Voice Mail Conversion Project
Auto Attendant Training
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= Auto Attendant Overview
= Overview
= Actions required
= Directory
= Business Hours & Holidays
= Greetings
= Submenus
» Building & Updating your AA on the web
= Create Directory
= Create Schedules
= Create Greetings/Menus
» Recording your menus and announcements

= AA TUI Map
= Questions
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AUTO ATTENDANT
OVERVIEW
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Auto Attendant - Key Points -

= All current Call Processors have already been built and programmed
for you in the new system — ready for recording.

» The caller’s experience will remain the same, but how the AA is
programmed will change for the better
= Current system is TUI programming interface only
= New system has both web and TUI programming interfaces
= Calls can be routed to phone lines, other mailboxes, other AAs,
information announcements.

= Callers can dial the extension number of the person they are trying to
reach or they can dial-by-name to reach their party.

* [n the new system, a Directory is required for each AA to allow callers
to dial-by-extension or dial-by-name.

» Throughout the new application, phone numbers should be entered
based on your Centrex dialing plan.
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Auto Attendant - Actions Required

» Become familiar with the new terminology for the Auto Attendant

» Learn about the web interface that will allow you to program, record and
manage your AA

» Become familiar with the new TUI as an alternate means to manage
your AA.

= After training:
» Go to: http://fvms.fairpoint.com/
Log into your AA using your 10-digit AA number and password.
Confirm the programming
Complete your recordings
Validate or create your Directory
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Terminology Changes for the Auto Attendant

Unisys Terminology uReach Terminology
Call Processor Auto Attendant
Node Ext or Extension
Sub-Node (link) Sub-menu(extension)
Level 1 (nodes 000+001) Greetings (see below)
Level 2-4 (nodes 100-999) Sub-menus
Day Mode In-Hours Greeting
Night Mode Out-of-Hours Greeting
Holiday Mode Holiday Greeting
Phone Transfer Dial Number
Mailbox Transfer Go to Account
Dial the telephone number Dial by Extension (needs Directory)
Attendant transfer Extension O (zero)
Hanging Link Announce/Announcement
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Directory

= A Directory is required if you plan to offer the Dial-by-Name and/or Dial-by-
Number (Dial-by-Extension) options to your callers

= Enter employee Name, extension number, and destination number
= Extension number is the number callers enter to reach their party
= Destination number is the number the system dials to complete the transfer
= Destination number may also be a transfer to a mailbox

» The first digit of the extension number will be a key press on the main menu or
on a submenu.

= |f all phone extensions begin with the same digit, you might place that option directly
on the main menu.
= Example: All lines begin with the digit 6. Callers will press digits that match the phone line of
their choice, like 6788. In the Directory, Extension number is 6788 (4 digits) and
Destination number is 6788.
= |f phone extensions begin with several different digits, you may need to create a
submenu just for extension transfers.
= Example, use key press 1 from the main menu to route callers to a line of their choice, like

6789. Callers will press 1 6 7 8 9. In the Directory, Extension number is 16789 (5 digits) and
Destination number is 6789.
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Business Hours & Holidays

» The system offers three schedules:
* In Hours - default
= Qut of Hours
» Holidays
» Default “Business Hours” for the system is “open all day” 7 days per
week, but this can be easily changed through web-based access.

= Each day of the week can have a different schedule with open and
close times in 15-minute increments or every day can be the same.
* You can select and schedule up to 16 holidays in advance
= No need to change holidays that occur on the same day each year
» Easy updates through web-based access
» If holidays are identified, a greeting must be recorded.

» When open/closed hours are specified, both In-Hours and Out-of-
Hours greetings must be recorded.
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Greetings

FairPoint’s Auto Attendant offers four greeting options: In Hours, Out of
Hours, Holiday, and Emergency Override.

» [n Hours Greeting — Plays during business hours and is the default
greeting if no business hours are created

= Out of Hours Greeting — Plays outside of scheduled business hours.

» Holiday Greeting — Plays on scheduled holidays and is easy to record
for each holiday via web-based access.

» Emergency Override — Can only be activated over the phone. Is
played instead of the scheduled greeting until it is turned off.

= Caution: If business hours are scheduled, and an Out of Hours
greeting is not recorded, a generic system greeting will play outside of
“‘open” business hours.
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Submenus

» There are 7 submenus available, in addition to the in hours greeting
menu, out of hours greeting menu, and holiday greeting menu

» These 7 submenus can be shared with different menus and
submenus, if the same options are needed at different points in the
call routing.

= Submenus can be linked from any greeting menu or from other
submenus.

» Each submenu can include up to 9 key press options/exts (keys 1 to
9) which can be routed using any of the Call Routing Options
previously described.

» The 0 key press is reserved for “operator” functions with Call Routing
Options limited to “dial #” and “go to account”.
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BUILDING & UPDATING YOUR AA ON THE WEB
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Accessing your AA on the web

http://fvms.fairpoint.com/

Enter 10-digitAA>

number
Account Login /

Flioaw Hnieer:

™~ Enter 10-digit AA
password
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Home page of Demonstration AA

2l FairPoint Auto Attendant - Microsoft Internet Explorer provided by FairPoint Communications

Eile Edit Wew Favorites Tools  Help f
eﬁack A ) Iﬂ @ ‘lj /..7\1 Search ‘in‘\'g‘Favontes {‘} - :7 _J ﬂ ﬁ
Address ‘@l hittp: [ w2 Ferns. fairpoint .com0374000T0b/cgi-binfvstoom vl Go  Links ™
Rt "
AR Setup Account Training State of Vermont 8025551250 Home = Logout

Name and TN for

Welcome to your Auto Attendant account AA
Active Schedule: Auto Attendant Setup
In Hours We'll get you up and running with your new account in three easy steps! Just follow some simple directions,

answer some guestions, and you'll be all set.

Emergency Override: [EE3
BB orecrory serue B sceouesserwe B rewssene

/

In hours greeting is
default

Auto Attendant Account
curity - Change your Passcofe

3 steps to set up
your AA

&] Dore @ Trusted sites
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Build your Directory

2 FairPoint Auto Attendant - Microsoft Internet Explorer. provided by FairPoint Communications

File Edt Wew Favortes Took Help

@eack - () \ﬂ @ 'lj /,77 Search ‘{:(‘Favnrites & (- :7 i 3

Acddress [ (€] http . Fimes. Faipoint com{0374000TObfg-binjvsroom

B

Links **

Faitpsint

Auto Attendant

Directory: All

Name (last, first)

Click Add Entry to
start creating your
Directory

Setup Account

Name
recording Extension Action

Training State of Vermont 802.555-1250 Home Logout

w vl

Email address

&] Done

@ Trusted sites

Fa"i’oln .,

VMS & Auto Attendant Conversion Project

14



Add Entry to Directory

2 FairPoint Auto Attendant - Microsoft Internet Explorer. provided by FairPoint Communications
3

Fle Edt View Favorites Tools Help
Gﬁack ] \ﬂ @ ;j /IT\J Search \_:ﬁ‘\'(Favnrites & (- :‘ J ﬁ 3
v B ks ?

Address [{€] bttp iz Fumes Faitpoint comf0674000aA¥jcgbinfvsroom

Training State of Vermont 802.555-1250 Home = Logout

ra"-m'ﬂt Setup  Account

Auto Attendant

Enter First N3
Last Name,
Extension

Enter number to be dialed

or mailbox number
ok |

N
Please enter the name of the person to add to the Directory, along with an extension, email address, and then the action to take when the caller s
extension.
First name: Last name: Extension:  Action:
I i I |
(Dptional)
Directory: All
Name
Name (last, first) recording Extension Action Email address

Choose Action:
Dial or Go to
Account

& Trusted sites

&] Done
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Options - Enable Dial by Name

2 FairPoint Auto Attendant - Microsoft Internet Explorer. provided by FairPoint Communications

Fle Edit View Favorites Tools Help 5
@eack - () \ﬂ |E"| ) /r\JSEarch 5.7 Favorites ) - &3 B 3
iddress |e;| http: ez, Fems. Fairpoint, comjD674000aAV ci-binjvsroom v\ Go | Links ¥
Faitpy,, y
T Setup Account Training State of Vermont 802.555-1250 Home = Logout

When your caier selects the dial by name option by pressing #, they can search your Directory based on last name only, first name anly, or both

[ )3

Lagthame @  Firstname ©  Both O

Directory: All

MName (last, first) r‘:clzfnling Extension Action Email address
Click Directory
Options, choose
first name, last
name or both. Then
click SAVE
€] Done & Trusted stes
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Create Schedules

greeting and m
will play

If you make
changes, be sure

leaving this scree

Fa"i’o:n .,

Default is Oper
day, In-Hours

click sAVE before

2 FairPoint Auto Attendant - Microsoft Internet Explorer. provided by FairPoint Communications IZI@EI
File Edt Wew Favortes Tooks Help "
@eack - () \ﬂ @ A /,77 Search s_‘::(Favnrites & 2 :7 i 3

Address |e;| it frmsm Furns. Faitpaint  comi0374000T0bjcgi-bin vstoom v| Go  Links ™

Faitpsint

Auto Atendant Account Training State of Vermont 802.555-1250 Home Logout

Setup

This is your InHours schedule. During the selected times, your In Hours greeting will be played. At all other times, your Out of Hours greeting will be played

1 all

Monday ‘Open all day V| ‘ V| ‘ V| | V‘
Tuesday ‘Open all day V| ‘ V| ‘ Vl | V‘ Use pU” dOWﬂ
il dw [opraloy ® [ B [ [ ¥ menus to select
P I R
e I e (e open from/to hours
Saturday ‘Open all day Vl ‘ Vl ‘ ”’l | "‘ If yOU plan tO use
Sunday ‘Open all day V| ‘ V| ‘ V| | V‘

an Out-of-Hours
Greeting

Set to typical In Hours schedule: Mon-Fri 9arm-Gam

This is your Holiday schedule. On the selected dates, your Holiday greeting will be played instead of
your normally scheduled greeting. Add or remove dates from your list of Holidays. You can have up to
16 dates in your list.

El of 16 Dates

pate January v 1 v

Selectup to 16
holidays if you plan
to use a special
Holiday Greeting

Remave from list

\

Cancel

@ Trusted sites

&
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In-Hours Greeting Menu

2 FairPoint Auto Attendant - Microsoft Internet Explorer. provided by FairPoint Communications \;HE|
File Edit Yiew Favorites Tools Help F
\ A | e . SR
Q- O WA G Psewnr dormons @ 2- % 6 LJE B
Address |@ it fumsnz Furns, Fairpaint  comiD674000aAY cgi-binjwsroom v\ Go | Links *
ra“i:blnt ini
iR Setup Account Training State of Vermont 802.555-1250 Home = Logout

Out of Hours Holiday B Submenus

To set up the menu, first record the In Hours Greeting and then set up the extensions

Ext represents t
key presses from In Hours Greeting:
each AA menu.

Ext. Name Action

Mone
Mone
Mone
\ Mone
Mone

CEEHEEEREE

: Use curser to
None highlight a row and
e click EDIT to
. program for each
it this nsge for vour rcorts key press
&l @ Trusted sites
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Recording your Greetings

2 FairPoint Auto Attendant - Microsoft Internet Explorer. provided by FairPoint Communications EHEI@
E

File Edt View Favortes Took Help 5

Q=-Q HXNRAG ) search 57 Favartes (2 =2 :_\; B 3

Address |@ it fumsnz Furns, Fairpaint  comiD674000aAY cgi-binjwsroom v\ Go | Links *
Fairg, . ¢
Poii T Sempl|| Account Training State of Vermont 802.555.1250 Home = Logout

Out of Hours Holiday B Submenus

3 Recordings - Microsoft Internet Explorer pr...
To set up the menu, first record the In

Change Greeting

Change your In Hours Greeting using the methad you find

In Hours Greeting: most convenient
" Recordyour In Hours Greetin
d . Name Acti v .

Dial your Access Number and select appropriate menu
Mond  options

Explorer User Prompt

Saiipt Prompt

Enter a number where we'll call you to start recording.
Cancel
I \

1. Click on the re
RECORD button

or
Man Click hage and well call you
or

Mongl  Upload a WAV File:
Non [ \ |[Browse.. |

ton

3. Enter the number
where the system
should call you and
click OK. (Think
Centrex dialing plan
when entering this
number.)

CEEHEEEREE

=z =
g g
2 3
—

2. Click to have the
system call you or
browse to upload a
.wav file

Erint this page for your records

& & Trusted sites
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To hear or change your greeting

Once you have recorded a
greeting, you will see a green
PLAY button and a pink CHANGE
button

Out of Hours Holiday Submenus

To set up the menu, first récord the\ln Hours Greeting and then set up the extensions.

In Howrs Greeting: [70070

Ext. Mame

Action

You can listen to your
greeting through your PC
speakers by pressing the
green PLAY button

Fa"hun ;

To change a greeting, press
the pink CHANGE button
and follow the directions to
re-record the greeting

VMS & Auto Attendant Conversion Project

20



Select Routing Options

2 FairPoint Auto Attendant - Microsoft Internet Explorer. provided by FairPoint Communications

File Edit Wiew Favorites Tools  Help i
N A @ . " £ Y
Qui- O RNRAG Lo dhyroems @ 35 6 JE B
Address |@ it frmsn Furns. Faitpaint  comi0374000T0b/cgi-bin vstoom v| Go  Links ™
ra"h:unt ini
iR Setup Account Training State of Vermont 802.555-1250 Home Logout

Out of Hours Holiday B Submenus

To set up the menu, first record the In Hours Greeting and then set up the extensions

In Hours Greeting:

Ext. Name Action
[D [upoate | cance |
(2]
B
(+]
(5]
(¢]
(7]
To program each
g key press, enter
T , Name (label) and
choose an Action
= @ Trusted sites
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Program Routing Options

2 FairPoint Auto Attendant - Microsoft Internet Explorer. provided by FairPoint Communications

Filz  Edt Yiew Favorktes Tools Help -
Ou- O BB G Pws e @25 &8 LJE B
Address |@ it frmnz Furns, Fairpaint  comiD674000aAY cgi-binjwsroom v\ Go Links ®
Ryt »
T Setup Account Training State of Vermont 802.555-1250 Home = Logout

Enter information
required for each
Action type.

Out of Hours Holiday B Submenus

To set up the menu, first record the In Hours Greeting and then set up the extensions

In Hours Greeting:

Ext. Name Action
E] ‘ ‘ ‘ Dial Nurnber ”'H ‘ Ring: |30 secs No Answer:
(2] GotoAcoount ]| |
o] ErE
[ [Submens )
B [ run 8] o oo Banons| [ I I |
E] ‘ || Announce ~|
MNone
e You must press
= UPDATE for each line to

(o] Hone

S~

save information
entered. All required
information for each
line must be entered to
successfully UPDATE.

Erint this page for your records

& & Trusted sites
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m,n : VMS & Auto Attendant Conversion Project

22



Program Submenus

2 FairPoint Auto Attendant - Microsoft Internet Explorer. provided by FairPoint Communications

File Edt Wew Favortes Took Help

Qe - () [ @] (n DOsech Frrmones @) (2 L

[BEE
o

Acddress [ (€] http . Fimes. Faipoint com{0374000TObfg-binjvsroom

YD ks ?

Fair,

Poink
Al it Setup  Account
Menus
In Hours Out of Hours Holiday B

To set up the menu, first record the Submenu 1 Greeting and then set up the extensions

Submenu 1 Greeting:

Ext. Name Action
[B Mone
@ Mone
(3] None
None
@ Mone
(5] None
Nons
Mone
None
(o] None

Frint this page far your records

Training State of Vermont 802.555-1250 Home Logout

Go directly to edit any
submenu by pressing
its number.

Program submenus
using same
process as for
Greetings menus

&] Done

@ Trusted sites
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Out-of-Hours Greeting

2 FairPoint Auto Attendant - Microsoft Internet Explorer provided by FairPoint Communications

Filz  Edit View Favorkss Tools  Help -
Qus - © (XA | Lo Frroome @ 3-% & [JE B
Address @ itk [, Furns, Fairpoink, com 0374000 T0b /eqi-binfvsraom v\ Go  Llinks ®
Raitpoint i
T Setup Account Training State of Vermont 802.555-1250 Home = Logout
Menus

m Holiday Submenus

To set up the menu, first record the Out of Hours Greeting and then set up the extensions.

Out of Hours Greeting:

Ext. Name Action
E] Mone
E] Mone
E] Mone
Maone
E] Mone .
() Nons Program only if you want your
Hone callers to hear a different
: greeting and menu options when
) Nons they call outside of normal
business hours
Print this page for your records
&] Done & Trusted sites
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Holiday Greeting

3 FairPoint Auto Attendant - Microsoft Internet Exploren provided by FairPoint Communications X
Filz  Edit View Favorkss Tools  Help F
Qe=x- Q- Xl [ A ) search S Favartes (2) =2 ; B 3
Address @ itk [, Furns, Fairpoink, com 0374000 T0b /eqi-binfvsraom v\ Go  Llinks ®
Fair,
Point o Setup | Account Training State of Vermont 802.555.1250 Home = Logout
Menus
In Hours Out of Hours Holiday Submenus
To set up the menu, first record the Holiday Greeting and then set up the extensions
Holiday Greeting:
Ext. Name Action
E] Mone
E] Mone
E] Mone
Mone
E] Mone R
O ons Program only if you want your
Nons callers to hear a special holiday
W . .
greeting and menu options when
Mone .
0 e they call on a holiday
Erint this page for your recards
€] Done @ Trusted sites
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Press 00

FairPoint

Auto Attendant Menu
Telephone User Interface

Greetings Menus
[1] In-Hours Greeting

A A
uto Attendant [2] Out-of-Hours Greeting

Greetings

In Hours Menu

[0] Record Greeting
[1] Announcement 1
[2] Announcement 2
[9] Announcement 9
[*] Previous Menu

A 4

[3] Holiday Greeting
[4] Submenus

[6] Emergency Override

Announcement
[*] Previous Menu

Change Pin

Out of Hours Menu
[0] Record Greeting
[1] Announcement 1
[2] Announcement 2
[9] Announcement 9
[*] Previous Menu

Holiday Menu

[0] Record Greeting
[1] Announcement 1
[2] Announcement 2
[9] Announcement 9
[*] Previous Menu

A 4 A 4

Options

[1] Listen

[2] Rerecord

[3] Accept

[*] Previous Menu

A 4

Submenus

[1] Submenu 1

[2] Submenu 2

[7] Submenu 7

[*] Previous Menu

A 4

Emergency Override
[0] Record Greeting

[*] Previous Menu

A 4

Submenu Greetings
[0] Record Greeting

[1] Announcement 1
[2] Announcement 2
[9] Announcement 9
[*] Previous Menu




Questions?

Far,
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APPENDIX
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Auto Attendant Desigh Overview -

= An Auto Attendant creates a professional caller interface to your
business.

= An AA represents a “front door” to your business and should
effectively route callers — no “voice mail jail”.
= When designing your AA, always keep your callers in mind:
= Let callers dial extensions, select from menu options, or both?

» Frequently asked questions you could record into an informational
announcement?

= Different menus during business hours, after hours, and holidays?
» Provide live attendant option?

» When designed well, the needs of both your business and your
callers will be met.

Fa"‘Pa'nt Auto Attendant Conversion Project
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AA - Other Design Considerations

» Consider using a branding statement in your greeting to welcome callers to
the application: “Thank you for calling XYZ Company”

» Consider stating your “regular business hours” in your greeting(s).
= Put popular or frequently used options first in the menu.
= Keep options short and direct for easy understanding by all callers.

= |f you will be supporting multiple languages, use the main menu to route
callers immediately to in-language submenus.

» |[f you have callers who still use rotary phones, always include an operator
option in the main menu. Keep in mind that a menu plays 3 times before a
call is transferred to the number programmed for extension O (Operator).

= Never route a caller back to the auto attendant phone number.
= Offer a live attendant option when possible.

» Consider diagramming your AA application in Word or other desktop software
to document scripting for easy reference and updating.

Fa"'Pa'nt Auto Attendant Conversion Project
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AA- Call Routing Options

As you design your application, you will need to understand the call routing options
available to you. These routing options include;

= Dial Number — Transfers the caller to a phone number that you program.

= Go to Account — Transfers the caller directly to a mailbox to leave a message, to an information
mailbox, or to another Auto Attendant.

= Dial by Extension — Allows the caller to enter an extension number (Centrex line) and be transferred
to the phone line of their choice. Note that this feature requires a Directory.

= Submenu — Transfers the caller to another menu to hear more routing choices.

= Hunt — Allows callers to be transferred to more than one phone number using a single key press.
You can specify up to 4 numbers and direct how those numbers will be used: sequentially (circle),
randomly, in order (starting with the first number), or least called.

= Announce — Plays an announcement to callers, then allow them to replay the information or return to
the previous menu.

Far,
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AA- Announcements -

= Announcements are normally used to provide information to callers
like hours of operation, directions, mailing address, or other
Information that is commonly requested by your callers

= Callers can be routed to announcements within the auto attendant,
rather than to a separate Information-only mailbox.

» Since announcements are part of the Auto Attendant, callers can
“star” back to previous menus and choose other call routing options.

* The number of announcements available is limited only by the
number of key press options available within the various menus.

l-'ani.,
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OVERVIEW OF THE VOICE MAIL
CONVERSION PROJECT
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What is the same?

» Same access numbers for message deposit & retrieval
= Same capacity: number of messages, storage time, greeting length
= Main menu keys: Listen, Send, Personal Options
» Playback menu keys: Replay, Save, Erase, Reply, Forward/Copy
» Retained features:
» Personal greeting, extended absence greeting, busy greeting
= Qutdial Notifications - Special Delivery & Pager Notification
» Mailbox-to-Mailbox messaging
» Message delivery options: urgent, private, receipt, future delivery
= Group lists
» Fictitious mailbox numbers
= Support for in-Centrex extension transfers
= FairPoint service and support
l-'ani.,

0'"" VMS & Auto Attendant Conversion Project
34



What is different?

= No State of VT Location Greeting when accessing away from the office

» Message Play Menu and Post Playback Menu
= Message Play: slower, faster, louder
» Post Playback: hear date/time stamp, recover deleted message

= New features:
» Prompt Options: Full prompt, quick prompts
= System greeting options: with name, with number, without name or number
» Extended Absence Greeting scheduling

» Message preferences: envelope, auto play, sort order, voice sender’s
caller ID

= SMS notification option
= Pager Notification self-provisioning

» Message Retention: Old messages may be heard one final time before
they are removed from the system

l-'ani.,
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Actions Required

When the new system is ready and prior to conversion:
= |nitialize your new mailboxes on the new system

» Dial the temporary access number

» The temporary number will be provided to you and is used only to set up the
new mailbox on the new system. It will never be used to hear messages.

Enter your starter password (last 4 digits of mailbox/phone number)
Change your password

Record your name

Record your personal greeting & busy greeting

» Set desired Noaotification Options & Message Preferences

» Continue to access your current mailbox using your current access number

Once the conversion is complete, continue to use your current access number
to reach your new mailbox. For 30 days after conversion, use key press 7
from your new main mailbox menu to hear messages stored on the old
system.

[
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