updates to MWLs when AUDIX Voice Power controls the MWL. (See the
switch document included in your AUDIX Voice Power documentation set for more information.) MWL
updates can be made on any channel except those assigned to the message drop or information services.

Only the services which the channel has used during the data collection period are shown. For example, a channel
which has been assigned to the message drop servicefor the entire data collection period will display statistics only in
the Message Dr op service column. Because callers and subscribers can transfer between services, channels may display
multiple services. For example, you call AUDIX Voice Power to retrieve voice mail (channel assigned to voice mail).
After listening to your messages, you decide to transfer by pressing (%) [T to Mary Jones (another subscriber) to
discuss an issue. Mary isnot at her desk, soyou get her voice mailbox. The same channel isnow utiliziingthecal | _
answer service.

If a statistic does not apply to the service assigned to the channel (title line), it does not appear in the statistics column.
For example, thecal | _answer service does not offer the fax transfer capability, therefore Fax Transf er s does not
appear inthelist of statistics for channels assigned to call_answer . However, automated attendant does offer fax
transfers, so Fax Transf ers appea asadatistic on channels assignedto aut o_at t end.
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If alisted statistic does not apply to a specific service column, a blank appears in that column of the report. For exam-
ple, the Messages Accessed datistic doesnot apply totheCal | Answer areabecause Cal | Answer per-

tains to recording messaging not listening (reading) to them. If a statistic does apply, a number always appears in that
column, even if itisO.

The right-most column Channel Tot al s addsthe statistics in each service column horizontally and displays the
total. Some values may be rounded.

=—>» NOTE:

The number shown inthe Channel Tot al s columnforCal | s Av Length (s) isafunction of the

total number of callsto this channel, the number of calsto each service, and the average length of callsfor
each service.

The following sections explain each statistic.

Calls

Tot al

Thisis the totd number of calls a service handled. The total number of calsthe channd handled is shown in the
Channel Tot al s column of this statistic.

Abandoned

Thisisthe number of timesa caller or subscriber reached AUDIX V oice Power and then disconnected without entering
atouch tone, performing atrangfer, or leaving amessage. For example, a caller hangs up &fter listening to a subscriber's

personal greeting. In addition, if no Fax Transfer Number is specified in the svstem PARAMETERS screen (seg Chapter 13. |
["System Tuning"]) all fax calls to automated attendant are logged as abandoned.

Av Length (s)

Thisisthe average length of time (in seconds) an administrator, a subscriber, or a caller engaged the AUDIX Voice

Power system. For example, Av Length (s ) intheVoi ce Mai | areashowstheaverage amount of timeit
takes subscribers to listen to their messages.
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Occupancy (%)

Thisisthe average percent of time the channel was busy performing the service in the service column. In Figure 12-1, chan-
nel 0 hasan Occupancy datistic of 6intheVoi ce Mai | service column. This meansthat for 6% of the time between

April 27,1992 and May 4, 1992, channel 0 was busy doing voice mail tasks

M essages
Sent

Thisisthe number of voice messages taken (recorded) for subscribers and for the message drop service.

Accessed

Thisisthe number of voice mail messages listened to by subscribers and service administrators.

Del et ed

Thisisthe number of voice mail messages deleted by subscribers and service administrators.

Transfers
Conpl et ed

Thisisthe number of times atransfer wasinitiated and compl eted i n this service. There are many waystotransfer in AUDIX
Voice Power. For example, a subscriber can press ‘T whilein voice mal to transfer to another subscriber. In automated
attendant, a cadler can press#] and enter an extension to transfer. This statistic includes transfers to personal operators
but not transfers to the system operator specified in the sysTEm PARAMETERS Window (see At t endant Transfers

Conpl et ed).

Busy / No Answr
Thisisthe number of times an intelligent transfer was initiated and AUDIX Voice Power detected a busy signal or

reached the maximum number of rings specified in a subscriber's profile. This parameter pertains to subscribers who do
not have switch call coverage. For more information, se{Chapter 10. " Subscriber Administration"” |

I nconmpl ete

Thisisthe number of times atransfer was initiated y et never completed because of some error condition. For example,
the call er hangs up during the transfer or the channel has not been admi nistered on the PBX to recoghi ze the switch-hook flash
sequence.
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Attendant Transfers
Conpl et ed

Thisisthe number of timesacaller or subscriber transf erred to the sy stem operator. Thisincludes manual operator transfers
(pressing [0]) and automated attendant transfers, for example if an automated attendant timeout action (seq Chapter 6.
[ Automated Attendant Administration"). This does not include transfers to personal operators specified in subscriber
profiles.

Busy/ No Answr

Thisisthe number of calstransferred to the attendant that were either not answered or for which the caller or
subscriber received a busy signal This parameter pertainsto attendants who do not have switch call coverage. For more
information, see Chapter 10. " Subscriber Administration” ]

I nconmpl ete

Thisisthe number of calsthat failed to transfer to an attendant due to a system parameter or PBX problem. The
following conditions can cause an At t endant | nconpl et e statistic to be recorded. If an improper extension or
switch group has been enteredthe Syst em Oper at or Extensionfield in the system pARAMETERS Window, the caller
hears" There isno oneis available to receiveyour call." (Sed Chapter 13. " System Tuning" | for moreinformation.) If the
PBX failsto provide AUDIX Voice Power with the tones (dial tone, progress tone, voi ce energy) AUDIX V oice Power expects,
the caller will hear " Transfer could not be completed” and then be presented with menu options depending upon the service
being used.

Fax Transfers

Thisisthe number of times automated attendant transferred a cdl because it detected the fax caling (CNG) tone. The fax
number that automated attendant transfers to must be specified in the sySTEM PARAMETERS Window. If no fax number specified,
fax callsto automated attendant are logged as Calls A bandoned.

MWL Updates

Thisisthe number of updates to MWLs sent out over the channel when AUDI X Voice Power controls the MWL.
(See the switch document included inyour AUDIX Voice Power documentation set for more information.) MWL
updates can be made on any channel.

If message-waiting lamp updates are performed using channel O, for example on the System 75, DEFINITY G1,
and DEFINITY G3 PBX, do not assignthei nf o_ser vi ce or nessage_dr op serviceto channel 0.

Logins

Thisis the number of times subscribers logged tn to AUDI X Voice Power to retri eve messages.
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Outcalls

Thisis the number of outgoing calls AUDIX Voice Power made to subscribers. Outcalling call s always made using made voice
mail sentence. So, the tota number of outcalls made on a channel is shown in the Voice Mail service column of the Outcall
statistic. If an outgoing attempt reaches a subscri ber's voi ce mailbox because the subscriber is either not there or is on the
phone, AUDIX Voice Power logs thisin the Call Answer service column of the Outcall statistic.

Bad Switch Info

Thisisthe number of calls that came to the AUDI X V oice Power system on channel s assigned to integrated
sentences without accompanying information from the switch. The caller hears" Y our call is being transferred to an
operator. Please wait."

Unknown #

Thisis the number of times the PBX covered acall to AUDIX Voice Power and the extension or name in the
corresponding call information (integrated services) did not match any registered subscriber. This may mean that
the subscriber’ s name, extension, or coverage path is misadministered on the PBX. Callerswill get AUDIX Voice
Power's non-integrated call-answer service which asks them to enter the extension of the person they are trying to
reach.

Logins

Thisis the number of times subscriberslogged into AUDIX Voice Power to retrieve messages.
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TotalsFor All Channels

At the end of the Phone Line Usage report, a summary of al channels that were active during the collection period.

Totals for all
keypad.)

channel s title. To move the end of the Phone L ine Usage report, press the onthe

Each valuein a service column isthe sum for all channels of that statistic. For example, there were atotd of 3254
call-answer callsover dl channelsfor the data collection period. There are two statistics that are not sums.

= Call Av Length (s) isanaverageholdingtimefor that service over all channels. TheGr and Tot al is

the average length of time any one channel) is held in use.

= Occupancy ( %) isanaverage occupancy for that service over all channels. The Gccupancy ( %)

Grand Tot al isthe sum of these occupancy averages.

Phone Line Usage Report

Totals for all channds

Cals
Total
Abandoned
Av Length

Occupancy

Messages
Sent
Accessed
Deleted

Transfers
Completed
Busy/No Answer
Incomplete

Attendant Transfers
Completed
Busy/No Answer
Incomplete

Fax Transfers

MWL Updates

Logins

Outcalls

Auto
Attend

22

o

o o

Call
Answer

3254
651
29

1054

57

(@2 e)]

1504

1504

Voice
Mail

3670

70

369
5327
1424

16

[N e]

2024

2024

MWL
Update

Grand
Totds

6928
660
40 (avQ)

19

5327
1424

76

(@2 e)]

3528

3528
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Resetting the Phone Line Usage Report

The Phone Line Usage report begins gathering dataas soon asthe AUDI X Voice Power system starts handling calls
and continues to compile statistics until you manually clear the report. When you look at and clear this report at
regular intervass, discrepancies from normal traffic patterns will be easy to spot AT&T recommends that you print
and look at this report daily until usage patterns are established and then weekly thereafter to check channel
activity.

To clear the accumulated data and restart the information-gathering process for the Phone Line Usage report, press
(F3), then (F4) from the PHONE LINE UsaGE REPORT Window. Pressy to confirm that you wish
to reset the report.

A CAUTION:
The current data in the Phone Line Usage report will be lost when you press the: _key.
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TheMailbox Usage Report

The Mailbox Usage report provides amessage profile for every subscriber registered on AUDIX Voice Power. This
report is a snapshot; it shows exact message data that exists at the day and timeyou generate the report.

Mailbox Usage Report

Mailbox Usage Report
Mon Apr 27 11:28:10 1992

Mailbox Mailbox Size (sec) M essages Time (secs)
1000 60 2 92 | **OVER**
1111 1500 26 49
1234 1500 19 485
3318 1200 33 1094 | *WARNING*
3334 1500 1 2
3390 1500 4 113
3855 60 1 87 | **OVER**
4316 1200 20 782
6809 1500 1 20
6859 1200 5 86
9999 (Unlimited) 2 12
MD (Unlimited) 1 11
Totds 115 2833

Voice Disk Space Usage:
slice /dev/rdsk/0s4 5946 free blocks of 6230 available (95% free)

Thetitleline showsthe date and time the report was generated. Information is organized in this report by individual
mailbox extensions (Mai | box column). Only those registered subscribers who have messages are listed. For a
complete list of al subscribers, seq" The Subscriber L ist Report”|in this chapter.

The Mailbox Usage report lists three statisticsfor each mailbox extension.

Mailbox size (sec) This column shows the size of the mailbox (in seconds) as defined in the subscriber's
profile. For the general mailbox, maintenance mailbox, and message drop area mailbox
size can be defined as Unlimited. (For more information on mailbox size, refer to

|Chapter 10. "Subscriber Administration"|)

M essages This column shows the number of voice messages recorded from callers. These can be
new messages (unheard) or saved or restored messages (heard). These messages are
waiting to be retrieved by subscribers.

Time ( secs) This column shows the total amount of time used for the number of voice messages
shown in the messages column.

Theword "WARNING" appearsinthe Ti me ( secs ) columnfor subscribers who have exceeded two- thirds
of the time allotted to them for message storage. The word "over" appearsin the Time ( secs) column of those who
have exceeded the limit.|" The Subscribers Over Mailbox Limit Report”|summarizes all subscribers who have
exceeded their mailbox limit; it is described later in this chapter.
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=—>» NOTE:

Callers who attempt to leave a message for a subscriber whose mailbox is over the limit will hear a
message stating that there is no room in the mailbox to |eave a message. Subscribers who call to

retrieve messages from mailbox that is over the limit hear a message stating that the mailbox isfull,
and " please delete unneeded messages.”

Y ou can use the information in the Mailbox Usage report to verify amailbox's status. For example, a subscriber

saysthat hisMWL ison but there are no messages to retrieve. Y ou can view this report to verify that the mailbox is
empty.

Totals

At the end of the Mailbox Usage report, the total humber of messages and the time that they consume is provided.
(To moveto the end of the Mailbox Usage report, press the on the keypad. This summarizesall the
messages stored on the AUDI X Voice Power sy stem. Using these totaled stati stics, the report provides a percentage

of disk space available on AUDI X Voice Power for speech. This number should awaysremain above 5%. If it does
not, follow your service path.
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The Subscribers Over Mallbox Limit Report

The Subscribers Over Mailbox Limit report listsall of the mailbox extensionsthat have exceeded their mailbox size
parameters. (For more information on mailbox size, transfer to|Chapter 10. " Subscriber Administration”)) Thisreport is
a snapshot; it shows subscribers over their mailbox limits at the day and timey ou generate the report.

Subscribers Over Mailbox Limit Report
Subscribers Over Mailbox Limit Report
Mon Apr 27 11:28:41 1992

Mailbox Mailbox size (sec) Messages Time (seconds
1000 60 2 92
2831 300 13 321
2832 300 13 309
3855 60 1 87
4287 1500 50 1544
5754 1500 54 1546
6053 1500 54 1514
6646 1500 50 1508
6673 1500 48 1529
6685 1500 50 1537
84977 600 14 629
8888 300 13 335
Totals 362 10951

The title line shows the date and time the report was generated.

The information in this report is organized by individual mailbox extensions (Mailbox column). Only those
mailbox extensions that are over the mailbox limit are listed.

The Subscriber Over Mailbox L imit report compiles three statisticsfor each mailbox extension.
Mai | box size (sec) Thiscolumn showsthe size of the mailbox (in seconds) as defined in the

subscriber's profile. (For more information on mailbox size, refer to
|Chapter 10. "Subscriber Administration"|)

Messages This column shows the number of voice messages recorded from callers. These can be
new messages (unheard) or saved or restored messages (heard). These messages are
waiting to be retrieved by subscribers.

Time ( Secs ) This column shows the total amount of time used for the
number of voice messages shown in the M essages column.

The Subscribers Over Mailbox L imit report totalsthe Messages and Tinme ( secs ) coumnsat the bottom
of the report.
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—>» NOTE:
Callers who attempt to leave a message for a subscriber whose mailbox is over the limit will hear a
message stating that there is no room in the mailbox to leave a message. Subscribers who call to
retrieve messages from amailbox that is over the limit hear a message stating that the mailbox isfull,
and " please delete unneeded messages.”

Make a point of contacting subscribers who are over their mailbox limits. Stress the importance of keeping their voice
mailboxes free of unneeded messages so that new incoming messages can be recorded. If certain subscribers are
consistently over their mailbox limits, you may want to increase their mailbox sizes. Refer to|Chapter 10. " Subscriber |

Administration” | for more information.

The Subscriber List Report
AUDIX Voice Power enables you to view on-screen and print a hard copy of the entire subscriber database.

The ligting includes thefollowing information: ext ensi on, name, nanme addressi ng identifier,

voi ced nane, addressing node, and mail box size. All of theseitems are from the subscriber’s profile

except Voi ced Name. Usingay for yesand an N for no, this column indicates whether a subscriber's name has been

recorded. Sef Chapter 3. "Getting Sarted"] for more information on recording subscriber names.

" Subscriber Adminigtration' | for more information on subscriber profiles. (The susscriBer AbminisTRATION WindOW has a
(ust) function key which provides the same information as the Subscriber List report.)

Thefollowing is an example of the Subscriber List report

Subscriber List
Voiced Addr. Mailbox
Ext. Name NameAddr. ID | Name Mode Size (min)
4708 Todd Theodore Theodore Yes Name 10
5045 Kathy Wolfinger | Wolfinger Yes Ext 5
6875 Donna Fioto Fioto Yes Name 7
Tota Number of Subscribers: 3
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Most Recent Audit Report

The Most Recent Audit Report is afile to which the results of AUDIX Voice Power's audit command are written.
When audit is executed, it compiles more information can can be printed on one screen. Therefore, they are written
to afile which you can view when the audit is finished.

=> NOTE:
Asthetitleimplies, only the latest audit report's results are saved. Old results are overwritten each
time audit is executed.

Each piece of speech that AUDIX Voice Power records, whether it be amessage from a caller, a subscriber's
personal greeting, or an automated attendant menu, is made up of two parts: the speech itself and a pointer to that
speech.

The speech itself resides in a speech database. The pointer to the speech resides in another database where it is
associated with information pertinent to retrieval.

For example, if acaller leaves amessage for a subscriber, the speech isrecorded in the speech database and is given
a phrase number. In addition, a pointer (to the speech) which uses that phrase number, becomes part of the
subscriber's record in the subscriber database. A subscriber's record a so contains, for example, profile information
such as name and extension. In the case of automated attendant, the pointer becomes pan of amenu system whichiis
structured in a database format.

Sometimes because of an ungraceful system shutdown, hardware malfunctions, or over system problems, pointers
or speech are deleted or lost. Because both the pointer and the speech are needed to play both the message or
prompt, this means that the speech cannot be retrieved.

=> NOTE:
L oss of pointers and/or speech is arare occurrence.

The AUDIX Voice Power audit command, automatically executed every time the voice system is stopped and
started or thesystem isrebooted checks a number of components related to AUDIX Voice Power's databases. The
information in the Most Recent A udit report that you need to be concerned with is discussed in this section; it
mainly involves database discrepancies between pointers and speech. (Both the message speech file (talkfile 46)
and the custom prompt and automated attendant speech file (talkfile 47) are audited.) If audit finds speech without
apointer or vice versa, audit eliminates unref erenced speech (or pointer) from the database. If audit deletes speech
or apointer, it records exactly what it deleted in the Most Recent Audit report. Therefore, you should check the
Most Recent Audit report time you stop and start the voice system or reboot the sy stem.
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Below 1s an example of aMost Recent Audit report that does not show any errors. Tf errors were to occur, they
would show upinthe col | ecti ng data from the VM dat abase linein each talkfile.

"fix" option chosen

Audi ti ng Dat abase Files
Audit is conplete

Audi ting Message Speech File... starting dio Ostarting dio 1 starting vrop
getting list of phrases in talkfile 46 collecting data fromthe VM dat abase
READI NG MAI L. .. READI NG NAMES and GREETINGS... No extraneous phrases in
speech DB terminating vrop, dioO and diol Audit is conplete

"fix'" option chosen Auditing Custom Pronpt and Aut onated Attendant Speech
File... starting dio Ostarting dio 1 starting vrop getting list of phrases in
talkfile 47 collecting data fromthe VM dat abase READI NG AUTOATTENDANT

FI LES... READI NG PROVWPT FILE . No extraneous phrases in speech DB terninating
vrop, dioO and diol Audit is conplete
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Tn general there arefive types of speech/pointers that can be aifected by an audit: voice mall messages, subscriber
names, subscriber greetings, customized prompts, and automated attendant menus and prompts. This section also
coverstwo over audit checks: number of unread messages in a mailbox and the size (number of seconds) of
messages in a mailbox.

Examples of each type of audit error message and instructions on what to do if you see one are detail ed next.

Service Prompts

Thismessagewould occur in thetalkfile 47 section of the audit and indicates that one of the customizable prompts
associ ated with each service has been removed. (See Chapters 4 through 9 for more information on customizable
service-related prompts.)

phrase number 65524 for pronpt nunmber 4
isinthe VM DB, but NOT in the speech DB
Renoved pronpt nunber 4
Thefirst line of the error message shows apr onpt numnber x. Table 12.1 shows which prompt numbers are

associated with which customizabl e phrases. In the example, the customized voice mail greeting was del eted.
Determine which prompt was removed and rerecord it using the procedures in Chapter 4 through 9.

Table12-1. Prompt Numbers

Prompt Number

touch-tone gate (day)

touch-tone gate (night)

automated attendant good-by e

voice mail greeting

call-answer greeting

call-answer good-bye

message drop greeting
message drop good-bye

Ol ol N OO0 | W[N] P

information service announcement

=
o

temporary closure message
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Subscriber Names

This message would occur in the ta kfile 46 section of the audit and i ndicates that a subscriber's recorded name has been
removed (Seq Chapter 3. "Getting Sarted" | for more information on recording subscriber names.)

Phrase S999 (nane for ext 2005) is in the VM DB, but NOT in the speech DB.

The error message shows the subscriber's extension. Simply use the procedure i Chapter 3. " Getting Started" to rerecord the
name or inform the subscriber so that he or she can rerecord the name.

Gresetings

This message would occur in the talkfile 46 section of the audit and indicates that a subscriber's personal greeting has been
removed. (See the AUDIX Voice Power System R3.0 Portable User's Guide for more information on subscriber
greetings.)

Phrase 5998 (greeting 1 text 3329) )is in the VM DB, but NOT in the speech DB.

The error message shows which greeting has been removed (0 for primary personal greeting, 1 for alternate personal greeting)
and the subscriber’ s extension. I nform the subscriber that his or her customized greeting has beeninadvertently del eted so that
he or she can rerecord it.

=> NOTE:
If asubscriber greeting is removed from the database, the sy stem defaults to using the sy stem greeting
until another customized greeting is recorded.

Voice M ail M essages

This message would occur in the talkfile 46 section of the audit and indicates that a voice mail message for a subscriber has
been removed.

Phrase 61667 Phrase 61579 (mail for ext 4922 ) is in the VMDB, but NOT in the
speech DB.

The error message shows the subscriber's extension whose mail message has been deleted. Thisis the most difficult
audit message to repair because no information about the message itself is given. The most you can do isinform the
subscriber that a message has been inadvertently deleted from his or her mailbox and to be aware that some piece of
information that he or she was meant to get is now lost.
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Automated Attendant Promptsand Menus

This message would occur in the talkfile 47 section of the audit and indicates that an automated attendant menu or
prompt has been removed.

phrase nunber 65517 for aaspeech file 1 line nunber 6
isinthe VM DB, but NOT in the speech DB
Reset aaspeech file 1, |line number 6

phrase nunmber 65512 for aaspeech file 2 line nunber 103
isinthe VM DB, but NOT in the speech DB
Reset aaspeech file 2, line nunber 103

Thel i ne number inthefirst line of the error message i ndicates whether a menu or announcement was removed. Line
numbers between 1 and 99 indi cate a menu number. In the above example, menu6 was removed. Line numbers between 101-199
indicate that an announcement was removed. In the above example, ann3 (103) was removed. To verify which components are
missing, usq" Task 10A: Verify Workspace' [procedurein Chapter 6. "Automated Attendant Adminigtration” | Rerecord missing
items using the proceduresin that chapter.

Number of Unread M essages and Size of M essages

AUDI X Voice Power keeps arecord of the number of hew messages for each subscriber (unread) in a database. Audit compares
this database number with the actual number of unread messagesin a subscriber's mailbox. If these two numbers do not match,
the database value i s changed to that of the actual mailbox va ue.

Similarly, AUDIX Voice Power keeps arecord of the number of seconds consumed by the messagesin each
subscriber's mailbox. Audit compares this database number with the actual number of message secondsin a
subscriber's mailbox. If these two numbers do not match, the database value is changed to that of the actual mailbox
value.

This message would occur in the talkfile 46 section of the audit and indicates discrepanci esin the number of unread messages
and the g ze of messages in a subscriber's mailbox.

Invalid data for 2005: unread was 0, should be 0; size was 20, should be 0
Invalid data for 3000: unread was 3, should be 0; size was 28, should be 0

The audit condition signaled by this message is self-remedying. However, since the subscriber’s extension is
shown, you may want to call him or her to seeif any lost messages or other problems have been encountered.
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EVENT LOG

The Event L og provides a record of event messages. Event messages inform you of system status and a ert you to
critical errors that interrupt sy stem service.

=>» NOTE:
Many of the messages generated, regardless of the priority indicated, do not affect AUDIX Voice Power
service. Itisonly necessary to contact a service representati ve when you actual ly perceive a problem with the
operation of the AUDIX Voice Power system.
To display the Event L og, do the following.
1. Begin at the IvPssR3.0 menu and pick the following sequence;

Voi ce System Admini stration

Reports

System Reports

Event Log Report

The EVENT LOG REPORT Window opens.

2. Press(CHGKEYS) (rg), then F2)

Event L og Report

Event L og Report
Priority Time Sender Msg id Target

MAJOR Mar714:51 MTC 717 No Target
Msg: MTC reports diag started on (tr) card O

STATUS Mar 714:51 MTC 701 No Target
Msg: MTC reportscard 4 is now in state FOOS.

Press onyour keypad to go directly to the end of the report where the most recent event messages appear. To
print the Event L og and System Monitor reports, press

To print the Event L og, press (CHG-KEYS) (rg), then PRINT (F6).

Explain Key
To see amore detailed explanation of an event message, press the (F6) key.
In the EXPLAIN FORM window, enter the message ID of the event message for which you want more information, and press The

EXPLANATION OF EVENT MESSAGE Wi ndow opens with the i nformati on you requested. All event messages with their
key definitions are listed in numerical order in AUDI X Voice Power System R3.0 Maintenance.



Reports  12-21

Format Used in the Event Log
Each event message occupies at least two linesin the Event L og. Thefirst lineis divided intofivefieds:
Priority, Tinme, Sender, Msg_id(messageidentification number), and Tar get . The second linedisplaysa
brief message describing the error. This brief message is always Prefaced with Msg: .
Priority
The priority of a message usually indicatesits severity. There are four event message priorities.

Critical The problem isinterrupting service. You must correct it immediately.

Maj or The problem is not interrupting service now but is potentially serious.
You must correct it as soon as possible.

I nf orm The problem does not need action now. Y ou must, however, monitor the condition.
St at us Thereisnot a problem. This message isto inform you of a change in system status.
Time
The Time field displays the date and time when the event occurred. The Ti ne field isformatted asfollows.
<mont h> <day nunber> <military tine>
Thefollowing is an example of how time is displayed in the Event Log.

Mar 7 14:51
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Sender and Message Identification Number
Event messages on the AUDIX V oice Power system are numbered and divided into subgroups according to the
software process that generates them. Software processes are abbreviated in the Event Log. These abbreviations,
the processes they identify, and their message identification number range are listed in the following table.

=>» NOTE:
Thistable isincluded here for your use primarily when a services representative asks you to refer to it.

Table 12-2. Softwar e Processes

Abbreviation Process Name Message No. Range
VPSS Integrated Voice Processing Sy stem Software 100-199
TSM Transaction State Machine 400-499
VROP V oice Response Output 500-599
ET Error Tracker 600-699
MTC Maintenance 700-799
TRIP Tip/Ring Interface Process 2000-2099
DIP xx Data Interface Process 5000-9000

Target

The Tar get fieldisreserved for future use by AT&T development. It should always read No Tar get .
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Event Log Display Options

The information you see in the exampl e EvenT Lo RerorT window in this section is based on options previoudy
selected and saved to the AUDI X Voice Power system. The Event L og saves up to 500 event messages. If you only
wish to see aparticular segment of the accumulated Event L og messages, you can change the Event L og display options
so that only specific data is shown when you generate the Event Log. Only those messages which meet all four

criteriaon thiswindow will be displayed in the Event L og.

To change Event Log display options, do the following.
1. Press (F1).

The oPTIONS FOR EVENT LOG REPORT Window opens.

Options for Event Log Report

Optionsfor Event L og Report

Number of Event M essages:
Date (mm/dd):

Message Priority:

M essage Source:

5

02/05
Critical

all

2. Usethe arrow keysto move to the option you want to change and enter a new va ue. Each parameter is
described later in this section. The Message Priority and Message Source options have online lists of values

available. Move to the fie d and pres{CHGKEYS) (F8), then to see the list

—>» NOTE:

If you do not choose avaluefor one or more of these parameters, the system assumesal | asthe

default.

3. Press (F3) to save the new options.

The system savesyour changes and returnsyou to the EVENT LoG REPORT Window.

4. Press (F2) to bring up the new Event Log, created according to the optionsyou specified.
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Number of Event M essages

Thefirst time and every subsequent time a message occurs, it iswritten to the Event L og. AUDIX Voice Power
saves up to 500 event messages. Once 500 messagesis reached, the Event Log ismaintained by deleting the old
messages from the top of the log and adding new onesto the end. The Nunber of Event Messages option
allowsyou to specify the number of event messagesyou wish to see. For example, if you enter 5 the Event Log
displaysthe 5 most recent events it haslogged which fit all the optionsyou have specified in thiswindow (Dat e,

Message Priority, and Message Source).Your entry can beasingledigit from 1 to 500 or theword al | (for
all event messages available).

Date

If you arelooking for an event message which occurred on a particular day, you can modify the Dat e field. For

example, if you enter 02/ 05, the system will only display event messages generated on February 5th. Y ou must
use theform "mm/dd" for month and day or theword al | (for all dates available).

Message Priority

There arefour message priorities: criti cal, major, informandstatus.If youwishtolimitthe Event
Log display to a particular priority, you can enter it in thisfield or you can enter theword al | (for dl priorities
available). These priorities are explained earlier in this section.

M essage Sour ce

Event messages on the AUDIX Voice Power system are divided into subgroups according to the software process
that generates them. If you wish to limit the Event Log display to a particular software process, enter the
abbreviation for the originating software processfrom Table 12-2 or theword al | (for all sources available).
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SYSTEM MONITOR

The System Monitor is adynamic (changing) report screen that shows the current activity on the channels of the
AUDIX Voice Power system. You can use the System Monitor to verify that channels are working properly and
troubleshoot the system.

Use the following procedure to display the System Monitor.

1. Begin at the ivpssr3.0 menu and pick the following sequence.

Voi ce System Admi ni stration
Syst em Moni t or

System Monitor - Voice Channels
Cdls Voice Service Cdler Dialed
Channel Today Service Status Input Digits
0 13 *On Hook
1 12 *On Hook
2 12 *On Hook
3 13 CA+VM Talking
4 12 *On Hook
5 13 *On Hook
6 12 *On Hook
7 14 *On Hook
8 12 *On Hook
9 12 *On Hook
10 12 *On Hook
11 13 *On Hook

To print a snapshot of the System Monitor, press (CHG-KEYS) (rg), then (F6).
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Format Used in the System Monitor
The System Monitor is divided into 6 columns and is organized by channel. Channel numbers are shown in the

Channel column, and can range from O through 11. The remaining 5 columns contain dynamic (changing) i nformation. Each
column is described be ow.

Calls Today

This field shows the number of calls made to the channel so far today. Calls are monitored for a 24-hour period
beginning at midnight. At midnight the System Monitor is cleared and begins compiling this statistic anew.

Voice Service

When the channel is being used, its service assignment shows up in this column. For example, if achannd is
assigned to the CA+VM service, CA+VMisdisplayed in this column when that channel answers a call. For more
information on services, refer to Chapter 13. " System Tuning"|
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Service Status

This fields shows the current status of the channel. Y ou might see any of the following in the Service Statusfield.
An asterisk preceding the status indicates an inactive state; the channel is not processing any callswhen it hasthis

status.

*Br oken

Codi ng
Col | ect

*Di agnose

Di al i ng

DI Px

*f oos

*lniting
O f hook
*On Hook

*Manoos

* Nonex

*Pendi ng

Tal ki ng

Tr ansf er

* Unknown

The channel is broken. Diagnostics did not pass on the board, and it may have to be
replaced.

The channel is classifying acall, that is, it is monitoring the network for progress tones
that indicate, for example, busy or ringing.

The channel is encoding a voice message.
The channel is collecting caller input in the form of touch tones.

The channel is being diagnosed by AUDIX Voice Power software. No incoming calls
are accepted.

The channel isdialing digits. This usually means that the channel is currently
originating or transferring a call or updating message-waiting lights.

A datainterface process (DIP) is processing a request from an application on the
channel. DIPs for different software processes are identified by number x.

The channel isin afacility-out-of -service state. The cable coming into the VP4 board
could be unplugged, or the PBX may not be configured correctly.

The channel is being initialized at system start.
The channel is off hook. It has answered an incoming call or is making an outgoing call.
the channel isinits normal state - that is, it iswaiting for a call to comein.

The channel isin a manually out-of-service state. It has been taken off hook
intentionally. Incoming cals to this channel receive abusy signal.

The channel is nonexistent The channel existed previoudy but the board has been
removed.

Thisisatransitory state. Ownership of the channel is being transferred from TSM (for
example, the channel is answering calls) to maintenance (for example, the channel is
being diagnosed) or vice versa.

The channel is playing a voice message.

The channel istransferring a call.

The channel is experiencing a breakdown in communication.
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Caller Tnput
Thisfield shows the last set of touch tones entered by the caller.
Dialed Digits

Thisfield shows the last set of digitsdiaed by the channel during atransfer attempt

Changing the System Monitor Refresh Rate

The AUDIX Voice Power system automaticaly updates the status inf ormation provided by the System Monitor
report every 5 seconds. Y ou can change thisinterval by doing the following.

1. Press(CHGKEYS) (F8) , then _CHG RATE | (F6).

The cHANGE REFRESH RATE Window appears.

Change Refresh Rate

Refresh Rate: seconds

2. Enter the new rate. The rate can be any interval between 1 and 30 seconds.

3. Press (F3) to close the cHANGE ReFResH RATE Window and save the new rate to memory.

A CAUTION:
Shortening the refresh ratewill consume mor e system resour ces and coul d adver sely affect
system perfor mance.
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This chapter providestechnica information for finetuning the AUDIX Voice Power system. Your system was

installed and set up using a generic set of parameters. These parameters can be modified to create an environment
more tailored to your site's needs. This chapter includes the following.

= Services providesinformation on AUDIX Voice Power integrated and non-integrated services.
= System Parameters details each AUDIX Voice Power system parameter and how it affects the sy stem.
=>» NOTE:
The procedures described in this chapter are technically oriented and require a knowledge of computers.

Changing parameters set up during installation can disrupt system service. Make sure that you know the
effect of a change before making it.

131
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SERVICES

Your AUDIX Voice Power system is equipped with four or more 1V P4 channels. Channels are the means by which
voice istrangmitted from the PBX to the AUDI X Voice Power computer. Each channel has one assigned service.
A channel's assigned service tellsthe channd what to do when it receivesacall. AUDIX Voice Power system R3.0
offers seven different services.

= cal_answer

= Vvoice mail

= auto_attend (automated attendant)

= info_service (information service)

= message drop

» CA+VM (call-answer + voice mail)

» CA+VM+AA (call-answer + voice mail + automated attendant)

Services are based on AUDIX Voice Power features. For acomplete understanding of services, itisimportant that
you arefamiliar with these features.

call-answer

voice mail

automated attendant

information service

message dr op

—>» NOTE:

The Call-Answer feature takes messages for subscribers when they are on the
phone or away from their desks. Essentialy, it "answers calls."

The Voice Mail feature alows subscribers to retrieve messages and perform other
subscriber activities such as creating a personal greeting or sending a messageto a
group of people.

The Automated Attendant feature can be administered to present callerswith a
series of menu selections. Using these menus, the caller can reach a desired
department extension, piece of information, or operator. Callers are greeted with
spoken prompts that guide them in pressing touch-tone buttonsto reach their
destination

The Information Service feature is a customer oriented, call-in information
facility. The caller hears a prerecorded informational message and is then
disconnected.

The Message Drop feature is an answering service that presents a general or
informational message to the caller then alows the caller to drop off areturn

message.

A distinction between features and services is made throughout this chapter. Make sureyou
understand this distinction before continuing. Features are prominent capabilities provided
by AUDIX Voice Power. Thesefeatures are implemented through the use of services.
Features operate differently depending on the services assigned to channels.
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Integrated and Non-integr ated
AUDIX Voice Power’s seven services can be classified into two groups - integrated and non-integrated.

When the PBX trangfers a call to AUDIX Voice Power, it aso sends call information through a digital connection,
for example, to the Digitd Communications Protocal (DCP) card or through a switch interface device (SID) to a
communications port. This call information tells AUDIX Voice power, for example, what type of call itis
(internal, external, or covered) and who the caller is calling (extension or name).

An integrated service takes advantage of PBX information to expedite processing the call. For example, with an
integrated service, you can press [#] in response to the extension prompt when you call AUDIX Voice Power from
your desk to get your messages. Thisis because AUDIX Voice Power already knowsyour extension from the
information it got from the PBX. By pressing [#], you s mply acknowl edge that you wish AUDI X V oi ce Power to use the
PBX information it obtained (direct, internal, calling extension). After entering your password, you are connected to your
mailbox.

Similarly, if you are down the hall in a collegue's office and you call AUDIX Voice Power to retrieve your
messages, when you press [#] at the extension prompt, you will hear "login incorrect” after you type your passsword
because AUDIX Voice Power is using your collegue's extension, not yours.

PBX information is used by integrated servicesin avariety of waysin asingle transaction. AUDIX Voice Power
first uses PBX information to determine which service to provide. For example, if the PBX information says that
thisisan interna (one subscriber calling another) or covered call (the called person was either on the phone or not
there), then AUDIX Voice Power providesthe call-answer service so that the calling party can |eave a message.
After determining the service, AUDIX Voice Power would reference the PBX information again to obtain the
extension of the called person so that the caller is connected to the correct mailbox.

If an integrated service is assigned to a channel and no information is received from the PBX, thenthe cal is
transferred to the operator.

A non-integrated serviceisonein which AUDIX Voice Power does not take advantage of the call information it
receivesfrom the PBX interface. For example, the purpose of theinfo_serviceisto play amessage and then
disconnect the caller. It isnot necessary to usethe OBX call information to perform this function. Therefore, the
info_serviceis classified as non-integrated. Y ou may want to think of non-integrated services as pure services;
they always provide the designated service regardless of any other information, for example, call type, calling
number, or called number.

=>» NOTE:
Because integrated services rely on PBX information, calling a channel that is assigned to an
integrated service directly to verify that the channel isfunctioning properly isnot a good test
of the channel.
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Call_Answer Service

The Call-Answer feature takes messagesfor subscribers when they are on the phone or away from their desks.
Essentialy, it "answers calls."

The call_answer serviceisnon-integrated. When acall comesthrough on a channel assigned to the call_answer
service, AUDIX Voice Power asksthe caller to enter the extension of the person they arecalling. The cdleristhen
connected to the mailbox associated with the extension entered.

This service has several uses. It makesit possibleto transfer a caller directly to a subscriber's voice mailbox
without ringing the office. For example, Mrs. Smith has ameeting in her office and has asked not to be disturbed.
When cdlers ask for Mrs. Smith, the operator can transfer them directly to Mrs. Smith's mailbox without ringing
her office using a channel assigned to the call answer service. For information on how to implement this
environment, see thg" Do Not Disturb" |section in this chapter.

Non-integrated call_answer can also serve as a back up se~vice when call information is not being properly
trangferred from the PBX. For information on how to implement this environment, see thg"Help When PBX Link |

[ IsDown'Jsection in this chapter.
—> NOTE:

Subscribers can call channels assigned to the call_answer service and press to get the
nonintegrated voice_mail service.

The Call-Answer feature is available in an integrated state, where the caller is put through immediately to the
appropriate voice mailbox when the subscriber does not answer or isbusy. The caler does not have to enter the
subscriber's extension; this information is obtained from the PBX by AUDIX Voice Power. For more information
on how to implement Call-Answer feature using an integrated service, see thd" CA+VM and CA+VM+AA Services'|
section of this chapter.
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Voice_Mail Service

The Voice Mail feature all ows subscribers to retrieve messages and pef orm other subscriber activities such as
creating a personal greeting or sending a message to a group of people.

The voice_mail serviceis non-integrated. When a call comes through on a channel assigned to the voice_mail
service, AUDIX Voice Power asks subscribers to enter their extensions in addition to their passwords to log in.
(Subscribers cannot press [#] if calling from their own phones.) Once logged in, the subscriber can for example,
retrieve messages, send messages, and customize the greeting.

This service has several uses. Thevoice mail service can serve as a back up service when call information is not
being properly transferred from the PBX. For information on how to implement this environment, see theg"Help_|

When PBX Link |s Down" [section in this chapter.

If you have System 75 RIV1 PBX, you need to use the voice_mail service for subscribersto be able to utilize the
voice mail features.

The Voice Mail feature isavailable in an integrated state, where subscribers are put through to the appropriate voice
mailboxes (when calling from their desks) without having to enter their extensions, only their passwords. Their
extensions are obtai ned from the PBX by AUDI X Voice Power. For more information on how to implement Voice
Mail feature using an integrated service, see th¢"CA+VM and CA+VM+AA Services' |section of this chapter.




13-6  System Tuning

Auto_Attend Service

Ihe Automated Attendant feature can be administered to present callers with a series of menu selections. Using
these menus, the caller can reach a desired department, extension, piece of information, or operator. Cdlersare
greeted with spoken prompts that guide them in pressing touch-tone buttons to reach their destination.

The auto_attend serviceis non-integrated. When acall comes through on a channel assigned to auto_attend
service, the automated attendant touch-tone gate or main menu is alway's play ed regardless of where the caller is
calling from, who the caller is, or who they are caling.

This serviceis provided so that a specific set of channels can be reserved for outside callers, regardless of other
in-house call traffic. For more information, see thel" Auto_Attend or CA+VM+AA?" [section of this chapter.

The Automated Attendant feature is available in an integrated state, where only outside callers dialing AUDIX
Voice Power directly are connected to the automated attendant menu. Other callers are connected to the
appropriate feature depending upon the information obtained from the PBX by AUDIX Voice Power. For more
information on how to implement Automated Attendant feature using an integrated service, see the["Auto_Attend |

or CA+VM+AA?"' |section of this chapter.

=—>» NOTE:

Subscribers can call channels assigned to the auto_attend service and press to get the
nonintegrated voice_mail service.
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Info_Service Service

The Information Servicefeatureis a customer oriented, call-in information facility. The caller hears a prerecorded
informational message and is then disconnected.

Info_service service isnon-integrated. The purpose of the Information Servicefeatureisto play a message and
then disconnect the caller. It is not necessary to use PBX call information to perform this function.

Info_service service isthe only servicethat provides the Information Service feature.

Message Drop Service

The Message Drop feature is an answering service that presents amessage to the caller then alows the caller to
drop off a return message.

Message _drop is hon-integrated. The purpose of the M essage Drop featureisto play a message, allow the caller to
record a message, and then disconnect the caller. It is not necessary to use PBX call information to perform this
function.

Message _drop service isthe only service that provides the Message Drop feature.
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CA+VM and CA+VM+AA Services

The CA+VM (call-answer and voice mail) and CA+VM+AA (call-answer, voice mail and automated attendant) are
integrated services. They alow different featuresto share the same channel. AUDIX Voice Power provides the
correct feature based on the information provided by the PBX about the call (sedTable 13-1]andTable 13-2.
These services were created to allow a channel to fluctuate between features based on demand. For example, in a
12 channel system in which all channels are assigned to CA+VM+AA, a any one moment 12 channels could be
available for automated attendant or call-answer or voice mail. The current feature employed by a channel is
determined by the Ty pe of calls being received, not upon asingle assignment. In addition, for the Call-Answer and
Voice Mail features, the CA+VM and CA+VM+AA services use the PBX information to connect tbe caller or
subscriber to the correct voice mailbox. The mailbox extension does not have to be entered by the caller or
subscriber.

However, because these features share one channel, they can also compete for the channel. No priorities between
the features exist; calls are processed on afirst-come-first-serve basis. For example, it is|:00pm and many
empl oy ees are returning from lunch and retrieving voice mail. Thisactivity for a period of time may consume al or
most of the channels. This can decrease the level of service to people, for example, calling into the company from
outside. They may have to wait for several rings or may even get abusy signa because the CA+VM+AA channeds
are being used for voice mail and are not available for automated attendant. The alternative isto make switch
groups of non-integrated services so that particular numbers of channel s are dedicated to specific purposes.

—>» NOTE:
Y ou should only use CA+VM or CA+VM+AA, not both. For example, you should not have
some channels assigned to CA+VM and some channels assigned to CA+VM+AA. Although
it is possible to use both services in a configuration, it does not really make sense. CA+VM
allows the channel to be used for either call-answer or voice mail; so does CA+VM+AA.
The only difference iswhether the channel isalso avail able for automated attendant. If you
want to dedicate a certain number of channels, for example, to automated attendant for
outside callers, assign some channdsto CA+VM and some channels auto_attend.
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Call Types

Thefeature provided by the CA+VM or CA+VM+AA service is dependent on two pieces of information from the
PBX: the calling party and the called party. These two pieces of information are collectively termed the call type.

= Internal means one subscriber is calling another subscriber-- an in-house call, internal to the PBX.

= External means that the call came from outside the company-- outside the PBX. How the call information
distinguishes an outside call to AUDIX Voice Power differsfrom PBX to PBX.

= Covered means that whomever was called was either busy or did not answer and their switch call coverage path
directed the call to AUDIX Voice Power.

= Direct means that the called number is the AUDIX Voice Power computer. The calling party placed a call
directly to the AUDIX Voice Power computer.

Essentialy, the person calling (caller) and the person being called (called) determinethecall type (Table 13-1). Call
type then determines the feature provided by an integrated service [Table 13-2).

Table13-1. Call Type

Caller Called Call Type
subscriber subscriber internal/covered
outside subscriber externa/covered

subscriber AUDIX Voice Power computer | internal/direct

outside AUDIX Voice Power computer | external/direct

Table13-2. CA+VM and CA+VM+AA

Call Type CA+VM CA+VM+AA
internal/covered | call-answer call-answer
external/covered | call-answer* cal-answer*

internd /direct voicemail voice mail
external /direct voice mail automated attendant

* Unless subscriber covers to automated attendant.
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Auto_Attend or CA+VM+AA?

In the initial implementation of the A utomated Attendant feature, [Chapter 6. "Automated Attendant

Administration"), you are instructed to assign channels to the CA+VM+AA service to cut automated attendant into

service.

The CA+VM+AA service essentially allows three separate services (automated attendant, call-answer, and voice
mail) to share one channel. AUDIX V oice Power provides the correct service based on the call type. (See
CA+VM+AA in this chapter). However, thisalso meansthat these three services compete for the same channel;
peak times for onefeature may create the appearance of a decrease in performance for another feature.

There is no difference in Automated Attendant feature on a channel assigned to the auto_attend service and on a
channel assigned to the CA+VM+AA service. The issue between these two rests mainly in channel availability for
outside callers. To ensurethat a specific set of channels are alway s reserved for outside callers, y ou need to use the
auto_attend service. The auto_attend service does not guarantee that a channel is dways available for outside
calers, it just ensures that those channel s are not being used for anything else. CA+VM+AA ensuresthat if a
channel isavailable it could be used for call-answer, voice mail or automated attendant.

This may not be an issue for your company. However, AT&T suggeststhat you listen to subscribers and callers
feedback on system performance. Thiswill help you decideif you need to dedicate a particular number of channels
to aservice.

To implement the auto_attend service, do the following.

1. Decide how many channels you wish to assign to auto attend. AT&T suggests a minimum of two on a
twelve channel system.

2. Usethd"ASSIGNING SERVICES TO CHANNELS PROCEDURE" |Procedure in this chapter, to reassign

CA+VM+AA channelsto auto_attend or CA+VM.

3. Youwill need to create one switch group for the auto_attend channel s and another switch group for the
CA+VM channels. AT&T recommends using the existing CA+VM+AA switch group for the auto_attend
switch group and creating a new switch group for CA+VM. Refer to the switch document included with
your AUDIX Voice Power system R3.0 documentation set for details on this procedure. A new CA+VM
switch group will mean that subscribers will have to call a new/different number to retrieve voice mail and
you will have to modify the coverage path definition for subscribers so that it pointsto this new switch
group for call-answer coverage.

=> NOTE:
For System 75, DEFINITY G1, and DEFINITY G3, the integrated senices (CA+VM

and CA+VM+AA) do not have or need switch groups. Therefore, you only need a
switch group for the auto_attend channels, and you do not have to change the coverage
path definition.

4. Continue to monitor customer and subscriber feedback to determineif the channel distribution is
appropriate and readjust as necessary.
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Do Not Disturb

With AUDIX Voice Power, it ispossible to transfer acdler directly to a subscriber's voice mailbox without ringing
the office, for example, if it islate at night or if the subscriber has asked not to be disturbed.

Two methods of sending acaller directly to AUDIX Voice Power coverage without ringing the office are as
follows.

If your PBX offers a Do Not Disturb feature, AUDIX Voice Power may recognize it and will transfer the caller
directly to the voice mailbox if Do Not Disturb has been enabled (usually from the attendant console) for an
extension. Refer to your PBX vendor's documentation for instructions on how to use the Do Not Disturb feature.

Another way to transfer acaller directly to avoice mailbox isto assign the non-integrated call_answer service on a

channedl. To do so, perform the["ASSIGNING SERVICES TO CHANNELS PROCEDURE in this section and

assign one channel to call_answer. Note the PBX extension of the channel you assign this service to.

—>» NOTE:
If you assign more than one channel to call answer, create a switch group for this extension
on the PBX. Refer to the switch document in your AUDIX Voice Power system R3.0
documentation set for more information.

Write the PBX extension (or switch group extension) in the Do Not Disturb section of{" OPERATOR QUICK |

REFERENCE" [job aid in|"Appendix A. Job Aids"] Copy thisjob aid and distribute to your operators. When they

receive a call that needsto be transferred directly to a voice mailbox, have them follow the Do Not Disturb
procedure.
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Help When PBX Link TsDown

When the PBX link goes down, AUDI X V oice Power does not receive the call information from the PBX interface.
As aresult, integrated services do not work. Although thisisrare, if the PBX link isgoing to be down for along
time, you may want to temporarily reassign channels to a non-integrated service so AUDIX Voice Power can
continue to take and retrieve messages.

—>» NOTE:
When the PBX link is down, MWLs may be out of sync (off when they should be on and vice
versa). Changing control of the MWL will not help, so subscriberswill have to be
inconvenienced while the PBX link isdown. See the switch document included withyour
AUDIX Voice Power documentation set for more information on MWLs.

Thefollowing isalist of guidelines to help you reassign services when the PBX link is down.
1. Begin at the ivpssra.0 menu and pick the following sequence.

Voi ce System Admi ni stration
Configurati on Managenent
Voi ce Equi pnment

2. UsgTable 13-4finthe" ASSIGNING SERVICES TO CHANNEL S PROCEDURE" fsection of this chapter
to record the current service assignments. Thisisimportant since you will want to reconfigure them when
the PBX link isback up. Only integrated services need to be reassigned. (The following percentages are
only guidelines. Reassign the non-integrated services in proportions that suit your environment.)

= Ifyouareusing CA+VM, reassign all CA+VM channelsto the call answer_service.
« Ifyouareusing CA+VM+AA, reassign 50% to tbe auto_attend service, 50% to the call_answer service.

3. Usethg"ASSIGNING SERVICES TO CHANNEL S PROCEDURE"[in this section to reassign the
channelswith integrated servicesto non-integrated services.

4. Use the switch document inyour AUDIX Voice Power documentation set and useyour PBX vendor's
documentation to do the following.

= Record current switch information before changing it. Y ou will need it to reconfigure the switch when
the PBX link is back up.

« Ifyouareusing CA+VM+AA, use the existing CA+VM+AA switch group for the auto_attend switch
group. Modify the switch group to include only those channels assigned the auto_attend. Refer to the
switch document included with your AUDIX Voice Power system R3.0 documentation set for details on
this procedure.

=> NOTE:
For System 75, DEFINITY G1, and DEFINITY G3, the integrated services
(CA+VM and CA+VM+AA) do not have or need switch groups. Therefore,
you only need to create new switch groupsfor the auto_attend channels and the
call_answer channels.

= Createanew switch group for call_answer channels. Modify the coverage path definition for
subscribers so that it pointsto this new switch group for call-answer coverage.
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5. Thenew cal_answer switch group will mean that subscribers will have to call a new/different number t0
retrieve voicemail, and they will have to use the Indirect Login procedure detailed in the AUDIX Voice
Power System R3.0 Portable User's Guide. Y ou must inform subscribers of the new number and new
procedure. Thisdoes not apply to sitesthat currently use the voice_mail service.

Putting It All Together

All of your channels were assigned to the CA+V M service at ingtallation. After reading this chapter, you may
decide to change the services assigned to channels. AUDIX V oice Power's seven services have very interesting and
productive uses. However, a balance between the number of channelsyour system has and which services are
required need to be achieved. This balanceisan ongoing duty to listen to subscribers and callers feedback on
gystem performance. The number of channels assigned to the same service equal s the number of calls AUDIX

V oice Power can handle simultaneoudy for that service. Use discretion when assigning channel services. Y ou may
want to consider adding more channels to accommodate all your service needs.

Y ou should regularly monitor AUDIX Voice Power's Phone L ine Usage Report before and after service changesto
make sure that you are getting the maximum efficiency out of your channel distribution. See Chanter 12, Reports.

To reassign channels to different services, use the"ASSIGNING SERVICES TO CHANNEL S PROCEDURE"fin
this section.

If you change a channel’ s service assignment, be sure to modify any PBX switch groups, coverage paths, or stations
(class of regtriction) that may be affected. In addition, if your configuration includes a switch integration device
(SID), it also may have to be readministered.

=> NOTE:
If you are using a System 75, DEFINITY G1, and DEFINITY G3 PBX and if AUDIX Voice

Power controls the MWL (see the switch document included with your AUDIX V oice Power
documentation set), then channel 0 must be assigned to one of the following services:
auto_attend, call_answer, voice_mail, CA+VM+AA, or CA+VM.
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Below are two tables which summanze the information In this section.

Assigned Se~Ac~al Ser~ce

Assigned Service Actual Service
Interna External Coverage
Cal cdl cdl
CA+VM+AA Voice Mail Auto Attendant Call Answer
CA+VM Voice Mail Voice Mail Call Answer
Auto Attendant | Auto Attendant | Auto Attendant | Auto Attendant
Call Answer Call Answer Cal Answer Call Answer
Voice Mail Voice Mail Voice Mail Voice Mail
Message Drop Message Drop | Message Drop | Message Drop
Info Service Info Service Info Service Info Service
Feature Wanted Use Service

integrated Call-Answer

CA+VM+AA or CA+VM

non-integrated Call-Answer

call_answer

integrated Voice Mail

CA+VM+AA or CA+VM

non-integrated Voice Mail voice mail
integrated Automated Attendant CA+VM+AA
non-integrated Automated Attendant auto_attend
integrated Information Service N/A
non-integrated Information Service info_service
integrated M essage Drop N/A
non-integrrated M essage Drop message_drop
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To reassign servicesto AUDIX Voice Power channels, do the following.
1. Begin at theivpssrzo menu and pick the followinng sequence.

Voi ce System Admi ni stration
Confi gurati on Managenent
Voi ce Equi pnment

Thefollowing is an example of a voice EQuIPMENT Window.

Voi ce Equipment
CHN | CD. STATE STATE-CHNG-TIME SERVICE-NAME PHONE | GROUP | OPTS | TYPE
0 0.0 INSERV Aug 28 19:24:25 CA+VM 2003 2 Talk IVP4
1 0.1 INSERV Aug 28 19:24:25 CA+VM 2004 2 Talk IVP4
2 0.3 INSERV Aug 28 19:24:25 CA+VM 2001 2 Talk IVP4
3 0.1 INSERV Aug 28 19:24:25 CA+VM 2002 2 Talk IVP4
4 1.0 INSERV Aug 28 19:24:25 CA+VM 2003 2 Talk IVP4
5 11 INSERV Aug 28 19:24:25 CA+VM 2005 2 Talk IVP4
6 13 INSERV Aug 28 19:24:25 CA+VM 2006 2 Talk IVP4
7 14 INSERV Aug 28 19:24:25 CA+VM 2007 2 Talk IVP4
8 2.0 INSERV Aug 28 19:24:25 CA+VM 2009 2 Talk IVP4
9 21 INSERV Aug 28 19:24:25 CA+VM 2010 2 Talk IVP4
10 23 INSERV Aug 28 19:24:25 info_service 2011 2 Talk IVP4
11 24 INSERV Aug 28 19:24:25 message_drop 2012 2 Talk IVP4

2. Copy the information in the PHONE and SERVI CE- NAME columns of the voice EQuiPMENT Window into

Table 13-3] columns PBX Ext ensi on and Current Ser vi ce, respectively. Then, depending on

what you wish to do, foll ow the appropriate guidelinesin this section and write in the names of new services
to be assigned in the New Ser vi ce column of|Table 13-4

Table13-3. Channd-to-Service Assignments

Channel Number | PBX Extension Current Service New Service

0

10

11
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3.
4,

Press (CHGKEVS) (F8), Then@ssicD (F3).

Frm the assicNh menu. select Ser vi ces t o Channel s.

Assign Serviceto Voice Channels

Service:
Channels:;
5. Press (F2).

10.

=>

Thisdisplaysdl possible services. Because service names can be case-specific, you should always
use the (F2) key when choosing services.

Select the desired service based on the information you wrote in|Table 13-4
Remember that you cannot assign info_service or message_drop to channel 0.

Inthe Channel s field, enter the channe numbers to be assigned to the designated service based on the
informationyou wrote in|Table 13-4| Y ou can enter channel numbers in several forms.

= A single channel number (1)

= A range of channels (0-4)

= A list of single channels and ranges (1,4-7,9)

= Thewordal | (to assign all channelsto the designated service)

Press (F3).

A commanD ouTPUT winDow Verifies that the designated channels are assigned the specified service.

Press (F6).

To reassign more servicesto channels, press (CHG-KEYS) (F8), then @ssIGN (F3). Repeat steps 4 through 9.
If all channels have been assigned a service, you can exit the voice EQuiPMENT winDow by pressing

(F6).

NOTE:
If you change a channel's service assignment, be sure to modify any PBX switch groups, coverage paths, or
stations (class of restriction) that may be affected.
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Voice Equipment Window Extras

The voice equipmenTt window is one of the sources of information on the IVP4 channels. Each field and unique
function key of this window is explained bel ow.

CHN field Thisfield displaysthe channel number. Channels are numbered
sequentially beginning with the first IVP4 card (0 through 11).

CD. PT fidd Thisfield identifies which VP4 card he channel resides on (0-3) and
its position on that card. For example, aCD. PT of 1.1 signifies that
this is the second channd on tbe second IV P4 card. The channel
position on the card can be 0, 1, 3, or 4.

STATE fidd Thisfield contains the current status of the channel. A channel cm be
iD one of three states: in-service (INSERV), functionally out of
service (FOOS), or manually out of service (MANOOS). INSERV is
the normal channel state. Refer to A UDIX Voice Power System R3.0
Maintenance for more information on these states.

STATE- CHNG- TI MEfield Thisfield shows the time and date of the last change in state of the

channdl.
SERVI CE- NAMEfield This field shows the service currently assigned to the channdl.
Services are explained in this chapter.
PHONE field Thisfield lists the channels corresponding PBX extensions.
GROUP fied Thisfield isused by other AT&T products and does not affect

AUDIX Voice Power.

OPTSfield Thisfield isused by other AT&T products and does not affect
AUDIX Voice Power.

TYPE field Thisfield specifies the type of channel card being used. In AUD1X
Voice Power. This colunnn always reads IVP4 or 1VP6.

DI SP- OPT key This key ison the voice equipment window's aternate key set (F1). It
allowsyou to choose theway information is displayed on the voice EQUIPMENT
window. There are three choices: card, channel, or group.

The voice equipment window shown in this section is displayed by
channdl.

CHGSTATE key This key ison the voice euipmenT window's aternate key set (F2). It
allowsyou to change the state of achannel. There are two choices:
in-service and manually out of service. Refer to AUDIX Voice Power
System R3.0 Maintenance for more information on these states.
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ASSTGN T0ey

UNASSGN key

PRINT key

Thiskey Ison the voice EQUIPMENT Window's altemate Key set (F3). Tt
alows you to assign groups to channels, services to channels, or PBX
extensions to channels. The group option has no application in
AUDIX Voice Power. The services option is explained in this chapter.

Thiskey is on the voice equipmeNT window's altemate key set (F4). It
alows you to disassociate a channel and agroup or a channel and a
service. The group option has no application in AUDIX Voice Power.
Re-assigning a channel to adifferent service isexplained in this
chapter. If you want the channel to have no service assignment, use
thiskey.

Thiskey is on the voice equipmeNT window's alternate key set (F6). It
alows you to pnnt a hard copy of the information displayed on thee
VOICE EQUIPMENT Window. Y ou must have a default pnnter configured
and connected to the AUDIX Voice Power PC for this key to work

properly.
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SYSTEM PARAMETERS

The AUDIX Voice Power system paRAMETERSs Window allowsyou to set system limits and invokefeatures for all
subscnbers. Each parameter is explained in this section.

—>» NOTE:
To conserve disk space, keep system parameter values near their minimum boundaries. By
limiting, for example, Maxi nrum Message Lengt h limitsoutside cdlers accesstimeto
the system. The defaults provided by AUDIX Voice Power for these parameters suffice for
most sites. However, if you change these parameters do so with care.
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Figure 13-2.

System Parameter Administration

System Operator Extension:

Pause For Touch Tone Input: Sec

Maximum Extension L ength:

Trangfer to Subscribers Only?:

System Mode of Addressing:

Maximum M essage L ength: Sec

General Mailbox Owner Extension:
Enable General Mailbox for Call Answer?:
Allow Voice Mail/Call Answer transfers?:

Auto Attendant Parameters
Touch-tone Gate Active?:
Auto Attendant Timeout Action:

Day: Night:
Day: Night:

Auto Attendant Menu Plays:
Fax Tranger Number:
Present Options Before L eaving M essage?:

Table13-4. System Parameters

Parameter Possible Vaues Default Your Vaue
System Operator Extension up to 6 digits none
Pause For Touch Tone Input 4-9 sec 7 sec
Maximum Extension L ength 1-6 4
Trangfer to Subscribers Only yesor no yes
System Mode of Addressing extension or name extension
Maximum M essage L ength 30-360 sec 120 sec
General Mailbox Owner Extension up to 6 digitd none
Enable General Mailbox for Call Answer? yesor no no
Allow Voice Mail/Call Answer transfers? yesor no yes
Touch-Tone Gate Active - Day? yesor no no
Touch-Tone Gate Active - Night? yesor no no
Auto Attendant Time-out Action - Day transfer, message, disconnect transfer
Auto Attendant Time-out Action - Night transfer, message, disconnect transfer
Auto Attendant Menu Plays 1-9 2
Fax Tranger Number 16 characters none
Present Options Before L eaving M essage yesor no yes
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System Operator Extension

At the top of the svystem ParRamMETERS Window isthe field for the system operator's extension. This is the extension
callers or subscibers are transferred to when they press [0] while using the Call-Answer feature.

This extension is used to transer callersto the attendant for help. Callers are transferred to the attendant when any
of the following happens.
= Cadller or subscriber presses [0] at any time for assistance

= Cdl comesto the AUDIX Voice Power system without accompanying information from the switch for an
integrated service

= Automated attendant time-out action

Because [[0] isadefinable key in automated attendant, the last bullet item is the only circumstance under which
the Automated Attendant feature transfers to the system operator. For more infoimation, seg Chapter 6. |

" Automated Attendant Administration” |

If you have created a switch group of operator extensions on the PBX, you may enter that switch group's extension
inthisfield. If you have not created an operator switch group on the PBX, you can enter one operator extension to
serveas transfer point for dl calls needing help. Thisfield can be a maximum of six numeric digits. No defaults
are provided. See the switch document included with your AUDIX Voice Power system R3.0 documentation set for
more information on switch groups.

If there isno value in the System Operator Extension field, callers who are transferred to the operator will hear:
"Thereisno oneisavailableto receiveyour call," and are given options based on the service they are using.

—>» NOTE:
Callers leaving messagesfor subscribers who have personal operators specified as part of
their profiles (seg/Chapter 10. "Subscriber Administration"), are transferred to the personal
operator when they press[0], not the system operator.

Y ou should create a subscnber profile for the number you enter asthe Syst em Oper at or Ext ensi on. This
allows callersto return to the automated attendant menu (if administered) when the operator is unavailable.

When you create a prohle for the operator, be sureto read about theSwi t ch Cal | Coverage andCl ass of
Ser vi ce parameters and set them appropriately. SeelChapter 10. " Subscriber Administration" [for more
information.
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Pausetor Touch-Tonelnput

This parameter specifies the number of seconds AUDIX Voice Power waits after speaking a prompt for the user to
respond. Thisis also caled the timeout period. If the user does not respond within the designated time, the prompt
repeats. If nothing is entered after the third repetition, the AUDIX Voice Power speaks a closing message and
disconnects. Automated attendant, the exception, allows you to define what happens after the timeout penod has
expired (the timeout action): transer to the operator, leave amessage in the general mailbox, or disconnect the
caler.

This parameter d so definesthe amount of time the system waits between digits of an extension, name, or password.
For exampl e, the touch-tone timeout is 4 seconds and a subscriber's password is 1234. |f a subscriber enters 12 and
then pauses for longer than 4 seconds, the system processes the password as 12 then speaks "login incorect." In a
similar way, the Pause for Touch Tone | nput parameter can affect tranfersfor extensionswith fewer
digitsthan the Maxi mum Ext ensi on Lengt h parameter setting. Refer to thg" Maximum M essage L ength”|
section in this chapter for more information.

The default for this parameter is 7 seconds; 4 to 9 seconds is the valid range. If users are new, you may want to
increase this number. When they become more familiar, you can decrease it

Thisfield is one character long and strictly numeric.

Maximum Extension Length

Thisfields allowsyou to specify the maximum number of digitsin a subscriber's extension. The default is 4 digits.
Therangeis 1- 6 digits. Setting this number accurately according to the number of possible digits in asubscriber's
extension ensures that calls are processed quickly .

If the AUDIX Voice Power database is populated and y ou decrease this number, callers will not be able to transfer
from automated attendant (prompt, extension, and # actions), call-answer, or voice mail to extensions that exceed
the new Maximum Extension Length. For example, if you wish to decrease this number from 4 to 3, make sure that
no 4-digit subscriber extensions currently exist in the database by examining the dial plan onyour PBX. (Refer to
your PBX vendor's documentation for more information on dial plans.) If 4-digit extensions do exist andyou
decrease the Maxi mum Ext ensi on Lengt h to 3, calers cannot transfer to subscribers with 4-digit extensions.

Thisfield is one character long and strictly numeric.
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Transter to SubscribersOnly

Toll fraud attempts through voice messaging sy stems and automated attendant sy stems have grown dramatically.
Toll haud "hackers" access a voice mail or automated attendant sy stem, transfer through the sy stem, and gain
access to a corporation's interf ace to along distance network. Thisis a security risk that can affect every PBX with
avoice mail or automated attendant sy stem. While AT&T isnot responsible for the billing resulting from thistoll
fraud, we wish to assist you indealing with this problem.

To diminish therisk of toll fraud occurrences, we recommend limiting AUDIX Voice Power transfers from an
automated attendant or from a subscriber's mailbox. Y ou can restrict transfersby usingthe Transfer to
Subscri bers Only parameter.

Transfer to Subscribers Only alowsyoutoimpose alimitation while till allowing callers and
subscribers to utilize AUDIX Voice Power transfer capabilities. By settingtheTrans f er to

Subscri bers Only parameter toyes, you can restrict transfers to only registered subscribersin all features
(Voice Mail, Call Answer, and Automated Attendant). When a caler isinstructed to enter an extension number
from an automated attendant or a caller presses and enters an extension number from the Voice Mail or
Call-Answer features, the extension entered isvalidated against the subscriber database of AUDIX Voice Power. If
the extension entered is not in the subscriber database, the caller will hear " That is not avalid extension," the
trangfer is denied, and the caller will not have an opportunity to gain access to the outgoing facilities of the PBX.

The default for this parameter isyes.

—>» NOTE:
Note that this option does not prevent transf ers from automated attendant to numbers
administered in the workspace, the sy stem operator, or personal operators. It also does not
restrict outcalling to pagers or other outside numbers.

This option has the drawback that transfer cannot be made to users of valid PBX extension who are not AUDIX
V oice Power subscribers, such as switch group extensions. For example, if you want subscribersto be able to
trangfer from voice mail to the information service channel to hear employee news, you must administer the
information service's channel extension (or switch group extension) as a subscriber. Therefore, AT&T suggests
adding these numbers as subscribers with restrictions to the AUDI X Voice Power database.

Use thg"OTHER SUBSCRIBERS" |section of| Chapter 10. " Subscriber Administration”| to add these special
extensions to the subscriber database and enter the following values.

=>» NOTE:
The Information Service and Message Drop features do not alow transfers under any circumstances
regardless of these parameter values.
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System Mode of Addressing

The Syst em Mode of Addressi ng parameter defines theinitial mode (name or extension) of addressing for

automated attendant and call-answer users. The Nane Addr essi ng feature of AUDIX Voice Power allows

callers and subscribers to enter the name of the person they are trying to reach instead of the extension er. The

iniitial mode of addressing for each subscriber (voice mail users) is defined in their profiles. Seethg"Mode of ___|
parameter in[Chapter 10. " Subscriber Administration”| for more information.

For example, acaler hasleft amessagefor a subscriber, wishesto transfer to someone el se, and presses Tl
When Mbde of Addressi ngissetto Extension the system initially prompts for the transfer with the
following.

"Enter extension and pound sign."

When Syst em Mode of Addressi ng issetto Namethe system initially prompts for atransfer with the
following.

"Enter name and pound sign.

Subscribers have a phabetic strings specified in their profiles that callers can enter to identify a subscriber when
using name addressing. AT&T suggests that administrators use a subscriber's last name as the name addressing
identifier. For example, a caller could enter the following to reach subscriber Todd Theodore.

T OINICIG) . If there isonly one Theodore administered the sy stem would voice back "Todd
Theodore. Your call isbeing transferred, please wait." If the system contains more than one Theodore, the caller
receives alist of all subscribers named Theodore and selects from the list.

=—>» NOTE:

Note that the caller does not have to type the entire name of the subscriber they are trying to reach.

Syst em Mbde of Addressi ng only defineshow the system will prompt initially. The caller can press[*]
on the telephone keypad at any time to toggle between addressing by extension and addressing by name.

The Syst em Mode of Addressi ng parameter accepts efor extension or n for name. The default is extension.
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Maximum Message Length

Thisfield dictates the maximum length of any single call-answer or voice mail message. The default is 120
seconds. If a caller exceeds this maximum, he or she is prompted to approve, replay, rerecord, or delete the
recorded message. For forwarded messages, maximum message length dictates only the length of the attached
comments, not the entire forwarded packet (comments + forwarded message).

The 12-second default is usually more than enough time for the caller to leave a detailed message. The Mailbox
Usage Report (Chapter 12. "Reports'), lists the number of messages each subscriber has and how many speech
seconds those messages consume. Both of these values are totaled at the end of the report. If you divide the speech
seconds by the number of messages, the result is the average message length at your site.

Setting this parameter to a moderate will help conserve disk space and prevent AUDIX Voice Power from
recording long periods of noise, for example, if the caller has put the call on hold with music or if acall disconnect
is not recognized.

Thisfield is three characters long, accepts values between 30 and 360 seconds, and is strictly numeric.

General Mailbox System Parameters

The two general mailbox parameters are explained in|Chapter 5. "Call-Answer Administration”|

Allow Voice Mail/Call-Answer Transfers

The Al | ow Voi ce Mail/Call-Answer Transfers parameter isreserved for future use by AT&T
development. It should always be set to yes.

Automated Attendant System Parameters

All of the automated attendant parameters are explained in Chapter 6. " Automated Attendant Administration”]
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Changing System Parameters

1. Begin at the ivessr3.0 menu and pick the foll owing segquence.
Voi ce System Admi ni stration
Application Package Admi nistration
AUDI X Voi ce Power
Syst em Paranet er Admini stration
2. Change or enter the desired parameters.
3. Press(sAvE) (F3).
4. Entery to confirmyour choice of saving the parameter.
A confirmation window appears informing you that the parameters have been saved.
5. Press(ENTER) to continue.
6. Press (F6) to exit the sysTEM PARAMETER Window.



Appendix A. Job Aids

This appendix contains job aids designed to make AUDIX Voice Power easier to use and to ask for feedback on
how the sy stem is working.

= Sincetraining will likely take place in advance of when the system is actually cut over, you will want to think
about how subscribers should be notified that the system is up and running. We have provided the Welcome to
AUDIX Voice Power template to help you compose an introductory letter which can be distributed to
subscribers just after the system is cut over. 1t may also be used to introduce new employeesto AUDIX Voice
Power when they start with your company. Prepare this|etter in advance of system cut-over so that it can be
distributed promptly once the systemisin service.

Some portions of the template can be used verbatim in your letter, other parts will have to be modified to include
detail swhich reflect the circumstances at your site. In text, the appropriate piece of information needs to be
provided for any any described in[ square brackets].

= The Subscriber Questionnaire is afeedback tool that asks questions about AUDI X V oice Power features and
service. After the system has been running for several weeks, you may want to distribute the questionnaire and
solicit responses. Y ou may also want to keep a stack of questionnaires at convenient locations, such asa
secretary 's desk or lounge area, so that they are aways available for comments.

= Even after training subscribers, questions gtill arise. If administrators find themselves answering the same
questions over and over again, you may want to consider putting together aletter which addresses the
most-often-asked questions about AUDI X Voice Power.

= The AUDIX Voice Power Answers is atemplate letter which suggeststopics and activities you may want to
cover. However, to make thisletter effective, compileyour own list of most-often-asked questions specific to
your site.

=> NOTE:
This letter should be used to reinforce subscriber training and cover site-specific issues that the subscriber
documentation provided with your system may not address. It isnot meant to be a substitute for training and
documentation.

Some of the questions and answers can be used verbatim inyour | etter; other questionswill have to be modified
to include detail s which reflect the circumstances at your site. If you wish to include complete proceduresin this
letter, ref erencesto the appropriate AUDIX Voice Power documentsfound areincluded in thistemplate. Textin
the Additional Information check boxes is meant to aid you in preparing the answer for the corresponding
question. It is not meant to be published as part of the letter to subscriber. 1n answersto questions, the
appropriate piece of information needs to be provided for any text described in [sguare brackets).

= The Operator Quick Reference Card isasummary of commonly used operator phone-based procedures such as
helping subscibers retrieve messages. After training operators, provide them with the job aid for reference.

= The AUDIX Voice Power User Trouble Report is aworksheet for recording problems with AUDIX Voice Power
that the appropriate administrator needsto resolve. Keep a stack at convenient locations, such as a secretary's
desk or lounge area, so that they are dways available.
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HOW TO USE THESE JOB AIDS

There are two waysto use as ajob aid.

=« Asls-Touseajobaid asis, removeit from this binder, copy it, and distribute. Most job aids are meant to be
copied back to back. Do not fill ininformation on the job aid master. Instead, make a copy of the master first
then fill in any information needed. Return the master to the binder whenyou arefinished using it so that it is
availablefor future use.

= AsaTemplate - If thejob aid is hot exactly what you need, use it astemplate for designing your own. Alter the
format, procedures, and/or audience as necessary .

WELCOME TO AUDIX VOICE POWER

TO: AUDIX Voice Power Subscribers

FROM : [name of your company's system administrator]
DATE: [date of distribution]

SUBJECT: Introduction to the AUDIX Voice Power system

Our newly instaled voice mail system, AUDIX Voice Power, isup and running. AUDIX Voice Power isa
complete and easy-to- use voice mail and message service avail able to you 24 hours aday from any touch-tone
telephone.

The documentation materialsyou received at the training sessions explain AUDI X Voice Power features and
procedures. |f you need more information or have problems or suggestions, call [system administrator's name and
telephone number].

GETTING STARTED

AUDIX Voice Power has been administered to answer your telephone calls automatically. AUDIX V oice Power
can use a standard sy stem greeting to answer your calls, or you can record your own personal greetings. Whenyou
have voice mail messages, the message-waiting lamp on your telephone will light. 1f you do not have a
message-waiting lamp onyour phone, you should periodically log in and check for messages.
Tolog infor the first time, do the following.

1. Did the AUDIX Voice Power phone nhumber

2. Enter your extension followed by [#].

If you are calling from your own office pbone, just press[#].
3. Enter your initial password followed by [#].

[Add to this step what their initial password is. For example: Your initial password isthe same as your
extension number.]

When you understand how to log into AUDI X Voice Power, changeyour password immediately to protect
your messages.

Onceyou are logged in, the system tells you how many messages you have, then playsthe AUDIX Voice Power
activity menu. To complete AUDIX Voice Power tasks, simply listen to the voiced instructions and follow the
stepsin your AUDI X Voice Power subscriber documentation.

CHANGING YOUR PASSWORD

To changeyour password, do the following.

1. Choose asequence of 1to 9 digits asyour new password. A password of at least five digitsis
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OPERATOR QUICK
REFERENCE

Usethis card to assist callers and subscribersin using
AUDIX Voice Power.

Start Function and Release

Thewords start function and rel ease are used in this quick
reference to indicate the begining and end of a subtask,
respectively. A subtask is performed while keeping the
caler on theline. For example, the basic stepsto transfer a
caller to asubscriber are as follows.

1. Start function
2. Diadl subscriber's extension

3. Release

The caller is connected with the subscriber's phone.

The procedurefor starting a function and releasing varies
with console type. On some consoles, you press a
button, then begin the subtask. On other consolesyou
simply begin the subtask by pressing the appropriate
touch-tones. Similarly, how you end asubtask depends on
your console type. You may pressa button or hang
up. Using the appropriate methods for your console, begin
when you see the words Sart function, then continue with
the instructionsfor that subtask. Complete the task when
you see the word Release.

Helping a Caller Leave a VVoice M essage

1. Ask for the extension of the subscriber the message
isfor.

2. Transfer the caller to that extension.

If the subscriber is on the phone or away from hisor
her desk, the call will aummaticaly go to voice
mail.

To transfer acaller directly to subscriber's voice mailbox

without ringing the office, seethe Do Not Disturb
procedure.

Helping Subscribers Retrieve M essages

Tell the subscriber to do the following.
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CallersWho Do Not Want to Talk to aVoice
Mailbox

Some callers may be uncomfortable talking to avoice
mailbox. Inform the caller that they can press[o] if
they reach a voice mailbox to get back to you, the
operator. If you prefer to stay onthe line with the
caller to make sure that the subscriber answers, do the
following.

1. Transfer the cadler to the subscriber's extension
but stay ontheline.

2. If the caller answers, release the call.

If the call goesto voice mail, press [x] [*] [2]. This
alows you to get the call back by disconnecting it
from voice mail.

Do Not Disturb

There are two methods of sending acaller directly to voice
msil without ringing the office.

If your PBX offersa Do Not Disturb feature, AUDIX Voice
Power may recognizeit and will transfer the caller directly
to the voice mailbox. Simply activate tbe Do Not Disturb
feature asyou normally would from the console for a
particular subscriber extension. When you transfer calls to
that office, they automatically go to the voice mailbox. If the
call does not go to the voice mailbox, ask your AUDIX
Voice Power administrator if he or she has updated the Do
Not Disturbfeature on the PBX to transfer to AUDIX Voice
Power.

Another way to transfer a caler directly to avoice mailbox
without ringing the officeis by using a specia extension
number called non-integrated call-answer. (Notethat this
number is different from the AUDIX V oice Power number.)
Ask your AUDIX Voice Power administrator if he or she
uses this service, what the number isfor your establishment,
and writeit in below. Do thefollowing to transfer acaller
directly to a voice mailbox using the non-integrated
call-answer number.

1. Start function.

2. Did the extension assigned to non-integrated
call-answer

3. When the call-answer greeting begins, enter the
subscriber's extension followed by [#].

4, Release.

The caller is connected to the voice mailbox, hears
the subscriber's greeting, and can | eave a message.
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AUDIX VOICE POWER™ USER TROUBLE REPORIT

To repon a problem wi~ AUDIX Voice Power, please answer all of the follo~g questions.

1. Date and time trouble was reported

2. Date and time trouble occurred

3. Extension at which trouble occurred

4. Describe the trouble

5. What task was being performed when the trouble occurred (retrieving messages, leaving avoice mail message,
etc)?

6. What (if anything) was heard signaling the problem? Check one.

Heard

"login incorrect"

"no oneis available to receive your cdl"

"there is no room in the mailbox to leave a message"

"the speech database is full"

"mailbox for subscriber nameis full"

busy signal

hear ringing but AUDIX Voice Power never answers
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Appendix B. Upgrade Administration

This appendix contains administrative information about upgrading from a previous rel ease of AUDIX Voice
Power to R3.0.

Certified upgrades paths are provided for the following rel eases of AUDI X Voice Power.

=« AUDIX Voice Power RI.1

=« AUDIX Voice Power R2.0

« AUDIX Voice Power R2.1.1

=—>» NOTE:

The certified upgrade path requiresthat AUDI X Voice Power currently be running on a 6386/25 (Cascade) or
6386/33 (Tower). No other hardware platforms are supported at thistime.

After acertified upgrade, the system isreturned to its previous operating state. For example, subscriber profiles,
and automated attendant prompts and menus are preserved. However, new parameters and features must still be
administered.

If you do not have one of above-listed releases or platforms, information isnot preserved across releases. Y ou will
have to completely readminister the system. Begin with|Chapter 3. " Getting Sarted" |

To use this appendix, find the heading that identifiesyour upgrade path, then perform all of the taskslisted in that
section. It isnot necessary to perform taskslisted under other upgrade paths. After performing the upgrade
administration tasks, use the AUDIX Voice Power Feature History section of AUDIX Voice Power System R3.0
System and Feature Description to identify other waysin which AUDIX Voice Power R3.0 differs from your
previous release. AUDI X Voice Power System R3.0 Administration contains detailed sections on al features,
parameters, and proceduresto help you learn the new system.

B-1
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AUDIX VOICE POWER R1.1TO R3.0AND R2.0TO R3.0

This section summarizes administrative issues involved in upgrading from AUDIX Voice Power R1.1 or AUDIX
Voice Power R2.0to AUDIX Voice Power R3.0.

Recommended Upgrade Tasks

This section details tasksyou should perform immediately after upgrading.

= The Name Addressing feature of AUDIX Voice Power allows callers and subscribers to enter the name of the
person they are trying to reach instead of the extension number. For name addressing to work, all subscribers
must havea Nane Addressing | dentifi er specifiedin their profiles. A Name Addressi ng
I denti fi er isan alphabetic string that subscribers and callers can enter to identify a subscriber when using
name addressing. AT&T suggests that you use the subscriber's last name as the name addressing identifier.
Because adefault is not provided for thisfield, you must edit each profile and enter the Nane Addr essi ng
I denti fier forthat subscriber. Usethe subscriber list you generated as part of AUDIX Voice Power System
R3.0 Planning to assist you. For more information on how to edit subscriber profiles, seg Chapter 10. |

" Subscriber Administration”| After you enter the Name Addr essi ng | dentifier, AUDIX Voice Power

automatically fillsthe TT Equi val ent of Name Addressing | dentifier fieldwiththetouch-tone
equivaentsfor the identifier you typed.

=> NOTE:
AUDIX Voice Power will not allow you to save or change a subscriber profile unless a Name
Addressing ldentifier isspecified.

It isimportant to administer name addressing identifiers as soon as possi bl e because the name addressing feature
isregularly spoken as part of AUDIX V oice Power options regardless of whether Name Addr essi ng

I denti fi ers have been specified. For example, “To transfer using names instead, press star A,” isalways
spoken as part of the transfer options.

« |f automated attendant was part of your AUDIX Voice Power culture before the upgrade and you utilized the
touch-tonegate, setthe Aut o Att endant Touch-tone Gate Active- Day system parameter toyes
(Noisthe default). For information on how to access the svSTEM PARAMETER ADMINISTRATION SCreen,

13. "System Tuning"| After setting the parameter, make atest cal to automated attendant to verify that the

touch-tone gate is working properly. Leavethe Aut o Att endant Touch-tone Gate Active-
Ni ght parameter set to no until you set up a separate night service.
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TheAut o Attendant Time-out Action - Day/ N ght system parameter specifiesthe action to be
taken any time there is atouch-tone time-out in the automated attendant. The default for both the day and night
timeout actionsistranger (transfer to the operator). If you do not have an operator available, you may wish to
read about the general mailbox in[Chapter 5. "Call-Answer Administration"| and set these two sy stem parameter
values to message. For information on how to access the sysTEM PARAMETER ADMINISRATION SCreen,

13. "System Tuning"|

Complete al tasks in[Chapter 3. "Getting Sarted"] beginning with[" RECOGNIZING RESPONSIBILITIES']

After you complete the getting started activities, read the remaining information in this section.

Additional Upgrade Information

This section covers additional informationyou should know about y our upgraded sy stem.

System Parameters

Thefollowing system parameters are new or different from R1.1 and R2.0. It is not necessary for you to alter their
default values. However, you should read about and understand their impacts on the system. References to the
appropriate chapter are provided with each parameter.

InR1.1and R2.0Mai | Box Si ze isasystem parameter which sets the maximum mailbox size for all
subscribers. INR3.0 Mai | Box Si ze isasubscriber profile parameter, allowing you to set the mailbox size
according to individual subscriber needs. If you hadtheMai | Box Si ze setinRI.1 (or R2.0), that valueis
now in each subscriber's profile asthe Mai | Box Si ze value. For exampleif Mai | Box Si ze was set to
10 minutesin RI.1 (or R2.0), dl subscribers now have their mailbox sizes set to 10 minutesin their profiles. If
therewasnovaueintheMai | Box Si ze R1.1 (or R2.0) system parameter at the time of upgrade, a default
value of 5 minutes was used in each subcriber's profile.

=—>» NOTE:

Note that the Mai | box Si ze subscriber profile parameter does not normally have a defaullt.

Sed Chapter 10. " Subscriber Administration” ] for more information.

InRl.1and R2.0, Ext ensi ons Wth Autonated Attendant Cover age are specified onthe system
PARAMETER ADMINISTRATION Screen. 1n R3.0, Cover age Ser vi ce issetinindividua subscriber profiles.

Ext ensi ons Wth Aut omat ed Attendant Coverage arenot preserved aspart of theupgrade. You
recorded them in Appendix A, Planning Worksheets, in AUDIX Voice Power System R3.0 Planning. Y ou will
need to administer these extensions as subscribers, specifying Aut omat ed At t endant astheir Cover age
Servi ce intheir profiles. Refer to|Chapter 10. " Subscriber Administration”] for more information.
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The Syst em Mbde of Addressi ng parameter definestheinitid mode (name or extension) of addressing
for automated attendant and call-answer users. Seq Chapter 13. "System Tuning'| for more information.

There is arelated subscriber profile parameter: Mode of Addr essi ng. Thisdefinestheinitia mode of
addressing (name or extension) for voice mail activitiesfor a subscriber.

The general mailbox isone of two specia mailboxes provided by AUDIX Voice Power R3.0 (maintenance
mailbox isthe other). The general mailbox hastwo main purposes: subscriber mailbox overflow and automated
attendant timeout (action taken when caller failsto press any touch tones when prompted). There are two
gystem parametersrelating to the general mailbox: Gener al Mai | box Oamner Extension and enabl e
CGeneral Ml box for Call Answer?. See/Chapter 5."Call-Answer Administration"] for more
information.

The Al | ow Voi ce Mail/Call-Answer Transfers parameter isreserved for future use by AT&T
development. It should aways be set toyes, the default. See|{Chapter 13. "System Tuning" | for more
information.

There arethree new automated attendant parameters: Pr esent Opti ons Bef ore Leavi ng Message,
Fax Transfer Number, and Auto Attendant Tinme-out Action - Day/ N ght. Inaddition,
the Aut o Attendant Touch-tone Gate Acti ve hasbeendivided to allow separate values for day
and night automated attendant services. All automated attendant sy stem parameters are covered in[Chapter 6. |

" Automated Attendant Administration" |

The message-waiting lamp parameters have moved from the sysTem PARAMETERS SCreen t0 MESSAGE WAITING LAMP
PARAMETERS Screen. |n addition, two new message-waiting lamp parameters have been added: Al | ow Message
Waiting Lanmp Control ? and Refresh I nterval . Refertothe switch document included withyour
AUDIX Voice Power documentation set for more information on message-waiting lamp parameters.

Subscriber Parameters

The following subscriber profile parameters are new or different from RI.I and R2.0. All of the parameters are
described in detail inChapter 10. " Subscriber Administration” |

The Mbde of Addressi ng parameter definestheinitia mode of addressing (name or extension) for voice
mail activitiesfor a subscriber.

Thereis arelated system parameter: Syst em Mbde OF Addressi ng. It definestheinitial mode (name or
extension) of addressing for automated attendant and call-answer users. Seq Chapter 13. " System Tuning" | for
more information.
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= InRI.1and R2.0Mai | Box Si ze isasystem parameter which sets the maximum mailbox sizefor all
subscribers. In R3.0 Mai | box Si ze isasubscriber profile parameter, allowing you to set the mailbox size
according to individual subscriber needs. If you hadtheMai | Box Si ze setinRI.1 (or R2.0), that valueis
now in each subscriber's profile asthe Mai | box Si ze value. For exampleif Mai | Box Si ze wasset to 10
minutesin RI.1 (or R2.0), al subscribers now have their mailbox sizes set to 10 minutesin their profiles. If there
washo valuetheMai | Box Si ze Rl.l (or R2.0) system parameter at the time of upgrade, a default value of 5
minutes was used in each subscriber's profile.

—>» NOTE:

Note that the Mai | box Si ze subscriber profile parameter does not normally have a defaullt.
= ThePer sonal Oper at or parameter allows you to specify an extension to which callers are transferred
when they press [0] while in the call-answer service for this subscriber.

« Class of Service, Coverage Service, andQutcal |l i ng Al l owed arenew subscriber profile
parameters. SeelChapter 10. " Subscriber Administration’ [for detailed explanations.

Channel Services

AUDIX Voice Power system R3.0 offers seven different services that an VP4 channel can be assigned to. This
scheme differs from previous releases. For a complete explanation, segChapter 13. " System Tuning'" |

« cal answer

= Vvoice mall

= automated (automated attendant)

= info_service (information service)

= message drop

» CA+VM (call-answer + voice mail)

» CA+VM+AA (call-answer + voice-mail + automated attendant)

New or Enhanced Features

New features have been added and existing features have been enhanced since RI.1 and R2.0. Y ou should read
about them and readminister your system to take advantage of the increased capabilities. Use the AUDIX Voice
Power Feature History section of AUDIX Voice Power System R3.0 System and Feature Description to identify
waysinwhich AUDIX Voice Power R3.0 differs from your previous release. AUDIX Voice Power System R3.0
Administration contains detailed sections on al features, parameters, and procedures to help you learn your new
s/ stem.
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AUDIX VOICE POWER R2.1.1TO R3.0

This section summarizes administrative issues involved in upgrading from AUDIX Voice Power R2.1.1to AUDIX
Voice Power R3.0.

Recommended Upgrade Tasks

There are no specific administrative tasks which need to be performed immediately .

Additional Upgrade Information

This section covers additional informationyou should know about y our upgraded sy stem.

System Parameters

The message-waiting lamp parameters have moved from the sysTEm PARAMETERS SCreen to the MESSAGE WAITING LAMP
PARAMETERS Screen. |n addition, two new message-waiting lamp parameters have been added: Al | ow Message
Waiting Lanmp Control ? and Refresh | nterval . Refertothe switch document included withyour
AUDIX Voice Power documentation set for more information on message-waiting lamp parameters.

Channel Services

AUDIX Voice Power system R3.0 offers seven different services that an VP4 channel can be assigned to. This
scheme differs from previous releases. For a complete explanation, see Chapter 13. " System Tuning".

= cal_answer

= Vvoice mail

= auto_attend (automated attendant)
= info_service (information service)

= message drop

» CA+VM (call-answer + voice mail)

» CA+VM+AA (call-answer + voice mail + automated attendant)
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New or Enhanced Features

New features have been added and existing features have been enhanced since R2.1.1. Y ou should read about them
and readminister your system to take advantage of the increased capabilities. Usethe AUDIX Voice Power Feature
History section of AUDIX Voice Power System R3.0 System and Feature Description to identify waysin which
AUDIX Voice Power R3.0 differs from your previous release. AUDIX Voice Power System R3.0 Administration
contains detailed sections on all features, parameters, and proceduresto help you learn your new sy stem.
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Abbreviations

ALT
ATE&T
AUDIX
CDH
co
COM2
COR
COoS
DCE
DCP
DID
DIO
DIP
DTE
ELA
ET
FACE
FMLI
FOOS
110
IRQ
VP4

IVPSS

LED

assembly load and test

Amencan Telegraph and Telephone
Audio Information Exchange

call data handling

central office

serial communications port 2

class of restriction

class of service

data communi cations equi pment
Digital Communications Protocol
direct inward dialing

disk input/output

data interface process

data terminal equipment

Electronic Industries Association
error tracker

framed access command environment
form and menu language interpreter
facility out of service

input/output

interrupt request

Integrated Voice Processing board (4 channels)
Integrated Voice Processing system software
kilobytes

light emitting diode
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ABB-2 Abbreviations

CWC Teave word calling
MANOQOS manually out of service
Mbytes megabytes

MTC maintenance

MWL message-waiting lamp
PBX private branch exchange
PC personal computer

PEC price element code

POST power-on self test

RAM random access memory
ROM read only memory

SA software associate

SID switch integration device
SIMM single in-line memory module
SS software specialist

TRIP tip/ring input process

TSC technical support center
TSS technical support services
TSM transaction state machine
VDC600 video display card 600
VROP VOi Ce response output process
WGS work group sy stems



Glossary

abort
To cancel or quit without saving any changes.

active window
An area on the computer screen in which you are currently working. Only one window can be active at a time,
usually the most recently opened window.

administration
The process of setting up and maintaining the AUDIX Voice Power system. It can refer to a number of tasks, such
as changing AUDIX Voice Power parameters (parameter administration) or registering subscribers (subscriber
administration).

alphanumeric
Composed of letters and numbers.

analog
In teleprocessing usage, an analog channel usually refers to a voice-grade telephone line. See also digital.

announcement
A spoken message. After an announcement is played, for example, in automated attendant or in the information
service, the caller is disconnected.

attendant
See operator.

attendant console
A special-purpose telephone with numerous lines and features used by operators to answer and transfer calls.

AUDIX Voice Power R3.0
A voice messaging system designed by AT&T. AUDIX Voice Power supplies subscribers with electronic mailboxes
that act like private answering machines and take messages for subscribers when they are unavailable.

AUDIX Voice Power administrator
See system administrator.

AUDIX Voice Power phone number
A special extension number that subscribers and administrators dial to perform voice mail activities such as
retrieving voice messages.

automated attendant
An AUDIX Voice Power feature that directs callers through a series of menu selections to reach a desired depart-
ment, extension, or operator. Callers are greeted with spoken prompts that guide them in pressing touch-tone but-
tons to connect to their desired destination. Automated attendant can also be configured to act as an information
service. For example, by recording detailed prompts on services, hours, specials, instructions, and directions, you
can provide callers with a reliable tool for accessing needed information.

backup
A duplicate copy of a file system saved on a removable cartridge or a separate disk from the original. You can
restore the backup file system if the original active version is damaged or lost.

broadcast message
One message sent via AUDIX Voice Power to all subscribers.

call-answer
A feature that allows AUDIX Voice Power to answer a call and record a message when a subscriber is not available.

GL-1
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channel
A telecommunications transmission path for voice and/or data.

class of service (COS)
The standard set of features given to an extension when it is first administered on the PBX.

cold boot
The process of restarting a computer by turning the computer off, then on.

configuration
A set or arrangement of hardware and software components selected for a system.

computer-based
Using AUDIX Voice Power from the computer or a terminal or pertaining to AUDIX Voice Power computer functions.
See also phone-based.

coresident
The simultaneous use of more than one software package on the same computer without interference.

courtesy mailbox
See mailbox, courtesy.

coverage call
A call that is redirected from an unanswered extension after a specified number of rings, or from an extension that
is busy, and sent along a designated coverage path, for example, to the AUDIX Voice Power computer. See also
coverage path.

coverage path
An ordered sequence of points to which calls to a busy for unanswered extension are redirected. For example, a
typical coverage path for a subscriber would include AUDIX Voice Power. See also coverage call.

custom prompt
The parts of AUDIX Voice Power's prompts, messages, and speech that you can customize. For example, you can
customize the call-answer greeting to include your company name. See also system prompt.

cut-from-service
The set of tasks which take the AUDIX Voice Power system out of service.

cut-to-service
The set of tasks which take the AUDIX Voice Power system from installation to an operational voice mail system.

database
A collection of file systems and files in disk memory that store the voice and nonvoice or program information nec-
essary for AUDIX Voice Power and PBX operation.

data link
A connection that enables nonvoice data messages to pass between AUD~ Voice Power and another system, for
example, a PBX. Depending on your configuration, the link setup varies.

data terminal equipment {DTE)
A standard type of data interface used for the endpoints in a connection. For example, AUDIX Voice Power and
most terminals are DTE devices.

day service
The set of automated attendant menus and announcements at are used during the day time hours.

default
A value automatically supplied by the system if you do not specify any other value.
digital
The representation of information in discrete elements such as off and on or 0 or 1. See also analog.
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digital communications protocol (pop)
An AT&T proprietary 64-kbps digital data transmission code with a 160-kbps bipolar bit stream divided into two
information (I) channels and one signaling (S) charmer. AUDIX Voice Power uses DCP to communicate to the Sys-
tem 75, DEFINITY G1, and DEFINITY G3 PBXs.

direct call
A call made directly to the AUDIX Voice Power computer, usually for voice mail retrieval.

direct inward dialing (DID)
A feature that allows an incoming call from the public network to reach a specific telephone without attendant help.

extension number
A 1-to-7 digit number that routes a call to a subscriber or some other location at a company.

field
An area on a screen, menu, or on-line report where you type information or see information displayed.

file system
A collection of related files programs, or other information stored on disk.

form window
See window, form.

Generic 1
A release of the System 75-based software, AT&T DEFINITY Generic 1 Communications System.

Generic 3
A release of the System 75-based software, AT&T DEFINITY Generic 3 Communications System.

host PBX
The PBX directly connected to AUDIX Voice Power through a data link.

integrated services
A combination of facilities that allows the PBX, when transferring a call to AUDIX Voice Power, to also send along
call information. This call information tells AUDIX Voice Power, for example, what type of call it is (coverage or
direct), where the caller is calling from (extension or outside) and who the caller is calling (extension). Using this
information, the service knows whether to take a message from a caller (coverage) or retrieve messages for a sub-
scriber (direct).

interface
A means of communication. A computer-based interface involves menu and prompts; this is how the computer
communicates with the user. The PBX interface is a link between AUDIX Voice Power and the PBX over which data
is transmitted; this is how AUDIX Voice Power and the PBX communicate.

leave word calling (LWC)
Activation of the message-waiting lamp (MWL) from the attendant console.

list ID
See mailing list ID.

local installation
A system, adjunct, or piece of peripheral equipment installed physically near the host PBX or the AUDIX Voice
Power system.

mailbox, courtesy
A mailbox for a person which normally does not reside at your site. For example, a consulting firm may have a large
number of courtesy mailboxes for consultants who work on customer premises. This is a convenient way to get
company news and communicate with other consultants without actually having a desk and phone in the consulting
firm's office.

mailbox, physical
A place where messages written on paper are stored.

mailbox, voice
An electronic location on a computer hard disk that stores digitally encoded voice messages.
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mailing list
A group of individual extensions you can use to send one message to several people easily. Lists can vary in
length; ~e maximum number of members in one list is 250.

mailing list ID
A unique number used to identify and recall a mailing list

mailing list members
The individual extensions that compose a mailing list.

maintenance
Tasks that an AUDIX Voice Power administrator performs on a regular basis to ensure problem-free operation of the
system.

menu
A list of options from which you can make a selection. Menus can be computer-based or phone-based.

message, fax
An exact copy of pictures or text transmitted by a facsimile machine. The Automated Attendant feature will transfer
fax calls when the automated attendant detects the fax calling (CNG) tone (fax number to transfer to must be spec-
ified).

message, heard
A message that the subscriber has listened to and saved or has deleted and restored.

message retrieval
The process of accessing and listening to voice mail messages by the owner of the mailbox.

message, text
A message that an operator has written down on paper.

message, unheard
A new message that the subscriber has not listened to.

message, voice
A message that AUDIX Voice Power records and a subscriber can play back at any time.

message-waiting lamp
A small light on a subscriber's telephone that flashes when the subscriber has messages.

night service
The set of automated attendant menus and announcements that are used during the night time hours.

notification message
A phone-based message spoken by AUDIX Voice Power after a subscriber or an administrator logs on to the sys-
tem that informs him/her of the number of voice messages received. For example, “You have three voice mes-
sages.”

numeric
Composed of numbers.

Operator
A person who has the responsibility of answering the phone, transferring calls, and taking messages. An operator,
secretary, or administrative assistant.

Outcalling
Outcalling is a feature that allows subscribers to request that AUDIX Voice Power call to inform them when new
messages are received.

Outside caller
Someone calling into the company phone system from outside your PBX.

parameter
A variable for which you can enter a value. The typical form window contains two or more parameters. A line where
you can enter the parameter's value may follow the parameter description.
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PBX administrator
The person who administers the PBX.

peripherals
External hardware components connected to the AUDIX Voice Power computer, such as the voice terminals, print-
ers, and display terminals.

phone-based
Using AUDIX Voice Power from a telephone or pertaining to AUDIX Voice Power telephone functions. See also
computer-based.

port
A connection between two devices that allows information to travel through the connection to a desired location.
For example, a PBX port connects to an AUDIX Voice Power voice port to allow a subscriber on a voice terminal to
leave a message on disk.

private branch exchange (PBX)
An analog, digital, or electronic system where data and voice transmissions are not confined to fixed communica-
tions paths but are routed among available ports or channels. Also called a switch.

processor interface
A System 75, DEFINITY Generic I. and DEFINITY Generic 3 data link.

prompts
A request by the system for information. A phone-based prompt is spoken and requests touch-tone input. A com-
puter-based prompt is shown on the computer screen and requests keyboard input.

release
The words start function and release are used in this document to indicate the beginning and end of a sub-task,
performed by an operator while keeping the caller on the line.

service administrator
A person who has specific phone-based privileges such as customizing greetings based on the service he or she
is assigned to: call-answer, automated attendant, voice mail, information service, or message drop.

service path
A procedure that specifies who to contact when you cannot fix AUDIX Voice Power problems. If you do not know
your site's service path, contact your AT&T account team.

start function
The words start function and release are used in this chapter to indicate the beginning and end of a sub-task, per-
formed by an operator while keeping the caller on the line.

subscriber
A person registered with AUDIX Voice Power through the susscriser abminisTRATION WhoO can take advantage of the
Call-Answer and Voice Mail features.

sub-task
A task performed by an operator while keeping the caller on the line.

support path
See service path.

switch
See private branch exchange (PBX).

switch group
A group of analog ports on the PBX usually administered to search for available ports in a circular pattern.

system administrator
A person at the customer site responsible for setting up and maintaining AUDIX Voice Power.

system
See AUDIX Voice Power.
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system prompt
AUDIX Voice Power messages that lead callers and subscribers through options. See custom prompt.

talk off
See type ahead.

touch-tone gate
An automated attendant option which asks the caller to press [1] if they have a touch-tone phone.

transfer, blind
A blind transfer is one which AUDIX Voice Power transfers the call to the switch and then abandons it. AUDIX Voice
Power can do this because it knows that if the called party does not answer, the switch will know what to do
because a coverage path has been administered.

transfer, intelligent
An intelligent transfer is one which AUDIX Voice Power does not complete the transfer until the called party
answers. AUDIX Voice Power must do this because it knows that if the called party does not answer or the line is
busy, the switch will not know what to do.

troubleshooting
The process of identifying system errors and correcting them.

truncate
To end prematurely, cut off.

type ahead
An AUDIX Voice Power feature in which callers, subscribers, and administrators can press the desired touch-tone
before the entire menu is spoken. This truncates the menu and causes the system to act on the selection.

value
The information you enter in a field. Values can be numeric or alphanumeric.

voice link
The call distribution group, or hunt group, of analog ports on the PBX.

voice mail
An AUDIX Voice Power feature similar to a verbal letter that you can send to one or more subscribers. AUDIX Voice
Power acts as an electronic post office that delivers spoken messages.

window, form
A window that allows you to enter information. They are like paper forms you fill out with a pencil. The typical form
window contains one or more parameters; each is described in a couple of words.

window, menu
A menu window contains a list of items to choose from, such as submenus or choices to fill in a blank.

window, text
Text windows provide on-screen information. You cannot change what is shown in a text window; it is for informa-
tion only. For example, windows that display messages, error messages, or reports are text windows.

workspace
A computer-based form window for entering automated attendant menus.
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automated attendant, 6-36
assign function key, 13-16, 13-18
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workspace, 6-20
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audience, xi

audit
most recent, 12-15
nightly, 11-2

audix login, 3-2
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basics, 1-1
training, xi

auto_attend service, 13-2, 13-6
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automated attendant
acceptance tests, 6-40
actions, 6-14
administer hours, 6-8
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assignh channels, 6-43
auto_attend, 13-10
CA+VM+AA, 13-10
computer-based menu, 6-4
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integrated, 13-8
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night service, 6-47
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override current service, 6-57
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automated attendant--Contd

B

service administrator, 4-3, 6-2
sketch it out, 6-5

submenus, 6-6, 6-30

switch groups, 6-18

system parameters, 6-22
temporary closure, 6-54
time-out action, 5-7, 6-24
touch-tone, 6-13

touch-tone gate prompt, 6-33
updating, 6-59, 6-62

verify workspace, 6-38
viewing a service, 6-61

back up

security, 2-3, 11-2

blind transfers, 10-9
broadcasting messages, 7-5

C

forwarding, 7-5
MWL, 7-5
outcalling, 7-5

call information, 13-3
call type, 13-9

covered, 13-9
direct, 13-9

external, 13-9
internal, 13-9

call-answer

administration, 4-13, 5-1
administrator, 4-4, 5-1
customizing prompts, 5-2
do not disturb, 13-11
feature, 13-2

good-bye, 5-5

greeting, 5-3

integrated, 13-8
non-integrated, 13-4, 13-11
reports, 12-4

call answer service, 13-2, 13-4
called extension, 13-3

calling extension, 13-3

calls

statistics, 12-5

cancel function key 1-12
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CA+VM Service 13-2, 13-8

call type, 13-9

CA+VM+AA service, 6-43, 13-2, 13-8
call type, 13-9
vs. auto_attend, 13-10

CD.PT, 13-17

change function key, 10-18
change keys, 1-11
change rate function key, 12-28
change state function key, 13-17
channels
assighing services, 6-43
line usage, 12-3
number, 13-17
service distribution, 13-13
services, 13-2
state, 13-17
chapter summaries, xi
chg-keys function key, 1-12
choices function key, 1-12
exhaustive, 1-8
class of service field
general mailbox, 5-11
maintenance mailbox, 7-7
operator, 10-8
subscriber, 10-8
switch group, 10-8
clock
resetting, 3-9
comments field
subscriber profile, 10-7
computer
AUDIX Voice Power, 1-2
interface, 1-2
logging in, 3-2
security issues, 2-3
computer-based interface, 1-2
confirmation windows, 1-7
conventions
document, xiii
copying a service
automated attendant, 6-62
coverage service
operator, 10-12
subscriber profile, 10-12
covered call, 13-9
cursor movement 1-5, 1-6
customizing announcements

automated attendant, 6-29, 6-36

information service, 8-3
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customizing menus
automated attendant, 6-29, 6-36
customizing prompts
automated attendant, 6-29, 6-36
call-answer, 5-2
message drop, 9-3
voice mail, 7-2
cut-to-service
preparation, 3-6

D

dashes
workspace, 6-20
date
resetting, 3-9
window, 3-9
day service, 6-1
hours, 6-8
define function key, 6-21
DEFINITY G1/G3
subscriber name, 10-3
delete function key, 10-17
delivery scheduled, 7-5
del-menu function key, 6-21, 6~2
description
automated attendant field, 6-17
automated attendant header, 6-12
disconnect call, 13-9
disconnect
automated attendant time-out action, 6-24
disk space
maintenance, 11-2
display function key, 1-12, 10-17
display options function key, 13-17
do not disturb
implementation, 13-11
document
comments, xviii
set, Xvii

E

error windows 1~, 1-7

errors
reports, 12-20

event log, 12-1, 12-20
display options,12-23
displaying, 12-20

event log--Contd
format, 12-21
priority, 12-21
explain function key, 12-20
ext
automated attendant action, 6-14, 6-29
VS. prompt, 6-14
extensions
changing attendant, 3-11
maximum length, 13-22
subscriber, 10-3
external call, 13-9

F

fax transfer
automated attendant, 6-25
features
automated attendant, 13-2
call-answer, 13-2
information service, 13-2
message drop, 13-2
services, 13-2
voice mail, 13-2
fields, 1-8
fine tuning
system, 13-1
form windows, 1-8
cursor movement, 1-9
field types, 1-8
filling in, 1-8
forwarding
broadcast message, 7-5
frame management, 1-14
list, 1-14
move, 1-14
refresh screen, 1-15
reshape window, 1-15
frm-mgmt function key, 1-12, 1-14
function key commands, 1-11
set, 1-11
function keys
add, 6-45, 10-15
assign, 13-16, 13-18
cancel, 1-12
change, 10-18
change keys, 1-11, 1-12
change rate, 12-28
change state, 13-17
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function keys--Contd

G

choices, 1-8, 1-12
define, 6-21

delete, 10-17
del-menu, 6-21, 6-62
display, 1-12, 10-17
display options, 13-17
explain, 12-20

frame management, 1-12, 1-14
help, 1-13

list, 10-20

listen, 6-64

Ist-anns, 6-21, 6-61
Ist-menu, 6-21, 6-61
move, 10-19

next frame, 1-13

next page, 1-13
options, 12-23
previous frame, 1-13
previous page, 1-13
print, 1-13, 10-20, 12-2, 12-20, 12-25, 13-18
record, 6-64

remove, 6-46

reset log,12-10

save, 1-13

show, 6-61
spch-adm, 6-63
unassign, 13-18

general mailbox, 5-7

automated attendant time-out action, 5-7, 6-24

changing, 5-11

class of service, 5-11
deleting, 5-11

extension, 5-11

greeting, 5-13

outcalling, 5-14

owner, 5-8

parameters, 5-10

password, 5-11, 5-12
retrieving messages, 5-15
service administrator, 4-4, 5-1
size, 5-11

subscriber message overflow, 5-7, 5-8, 10-7
system parameters, 5-8

getting started, 3-1

administrator’s responsibilities, 3-7
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getting started--Contd
attendant extension, 3-11
broadcasting message, 3-16
changing password, 3-8, 3-15
checking clock, 3-9
informing subscribers, 3-6
logging in, 3-2
logging out, 3-14
recording names, 3-17
voice mail administrator, 3-13
good-bye
automated attendant, 6-35
call-answer, 5-5
message drop, 9-6
greeting
call-answer, 5-3
general mailbox, 5-13
maintenance mailbox, 7-9
message drop, 9-4
voice mail, 7-3

H

help
function key, 1-13
windows, 1-6

holidays
administering, 6-45
reentering, 6-46

hours
automated attendant, 6-8

information service
administration, 4-13, 8-1
assigning services, 8-5
customizing announcement, 8-3
definition, 8-1
external use, 8-5
feature, 13-2
internal use, 8-6
non-integrated, 13-7
planning, 8-2
reports, 12-4
service administrator, 4-5, 8-1
testing, 8-6
uses, 8-2

information windows, 1-7
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info_service service, 8-5, 13-7
install workspace, 6-39
integrated features
automated attendant, 13-8
call-answer, 13-8
voice mail, 13-8
integrated services, 13-3
CA+VM, 13-8
CA+VM+AA, 13-8
intelligent transfers, 10-9
interface, 1-1
computer, 1-2
phone, 1-16
internal call, 13-9
IVPSS R3.0 window, 3-2

J

job aids, A-l
how to use, A-2
introductory letter, A-1
operator quick reference, A-1
Q&A, A-1
questionnaire, A-1
subscriber questionnaire, A-1
trouble report A-1

*L, 6-30
L

list function key, 10-20
listen function key, 6-64
logging in

as audix, 3-2

system administrator, 3-2
logging out

system administrator, 3-14
login attempts, 2-3
Ist-anns function key, 6-21, 6-61
Ist-menu function key, 6-21, 6-61

*

*M, 6-30

M

mailbox
full, 10-7
general, see general mailbox
maintenance, see maintenance mailbox
size, 10-7
statistics, 12-11
subscribers over limit, 12-13
mailbox usage report, 12-11
maintenance
audit, nightly, 11-2
daily, 11-1
maintenance mailbox, 7-6
changing, 7-7
class of service, 7-7
deleting, 7-7
extension, 7-6, 7-7
greeting, 7-9
MWL, 7-1
outcalling, 7-10
password, 7-7, 7-8
profile, 7-6
retrieving messages, 7-11
service administrator, 4-6, 7-1, 7-11
size, 7-7
monthly, 11-3
ongoing preventive, 11-1
weekly, 11-2
maximum extension length, 13-22
maximum rings, 10-9
menu
automated attendant action, 6-14
menu name
automated attendant header, 6-12
numbering, 6-18
menu path
automated attendant, 6-12
menu windows, 1-4
cursor movement, 1-5
highlighting, 1-4
menus
series of selections, xv
message
automated attendant time-out action, 6-24
message drop
administration, 4-13, 9-1
assigning services, 9-9
customizing prompts, 9-3
definition, 9-1
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message drop--Contd
external use, 9-9
feature, 13-2
good-bye, 9-6
greeting, 9-4
internal use, 9-10
non-integrated, 13-7
planning, 9-3
reports, 12-4
retrieving messages, 9-8
service administrator, 4-5, 9-2
testing, 9-10
uses, 9-3
message line, 1-10
message drop service, 9-9, 13-7
messages
broadcasting, 7-5
maintenance mailbox, 7-11
maximum length, 13-25
statistics, 12-6, 12-11
mode of addressing, 10-6
most recent audit report, 12-15
move function key, 10-19
move windows, 1-14
MWL
reports, 12-4

N

name
addressing identifier, 10-5
subscriber, 10-3
TT equivalent, 10-5
next page function key, 1-13
next-frm function key, 1-13
night service, 6-1
automated attendant, 6-47
hours, 6-8
nightly audit, 11-2
non-integrated features
automated attendant, 13-6
call-answer, 13-4
information service, 13-7
message drop, 13-7
voice mail, 13-5
non-integrated services, 13-3
auto_attend, 13-6
call_answer, 13-4
info_service, 13-7
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O

message_drop, 13-7
voice_mail, 13-5

object

of automated attendant transfer action, 6-16

operator

quick reference, A-1

operators

calls to statistics, 12-7
changing extension, 3-11
coverage service, 10-12
extensions, 13-21
personal, 10-7

transfer to, 13-21

options function key, 12-23
outcalling

P

active, 10-24
administering, 10-23

communicating with subscribers, 10-27

definition, 10-23

editing parameters, 10-27

end time, 10-24

initial delay, 10-25

maximum number of attempts, 10-26
maximum number of digits, 10-27
maximum simultaneous ports, 10-26
pagers, 10-27

phone line usage report, 10-26

retry interval, 10-25

security, 2-4

start time, 10-24

statistics, 12-8

subscriber profile, 10-14
system-wide parameters, 10-23
window, 10-23

parameters

system, 13-19

passwords

administrative, 2-2
disable aging, 3-8
forgotten, 2-2, 10-4
general mailbox, 5-11
guidelines, 2-1
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passwords--Contd
invisible, 2-2, 10-4
maintenance mailbox, 7-7, 7-8
root, 3-15
security issues, 2-1
subscriber, 2-2, 10-4
system administer computer-based, 3-8
PBX
do not disturb, 13-11
link down, 13-12
security, 2-5
personal operator
subscriber profile, 10-7
phone line usage report, 12-3
resetting, 12-10
phone-based interface, 1-16
phones
rotary, 1-16
planning
automated attendant, 6-5
system administration, 4-1
Portable User’s Guide, 3-1
port
outcalling, 10-26
prerequisite skills, xi
prev page function key, 1-13
prev-frm function key, 1-13
print function key, 1-13, 10-20, 12-2, 13-18
print windows, 1-7
printing
reports, 12-2
window information, 12-2
prompt
automated attendant action, 6-14, 6-29
VS. ext, 6-14
prompts
automated attendant, 6-13, 6-29, 6-33, 6-35,
6-36, 6-54
call-answer, 5-2
message drop, 9-3
repetition of, 13-22
voice mail, 7-2

Q

questionnaire
subscriber, A-1

quick reference, A-1
operator, A-1

R

record function key, 6-64

recording speech, 4-12

refresh screen, 1-15

related resources, xvii

remove action key, 6-46

report windows, 1-6

reports, 12-1
AUDIX Voice Power, 12-1
automated attendant, 12-4
call-answer, 12-4
displaying 12-2
event log, 12-1, 12-20
information service, 12-4
mailbox usage, 12-11
maintenance, 11-2
message drop, 12-4
most recent audit report, 12-15
moving around in, 12-1
MWL, 12-4
phone line usage, 10-26, 12-3
printing, 12-2
subscriber list, 12-14
subscribers over mailbox limit, 10-7, 12-13
system monitor, 12-1, 12-25
types, 12-1
voice mail, 12-4

reset log function key, 12-10

reshape window, 1-15

resize window 1-15

responsibilities
system administrator, 3-7

results windows, 1-7

retrieving messages
general mailbox, 5-15
maintenance mailbox, 7-11
message drop, 9-8

root
password, 3-15

rotary phones, 1-16
automated attendant, 6-23

S

save function key, 1-13
screens
components, 1-2
function key commands, 1-11
message line, 1-10
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screens--Contd
refresh, 1-15
windows, 1-3

security
back up, 2-3, 11-2
computer access, 2-3
login attempts, 2-3
maintenance port, 2-3
outcalling, 2-4
passwords, 2-1
PBX, 2-5
system, 2-1
toll fraud, 2-4
transfers, 2-4

select, xiii

service administrator, 4-2
advantages, 4-2
automated attendant, 4-3, 6-2
call-answer, 4-4, 5-1
information service, 4-5, 8-1
logging in, 4-10
maintenance mailbox, 7-1
message drop, 4-5, 9-2
phone-based menu, 4-10
registering, 4-8
registration window, 4-8
responsibilities, 4-2
subscriber, 10-1
training, 4-9
voice mail, 4-6, 7-1

service, automated attendant
day, 6-1
night, 6-1

services, 13-2
assighing procedure, 13-15
auto_attend, 13-2
call_answer, 13-2
CA+VM, 13-2, 13-8
CA+VM+AA, 13-2, 13-8
changing, 13-13
features, 13-2
info_service, 8-5
integrated, 13-2, 13-3
integrated automated attendant, 13-8
integrated call-answer, 13-8
integrated voice mail, 13-8
message drop, 9-9
non-integrated, 13-2, 13-3, 13-12
non-integrated auto_attend, 13-6
non-integrated call_answer 13-4

services--Contd
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non-integrated info_service, 13-7
non-integrated message_drop, 13-7
non-integrated voice mail, 13-5
SID, 13-13
subscriber profile, 10-12
upgrades, B-5
voice mail, 13-2
show function key, 6-61

SID

reassigning channels, 13-13
sizes

mailbox, 10-7
spch-adm function key, 6-63
speaker

choosing, 4-12
speech

customizing, see also customizing prompts
recording, 4-12
submenus
automated attendant, 6-36
subscriber
adding, 10-15
administration, 10-1
advance training, 10-28
changing extension, 10-19
changing profile, 10-18
class of service 10-8
comments 10-7
communication, 10-27, 10-28
coverage service, 10-12
definition, 10-1
deleting, 10-17
displaying, 10-18
extension, 10-3
list report, 12-14
mailbox size, 10-7
maximum rings, 10-9
mode of addressing, 10-6
name, 10-3
name addressing identifier, 10-5
outcalling, 10-14
over mailbox limit, 12-11
password, 10-4
passwords, 2-2
personal operator, 10-7
printing database, 10-20
profile, 10-2
profile defaults, 3-5, 10-16
question/answer 10-28

subscriber--Contd



Index

questionnaire, 10-28, A-1
recorded name, 12-14
service administrator, 10-1
switch call coverage, 10-9
TT equivalent of name, 10-5
subscribers over mailbox limit report, 12-13
switch call coverage, 10-9
System 75
subscriber name, 10-3
system administration window, 3-8
system administrator
computer-based login, 3-2
computer-based password, 3-2, 3-8
logging in, 3-2
logging out, 3-14
planning, 4-1
regular voice mail activities, 3-1
responsibilities, 3-7
system monitor, 12-1, 12-25
displaying, 12-25
format, 12-26
system parameters, 13-19
addressing mode, 13-24
administering, 6-28
allow voice mail/call-answer transfers, 13-25
automated attendant, 6-22
automated attendant menu plays, 6-25
automated attendant time-out action, 6-24
changing, 13-26
enable general mailbox, 5-7, S-8, 10-7
fax transfer number, 6-25
general mailbox owner, 5-8
maximum extension length, 13-22, 13-25
night, 6-49
operator extension, 3-11, 13-21
pause for touch-tone, 13-22
present options before leaving message, 6-26
touch-tone gate, 6-23
transfer to subscribers only, 13-23
window, 3-11, 5-9, 6-28, 13-20
system prompts
automated attendant good-bye, 6-35
call-answer good-bye, 5-5
call-answer greeting, 5-3
information service announcement, 5-3
message drop good-bye, 9-6
message drop greeting, 9-4
touch-tone gate, 6-23
voice mail greeting, 7-3

system tuning, 13-1

services, 13-2
system parameters, 13-19

T

talkfile
46, 12-15
47, 12-15
temporary closure
automated attendant, 6-54
hours, 6-56
prerecording, 6-54
service after message, 6-56
text windows, 1-6
cursor movement, 1-6

time
resetting, 3-9
window, 3-9
timeout

automated attendant, 6-24
touch-tone, 13-22
toll fraud, 13-23
detecting, 2-5
security issues, 2-4
touch-tone
automated attendant, 6-13
touch-tone gate, 6-23, 6-29
day, 6-23
recording prompt, 6-33
system parameter, 6-23
system prompt, 6-23
pause for, 13-22
training, xi
transfer
automated attendant action, 6-14
automated attendant time-out action, 6-24
blind, 10-9
intelligent, 10-9
statistics, 12-6
subscribers only, 13-23
to operator 13-21
transfer to subscribers only, 2-4, 13-23
trouble report, A-1
troubleshooting
report, A-1
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U windows--Contd
service administrator registration, 3-13, 4-8
service hour administration, 6-8

unassign function key, 13-18 size. 1-15
upgradgs_ . subscriber administration, 10-2
administration, B-1

system monitor 12-25

certited Ba. system parameters, 3-11, 6-28, 13-20
from R1.1, B-2
text, 1-6
from R2.0, B-2 ¢
from R2.1.1, B-6 titles, 1-3
paths, B-1 voice equipment, 13-17

voice system administration, 1-4
work area, 1-3
workspace administration, 6-21

releases, B-1

Vv workspace
p
asterisks, 6-20

verify workspace, 6-38 dashes, 6-20

viewing description header, 6-12
automated attendant service, 6-61 edit, 6-20

voice equipment window, 13-17 headers, 6-12

voice mail install, 6-39
administration, 4-13 menu name header, 6-12
broadcasting messages, 7-5 menu path header, 6-12
customizing prompts, 7-2 verify, 6-38
feature, 13-2
greeting, 7-3

integrated, 13-8

non-integrated, 13-5

reports, 12-4

service administrator, 4-6, 7-1

system administration, 7-1
voice mail service, 13-2, 13-5

W

windows, 1-3
active, 1-3
AUDIX Voice Power, 1-2
automated attendant, 6-4
date and time, 3-9
event log, 12-20
form, 1-8
hierarchy, 1-13
IVPSS R3.0, 3-2
list, 1-14
mailbox usage report, 12-11
menu, 1-4
moving, 1-14
outcalling administration, 10-23
phone line usage, 12-3
scroll bar, 1-3
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