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Liability Disclaimer
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CTI Server is a registered trademark of Technology for Business, Corp.
NEAX is a registered trademark of NEC Corporation.
UNIVERGE is a trademark of NEC Unified Solutions, Inc.
© 2006 Technology for Business, Corp.

All other brand or product names are or may be trademarks or registered trademarks of, and
are used to identify products or services of, their respective owners.
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INTRODUCTION
CTI Server 5 Configuration

This chapter provides a brief introduction to the TFB feature-set, as well as background
information on the principle concepts underlying the configuration and implementation of
features. Thefollowing topics are covered.

§ What is CTI Server 5 and Call Center Suite?

8 CTI Server 5 Specifications and Requirements
8 Configuration Overview

§ Preliminary Configuration

The Right Configuration Path

This manual is primarily focused on administration and configuration of features after
installation has been completed. However, section 5 contains system configuration
instructions for new installations. If you are installing a new system, be sure to configure
system parameters before features.

What are CTI Server 5 and Call Center Suite?

CTI Server 5isarobust CTI/IVR platform for call centers using NEC's NEA X 2400,
NEAX2000, and SV7000 ACD platforms. CTl Server 5 isthe platform for modular Call
Center Suite Features, designed to enhance the familiar telephony functions you already
usein your PBX/ACD.

Call Center Quite softwareisn’t just IVR; it's next-generation reporting, monitoring, and
control, along with full automation of routing, customer transactions, and outbound
campaigns, integrated with your data processing and telephony environments.By
“blending” all inbound, outbound, email, and chat contact features, integrating automated
services, and dynamically managing agent activity, CTl Server 5 provides such benefits
as:
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Improved Customer Service

Enhanced Call Center Productivity

Integrated Telephony/Data (CTI) Functionality
Reduced Costs

w W W W

Depending on your selected license options, CTI Server 5 capacities can accommodate
thousands of agents, hundreds of 1VR ports, and thousands of user-recordable
announcements and prompts. Software features reside on the CTI Server 5 CTI Server,
and CTI Server 5 Media Server, both Windows-based PC platforms. While CTI Server 5
provides the features, it relies on the Servers

CTI Server 5 software features reside on the CT1 Server, and Media Server, both
Windows-based PC platforms. While CTl Server 5 provides the features, it relies on the
Serversto provide the connectivity, viathe LAN to your ACD and to any integrated
systems such as your existing databases or voice loggers. The CT| Server also has direct
voice port (IVR) connectionsto your phone switch. These ports provide the voice
connection to callers for callback offers, auto attendant prompts and touch tone input, and
any IVR applications that have been installed on your server.

If you require reporting on PBX line activity, you should also have a serial or IP SMDR
connection from the switch to the CTI Server.
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Servers

CTI Server 5 Features

Each CTI Server 5 module provides specific CT] features, and each can be individually
installed and configured. Most modulesinstall and run directly on CTI Server, although
agent/supervisor tools may be run on agent PCs, or any other PC onthe LAN.

CTI Server 5 includes such sophisticated features as:
8 Automated “blending” of inbound and outbound call traffic.
8 Sophisticated cradle-to-grave reporting
8 Real-time monitoring and call/agent control
8 Email and Web chat capability
§

Automated call routing.
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§

§

Automated Callback that provides callers the opportunity to hang up, yet remain
in queue. Callback featuresimprove the customer’s experience while
simultaneously reducing inbound tolls costs.

Automatic callback/campaign-call queuing when there’ salull in inbound calls,
distributing agent workload more efficiently.

... each integrated into your call center without impacting your existing ACD
functionality. All this adds up to improved customer service, tangible savings on inbound
toll costs, greater flexibility, more efficient use of agent resources, and improved
customer service.

CTI Server 5 includes such sophisticated features as:

wn w w w W

§

Automated “ blending” of inbound and outbound call traffic, email, and web chat.
Sophisticated cradle-to-grave reporting

Real-time monitoring and call/agent control

Automated call routing.

Automated Callback that provides callers the opportunity to hang up, yet remain
in queue. Callback featuresimprove the customer’s experience while
simultaneously reducing inbound tolls costs.

Automatic callback/campaign-call queuing when there’ salull in inbound calls,
distributing agent workload more efficiently.

Email and Web chat capability

... each integrated into your call center without impacting your existing ACD
functionality. All this adds up to improved customer service, tangible savings on inbound
toll costs, greater flexibility, more efficient use of agent resources, and improved
customer service.

The chapters that follow detail the configuration and administration of each CTI Server 5

feature.
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CTI Server 5 Administration and Configuration
Overview

CTI Server 5is configured through the password protected CTI Server 5 Configuration
Manager (Config Manager). Users can enter data while the system isin production,
athough the CTI Server 5 CTI Server software should be reset to read configuration
changes. The configuration is stored on the server in a Microsoft SQL database.
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FOR INSTALLATION TECHS: Notes on Configuration

§ If this is a new installation CTI Server 5, be sure to complete ACD configuration,

including split, agent, and pilot setup, prior to configuring CTI Server 5.

Also be sure to add pilot, agent, and queue names and numbers in CTI Server 5
Configuration Manager so administrators, who may not know all the pilot assignments
in the switch are allowed to make configuration changes more easily. CTI Server 5
Configuration Manager serves to bridge the gap between switch configuration and
options available to administrators and call center managers. If pilots are available in
the switch, consider pre-configuring extra pilots with queued and non-queued @IVR
Announce 9 steps to allow users additional flexibility from Configuration Manager.

§ You should install the CTI Server 5 Configuration Manager on a secure server.
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WAIT! Are You Doing things in the Right Order?

This guide is used both at initia system installation, and for ongoing feature
setup. If thisisanew installation, you must first set up the ACD and CT1 Server
system parameters before configuring features.

FOR A NEW INSTALLATION

8§ First you must set up system parameters! Refer to section 3.

FOR ADMIN AND FEATURE CONFIGURATION
8 Toadd usersor change user permissions and set up, refer to section 1

8 To change feature configuration, or reporting prefer ences, refer to section 2.
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Using CTI Server 5 Configuration Manager

Because the Config Manager stores and manages al CTl Server 5 features, it is
important to use it from a secure area. It can run on the server desktop or any
Windows 2000/2003 PC on the LAN.

§ Make Sureto Save Settings! Each feature uses aform(s) to configure preferences.
Always click ‘ Save’ before exiting a form.

8 Usethe Navigation Tree! Theleft hand window is the navigation tree, where you
select which configuration formto edit.

§ Undoing Mistakes. If you make a mistake entering data into a form, click the Revert
button to reload the configuration stored on the server. (Revert is called Refresh in
Some versions).

8 Multiple Users. You can assign multiple users but if more than one person is logged
in, the system allows only one of them to make changes. By default this isthe first
person who logged in. You may install Config Manager on up to 5 PC's on the LAN
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To start and navigate Config Manager

1 Click the CTI Server 5 Configuration Manager icon on the desktop.

“k Logon Screen
File

Flease enter your perzonal identification ; |

Ilzer Mame |au:|min

Pazzword ; 1

CTI Server : |'I 9216825472

2 Enter your user name and password. If you are starting Config Manager for the
first time, enter the CTI Server |IP address.

3 Select the desired form from the Navigation Tree in the right hand window.

4 Select the ‘+' next to any branch in the navigation tree to open subforms.

5 Click the SAVE button in the top left of any form to save your changes

6 Click the REVERT button, prior to saving, in the top left of any form, to erase

your changes and rel oad the configuration from the database.
7 To exit Config Manager, seect Exit from the File menu.

This section provides important information that informs configuration-related tasks. As
you implement specific CTI Server 5 features, you may find it useful to refer back to this
section for additional help with these topics.
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Theinitial screen you should see when you open Configuration Manager should look
Configuration Manager something like this.

E-I]m:-dll‘urm'
-l DHIE Rt ™

If you try to exit any configuration form without saving, you'll see this dialog.

Warning l_

) w | conal |

Click the Y es button if you want to retain your changes, otherwise click No, or Cancel to
return to the form for more editing.
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Some Important Capacities
The following are maximums and ranges of some common configuration options.

OPTION USE

Queue Priority 1-255 is allowed (chat and email). 0 Means don't
change priority that was previously set.

Agent Preference 1-99 is allowed.

Agent Break Modes 1-99 is allowed.

Agent Work Modes 1-99 is allowed.

Split Number 1-999 is allowed. You can use duplicate split
numbers in different channels. For instance you
can have a Chat split of 7 and a phone split of 7.

Auto Attendant 1-9999 is allowed.

Menu Number

Agent Team 1-256 is allowed.

Number

Agent Team 1-256 is allowed, per team.

Member Number
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Agent, Queue, and
General Configuration

Most of the configuration optionsin this section are set at installation, but you' |l revisit
some of these items as you make changesto staff structure, add new agents, or change
voicefiles.

Thefollowing areas of configuration are covered in this section.

Logon ID’s

Agent DN

Teams

Queues for Chat and Email
Schedules

Voice Files

wn W w w W W
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Managing and Configuring Users, Team, Queues

Setting Logon ID and Personal Parameters

CTI Server 5 enhances the ACD but doesn’t interfere with its functionality. You
probably aready have ACD agents configured in the ACD MAT, and that’s
important to maintain. But CTl Server 5 lets you extend that configuration to
manage agents and their access to feature modules like reporting, chat and email.

LOGON ID *

T S PR I AN FUr |

Adagerl,, | (XM | acke | 1 1 um rn |

e O] 1200 [ ure Y] N R e T = TR [t JEm [H-me
o fome dmer Tl L e E e o e M
el | - ST B el - TR
EH a Zod [o-ml  ZET ho-pkod vl [Ty K
Tzl 1 e TR ] - P gt ach o
H S e I L Pkt Erise ~an
SR i Tmgs Luvd et A E b - A== “an,
il| VS AL N H R LI T o e "G
Tzlis W =2 e Ly il 0 LA, [
e Amicw ot Z predbs Cn Joge ~ar
T i N TR A R bt bt P M
=i ET N T czar con il A e
B L] LA | i H [ LR XL W] L | s

Users in the system are typically amix of ACD agents and users who are not
ACD agents, such as managers who might need to access reporting. If you're
setting up users for the first time, or if you have just added agentsto the ACD,
you can, and should, import them automatically into this system.

It is highly recommended that you first configure as many agents as possible in
the ACD, then use the Import feature on this screen to bring them in. Otherwise
you' |l be entering the same data twice.
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To configure Agent Logon options

1

2

10

Select UsersfiLogon ID in the navigation tree.

If you have agents already configured in the ACD, start by importing them into
Config Manager by clicking the | mport from ACD button. Highly recommended.

Click the Add Agent button, or select an existing agent and click Edit to change
parameters.

Enter or edit the agent ID. If thisis an ACD agent it MUST match the ID in the ACD.
For non-ACD agents, enter any unique number. first and last name. Note that if this
agent ID isin the ACD, the name fields will be overwritten with thosein the ACD on
the next Import.

Recommendation: Use a range of numbers for non-ACD usersthat clearly
distinguished them from ACD agents.

Enter or edit the agent first and last name. Note that if thisagent ID isin the ACD,
the name fields will be overwritten with those in the ACD on the next Import.

Enter a password for the user to access TFB desktop applications.

Enter their email address. Thisis used as an address to send alarms that pertain to this
agent from TFB Contact Director, and for agents using TFB Agent Email who want
their direct email to be included in their replies to customers. Even if you specify an
email here, it doesn’t mean the agent must use either alarms or agent email. Y ou can
selectively alow or inhibit either feature.

OPTIONAL Enter CPH, cost per hour. Thisfield is not currently used by packaged
software but is available for custom applications or future enhancements.

If this agent will use Agent Chat, enter the screen name that customers will see for
this agent.

Select the features you would like this agent to have accessto. For Agent Chat, select
Chat, for Agent eMail, select Email, for ACD Reports, select Reporting, for Contact
Director, select Monitoring. Note that if the agent was imported from the ACD, the Is
ACD Agent box should automatically be checked.
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IMPORTANT Avoid using the Add Agent... button to add agents already in the
ACD. Use Import from ACD instead.

OPTIONS LIST — User Permissions Dialog
OPTIONS USE

Agent ID This is the ID of the agent in the ACD or for users
not in the ACD, any unique identifying number you
assign. Recommendation: Use a range of numbers
for non-ACD users that clearly distinguished them
from ACD agents.

In ACD ‘YES' if this user is an ACD agent.

Name Last name, first. If this agent ID is defined in the
ACD, this field will be imported when you click the
Import from ACD button. Otherwise, it can be
entered manually when you add or edit a user.

Password This users numeric password for logging into the
ACD or TFB desktop applications.

Personal Pilot If your ACD supports personal pilots, and the user
is an ACD agent, you can enter that pilot here.

CPH Agent cost per hour. This is implemented for future
reporting use and custom applications.

Alternate Name This is the screen name for this agent in Agent
Chat.

Chat Select this to give this agent access to Agent Chat.

Email Select this to give this agent access to Agent
eMail.

Monitoring Select this to give this agent access to Contact
Director.

Reporting Select this to give this agent access to ACD
Reports.
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IMPORTANT If you modify an agent manually be sure to click the SAVE button
before importing from the ACD! This will ensure your changes are saved except
for the agent name which for a given agent ID is always written with whatever is
in the ACD when you import.
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Adding a DN

For screen pop and Soft Phone to work properly and be associated with a specific
DN/STN, it must be entered here.

[ Ui DM REPORT
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To add agent DN'’s

1 Click the New DN button
2 Enter the Agent DN
3 Click OK
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Creating and Managing Teams

Teams are merely optiona agent groupings for rea-time monitoring in Contact
Director. A team consists of agroup of agents and a designated supervisor. You
can create multiple teams, and organize any team based on either position (DN) or
agent 1D (but not both). Team assignments don’t affect anything the agent does
directly, but allow for convenient grouping of agents or positions in the rea-time
screens presented by Contact Director. Y ou don’t have to configureteams at all if
don’t find them useful.

If you're new to using Contact Director, you may want to become more familiar
with it, and create teams later.
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To create a new team

1 Click the Add Team button

2 Enter a Team number that is not already in use, ateam name, and what type of

team

Team Mo : I'I

Ed

Mame : ISaIes Wfidget

tember Tope : I.-’-'-.gent IO

]

[

Cancel |

3 Click OK. After creating the team, it should appear in theteam list. You can

now add members.
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To add and manage team members

1 To add ateam member, click the Add Member button
2 Fill in agent information.
3 Click OK.

To manage team members

1 To change the position of team membersin the list, select amember and click
the Move Up or Move Down button.

2 To delete ateam member from the list, select amember and click the Delete
button.

3 To move amember to another team, select the member and click the Move to
Team button.
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Creating and Managing Queues

If you are adding CTIl Server 5to an existing ACD, you likely aready have
gueues and agents defined within the ACD. If not, you should define them in the
ACD prior to doing so in CTl Server 5 Configuration Manager. The CTl Server 5
configuration manager can import queues and assignments from the ACD, then
lets you add additional queue assignments for Web Chat and Email.

Queues for chat and email are just like ACD phone queues. They have unique
numbers, priorities, and names. Email and chat queues must be configured prior
to deployment of CTl Server 5 Email and CTI Server 5 Chat.

IMPORTANT The Call Terminator Split must match that used in the ACD, and
must be reserved for that purpose with no agents assigned to it. If you are
configuring CTI Server 5 for the first time, ensure the split number here matches
that used in the ACD CCV's.

Each queue (split) is assigned a channel, either phone, chat, or email, and a
default priority from 1 to 255. The lower the number, the higher the priority.

Schedule only appliesto the Chat channel. It is not applicable to eMail, and the
ACD iswhere you manage pilot schedules that control phone splits.
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To add or edit a queue

1

2

Select a queue from thelist or click the Add Queue button to add a new queue.

Click the Edit button

Edit a queue... )

Channel ; I chat o I
Marme : A
email
Mumber ; chat |1
Break Mode | I [\ et answering email]
Ezcalatiorr!  yes ™ po
Fricrity ; |1 4
Scheduls I[n.;.ne] j

Cancel |

From the Edit a queue... dialog, select the type of queue, phone, chat, or email.

Select a descriptive queue name to be used

in reporting. Keeping the name as

short as possible will help make reports easier to read.

Enter an unused queue number

Assign apriority from 1 to 255 if it isa Chat or Email queue. Y ou cannot

change the priority of an ACD phone split f

Click OK.

rom here.
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To assign agents to Chat and eMail queues

1

2

Select Queues -> Assign Agents from the navigation tree.

Select a Queue from the dropdown list.

ASSIGN AGENTS *
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Click the Add Agent button.

| T S
ez s ok o0

From the Add Agentsdialog, select an agent to add. To select multiple agents
hold the CTRL key and click on each agent.

Add agents to queue: CHAT:

B

Agent |0 | Liogin

3803 bz, Pat
3807 Bean, David
3808 L=, Alusani
3809 Parker, Jim
Iz Wiight, Coy
e Jones, Wil
3850 Farks, Danielle
3851 McGarmy, Dan
3852 Peters, Bif
3885 Medina, Joze
3388 Sampzan, Alusani

]

Cancel

Click OK.
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Creating and Managing Schedules

Severa CTI Server 5 features offer the ability to control how they work based on
the time of day and day of week. Featureslike Callback and Call Campaigns can
be configured to activate and deactivate at specific times. Because they realy
only affect optiona behavior of specific features, you may not require schedules,
and there are no systems that require you to set aschedule in CTI Server 5.

As you configure other features, you can return here to create schedules for
convenience.

To access configur ation: Open the schedules configuration from the Schedules
branch on the navigation tree.
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To add a Schedule

1 Click New to add a new schedule.

2 Enter aname and click OK.
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To Add or Edit Dates and Times in a Schedule

1 Select an existing schedule from the list

Schedule D | Schedule Name I

1 Warmal
2 Ad run

2 From the Schedule Settings Wor k Week tab click Add Day.

3 Select the Holidays tab to associate specific work holidays with this schedule.
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Creating and Managing Prompts and Announcements

Severa CTI Server 5 features offer the ability to play prompts and announcements
to calers. Prompts and announcements are actualy stored in individual files on
the CTI Server 5 CTI Server. They can be recorded from any phone on your
switch by dialing the Recording Utility extension. See the Supervisor User Guide
for more information.

After voice files are recorded you can use this configuration to help manage and
track what you recorded. This form never deletes or adds voice prompts from or
to the server, it only manages the nicknames and descriptions associated with
them.

As you configure other features, you can return here to annotate and check
relevant voice files for convenience.

To access configur ation: Open the Voice Files configuration form from the
Voice Files branch on the navigation tree.

Save I Fefresh VOICE FILEs

‘ Thiz dizplay allowws pou ta manage all vaice files uzed by the CT1 Server [announcenents, prampts and mernus) ‘

Synchionize Files With CT| Server... | aod.. | Edt. | Dekte |
= .-’-‘-.lnnnuncements Lizt of the files found on the CT1 Server |
i English File Name | Mick Name | Descript | Path | Size | Last Madified I
e 5260 \bhd.. | 13063 2006/02413 12:01:10
- Spanish 102 Did nat un.. Mithd.. | 7558 2006/02/13 12:05:33

B A:uto Attendant 9103 it for T... Wibhd.. | B230 2006402413 12:05:23

. Spanish

[+ Auto Transcnption Ann,
- Custorner Recordings

- Dhial By Mame

[+ Prompts

[+ Syztern W ariable Recordi

Lizt of the files not found on the CTI Server |

Filz Marie | Hick Mame | Diescription I:I
5000 -
R001
AO10
5011

1] | »|smz =l
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TIP Add anickname to indicate the content of the voice file. When you're
configuring other features that play prompts or announcements the nick name
makes it easier to select the most appropriate file from feature configuration.
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When afileisdisplayed in red it means that file is referred to but does not
actualy exist on the server. Y ou can either rerecord the associated prompt or
delete its record.

Recording Voice Files

The system uses Windows WAV files for prompts and other prerecorded
announcements. Y ou can record them from any phone extension on the switch, or
if you prefer, you can create them in any of the many commercially available
recording packages. Either way, the resulting WAV file must be 8kHz, 8-hit,
mono. Mu-Law format is preferred, but the system will playback PCM format
also. If you record from astudio or in Windows software, make sure that you
convert al filesto 8kHz, 8-bit, mono and either Mu-Law or PCM, before putting
them on the system.

What folder are the voice files in?

Voice files are stored on the primary drive on CT1 Server in the DV PS folder.
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Feature and Option
Configuration

This section describes how to configure and maintain features. Because features are
modular, you'll have accessto only those features installed on your system. Be sure
system configuration is complete prior to setting up features.

Typically general configuration happens at installation, and only minor changes are
needed as you add splits or change agent assignments.

Thefeatures configured from the CTI Server 5 Configuration Manager are,

Queue Announce
Callback

Web Callback

Call Campaigns
Call Center Routing
§ ANI Routing

wn W W W W

8 Auto Attendant Routing(menus are configured in the Auto Attendant tool)
§ AC/DNISRouting

Screen Pop

Agent Emall

Agent Chat

Contact Director

ACD Reports

wn W W W W
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IMPORTANT Please ensure that system configuration is complete prior to
configuring features! See section 5 of this manual.
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Connecting ACD Calls to CTI Server Features

The next subsections discuss configuring each feature. Before that, however, you
should know how to connect callsin the ACD to aCTI Server IVR port, because
most features require that.

Y ou can connect callers to aunique feature based on pilot. Here are some
important things to be aware of.

§

How callsare connected to an | VR port? Calls are connected to the IVR
when they hita‘@ IVRAnnounce n’ step in the CCV for their pilot.

Which IVR port Doesa Given Call Connect To? The'@
IVRANnouncen’ step connects the call to the next available IVR port in
the main IVR hunt group.

How Does CTI Server Determine Which Featureto use or how to
handle the call? There are 2 things that determine how the CTI Server
handles acal that connectsto it.

1. Thevaueof ‘n" inthe‘@ IVRANnnounce n’ step that connects
the call

2. The feature and settings configured for the Pilot number the call
is on when connected.

Connecting queued calls. A cal can be connected to an IVR port whether
it isaready queued or not!

BUT... to use the Queue Announce or Callback features properly, the call
MUST be queued prior to connecting to an IVR Port

AND ... if acall isqueued and on an IVR port when an agent becomes
available, the call will be disconnected from the IVR port and connected
to the agent!

Safe CCV Design. Don't assume that a transfer to CT1 Server isthe last
step in the CCV. Some features, like Queue Announce or Callback, are
designed to transfer control back to the next step in the CCV. Although
rare, equipment or LAN issues can also prevent the transfer from
happening at al. Alwaysinclude CCV steps after the ‘@ IVRANnnounce n’

TFB CTI Server 5, Admin Guide 36



step to handle calls transferred back from the CT1 Server or those not
transferred properly.

§ Starting Proper call registration for Reports. Asyou design aCCV be
aware that acall that entersthe ACD for the first timeis not tracked by
reporting until it encounters either

8 An‘'@IVRAnnounce 9. MUST BE 9!
OR

§ A ‘queueton’ (queueto any split) step.

Thismeans that if you' re not queuing the call to alive split OR
transferring to the CTI Server with * @ IVRANnounce 9’, you must queue
to adummy split and dequeue prior to doing anything el se.

Refer to thislist as you set up each CCV to ensure your design matches the
desired performance.
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Configuring and Managing Queue Announce, and
Callback

Y ou can play callers information about where they are in queue, and offer to call
them back. Callbacks are automatically dialed and connected to agents based on
your configuration, and on the options sel ected by the caller.

To access configur ation: Open the configuration from the ET A/Callback branch
on the navigation tree.

KEY CONCEPT The Callback and Queue Announce features can behave
uniguely according to the ACD Pilot of the call that is routed to them. That way
you can offer your callers different options, messages, and features depending
on where they are in your phone switch when they are queued to a split.

At installation, each pilot must be set to route to these features, so al of the
appropriate pilots should be added here in configuration so administrators can
eas |y modify them.

ACD Configuration

@IVR Announce 9 in the CCV for each pilot using this feature.
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The ETA/Callback Configuration Form

If you are adding CTI Server 5to an existing ACD, you likely aready have
gueues and agents defined within the ACD. If not, you should define them in the
ACD prior to doing so in CTl Server 5 Configuration Manager. The CTI Server 5
configuration manager can import queues and assignments from the ACD, then
you add additiona queue assignments for Web Chat and Email.

There are two main tabsin this form — the Pilots tab and the General Settings tab.

General Settings tab

ML ETA ./ CALLBACK/FRECALL *

Fhiz 9ok Suii I
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Typically, you only have to change the General Settingstab at installation.

To disallow multiple pending callbacks to the same phone number, check the Check
Duplicate Callbacks box.

If you have internal departments calling into this pilot, you may want to allow callbacks
to internal extensions by checking the Allow internal callback box. If you do so, make
sureto enter the number of digits your switch uses for extensionsin Inter nal Callback

L ength, and any required prefix in I nternal Callback Prefix. The length is the number
of digits NOT including the prefix. The prefix can be numeric, but caninclude ‘*’ or ‘#
if required. If thereis no prefix, leave it blank.

Max callback callsin memory determines the maximum total callbacksto support in all
queues simultaneously. The default is 300. Generally it is recommended that you set this
to roughly twice your anticipated peak callback volume or to exactly thetotal queue
capacity of the switch, whichever is lower.
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FOR INSTALLATION TECHS: Notes on Configuration

8 If you're unsure of peak callback volume, you can set Max callback calls in

memory to exactly the total queue capacity of the switch. It should not be set
higher.
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To configure Queue and ETA Announcements for a Pilot

1 Select the Presentation tab.

2 To speak estimated time to agent to callers, check the Enable ET A box

3 Select the appropriate options. See the Options List.

4 Click Saveif your done. Otherwise you can configure callback for the sameilot

or select another pilot to configure.
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ETA / CALLBACK / PRECALL *
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To configure Callback for a Pilot

1

2

3

Select the Callback Offer tab.

Check the Enable Callback box

Select the appropriate options. See the Options List for each tab.
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= Pilot Configuration
Pilot Mumber ; |0000

Prezentation | Callback foerl Call Presentation | Callback Fletriesl Ad\-’ancedl

| Here, configure how the ETA and the Queus Position are handled for each call |

v Enable ETA —————— v Enable Queue Position

' Speak FUlETA % Speak Queue Posiion

" Speak Graded ETA " Speak Calculated Queus Position
[~ Speak ETA upto: I [rmira] [ Speak upto: I [t poz]

The Presentation tab lets you control what queue information the caller hears prior to a
callback offer. ETA isthe estimated time to an agent. Thisis calculated in the ACD and
isonly an estimate based on previous call times and the current staff and queue levels.
The queue position tells callers how many other callers are ahead of them.

OPTIONS LIST — Presentation Tab
OPTIONS USE

Enable ETA Click to speak estimated time to an agent to callers
on the selected pilot

Speak Full ETA Select to speak the ETA as calculated

Speak ETA Up To Select to speak ETA up to the value entered. If
ETA is higher, the announcement says “your ETA
is greater than...” then speaks the value entered.

Enable Queue Click to speak position in queue to callers on the
Position selected pilot

Speak Queue Select to speak actual queue position

Position

Speak Calculated Select to speak queue position normalized for
Queue Position number of agents logged in
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i Pilot Configuration

Pilot Mumber : (0000

Fresentation ~ Callback Offer | Call Presentation | Callback HEl[IESI Advancedl

‘ Here, configure how the callback offer is handled for each call ‘

v Enabie Calback
Min ETA: 120 [sec]
MaxETA: |58 fmin)
Rec. Prompt... "—
Record Time : l?ﬂ_ [sec]

Use ANI L

[” Schedule: =
Start of Day : 0s:00
End of Day : 1700

v ASAP Callback
[V Scheduled Calback

OPTIONS LIST - Callback Offer Tab

OPTIONS USE

Enable Callback Click to offer callers callback on the selected pilot

Min ETA Enter the minimum ETA value, in seconds, to enable
callback offers for this queue. If the ETA is less than
this value, callers will not be offered a callback.

Max. ETA Enter the maximum ETA value, in minutes, for which
callbacks will be optional. When the ETA is above this
value, callbacks will be the only option for the caller.

Rec. Prompt Enter the number of the prompt you want to use to

instruct callers on what kind of message to record.
Your agents hear the callers recorded message prior
to the callback so make sure you use a prompt that
tells callers exactly what information to leave. le,
account number name, etc.

Record Time

Enter the maximum message length to allow callers,

in seconds.
Use ANI Select to offer the callback to the callers ANI.
Schedule Select to use a preconfigured schedule to determine

the time of day callbacks will be offered. Then select
the appropriate schedule from the dropdown box.

Start of Day

The time of day to start offering callbacks. Only active
if you are NOT using a preset schedule.

End of Day

The time of day to stop offering callbacks. Only active
if you are NOT using a preset schedule.

ASAP Callback

Select this to offer ASAP callback. This type returns
calls as soon as an agent becomes available.

Scheduled Callback Select this to offer scheduled callback. This type

queues a return call at a time specified by the caller.
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r— Pilot Configuration

Pilat Mumber : (0000

Prasenlationl Callback Offer  Call Presentation | Callback Hatliesl Advancedl

‘ Here, configure how a callback. is presented to the agents

Agent Anhoucement IUUUE Select... I
™ Speak Account #
I~ Spesk Phone #

v Enable Pre-Call Announcement
Agerkt Pre-Call &, ;0008 Select ]

OPTIONS LIST — Call Presentation Tab

OPTIONS

USE

Agent Announcement

Enter the announcement to speak to
agents prior to the callback being dialed

Speak Account #

Select to speak the caller account number
(if available)

Speak Phone #

Select to speak the caller phone number
(if available)

Enable Precall
Announcement

Select to play an announcement to the
agent prior to the call. Needs callback

Agent Pre-call Ann

Enter the announcement to speak to
agents prior to calls on this pilot. It is
mutually exclusive with callback. Does not
speak on CB.

When adding announcements, you can select from alist of available voicefiles. To
manage and add namesto your list of voice files, use the Voice Files branch from the

navigation tree.
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i~ Pilat Configuration
Filat Number : 0000

Plesentationl Callback leerl Call Presentation  Callback Retries |Advanced|

| Here, setup the actions to take when a callback fails. ‘

Retries (g = Lse Incoming Pilot
Time Between: |5 [min) £ Use sltemate Piat (0]

OPTIONS LIST — Callback Retries Tab

OPTIONS USE
Retries Enter the number of times to retry a failed call.
Time Between Enter number of minutes to wait before putting call

back into queue for a callback.

Use Incoming Pilot Forces retries to use the original pilot the caller
accepted the callback offer on. Note that NBD must
use alternate

Use Alternate Pilot Retries will use this pilot. Must be specified for
Next Business Day CB.

KEY CONCEPT - Failed calls and retries. Failed calls consist of tri-tone
(numbers not in service), busy signal, or ring with no answer. Retries configured
above happen only when the previous outbound call failed for one of these
reasons. Because agents are connected to the call as it is dialed, they will hear
everything that happens on a call. Agent using the CTI Server 5 screen pop
interface have the option to override these retry settings while on the call. So,
based on what they hear, they can choose to inhibit a retry or force a retry
again. See the Agent User guide for more information.
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Configuring Web Callback

Y our existing web site can also generate a callback — an actud call in queue that
automatically dials an outbound call from the next agent available in the specified
gueue. This can be amore cost effective way to initiate contact if you have
inbound toll free lines. Callback can be sent to different queues based on where
the request was made on the web site. If you have a dedicated web programming
staff, they have unlimited options to initiate a callback to a particular pilot based
on information entered, or options selected, by your web users.

To access configur ation: Open the configuration from the Web Callback branch
on the navigation tree.

KEY CONCEPT Web Callback is the same as other callback features, except
there is no initial inbound call. Rather, your web users click a callback link on
your existing web site, and CTI Server 5 puts a virtual call in queue!

At installation, each pilot that will be used for callback must be set in the ACD to
route queue callbacks to the appropriate split based on topic.
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General Settings tab
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Y ou typically only have to change the General Settings tab at installation.

To disallow multiple pending callbacks to the same phone number, check the Check
Duplicate Callbacks box.

To disallow multiple pending callbacksinitiated from the same IP address, check the
Check for Duplicate | Psbox. ThisisNOT recommended because completely distinct
web users can appear as the same IP as determined by their ISP.
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Topics tab
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Web cdlback is configured by topic. The topic is set on the web page where the
callback wasiinitiated. Y ou can send web callbacks to individual pilots based on
topic, to ensure the most appropriate agent group handles that topic. At
installation, each pilot that will be used for callback must be set in the ACD to
route queue callbacks to the appropriate split based on topic.

OPTIONS LIST - Call Delivery Tab

OPTIONS USE

Deliver to Pilot Enter the pilot that queues calls to the split of
agents that will handle web callback on the
selected topic.

Split Enter the split calls are queued to on the pilot you
entered in the previous field.

Priority Enter the ACD call priority from 1 to 255 that web
callbacks should default to when queued to this
split.
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OPTIONS LIST — Callback Schedule Tab

OPTIONS USE
Schedule Select to use a preset schedule.
Fixed Time Select and enter start and end time that web

callback will be accepted.

TFB CTI Server 5, Admin Guide 49



e INTERMET CALLBACHK *

Trqi~: I Licread el |

arr, ek ar e e Talberk epies e o

FET PR PR B T

Togi= b | a93m3: | NRPRe | Direwplion
u 2l LLLL Liedad.

=l Laloas Al ta g
T=mr Hirans: I_J Iz e bopps oo 2 el Fagal
Ll .I'ti-.':,l Lablad Sul ek il Zisseeer I.".J-.':'l.::Jl
| His, o 1 e e o g 1 e beoeclon
F Ui bmreens . [111e i |
Hunlea d Fa. e, l?_
11z Jedyeaa el l.l_ il

OPTIONS LIST — Callback Presentation

OPTIONS USE

Use Announcement Select the announcement to speak to the agent
prior to the outbound call being dialed from their
ACD phone.

Number of Retries Number of times to retry dialing a callback when

the call does not go through.

Time Between Number of minutes to wait from the previous try at
Retries dialing the outbound call to the next.
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Configuring Call Campaigns

To access configur ation: Open the configuration from the Features/Call
Campaign branch on the navigation tree.

Benefits of Automated Outbound Campaigns

Thetypical campaign application pays for itself quickly by reducing the labor required for
notification, and reducing the cost to your organization of missed appointments, late
payments and similar burdens.

0 Fast ROI —Cut costs, collect bills, confirm appointments, and notify customers
in emergencies or when crucial systems change

o Two main typesof campaigns— Direct to Agent, Direct to IVR (Agent-less)

0 Agent-lesscampaigns— Use VR to speak prerecorded messages to customers,
such as account balances, due dates, appointment times. With optional Text-to-
Speech module, speak names and other information from your data that is not
pre-recordable

o Blendinginacall center environment — Direct to Agent campaign calls can be
blended with inbound calls and other traffic to ensure efficient use of agent
resources

0 Prerecord Messages- Direct to IVR campaigns allow authorized usersto
record and re-record the script as they seefit

0 Run multiple smultaneous campaigns of both types. Each campaign can be
configured uniquely.

0 Automatic or Manual — Schedule campaigns to run automatically or start
manually form any PC on your LAN
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Typical Applications

From the Financial sector to Healthcare, and across industry, VR campaign applications
can enhance or replace many of the functions performed by your staff. Here are just afew
of the applications.

0 Headlthcare appointment reminder

o Billing and collections

0 Absentee Notification

0 Emergency Notification

0 Service and Installation appointment reminder

0 Touch tone customer surveys

These arejust afew examples, and each organization has its particular requirements and
priorities, so applications are customizable.
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Sizing — Calculating the Number of IVR Ports Required

For Direct to VR campaigns, where messages are delivered to the customer or their
voice mail through IVR, you must reserve IVR ports exclusively for campaigns. Note
that campaigns can be shared across these IVR ports, but other applications can’t use
them.

The number of ports required will depend on the length of the script AND the hours the
campaignisto berun. This can be calculated using the following guidelines. Thisisan
estimate and actual port usage may vary.

1 Time the length of the script in seconds by speaking it out loud. Factor
in additional time if they ask the caller a question or perform a database
update. Include time for at least one retry of any question asked of the caller.

2 Take the seconds in step 1 and add 45 seconds, this is for call progress
overhead as well as retries needed for unsuccessful calls such as a busy
signal.

3 Take the figure from step 2 and multiply by the number of calls to be made for
this campaign. This will yield the total number of seconds of port time
needed for this campaign. Divide by 60 to calculate the port usage minutes
required.

4 Now, determine the call window. For example, if the call window is 3 hours,
each port allocated will yield 180 minutes of usage.

5 Divide the port minutes required (step 3) by the port minutes available in this
call window (step 4). The answer will yield the ports required to run this
campaign. Repeat this calculation for each campaign.
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Sample port sizing scenario

1 Assume that Campaign 1 takes 60 seconds to speak the message, no
questions asked of caller.

2 Add 45 seconds for overhead. (105 seconds)

3 Let's say you would like to make approximately 500 calls per day
((500 * 105) / 60) = 875 minutes of port usage.

4 Calls will be placed between 6:00pm and 9:00pm, 3 hours = 180
minutes.

5 (875/180) =4.86 =5 ports required for Campaign 1.
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Automated Outbound Campaign FAQs

Q

A

What type of dialing isit designed for? Predictive dialing? Power Dialing?

The Direct to IVR typeis straight power dialing, with the option to leave a
message based on voicemail detection. Direct to Agent campaigns are a form of
preview dialing, which allows integration of the outbound call to TFB Screen
POP and an option to whisper a prompt campaign specific to the campaign.

What isin the base package?

The package includes a GUI configuration screen to set up campaigns, the
campaign manager, and daily campaign reports in text format. Optionsinclude
custom scripts for speaking information from you data, and Text-to-Speech for
speaking non-numeric data like names and addresses.

What is unique about the TFB system?

Unlike standalone black box diaers, TFB allows full call blending in conjunction
with the ACD and other packages. TFB reporting and screen pop packages also
integrate easily with the application.

What if no oneanswersthe call?

For Direct to I VR, the system can leave a message on voice mail. TFB also
allows the option to prompt for customer touchtone input to confirm the presence
of alive person. Direct to Agent campaigns are fully integrated with ACD
functionality, so the agent decides how to handle abusy or no answer. TFB
provides desktop control for agents to marks callsfor retry.

Istherean upper limit to the number of callsthe system makes?

Thereisno practical limit inherent to the system. External limitations are the
primary concern — the available trunks, your VR port capacity for Direct to IVR
calls, and the number of available agents for direct to agent calls. See the section
aboveto calculate port usage for Direct to VR campaigns.
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Q How do we get a list of names and telephone number sinto the IVR system?

A The campaigns are driven by your customer data. Right from the box, the
outbound campaign system will accept a comma-delimited ASCI| file, aformat
that can be exported from nearly every database package.

0001,3105551212,Jane Smith,20041215|1115AM |Dr. Johnson,1112222,
0001,3105551213,John Smith,20041215[1130AM|Dr. John Carp,2223333,
0001,3105551214,Jane Doe,20041215|1145AM |Dr. Roch Smith,3334444,
0001,3105551215,John Doe,20041215|1315PM |Dr. Jules Beamer,4445555,
0001,3105551216,Brett Johnson,20041215[1330PM,Dr. Wayne Miles, 5556666,

Thefirst field is simply a4-digit campaign number you assign, followed by the phone
number, and then user fieldsthat allow you to maintain data associated with the call.

Automated Outbound Campaign Configuration

The CTI Server 5 Call Campaigns module offer automated outbound dialing.
Each campaigns runs in one of two modes,

§ Agent mode
Calls are placed into adesignated ACD queue as a virtual queue position,
then each isdialed automatically from the ACD phone of the next
available agent.

8 VR mode
Cdlsaredided directly from an IVR port and prerecorded messages are
played to the caller. Touch tone options can be offered.

Each call campaign is driven by campaign data file, which is asimple text file of
phone numbers and other data. created by the user from their existing customer
data. In addition, a Campaign Template file, in plain text, allows users to specify
and customize the call flow for an IVR mode campaign.
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OPTIONS LIST — Campaigns tab

OPTIONS

USE

Campaign #

Displays the number of each campaign

Campaign Name

Displays the name of each campaign

Type Displays the type of each campaign

Priority Displays the priority in queue assigned to calls in
each campaign

Menu Displays the name of each campaign

Language Displays the language set for each campaign

Campaign Settings

Campaign #

Displays the number of the currently selected
campaign

Campaign Name

Displays the name of the currently selected
campaign
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To enter or edit a campaign

1 Click the New Campaign button or select an existing campaign from the list
and click the Edit button

2 The Edit Campaign dialog appears. Enter or edit a 4-digit campaign number and
a campaign name as desired. Note that the campaign number must be uniqueto
this campaign AND it must match the campaign number in the campaign data
file.

3 Enter form information on the right according to the description in the options
list.

Campaign Type 0 - Direct to agent, with announcement.. Works similar a callback —
the agent phonerings, and they hear "preparing an outbound campaign”, then a pause
while they are connected to customer.

Campaign Type 1 - Stand alone IVR campaign with no carry over. IVR port dials
customer, plays prompt, or follows template. No agent involved in the initial call,
although a template allows for transfer to agent or extension. This campaign requires a
reserved Outbound I VR port group.

Campaign Type 2 - Direct to agent, with no announcement, and no carry over.
Similiar to type 0, but no message involved (preparing an outbound campaign). agents
gets connected directly to customer

Campaign Type 100 - Direct to agent, with announcement and carry over. Similiar to
type 0, but carries left over calls to the next day. Any records that remain after end of
day time carryover and requeue the next day and start of day time set in configuration for
that campaign.

Campaign Type 101 - Stand alone IVR campaign with carry over. Similiar to type 1,
but carries |eft over callsto the next day.

Campaign Type 102 - Direct to agent, with no announcement, but with carry over.
Similiar to type 2, but carries |eft over callsto the next day.
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OPTIONS LIST — Campaigns / Campaign Schedule tab

OPTIONS USE

Schedule The schedule determines when the campaign can
run. If you have a schedule defined, select the
Schedule radio button, and a specific schedule
from the drop down list.

24/7 Select this to allow the campaign to run at any
hour.

Fixed Time Select this to run the campaign any day during the
specified interval.

Auto Start Select this to allow the campaign to start

unattended during the schedule specified.

Carry over next
day(s) until done

Select this to continue the campaign into the next
valid schedule interval if not all calls have been
made.

Use Local Time
Limits

Select this to limit calls to the target number, within
the specified times, in THE TIME ZONE OF THE
TARGET NUMBER.
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OPTIONS LIST — Campaigns / Agent Campaigns tab

OPTIONS

USE

Agent
Announcement

This is the number of the announcement spoken to
agents just prior to dialing the outbound call.

Speak Account #

Select this to make the system speak to the agent
the account number of the person being dialed.
Note that this is based on the availability of the
account number in the campaign data file.

Speak Phone #

Select this to make the system speak to the agent
the account number of the person being dialed.

Maximum Number
of Queue Spots

This determines the maximum number of
campaign calls that will be queued in the ACD
simultaneously.
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OPTIONS LIST — Campaigns / General Settings tab
OPTIONS USE
Number of Retries This is the number of times you want the system to
redial an outbound call that failed.
Time Between This is the time in minutes between retries.
Retries
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Designing IVR Campaigns

Whilethe transaction can be controlled by your agents when running agent campaigns,
IVR campaigns must be designed with special considerations related to the fact that the
transaction is entirely automated.

When running an VR campaign, each call takes the following actions.

1

Using IVR campaigns. In IVR campaigns, the system does automatic call
progress monitoring, which includes answering machine and voice mail
detection.

The system dials out from an IVR port and connects to the intended phone.

The system attempts to determine, based on the length of the answering
message, whether it is connected to a live person or voice mail.

The system begins playing the messages you have configured when thereisa
sufficient pause in the outgoing message.

Recommended Practices

Determining whether it isvoice mail or a live person is a statistical process, and outgoing
messages that are unusually long or contain pauses, can sometimes fool the system into
playing your recorded message before the voice mail begins recording. Because of this,
TFB recommends the following practices,

§

Y our recorded message should be a minimum of 30 secondsin length. If
your message is inherently shorter than 30 seconds, it should be repeated.

Always identify your organization in thefirst part of the message

Always repeat contact information. Thisis important not only to ensure your
customer can respond, but to ensure that if you have outdated telephone
contact information and have called the wrong party, they can contact you.
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Automated Outbound Campaign Data File

The campaign data file contains the information required to make each call. Ata
minimum this is the campaign number and the phone number to dial. Additional fields
can contain data for later usein reporting or tagging the call for screen pop.

0001,3105551212,Jane Smith,20041215|1115AM |Dr. Johnson,1112222,
0001,3105551213,John Smith,20041215[1130AM|Dr. John Carp,2223333,
0001,3105551214,Jane Doe,20041215|1145AM |Dr. Roch Smith,3334444,
0001,3105551215,John Doe,20041215|1315PM |Dr. Jul es Beamer,4445555,
0001,3105551216,Brett Johnson,20041215[1330PM,Dr. Wayne Miles, 5556666,

Thefirst field is simply a4-digit campaign number you assign, followed by the phone
number, and then user fieldsthat allow you to maintain data associated with the call.

FIELDS

4 digit - campaign number (required)
10 digit - phone number (required)
24 char - account number (optional)
16 char - misc fidd (optional)

50 char - namefield (optional)
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Using Templates to Design IVR Campaigns

Templates are a powerful way to customize IVR campaigns without having to
know a programming language. Each campaign can use a different template, or
campaigns can share atemplate. The templates let you determine what
announcements are played and what options the target caller has. Y ou can even
offer the option to callers to transfer to another extension or pilot in the switch.

A template is just asimple text file that you can edit in Notepad. Y ou can aso edit
in Word but be careful — you must save the file as atext file, not asaWord .doc
file. The campaign templates must be stored in the \tfb\campai gns\templ ate fol der
on CTI Server. In Config Manager, the field OCC Application Flags will be set
to anumber from 1-999 for a campaign. If atemplate exists for this application
flag, the template will execute, otherwise the standard OCC logic will prevail.
The extension for a templates must be .occ so campaign template 2 would be in
\tfb\campaigns\template\2.occ.

All boolean flags in the function set will be O for false, 1 for true.
Fieldsin the campaign file must adhere to the TFB-specified format.

Datain the Account, Misc, Name fields must be in fixed position and the standard
format for different datatypes are as follows:

Dates: YYYYMMDD
Dollars: DDDDDDD.CC
Time: HH:MM, military time (ex. 1:00pm would be 13:00)

Template Function List

BRANCH designates the beginning of abranch
CALLSTAT Setsthesuccess or failure of a call to the Campaign Manager
DISCONNECT Terminatesthe call, and logs the call status.
EVAL Comparestwo datafields or literal strings, jumpsto branch.
GOTO jumpstoabranch
LANGUAGE Setsthecal to processin a different language
LOGSTAT Logsan VR Statistic to the Log Server
MENU  Offers callersamenu of choices
MENUOPT  Specifies one or more actions to take based upon a menu
selection
PLAYMSG Play arecorded prompt.
PLAYDATA Play one of the campaign fields (Account, Misc, Name) or a
substring of any of those fields.
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SCREENTAG Tagascreen pop field
SURVEY  Processesasurvey.
TRANSFER Sendsthe call to a specified pilot

Function Specifications

BRANCH
Function — Designates the beginning of a branch

Format: BRANCH,BranchName,

CALLSTAT
Function — Notifies the campaign manager of the status of the call.

D — Disconnected, retry the call.
C — Connected, do not retry.
G — Good, call connected and message successfully delivered.

Both statuses C and G will cause the system to mark this call as complete. Status
Cisnormally set after a successful connection is made to the caller and at least
part of the outbound call flow has been played (for example, the opening
message). Status G istypically used to designate that the caller acknowledged
the message with touch-tone input. Status D is often used if the caller hung up
before the first message has been fully played, indicating the call should be
reattempted. Attemptswill be limited to the max tries in the campaign definition.

Example call flow:

CALLSTAT,D,
PLAYMSG,5000,0,
CALLSTAT,C,

In the above examplethe call statusisinitialized to D then set to C only if
message 5000 had fully played. If acaller hangs up whilearecording is playing,
the last status set will be the status sent to the campaign manager. By default,
thisis status C — Connected.

DISCONNECT
Function — Terminates the call.

Format: DISCONNECT,

TFB CTI Server 5, Admin Guide 65



EVAL
Function — Compares two data fields or literal strings, jumpsto branch.

Format: EVAL ,Datal,DatalStartPos,Datal NumChars,
Operator,Data2, Data2StartPos,Data2NumChars, Branch to jump to,

Ex: EVAL Misc,2,1,EQ,D,,,SENIOR,
If the second letter of the Misc field isegual to D, go to branch SENIOR.

Ex. EVAL ,Name,1,5,GT,Name,17,5,PASTDUE,

If the first five characters of the Name field are greater than the
value in position 17 of that field, go to branch PASTDUE.

GOTO
Function — Jump to the specified branch.

Format: GOTO,BranchName,

LANGUAGE
Function — Set the call to speak in adifferent language — system must be enabled
for multi-lingual .

Format: LANGUAGE,LanguageNum,

Format: LANGUAGE,]1,
Set call to speak in Spanish (language 2)

The Language Num field is required and must be one of the following:
0-English
1— Spanish
2 —French
3 — Japanese
4 —Vietnamese
5 — Cantonese
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LOGSTAT
Function — Logs an IVR Statistic to the Log Server

Format: LOGSTAT,StatNum,StatData,

Format: LOGSTAT,102,Account,
Log statistic 102, populating the User Data field with the OCAccount
field sent.

The StatNum field is required while the StatData field is optional.

StatNum fidlds are in the range of 1-999 but must not conflict with the TFB
Standard Statistics nor those custom statistics already defined for your system.
Consult your TFB reference manual or your developer for alist of standard and
custom statistics.

MENU

Function — Plays a menu to the caller for touch-tone response. Note that the
MENU and MENUOPT functions operate together in that the MENU function
defines the way a menu is presented to the caller while the MENUOPT function
defines the action to take if a caller makes a given menu choice.

Format: MENU,MenuPrompt,MenuErrM sg,M enuOptions,Retries,
Ex: MENU,5010,5011,123*,2,

Note: Thiscommand is not allowed in a MENUOPT command

MENUOPT
Function — Specifies one or more actions to take based upon a menu selection

Format: MENUOPT,MenuOptionChosen,Action,
Ex: MENUOPT,1,PLAYMSG,5000,1,

The MENUOPT Actions may be any one of the permissible template actions
suchas PLAYMSG, GOTO, TRANSFER, etc. The MENU command is not
allowed withina MENUOPT command - no menu nesting is allowed. If another
menu must be called, use the GOTO and BRANCH functions to define another
block.
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PLAYDATA
Function — Speaks data from one of the campaign fields (Account, Misc, Name)
or asubstring of any of thosefields.

Format: PLAY DATA,FiddType,FieldName,StartPosition,EndPosition,

Ex: PLAYDATA,DATE,Misc,6,8,
PLAYDATA,TTS,Name,
PLAYDATA ,NUMBER,Account,1,4,

Data Types Supported

DATE —Mugt bein YYYYMMDD format., date format spoken as May
1%, 2000.

TIME —Must be in HH:MM 24-hour military format

NUMBER — ex. 123 = one hundred twenty-three

DIGITS- ex. 123 = onetwo three

PLAYMSG
Function — Plays a pre-recorded prompt.

Format: PLAYMSG,Msgno,Allow Interrupt,

Ex: PLAYMSG,5000,1,

SCREENTAG
Function — Tags one of the 3 screen pop fields with one of the OC Campaign
fields, or any substring thereof.

Format: SCREENTAG,FieldToTag,FieldName, StartPosition,EndPosition,

Ex: SCREENTAG,Account,Account,1,9,
SCREENTAG,Account,Misc,,,
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SURVEY
Function — Processes a survey. System must have the Survey Package Installed.

Format: SURVEY ,SurveyNum,
Ex: Survey,5,

Callsthe Survey Manager to process survey 5.

TRANSFER
Function — Sendsthe call to a pilot
Format: TRANSFER,Pilot,

Note: Thisfunction will force a call termination with a status of T — Transfer.

Ex. . TRANSFER,4133,
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Configuring Routing

CTI Server 5 modules offer options to send your callers to specific pilots, queues,
and extensions based on touchtone input, full ANI, partial ANI, DNIS, or their
originating area code.

To access configur ation: Open the configuration from the Routing branch on the
navigation tree.
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Merely by queuing calls to the splits configured here, those calls are routed to the
pilot designated for that ANI in the routing database. The routing database can be
changed by agents as they interact with callers. It includes afacility to send
callersto the agents personal pilot on a subsequent call.

OPTIONS LIST - Call Center Routing
OPTIONS USE

ANI DB Source This is the location of the ANI Routing database.
To change it use the IP Addresses branch under
System in the navigation tree.

Disable routing Inhibits the routing or tagging of calls even when
and/or matching they are queued to the routing or matching splits.
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OPTIONS LIST — Use ANI Routing/Matching Parameters

Use ANI Enables routing and matching of calls queued to
Routing/Matching the ANI Routing split
ANI Routing split The reserved split that queues call for routing. By

queuing a call to this split in the ACD, the call will
be tagged and routed according to the ANI
database configuration.

Default Pilot Pilot to route calls to when the ANI database has
no record for that ANI.

Default Pilot on Pilot to route calls to when the ANI database has a
Match record for that ANI, but no routing pilot configured.
Use ANI Tracking Enable tracking of ANIs

Add unregistered On no match, automatically adds the ANI to the
ANI's to ANI DB database
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OPTIONS LIST — Use ANI Matching Only Parameters

Use ANI Matching Enables and matching without routing of calls

Only gueued to the ANI Matching split

ANI Matching split The reserved split that queues call for matching.
Typically it is the same split as the routing split.

Default Pilot Not used.

Use Wildcards Allows entries with partial ANI in database.
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Configuring Auto Attendant / Speech Director

Auto Attendant routing lets you determine which menus callers are routed to from
the ACD. The pilots you route from must be set up for routing*.

To access configur ation: Open the configuration from the Routing -> Auto
Attendant branch on the navigation tree.

KEY CONCEPT The Auto Attendant Routing is separate from Auto Attendant
menu configuration. The Auto Attendant tool is separate from the Configuration
Manager and allows you to build touchtone menus. Auto Attendant Routing
determines which Auto Attendant menus where callers are routed to from
specific pilots in the ACD.

At installation, each desired pilot must be set to route to the appropriate Auto
Attendant menu. All of the appropriate pilots should be added here at installation
to alow administrators to easily modify them.

What is Auto Attendant?

TFB’s Auto Attendant enhances your call-routing efficiency by providing callers with an
automated, touchtone menu system that can be completely customized to your
requirements. Using touchtone inputs, callers can route themselves to the appropriate
menus, prompts, special-case handling, or PBX extensions. Powerful menu-building
features allow you to implement each touchtone menu or submenu to your specifications,
and specify associated custom-recorded prompts. Auto Attendant also includes tools for
assigning functions to touchtone buttons, as well as options to handle callers’ input
errors, time-outs, and menu navigation requirements. Included with Auto Attendant on
most systemsis TFB’s Enhanced Announcements module. See Chapter 3 for information
on configuring Enhanced Announcements.
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Thelatest version of Auto Attendant offers new tools to help you design your auto
attendant menus and integrate with other TFB features. It also supports optional Speech
Recognition (ASR) modules such as speech directory and directed dialog. Many speech
recognition options can be configured by the user. Other features include,

0 User management and password protection for specific menu trees
o New Configuration Reports

0 Integration to callback offers

0 Integration to Auto Transcription sessions

0 Integration to Surveys

0 Speech Recognition (optional module)

Designing Auto Attendant Menus

To create an Auto Attendant, first define all menus and submenus in your system in the
forms-based Auto Attendant tool. Each menu definition consists of a menu name and
number, prompt numbers that specify the recorded prompts to play for each menu,
touchtone key assignments, and timeout/error configurations. Auto Attendant has the
capacity to handle menu systems of varying complexity, but regardless of how
complicated your requirements are, the procedure for defining menusisthe same. It's
important to note that it's far easier to enter menu data than to change it, so be sure to
plan al menus and submenus, and to script all prompts beforehand. By numbering your
menus and announcements with a consistent methodology, you can easily implement
even the most intricate system.

What Information is Required to Specify Each Menu?
In general, the following information must be specified in the Auto Attendant form for

each functional menu in your system:

8 A menu number and description —This includes specifying whether it' saMain
menu or submenu, and entering the menu number and description.
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§

§

§

An ACD IVR Announcement number (for ‘main’ menus) — The IVR number is
how the ACD routes calls to that menu.

The promptsfor this menu: main, error and timeout — The verbal announcements
made when the caller entersamenu (“press ‘1’ for...”), when undefined keys are hit
(“that isnot avalid selection, please re-enter...”), or the caller doesn’t hit any key
(“Sorry, we did not hear your selection...”).

The Touchtone keypad configur ation — Define the action to be taken when a caller
presses each touchtone key

Creating an Auto Attendant System

The Auto Attendant form on CTI Server is where you construct menus and define how
calls are routed based on a caller’ s touchtone inputs. Y ou can configure touchtone buttons
to route callers to other menus, submenus, announcements, prompts, directly to agents, or
to other PBX extensions. This section guides you through the three important steps that
arerequired to implement an Auto Attendant menu system.

Step 1 Open the Auto Attendant form and define all Auto Attendant menus.

Step 2 Record all voice-prompts related to each menu.

Step 3 Configure ACD CCVsto route the appropriate calls to Auto Attendant.

To get started, open the Auto Attendant form from the icon on the CTI Server desktop.

To open the Auto Attendant form

§
§

Click the Auto Attendant icon on the CT1 Server desktop (node 1 only!). Eg

TFB Auto Attendant

If ashortcut is not defined, click the Windows Start menu, click Run, and type,
\tfb\bin\tfbaaup. exe

8 TheTFB Auto Attendant form opens.
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TFB Auto Attendant Form
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The primary menu configuration options are at the top of the form. The Speech options
pertain to speech recognition features only, not touch tone menu setup. Then the Meaning
/ Actions section is for assigning actions to touch tone keys and spoken input. The Key
Actions display shows current key assignments for the menu displayed. The System
optionslet you run utilities, and edit the list of prompts, extensions, directory listings and
users. Note that the entire form is displaying properties for the menu shown in the Menu
No. / Description drop down box. This manual describes only the touch tone features of
Auto Attendant. Speech recognition is described in the Speech Enabled Attendant Guide.

Primary Options

Field... Usage...

Menu No. Description User-defined Menu Number 1 - 9998.

Main Menu / Sub Menu Indicates Menu type — main menu or sub menu.

ACD Ann No. ACD IVR Announcement number for Main Menus
only.

Timeout Timeout value in seconds for this menu.

L anguage L anguage code for this menu.

Print (Button) Print Auto Attendant report (to Windows Notepad).
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Prompt Number Auto Attendant voice prompt number 0001 - 9998.

Timeout Prompt Timeout prompt 0001 - 9998. A timeout occurs when
the caller doesn’t hit any touchtone key within the
number of seconds specified in Timeout.

Retries (timeout) Number of timeout retries (after the first try).

Error Prompt Error prompt 0001 - 9998. An error occurs when the
caller hitsa touchtone key defined as‘N/A'.

Retries (error) Number of error retries (after thefirst try).

Timeout Extension Transfer extension when caller exhausts timeout
retries.

Error Extension Transfer extension when caller exhausts error retries.

Key Action Options
Field... Usage...

Touch Tone Keypad Buttons Select menu choices for the current menu.
Touch Tone Keypad Map Shows menu choices defined for the current menu.
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Assignable Touchtone Key Functions

This Function...

Produces this Result...

Transfer

GoTo Menu

Play Passage
GoTo Main Menu
Backup Menu
HangUp

Dial Extension

Returnto ACD

Special Treatment
Dial By Name
Callback

Auto Transcription
Survey

N/A

Transfersthe caller to the extension selected.

Routes the caller to the menu number selected.

Plays passage specified then returns to the current menu.
Returnsto the first menu presented to caller.

Backs up one menu level.
Hangs up on caller.

Directly dialsaPBX extension. The key must be thefirst
of the 4 or 5-digit direct extension number.

Returns control of the call to the next CCV step after the
@IVR Announce n to that routed the call to Auto
Attendant.

Directly dialsaPBX extension. The key must be thefirst
of the 4 or 5-digit direct extension number.

Directly dialsaPBX extension. The key must be thefirst
of the 4 or 5-digit direct extension number.

Sends caller directly to a callback offer. (Must have TFB
Callback feature)

Sends caller directly to the specified Auto Transcription
session. (Must have TFB Auto Transcription feature)
Sends caller directly to the specified touch tone Survey.
(Must have TFB Survey feature)

Defines the key as not valid for this menu. If the caller
selectsthis key, the error prompt is played.
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System Options
Field...

Usage...

System

AA Report
Where Used

Check

View Log
MenusTab
Prompts Tab
Extensions Tab

Dial By Name Tab
UsersTab

Opens configuration for enabling speech, multilingual
features.

Displays or prints the AA configuration report.

Displays which menus and prompts are actually in use
and where they are referenced.

Checks for references to undefined or invalid menus,
prompts and extensions.

Shows activity of configuration form users.

Letsyou Add, Change, or Delete aMenu from the list
Letsyou Add, Change, or Delete a Prompt from the list
:Tets you Add, Change, or Delete an Extension from the
Ist

Letsyou Add, Change, or Delete a DBN directory entry
Letsyou Add, Change, or Delete a User
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System Configuration

Before defining specific menus, you should make surethat system parameters are set
correctly. Y ou may also want to define passwords and permissions for other users. The
Speech Enabled Option is discussed later in this section.

Auto Attendant System Settings m
[ Multiingual

Cancel |

Frimary Language

I\tfb\grammars\Dil\

Dial By Mame ——————— Directory Grammars Compiled Path
¥ Allow Last Marne, First Mame |\tfb\grammars\Dir\
And / Or
I &llow First Name, Last Nare Comnmand Grammars 5ource Path

|\tfb\grammars\Emd\

I Walidate Extensions Command Grammars Compiled Path

I\tfb\grammars\ﬁmd\

To define System parameters

In the Auto Attendant form...

1 Click the System button. The Auto Attendant System Setting dialog should appear.
Make sure the Speech Enabled checkbox is desel ected.

2 Select the Multilingual checkbox if you have promptsin more than one language, and

the menus and selections are the same in all languages. This feature lets you design a
single menu tree but based on language you can specify different extension numbers.

3 If you are using the Dial by Name feature select whether you want the system to
match caller entriesby Last Name, First Name, or both. Larger directories are
typically best using Last Name first, while small directories can benefit by using
both, or even just First Name first depending on the directory size and how your
callers know your staff.

This manual describes only the touch tone features of Auto Attendant. Speech
recognition is described in the Speech Enabled Attendant Guide.
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To define System users
In the Auto Attendant form...
1 Click the Userstab in the System area.
tenus iF'mmptsI E:-ctensin:unsl Diial By Namel zers I

.................................

i Add Menu | Change Menul Delete Menul

2 Select add change, or delete.

3 Fromthe edit dialog, enter, delete, or change user info. The user name can be
anything you like. It is used for reference only. The user 1D should be a 4 digit
number. Enter the range of menu numbers, and the range of prompt numbersthis user
has access to. By checking the Super User box, you give the user full admin right to
manage other users and have access to all menus and prompts.

i TFB AA Maintenance Add for AA Users
Done i

Uzer 1D

I |DDD? [ Super User

| Uszer Mame

IJ ames

henus

Prompts

IBDDD . W

4 Ifthisisthefirst timeit isbeing used, the default super user is 1234 or 3850. Y ou
should also change that entry to another four digit number. Be careful not to delete a
super user before you have another super user defined!
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To define Auto Attendant Menus

In the Auto Attendant form...

1

Enter a menu description — Click the Menu No. / Description list in the top
left corner of the form. Click 9999 Cr eate new menu at the bottom of the list.
Enter a number (1-9998) and description for your menu. The data entered in all
other fields pertains ONLY to the menu shown in the Menu No. / Description
field. The number you assign to any menu is up to you. It not must be used by
another menu, and you may find it helpful to use a convention such as all Sales
menus use numbers in the 100's, Help Desk 200’ s and so on.

Specify the type of menu. If you plan to route calls from the ACD using @IVR
Announce n (n=11 to 98) then you have to tag the menus you enter straight from
the ACD as Main Menus.

NOTE

You don’t have to specify menu typeif you route using @I VR Announce 9!

& Main M ACD Ann, Mo,

- air Mernud

" Sub Menu IH jv

Click Main Menu or Sub Menu. If you're defining a main menu, enter the IVR
Announcement Number (11-98) you want to route calls to this menu. Y ou can
only route calls to Submenus from other menus, so you don’t need to specify

ACD Ann. No. for ‘* Sub’ menus. Of course, you must define at least one main
menu as the first menu callers on a given pilot are routed to.

NOTE The ONLY difference between a Main menu and a submenu — Calls routed
from the ACD to Auto Attendant can only go to ‘Main’ menus, hence the ACD Ann. No.
field that appears when Main Menu is selected. * Sub menus' are only launched from
other menus. Main menus can be launched from sub menus, and vice versa.

3

Specify the Language. English or Spanish are normally available. Y our system
may also have custom language options. Thisfield pertains only to ‘ canned’
prompts that are played during transfers or other common events. More

I nfor mation — See the Predefined Pronmpts section.

Specify the Prompt number and description for this menu. Select a prompt
from the list or click 9999 Create New Prompt. Enter a prompt number (1-
9998) and description. This specifies the prompt callers hear when they first
reach this menu. The prompt is also replayed on each ‘retry’ caused by an error
or timeout.
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Specify the timeout period in Timeout. Thisisthe number of secondsthe
system waits for caller input before playing the prompt specified in Timeout
Prompt.

Specify the Time-out prompt number and description for this menu, and
enter the number of Retries. Callers hear this prompt when they don’t press any
keys within the number of seconds specified in Timeout. Retriesis the number
of timeouts that can happen before the caller istransferred to the Timeout
Extension.

Specify the Time-out Extension, the extension to which the caller is transferred
after exhaugting the number of timeout retries. Y ou may specify avalid PBX
extension or ‘None' to make the system hang up when the caller exhausts the
number of timeout Retries.

Specify the Error prompt number and description for this menu, and enter
number of retries. Click 9999 Create new prompt at the bottom of the list, or
select an existing prompt. Enter a prompt number (1-9998) and description for
your menu. Callers hear this prompt when they press any key defined as‘ N/A’
(see Step 10).

Specify the Error Extension. The extension to which the caller istransferred
after exhaugting the number of error retries. Y ou may specify avalid PBX
extension or ‘None' to make the system hang up when the caller exhausts the
number of timeout Retries.

TIP Asyou enter menu data, click OK to save your work at regular intervals. Y ou must
restart Auto Attendant each time, but because many experienced Windows users are in
the habit of clicking the close Xl button to exit applications (which will not save your
work), following this procedure may save time in the long run.

10

Touch Tone Key Map

Configure the Touchtone K eys. Assign the function you require to each key on
the touchtone pad by clicking the desired key, then selecting a function from the
PressKey n list box to theright of the key pad.

Touch Tone Key Pad \ .

Timenut E ste

IEIEIEIEIEI Ope

L S TS

resz Key 1

Lo I Y 3 [




Key assignments are displayed in the Touch Tone Key Magp as shown above.
‘N/A’ indicates no function is assigned to that key. Key assignments are unique
to each menu, so whichever keys you assign in this menu, may be assigned

differently in the next.

Assignable Touchtone Key Functions

This Function...

Produces this Result...

Transfer
GoToMenu

Play Passage
GoTo Main Menu
Backup Menu
HangUp

Dial Extension

Returnto ACD

Special Treatment
Dial By Name
Callback

Auto Transcription
Survey

N/A

Transfersthe caller to the extension selected.

Routes the caller to the menu number selected.

Plays passage specified then returns to the current menu.
Returnsto the first menu presented to caller.

Backs up one menu level.
Hangs up on caller.

Directly dialsaPBX extension. The key must be thefirst
of the 4 or 5-digit direct extension number.

Returns control of the call to the next CCV step after the
@I VR Announce n to that routed the call to Auto
Attendant.

Directly dialsaPBX extension. The key must be thefirst
of the 4 or 5-digit direct extension number.

Directly dialsaPBX extension. The key must be thefirst
of the 4 or 5-digit direct extension number.

Sends caller directly to a callback offer. (Must have TFB
Callback feature)

Sends caller directly to the specified Auto Transcription
session. (Must have TFB Auto Transcription feature)
Sends caller directly to the specified touch tone Survey.
(Must have TFB Survey feature)

Defines the key as not valid for this menu. If the caller
sdlectsthis key, the error prompt is played.

Notice that various dialog boxes gppear to the right of the key map depending on
the function assigned. Enter values in those fields as appropriate.

1 —The backup function keeps track (in real time) of which menu the caller came from. Y ou can safely define
submenus with multiple parent menus up to a depth of 12, and repeated backupswill backtrack reiably along

the original path!
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To edit the list of menus, prompts, extensions, and DBN entries

In the Auto Attendant form...

1 Inthe System areas, click the desired tab — Menus, Prompts, Extensions, or Dial by
Name.

tenus iF'[DITIptSI EHtEf‘ISiDHSI Dial By Namel Users I

.................................

foAdd Menu | Change Menul Delete Menul

2 Select the edit function you need — Add, Change, or Delete. Note that for any item,
these features simply allow you to change, add, or delete entriesin the list. For
extensions, that isthe entire configuration. For prompts you still must record prompts
in the recording utility. Menu parameters are edited by selecting the desired menu in
the Auto Attendant form and changing values directly.

3 Fromthedialog, enter or select the Menu, Prompt, or Extension and change the
description, delete, or add as appropriate.

T
Menu Mumber
723 fenus 1 through 9999, e

ancel |
Description

! I.-’-\nother Great Meny

DBN entries are only slightly different, requiring afirst name, last name, and
extension.
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Completing Configuration

After specifying menu options, close the CTI Server window, then restart it by double-
clickingthe TFB CTI Server icon. Thisinitializes your changes, and completes Auto
Attendant configuration on the server. Next, you' Il need to record all the prompts you
referenced in your menu configuration. When you' re satisfied with all the prompts, the
section on ACD configuration will show you how to route calls to your main menus from
each desired pilot.
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Defining Multiple Independent Menu Systems

Before recording prompts, it’s worth reviewing the structure of your menu system. The
way your menus interconnect can influence such factors as ease of use and accessibility
to options. The design flexibility built in to Auto Attendant let’s you determine routing

options availableto callers.

Y ou can define multiple, independent menu systems, or ‘menu trees', by defining
multiple main menus, each with its own unique set of submenus. Assign aunique IVR
number to each Main menu, then route calls on the desired pilots accordingly.

SAMPLE Two independent Menu ‘trees’ defined in Auto Attendant

Suppose you want to route calls to multiple, independent menu systems as determined by
the incoming pilot. Multiple menu trees are easily defined within Auto Attendant. Two
independent ‘trees’ are shown in the sample below, but you can define as many as you
need within the limit of 99 total menus. The menu tree under main menu A istriggered
by sending 1'VR Announcement ‘11’. The menu tree under main menu B is triggered by
sending I VR Announcement ‘12'. The menu #'s shown are arbitrary.

Cdlson Pilot A from the ACD

}

MAIN Menu A
(menu #1)
ACD Ann. No.=11

T~

SUB Menu Al SUB Menu A2
(menu #11) (menu #12)

Cdlson Pilot B from the ACD

l

MAIN Menu B
(menu #2)
ACD Ann. No.=12

T~

SUB MenuB1 SUB Menu B2
(menu #21) (menu #22)

Two Independent Menu Trees
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Recording Prompts for Auto Attendant

After all desired menus are defined, you should record every menu prompt, error prompt,
and timeout prompt referenced in the ...Prompt fields of each menu. Auto Attendant
recordings reside on the server in the ‘\tfb\dvps\aa’ directory.

To record prompts for Auto Attendant

1

From any phone, dial the pilot configured to send IVR Announcement 99. This
starts the TFB Recording Utility. The utility guides you through the recording
process with verbal prompts.

Enter ‘1234# when prompted for a password.
Enter ‘1’ to record (enter ‘2’ to hear existing prompts).

Enter ‘4’ to specify Auto Attendant Prompts. Other types of prompts or
announcements cannot be played by the auto attendant.

Enter the four-digit Auto Attendant prompt number to record. These are the
prompt numbers you defined in the Auto Attendant form fields— Prompt
Number, Error Prompt, Timeout Prompt. (0001-9998)

Record the prompt at the tone. Recording stops automatically when you stop
talking for about 1 second. After completing arecording, the system will ask you
to enter another prompt number. Repeat these steps to record each prompt in your
system.

TIP  When recording, start talking immediately after the tone. The system stops
recording when it detects silence.

NOTES

Site / Section

Recording Utility DN
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Predefined Prompts

Y ou may have noticed that Auto Attendant only permits you to define the prompts played
in three specific situations — for menu-related instructions, timeouts, and user errors.
What about the prompts that are spoken between menus, and when calls are transferred?
TFB has prerecorded these default audio announcements for you. Prerecorded
announcements play automatically in predetermined situations. For example:

In this Situation... Automated Attendant automatically plays this

message...

(or a similar passage)
When transferring a call “ Please wait while we transfer your call”

When the system ‘hangs-up’  “ Goodbye, and thank you for calling”

These ‘canned’ messages can be changed from the Recording Utility, but they can’t be
specified in the Auto Attendant form, except to change the language used.

NOTE Auto Attendant’ s pre-defined messages are the primary reason for specifying the
Language field in the Auto Attendant form. When your system is required to play
prompts in more than one language, it's important that the ‘ canned” messages also be
played in the language selected for the current menu. It’ sthe L anguage selection that
determines this.

More Information — For a completed list of canned messages supplied by TFB, see
Appendix n “ Canned Announcements’
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ACD Configuration: Routing Calls to Auto Attendant

When routing calls to the auto attendant, you are always routing to the specific menu you
choose for that pilot in configuration. This means you have the option to offer callers
different menus based on where they come from in the ACD! To put it another way, any
pilot in the ACD can route to virtually any menu in Auto Attendant. There are two
distinct methods used to route calls from the ACD to a specific auto attendant menu from
agiven CCV.

1. @ VR Announce9 Usean VR Announce 9 step to do the routing, while the
Pilot number is tied to a specific routing number within configuration.
Recommended option.

2. @VR Announcen Usean VR Announce n (wheren =11 to 98) step to specify
the menu number and do the routing. Not recommended in most instances.

On older systems, the second method was the only option. But because CCV'’ s limit
unique I VR announcements to atotal of 99, and some of those values are reserved for
other purpaoses, it meant you could only have about 89 unigque entry point menus from
auto atendant. That'salot for most systems, but still better not to have alimit, and using
the first method has added benefits, like saving CCV steps because also registers calls for
reporting purposes;.

For newer systems, the first method, using an I'VR Announce 9 step, is preferable. With
this method, you can have as many unigque entry point menus as you have ACD pilots,
although it means configuring a matching menu in a separate area so you can't determine
the menu number being routed to just by reading the CCV. However, the @I VR
Announce 9 has the added benefit that it registers the call into the recording package,
ACD Reports, where as, @I VR Announce n (n=11-98) does not.

S0, unless there is a compelling reason to use Method 2, Method 1 is generally
preferable.

1-With TFB ACD reports, CCV steps for the first pilot used by al trunk calls must ensurethat cal is
registered with the reporting package, with either a QUEUE TO, or an @IVR ANNOUNCE 9 step. Provided
each call usesjust one of these steps before any other (except the requisite PAUSE before each), it will be
properly registered for reporting. Note that @IVR ANNOUNCE 11 to 99 doesNOT register thecall for
reporting! So, usng Method 2 to route to an Auto Attendant menu meansthat beforethe @IVR
ANNOUNCE n step, you must also QUEUE TO adummy split, then DEQUEUE. A PAUSE 2 stepiis
required before an @IVR Announce 9 step, and aPAUSE 3 step is required before any QUEUE TO step.
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Method 1: Routing to a Menu with @IVR Announce 9

Thisisthe simplest method, and it ensures calls get registered for reporting, while
minimizing CCV steps.

SAMPLE Method 1 CCV to route a call to an Auto Attendant Menu

Routes calls to the menu configured for the pilot.

1) PAUSE 2
2) @VR Announcement 9
..[Next CCV step: route call to a default pilot!]

[@ Before the @I VR Announcement 9 step, be sure to include a PAUSE 2 step. After the
@I VR Announcement 9 step, be sureto include a step that routes calls to a default pilot
that queues calls for agents or otherwise handles them appropriately should auto attendant
service be interrupted. Doing so ensures that calls will be handled properly in the unlikely
event that Infolink or another CT1 component goes down. If the call is successfully routed
to Auto Attendant in step 2, the steps after * 2) @I'VR Announcement 9', are not executed!

Be sureto include a PAUSE 2 prior to all @1VR Announce 9 steps.

[@ To avoid interrupting callers while they are interacting with Auto Attendant, do NOT
queuethe call to a split prior to routing them to Auto Attendant!

E@ DON'T PLAN TO USE OTHER TFB FEATURESON THISPILOT!

Y ou may already know that the @I VR Announcement 9 step is also used to send callersto
a callback offer and an ET A/Queue announcement. However, you can't associate an

@I VR Announcement 9 step on a given pilot with BOTH those features and an auto
attendant menu. Be sure to change pilots if you need to offer both on the same call, or use
Method 2 to route to the auto attendant. In most call flows this is not an issue because
you typically do not queue calls to a split when routing them to a menu, but you MUST
gueue them to a split before routing to a callback offer or queue announcement.
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To match pilots to auto attendant menus

1 IntheTFB Configuration Manager, in Routing / Auto Attendant Routing, click the
Add Pilot to configure any pilot to route to a specific Auto Attendant menu.

2 Inthe Add a new pilot dialog, enter the pilot number.
3 Click the Select button to pick the appropriate auto attendant menu for this pilot.
4 Click the OK button to add the pilot to configuration

5 Repeat for each unique pilot that you want to transfer calls to the auto attendant
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Method 2: Routing to a Menu with @IVR Announce n

When you create an auto attendant, each Main menu must be ‘tagged’ with aunique IVR
Announcement Number. Calls are routed to Auto Attendant menus when the ACD sends
an IVR Announcement number that matches one of your tags.

NOTE There aretwo type of menusin the Auto Attendant — ‘Main’ menus, and ‘ Sub’
menus. The ACD routes calls only to your Main menus. From there, callers can route
themselves either to ‘ sub’ menus or to other Main menus, as allowed by your touchtone
menu configurations.

When you’re ready to activate Auto Attendant, configure the CCV’ sfor the desired
pilotsto send a unique IVR Announcement number (10 through 98) corresponding to each
of your Main menus. Make sure you have completely defined your menus, recorded all
related prompts, and reviewed your system on atest pilot before routing live calls to your
main menus.

SAMPLE Method 2 CCV to route a call to an Auto Attendant Menu

Routes calls to the nenu tagged with ‘17" in the | VR Ann.
No. field on the Auto Attendant form

These steps are there
simply to register the
call for reporting if this
is the first pilot used for 3
the call, and the call

ey 4) Pause
has not previousl
been qugued or r)c/Juted 5) @VR Announcenent 17
with an ...[Next CCV step: route call to a default pilot!]
@IVRANnnounce 9
step.

(always PAUSE3 before a QUEUE TO step)
(any split wi thout agents |ogged in)
(don't leave it queued)

QUEUE TO 99

Before the @I VR Announcement n step, be sure to include a PAUSE 2 step. After the

@I VR Announcement step, be sureto include a step that routes calls to a default pilot.
Doing so ensures that calls will be handled properly in the unlikely event that Infolink or
another CTI component goes down. If the call is successfully routed to Auto Attendant in
step 1, the steps after ‘1) @IVR Announcement 17°, are not executed!

[@ To avoid interrupting callers while they are interacting with Auto Attendant, do NOT
gueuethe call to a split prior to routing it to Auto Attendant!
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Activating Auto Attendant

After double-checking your menus in the Auto Attendant form and listening to your
recorded prompts, route calls to your new Auto Attendant from atest pilot, and run
through the menus.

To test Auto Attendant
§ Closeand restart the CTI Server window to activate your menu configuration.

§ Configurea CCV to route incoming calls from atest pilot to each of your main
menus in turn.

Dial thetest pilot from a PBX phone.

Run through your system to be sure that prompts play when they should, and that all
touchtone mapping is correct.

Y ou can also review your menu configuration by clicking the Print button on the Auto-
Att form (see Auto Attendant Reporting in this chapter).

If the test was satisfactory, Auto Attendant is ready for activation.

Your Auto Attendant is ready to go live if...
8 All menus and submenus are completely defined and tested

§ All related prompts and announcements are recorded

To activate Automated Attendant

8 Configurethe desired ACD CCVsto send an |VR Announcement corresponding to
the ACD Ann No. field in each Main Menu.

8 If you haven't already done so, close the CTI Server window, then double-click TFB
CTI Server icon to restart it.

Y our auto attendant is now live! CTI Server will automatically detect an IVR
Announcement 9 on Infolink, and route the associated calls to the menu configured for

with that pilot, OR any VR Announcement (11-98) on Infolink, and route the associated
callsto any Main menu tagged with that 1 VR Announcement number.

More Information — See“ ACD Configuration: Routing Calls to Auto Attendant” ,
previously in this chapter.
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Auto Attendant Troubleshooting and Maintenance

Enhanced Automated Attendant is maintenance-free after menus are created and routing
has been enabled in the ACD! To the extent that you need to direct (or redirect) calls on
certain pilotsto and from existing menus, Auto Attendant can be effectively administered
from ACD CCVs, without changing the CTI configuration. To add new menus, new
prompts, or make other modifications, follow the procedures outlined in the section on
Creating an Auto Attendant System, earlier in this chapter. If you have trouble getting
Auto Attendant to work the way you want it to, see the following Troubleshooting guide
for fast solutions.

Auto Attendant Report

It's important to note that the reporting feature in Auto Attendant does not relate to caller
transactions, but rather to the static configuration of all Auto Attendant menus defined in
your system.

Y ou can view the Auto Attendant Report — a completelist of current menu and submenu
configurations — by clicking the Print button on the Auto Attendant form. Thereport is
displayed in a Notepad window where you can print (File | Print) or saveit for review.
Thisisa convenient way to view complex menu configurationsin their entirety, and to
spot problems or inconsistencies with touchtone key assignments.

Reading the Auto Attendant Configuration Report

The Auto Attendant Configuration report shows a menu definition for each menu in the
system. As shown in the following sample, each menu definition consists of :

8 MENU HEADER — Shows the menu number, type (main or sub), associated VR
Announcement number (for aMain menu), and the menu title.

§ PROMPT/EXTENSIONS BLOCK. Onthe left sideisalist of Menu, timeout, and
error prompts (prompt title and number). On theright isalist of Timeout and error
extensions.

§ TOUCHTONE KEY MAP - Lists key assignments from 0-9 aswell as**’ and ‘# for
this menu.
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SAMPLE Auto Attendant Report File, tfbaa.prn

Menu Header T Menu 0001 Main Menu IVR Ann. 11 Main

Prompt/Extensions Block —— 0001 Main Menu Pr onpt
0901 No input pronpt 1 0001 operat or
0801 Ceneral Error Pronpt 1 0001 operator
Touchtone keymap ——— Menu Choice -> 0. N A
Menu Choice -> 1. GoTo Menu 0002 Tech Hel p Main
Menu Choice -> 2. NA
Menu Choice -> 3. NA
Menu Choice -> 4. NA
Menu Choice -> 5. NA
Menu Choice -> 6. NA
Menu Choice -> 7. NA
Menu Choice -> 8. NA
Menu Choice -> 9. HangUp
Menu Choice -> *. BackUp Menu
Menu Choice -> #. NA

The Auto Attendant report displays a similar menu definition for each menu in your
system.
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Where Used Report

The Where Used report indicates where menus, prompts, and extensions are referenced in
the system.

To access the Where Used report, click the Wher e Used button in the System area of the
Auto Attendant form. In extensive auto attendants you may want to check this report prior
to deleting a menu, prompt, or extension.

| & Notepad - Tfbwu.txt =]
File Edit Search Help

[ st e e s s s asas s R anssanaRana s e e s e e e e -
" TFB where Used Rreport.
Generated on 09/18/2006 at 12:08.

|
|
ACD IVR Announcement 11. i
referenced by key 9 on Menu 0011 Main Menu. |
referenced by key * on Menu 0020 Demo Main Meanu.
referenced by key 3 on Menu 0B03 Moss voicemadil.
referenced by key 9 on Menu 0900 Test Menu. |

ACD IVR Announcement 12.

referenced by key 0 on Menu 0129 Jury Demo Main Menu.
rReferenced by key * on Menu 0129 Jury Demo Main Menu.
refarenced by key TO on Menu 0129 Jury Demo Main Menu.
referenced by key ER on Menu 0129 Jury Demo Main Menu.

ACD IVR Announcement 13.
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Check Report

The Check report helps locate references to undefined prompts or extensions. If any are
listed, you should either remove the reference or properly redefine them in the auto
attendant interface.

To access the Check report, click the Check button in the System area of the Auto
Attendant form.

] Notepad - Tfhaack.prn [_1ol=]|
File Edit Search Help

TFE Auto Attendant verification Report.

Generated on 091872006 at 12:08. Page 1.

Checking undefined Menu Prompts
Checking Duplicate IVR Announcements
Checking Transfers to undefined Extensions

There are no errors at this time...
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User Log Report

The User Log report displays user activity within the auto attendant configuration tool.

To accessthe User Log report, click the User Log button in the System area of the Auto
Attendant form.

-
037092006 14:03:22 user #1234 pafault user = prior e saved as TFbas. 00l :i
----- Take out demo meru 11em
Ernd revisiom motess —————————————
272006 14:20:40 User #1234 Pefault User - Prior file saved as Tfhaa. 002
-— Made sales option, 2, from main menw a transfer to Wl
BB PR ST OF PHOTEE o o o

03272008 14:30:07 User #1234 pefault User - Prior File saved as TTbaa. 003
..... HO FEVTSTOMN NOTES BATEFGH == e o o o e o o o o o e o e o o s e o e e o e o e
Q3202008 14:57:308 User #1234 pefault User - Prior file saved as Tbaa. 00d
----- SET MALN MEMU

----- Ermd rewioimn momes o e e e e e

#1234 befault User - Prior file caved as Tfbaa. 0ok

#1234 pafauit user - Prior e saved a3 TPbae. 006

#1234 befault User - Prior e saved as Tfbaa.

QP05 2008 17:35:18 uUser #1234 pefault User - Prior file saved as Tfbaa. dld

AL off
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Fod e drire A Stherdak mz s om lere,

Cei.. | [=ala | Swrkirwize ez wik CT1 S |

3 i, | Jezagia I LT |

OPTIONS LIST — Auto Attendant Pilots tab

Add Pilot, Edit, Allow you to manage which Auto Attendant menus
Delete buttons callers go to from specific ACD pilots.
Synchronize with Ensures menu information is up to date.

CTI Server button
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The auto attendant menus tab displays the current auto attendant configuration for
reference. To change auto attendant configuration you must use the CT1 Server 5

Auto Attendant Tool.

See the section on the Auto Attendant tool for detailed information about auto

attendant configuration.
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The Visua Menus tab displays the current auto attendant configuration and
connectivity among menus. To change auto attendant configuration you must use
the CTI Server 5 Auto Attendant Tool.

See the section on Auto Attendant tool for detailed information about auto

attendant configuration.
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By clicking the Full Screen button on the Visual Menus tab, you can see adisplay
of how your auto attendant menus are connected. To change auto attendant
configuration you must use the CTI Server 5 Auto Attendant Tool.

See the section on Auto Attendant tool for detailed information about auto
attendant configuration.
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Configuring Auto Attendant with Speech Director

TFB Auto Attendant offers the optional Speech Director module, which allows
you to add speech recognition to your auto attendant menu tree. The speech-
enabled auto attendant can help you flatten your menu tree. Callers can get to the
menu, extension, or split they want more quickly and intuitively.

Adding Speech Recognition System Configuration

Before enabling speech, you must have grammar files available on your system.
Grammars are simply files that define what words or phrases the system recognizes, and
what type of action the system should take upon recognition. Grammars are provided or
created by TFB professional services.

Auto Attendant System Settings m
‘
[ Multiingual Speech
s Cancel |
Primary Language

Directony Grammars Source Path
I\tfb\grammars\Dil\

i Dial By Hame

Directory Grammars Compiled Path

|\tfb\grammars\Dil\

v &llow Last Marne. First Name
And / Or
™ Allow First Mame, Last Mame

Comnmand Grammars 5ource Path

I\tfb\grammars\[ﬁmd\

I Walidate Extensions Command Grammars Compiled Path

I\tfb\grammars\ﬁmd\

To define System parameters for Speech

In the Auto Attendant System Settings form...

1 Click the System button. The Auto Attendant System Setting dialog should appesar.
Make sure the Speech Enabled checkbox is selected.

2 Enter the path for both the compiled Directory grammar and the Select the source
Directory grammar. The directory grammar describes the names and associated
extensions of individuals in your phone directory.

3 Enter the path for both the compiled command grammar and the Select the source
command grammar. The command grammar describes the names of departments,
menus, or other business unitsthat are directly associated with routing to a particular
menu, extension, pilot, or other auto attendant function.
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The creation of the grammar files, and use of speech in custom applications, istypicaly a
professional services function not performed by users. However, TFB offers custom
programming courses that touch on this topic. Please contact your TFB representative for
more information if your organization has a need to create such applications internal ly.
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Configuring Screen Pop
CTI Server 5 Screen Pop is largely configured on the client, but there are afew
simple parameters on the server to set prior to client installation.

To access configur ation: Open the configuration from the Screen Pop branch on
the navigation tree.

- Pelease Ediaen 10 - User dawe k6 boaged oo

=W ™ SCREEN POP *

| T chaplay sz o b sankigues the termen pop feahis |

Deestisions | ‘wieskslotion  Barsteal Satings |
¥ Irechode AT Cad Cortrol 3 in Scoeer Pop Dt (i sed ke Feporting]

OPTIONS LIST — General Settings tab

Include ACD Call Check this to allow ACD Reports users to open the
Control # in Screen reports browser with detail information regarding
Pop Data the current call.
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OPTIONS LIST — Workstations tab

Terminal Server in
Use

For integration to terminal server sessions only.

Restrict
Workstation
Configuration
Access

Check to require a password for access to
configuration on the Screen Pop client.
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Configuring CTI Server 5 eMail

The CTI Server 5 eMail module lets you manage inbound email to your existing
mass email addresses such as support@company.com or sales@company.com. To
handle email messages with Agent eMail, your agents and supervisors use the
Agent eMail client, rather than Outlook or similar tools. Y ou can add as many of
these queues as you need, but be sure the email addresses are first configured on
your existing Exchange or other POP3 server. Note also that you can configure
gueues that are exclusively for handling email forwarded or escalated by agents.
Such queues do not need to exist in your POP3 server because there is no
published email address associated with them.

KEY CONCEPT — Email must be set up on your existing email server! Most
TFB Agent eMail does not replace your existing POP3 server, it only integrates
it with your call center by queuing messages for agents. When you set up an
inbound email queue for Agent eMalil it must already be a valid email address
on your existing POP3 server.

The Multimedia->Email tab is part of configuring email, but you must also set up
gueues and agents. Before configuring email here, be sure to set up at least one
email queue with agents assigned. Each queue is individually configurable to pull
messages from a specific server.

To Set Up Email for the First Time

Step 1 From the Users tab, enter all email users and make sure they are dl
configured to be email agents. See the section in this manual on
setting up users.

Step 2 From the Queues tab, set up desired email queues. Add the
appropriate users to each queue. See the section in this manual on
setting up queues.

Step 3 Set up technical email parametersin the Multimedia>Email tab.
See the sections that follow.

KEY CONCEPT - How to determine email settings. Most settings here
pertain to your existing POP3 server! Unless you are an IT expert you are
unlikely to know how to configure these setting such that they match your
existing email server. You will likely need assistance from your IT staff.
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To access Agent eMail configuration: Open the configuration from the
Multimedia-> eMail branch on the navigation tree.
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To configure Agent eMail
4 Select the Email Queue Settings tab

5 Click the queue to be configured. Note that queues must first be set up in the
Queues section of the Configuration Manage.

6 Enter form information on the right according to the description in the options
list.
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OPTIONS LIST — Email Queue Settings tab

Organization

The organization name associated with this queue.
This parameter is for your reference only.

Mail Server IP

IP address of the server to pull inbound email
messages from.

Protocol Select the protocol used by your existing email
server from the dropdown box. Most will be POP3.

Account Enter the account name, if any

Password Enter the password for this account on your POP3

server.

Mail Retrieval
Frequency

Enter the number of seconds between checks for
new email messages.

Auto Reply Path

Enter the path for the Auto Reply text file on Media
Server. This text will be sent to acknowledge
receipt of each email.

SMTP Server IP

Enter the IP address for the SMTP server that will
be used for Auto Replies and replies from agents.

Sighature

Enter text for the email signature in this queue.
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Send Email Errors
to

Enter a valid address in your email system to send
returned messages.

Return Address

Enter the return address to use on all replies.
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OPTIONS LIST — Email Queue Settings tab

Enable Agent
Exclusivity

Select this option to have the same agent handle
each email from a particular conversation. That is,
any back and forth email messages between your
contact center and a particular customer, where
the customer is simply hitting REPLY from their
email browser, are routed to the same agent. If that
same customer sends an email by selecting NEW
MESSAGE in their browser, that message will not
necessarily be routed to the same agent they
talked with previously.

Dedicated Message
Timeout

NOT USED

Threshold

This is the interval in days that a repeated auto
acknowledge message will not be sent.

By queue only

Leave unchecked for the Email Acknowledgement
Threshold to apply to all queues. Check to apply
per queue.
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Copy on forward Check if you want the customer to be automatically
cc'd when an agent forwards their email.

Copy on escalate Check if you want the customer to be automatically
cc'd when an agent escalates their email.
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For training or quality control purposes, you can designate particular agents for
monitoring. This ensures that their replies are sent to a supervisor for approval
prior to being sent to the original sender.

Monitor an Agent... ) x|

Agent Name: IF'EtETS, Eif
Aogent [0 I3852
Monitar Agent : " Yes % No

fdaritanng Frequencis IEI Cancel |

OPTIONS LIST —Agent Monitoring Parameters

Agent Name Name of agent last name first.

Agent ID ID of agent in the ACD.

Monitor Agent Select whether to monitor this agent.

Monitoring If you selected this agent for monitoring, select the
Frequency email interval to monitor.
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Configuring CTI Server 5 Chat

The CTI Server 5 Web Chat module lets you manage text chat requests from your
existing web sites. Some simple web programming is required to initiate the offer
on your web site.

Before configuring chat here, be sure to set up at least one chat queue with agents.

To access configur ation: Open the configuration from the Chat branch on the
navigation tree.
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Set up which agents are enabled for chat from the Chat Agents tab. Click Add
Agent to set up anew agent. To manage existing agents, select an agent from the
list then click Delete or Edit.

OPTIONS LIST — Chat Agent tab

Login Agent login name.

Agent ID ID of agent in the ACD.

Supervisor ID in The ACD ID of the supervisor for that agent.

ACD

Privileges Select the privilege level.

Sessions Number of simultaneous chats the agent is
permitted.

Web Greeting Text of the greeting customers see when
connected.
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Set up general chat agent defaults from the Agent Settings tab. Click Add Agent to
set up anew agent. To manage existing agents, select an agent from the list then

click Delete or Edit.

OPTIONS LIST — Chat Agent tab

Default Queue

Chat Queue agent is logged into when starting
chat client.

Cursing
Replacement
character

Character to show web customer if agent sends
forbidden word.

Interactive dialogs
timeout

The time in seconds for an agent to respond to
ringing dialog before that dialog disappears and
the cvhat request is automatically declined.

Default Auto-Reply

The text displayed to other agents who request a
chat from this agent, when the agent does not
respond.
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Configuring Reporting and Monitoring

CTI Server 5 gives managers control over the rules used by the system to track
several important call center metrics. Because different departments often use
statistics uniquely, many rules can be unique for each split. Y ou can specify rules
for calculating Grade of Service, GOS, and Average Speed of Answer, ASA for
each split. Y ou can also define globaly whether a call should be considered valid
for reporting purposes based on minimum and maximum duration in the ACD.

Fine Tuning GOS and ASA

CTI Server 5 gives managers control over how Grade of Service statistics are
calculated for each split.
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Add Grade of Service Parameters _)ﬂ

Tenant ; I'I  Calculate GOS and A58 by ———
Split lz— " callz prezented to agents

i calls az they amive in queus

Threshold [zec) ; ISEI > e clekail

kdirirum Pool Size ; IEEIEI
k. I Cancel

OPTIONS LIST — Grade of Service and Average Speed of Answer
Parameters

Tenant Select the tenant this setting will apply to. Unless
you have multiple tenants, this should be set to 1.

Split Select the split this setting will apply to.

Threshold The time in seconds, from queuing to answer, that
a given call must not exceed to be calculated as in
grade. This applies to both reporting and
monitoring.

Minimum Pool Size The text displayed to other agents who request a
chat from this agent, when the agent does not
respond. This applies only to monitoring.

Calculate GOS and This setting determines whether calls handled by
ASA by agents in more than one queue are counted in
statistics for subsequent queues. This applies to
both reporting and monitoring.
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Configuring Monitoring — Contact Director

The Contact Director |ets agents and supervisors see real time call center statistics
from anywhere on the LAN.

To access configur ation: Open the configuration from the Monitoring branch on
the navigation tree under Monitoring and Reporting.
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OPTIONS LIST — Grade of Service Parameters

Maximum The maximum number of simultaneous Monitor
Concurrent Alarms alarms across the contact center. Should only be
set by a qualified technician.

Maximum The maximum number of simultaneous downloads
Concurrent Live across the contact center. Should only be set by a
Queries qualified technician.

Live Query Seconds before a data query times out. Should
inactivity timeout only be set by a qualified technician.

Maximum real-time Maximum size of update queue. Should only be set
update history by a qualified technician.
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Configuring Reporting — ACD Reports

The ACD Reports modul e provides supervisors with historical statistics on call
center performance, from summary to detail.

To access configur ation: Open the configuration from the Reporting branch on
the navigation tree under Monitoring and Reporting.
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OPTIONS LIST — Reporting Parameters
General Settings Should only be set by a qualified technician.

Consider External When a call is transferred outside the ACD.
Transferred call as

answered calls

Show Pilots as When a call is transferred outside the ACD.

DNIS
Tag emergency When an agent hits the emergency button on the
calls phone set during a call, these calls can be tagged

for later review.

Call Validation

Minimum Call
Duration

The minimum call duration for which that call
should be included in reporting.

The maximum call duration for which that call
should be included in reporting.

Maximum Call
Duration

Date format
settings

Date format to show in historical reports.

TFB CTI Server 5, Admin Guide 119



TFB CTI Server 5, Admin Guide 120



System Setup at Install

This section focuses on parameters that must be configured on installation, prior to
configured feature options like routing, callback, or screen pop. Typically system
configuration changes only at installation, or when an attached platform is upgraded, like
the ACD or servers.

Y ou can skip this section if you just wish to change feature configuration.

Proper ACD Preparation
IP Addresses

Drives

ACD

SMDR

Diding Rules

IVR Ports

CuUs

Mailing Lists

wn W W W W W W W W W

Configuration Reports
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Proper ACD Preparation

The ACD must be set up properly for IVR port and Infolink integration before
CTI Server features will work. There are two MAT screens of particular
importance to the integrated system.

1 Tenant Data

2 System Data

Tenant Data

Be sure to set up tenant data with the gppropriate VR Pilot number in the ACD.

=
=

Tenant Data

Tenant Number: I 3:

M arne: |TFB

Splits: |20 1B Filat Mumber: |3985 Outbound Answer Timer: |3D

Operator Access Code: I

Agent Perzonal Dueues

Announcement Humber: IU _IQ
CwerfloneForward Pricrity: |1 _IQ

Default Language: IEninsh 'I

10 Port Azzignment:
COM1 | CoMz |

[or " _ws |
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System Data

Properly setting Infolink parameters in the System Data ensures that cals are
tracked properly for reporting purposes.

1 Select Infolink with Call ID.

2 Select Infolink with Split Info.

Incoming Call Msg must be set to ‘Ig’ (NOT ‘IQ’).

be any singledigit from 1-9. Do NOT use 0. For installations with asingle ACD
use 1. On multi-ACD systems this number should be unique.

Bl system Data

Uszer Settings | Time Out Settingsl

CC Tally DM:
Send Al (MIS] Meg:
Dizplay Akl NOME"

|

GQueue High Priority:

Dizplay VR Header:

ETA Includes Ercess Wark:
Infalink with Call 10

Call Timeout Audit:

Orig Detail Codes:

o ([ (] (] [

kIS High Priority -
Threshold: IEI 3

Dash

MinLen [7 =] Index3[11 =
Index 1: IG Index 4:|D 3:
Index 2: IG Index 5:|EI 3:

Infalink with Split [nfo; v
Inzoming Call Meg: |Ig -
Dutbound Call Disp: ||2 'I

Fieclaim 'R Call to: IMusic: vI
wWoork Key Press: IHeady tode vI

MHon-telepharm —
break type: IG

Jpdate

List

Cloze

!

For amore thorough explanation of ACD settings, consult the installation manual.
the IP addresses branch in the nav tree, enter the number of servers, then enter
valid |P addresses for each CTI| Server. Note that these must be static.
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Proper CTI Server Preparation

With the ACD set up you can configure all the connection settingsin CTI Server.
Note that these must be static.

Configuring IP Addresses

From the IP addresses branch in the nav tree, enter the number of servers, then
enter valid |P addresses for each CTI Server. Note that these must be static.

IF ADDRESSES *

Lllese. '.iJ-::\':'.iIH'J:!'il A :|
S eIk CMemmeed s Dz -aahan e o |
CT 5 - a I'I.i'll.i. e o F w i: |
hiovhe nd e I'I -I

RYTRE | ) PO LA S

Enter |P addresses for Media Server and supporting services. Typicaly these
services al run on CTI Server and share its IP address. Use the propagate button
on the previous tab to simply copy the IP address from CTI Server into these

fields.

Note that the media server IP must be static.
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Support Services tab

Enter the IP Addresses for each function server. If you have IVR portsin CTI
Server, then Media Server is always a separate server. The other supports services
listed are by default on CT1 Server and should have its IP address.

IP ADDRESSES *

e [
-0 SN ET1-KC, T e |- S 2D O L g b

vk st alF (177 FE T

Uend dddives Tamem 0 |15 B eia

ravHlanm|l |57 RFSTREE

Shon S walF (197 I
=

nllenmll 157 ORFTRE

G0 0T =P | ER e

L1 I ACEEVERY | i LR 0 Te- xR
I rez'zmzill 5B
LR R IH

IVR IP’s tab

Enter the IP Addresses for IVR functions. The IVR Log Server IP is by default
the same as CT| Server, but other IP addresses refer to any integrated data host
used for IVR, typicaly an existing database or application server in your IT

infrastructure.

IP ADDRESSES *

Ll 'E-:m:‘fl SopEnenacz I |

S U IF omacs ] o SRiaas s

5w EeemlF il Bize
Sz el "ol
O L 1 I I
wrE [
Ak deel o
Wk Hae et [ el
WF A awx [ =

Swo Ful:

11|
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Configuring Drives

Unlessinstructed otherwise, the modules listed should al be on the same drive.
The Cdrive isthe default. Note that Audit trail files can become quite large, so it
isimportant to ensure that the main drive is the largest drive on the server.

DB 0 DRIVES *
| dav anoakol Saar-adlls Jiass |
Vara L r [ELETESCRTTY | EF TR T PP LEr Ty Oy
Sz bazh | azond LT L [ w2 mzogd @ 02 24w lod tezordan zzEr g
Vo s Fuowd e |C [ IR IR E C R T W |
RLILEE - Iar i | DR r L= aywa =0 0L Mlepeed]
ErD N T L | - 1 1 |
SED= A T 120 (o [ LT ey | P o E - PR Tl ) S TN |
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Configuring ACD Connectivity
Enter information about the ACD that CTI Server 5 will be integrated with.

Ll tinH w1 | eamd baee | At ey |

it B F D premres e Fud o

. _ I Lo hees o0 AL 2 omn h b
Bl | 0, A bC LKL

A_aave:l [Fizdzion AERPE,
L Fu 4 4Ll LA SIL e -
Awr e arm =il (10N

=all posvey

R L L

5 Pﬂ“:l'.l'ﬂ
CoFgiR: fhml [ =

1ol Azisege Luzszi 3 on - Ao as s L

| B T g o P S —

M odada b [P o s F kodals B Re il
[ A [+ anT kil
[F Arbor1r 7 vzuwa v [ ket

| i m e Len fenpn aops ndas 10k T

=0 B Ll = T L LR b ]|

General Settings tab

The ACD number can be any single digit from 1-9. Do NOT use 0. For
installations with asingle ACD use 1. On multi-ACD systems this number should
be unique.

Enter an ACD name. Thisis purely for report labeling purposes.
Select the correct model of ACD from the dropdown box.

Enter the Max. Number of Calls to track simultaneously. This should never be
less that the number of trunks attached to the switch, and typically will be greater
because the total callsinclude station to station calls.

Select TCP/IP and enter the IP address of the switch.
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T o= ACD *

e Sl g Tresd Bomwe |._4,- iy |

ELE RS TRV U R IR SR A R ] |

“oane s F [ e | onsis | -
- .rzh =d

- Yualin- I

1

weRllG

Moo corr o on Loy s imm A Ul e

Break Modes tab

Enter the break modes and corresponding break number. They should match those
defined in the ACD. Use the dropdown box to determine whether to define Break
modes or Work modes. Y ou can define up to 99 unique codes each for break and
work mode. The names should be as you would like them to appear in reporting.
Durations are used to notify agents who use the TFB Agent Dashboard when they
have exceeded the specified duration of that mode.
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MIS Settings tab
Select retrieve dl MIS data. Enter the correct MIS port for this switch.

Configuring SMDR
The system supports both IP and Seria RS232 connectionsto the SVIDR link.

Refer to switch documentation for correct settings.

Jalp e Sl pasnme: ond o
K s 2kn=
e =0s [ Ra [
F mrenes [T =] N e [ =] e [¥ =]
tans [dn- =] wpwm I =

_mwpi [LUUE]

[ L T e A B |

Cawewa i T ol I RURTTIEES

Heodlod LEH L dkel UG- 2L R I I

= F4a T, |=|'| RRTETS
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Configuring Dialing Rules

The system helps you accommodate regional dialing rules and area code overlays
from the Dialing Rules configuration form. If you' re using any version of
callback or campaigns, you should ensure that dialing rules are properly set up.

Refer to switch documentation for correct settings.

Dialing Rules — General Settings tab

For outbound dialing features it is important to set the area code and any required
prefix. The time zone helps the system interpret cal campaign rules.

| S gre s wocdEng uzihonhes idup o ol peee; azd e sy ool |

Fimren St | Lzza Lzng L-::e--;el 1ERS SR .k::hl loemmer Soda | Alicelozn
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Dialing Rules — Local Long Distance tab

Enter local exchanges that are designated as long distance within your area code.
Select the Use Loca Long Distance box to have outbound diaing features refer to

thislist.

timer lmdio - OIALING RULES *

I T P e A T

Lezd Lol thace | F z3akher cres L'-:-::-l -0 T ARl L'c:¢| Alaer Szder | Lcoral =Mk

R UacLoos ong ool

P o1 ot Hye 1ok =0t iz v oo 1o e =
' o sk o 124w, * ozl e e

= |

Modiw
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Dialing Rules — Restricted Area Codes tab

Enter area codes that you want restricted from dialing by callback and call
campaign features,

i s - DIALING RULES *
| L gumee ol vl - e g et oy b, b oae ozl i me g, o s, 2omm coosg
LezALe gl starzs Fervicher came s | oot aree Unze| A lover Sz | e e _oimgs |
F Usellsihiced e Sode b

a0 e i s |

. ;I s wwne e - o ]
Co axd

e

o

A. Lt

oz

k] I

Dialing Rules — All Area Codes tab

Thisisamaintenance tool for area codes. Y ou can designate atime zone and city
name for each.

T CESl  DIALING RULES *
| [FTRRTTERT ENT AT TN B T L F IR TR TR I I R B B E A O T
Locd by Aar .1.'| F cadidan Spees l:l.-..'l Tuwl A Cay SlAEo ke | Coopad Suiann
sowr o |.:a:¢|_n-c:l:\n | Ve e IEI Lo ool =i
] AT T T AeE CTdEn N GO
T A =l e —— ————————
| la. =) T e o]
T LT Turmr Tiew 4
I i -
=1 ER-T _ b
b AL Al
-l Ll Lk
r a- o
k- 1 n
M S, A
U SR
"1 da ot =

To add anew areacode, click the Add button and fill in the form.

x

Code I State ; I ] I
Time Lone ; Inu:une j Cancel I

Location ; I
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Dialing Rules — Force Area Code tab

To alow for area code overlays, enter all local exchanges that require the loca
areacode to be diaed. Check Use Exchange List to activate. Y ou can also select
whether the exchanges in the list are the only exchanges that don’t require alocal
area code, or the only that do.

e gewa g delns e fian hes el e besd i e, o d e s e

Fumrenss Sotiners | = | =neMeon v | Mlacriems Sonn e Fioane- " b | EY I -,

27 1rm " o ar-a il

(LRI [ W PPRNPCT W (P JEARiCey BT,
(RN TTYT R T
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Configuring IVR Ports

Enter IVR port numbers by clicking the Add button. The IVR Start Callback port
isactually thefirst Port # of the reserved UCD group for Call Campaigns. If Call
Campaigns are not installed, leave this blank.

T == VR PORTS *

Iedgpava e A mlhonle
Rl L LR T TR Il LN, e I T T b I B ol

fu- iz _dEzok Ped |k Azb Lbznezk Cless Ig‘_
YR F -Ful Aefl m b ldwam = |25

et i d

et |59 [ doemn | awws| cpesier | il
c |

1 w1 A N .
: e 3

- T i

X Y I A i

L 2.3 2 B el
E oo i
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Configuring CUS

CUS sclient, unit, sub-unit, a specification of your business units that helps
segregate statisticsin ACD Reports accordingly. Using this feature is optional, but
it can help you structure your reports according to how your businessis
organized, and then present users with only those reports that pertain to the parts
of your organization of interest to them.

Use the Add button to add a new business unit.

timem Tindrme -

[ T I T T T T T N T —— |

Liv :Semz 0o |_"|<.;i -l |

T A Y YT FE Sy |

ke -l Miciner | -1 N i 5 hd |-
L [ e | B | ave | 1| Hars
T7E dvn . b | IETTILN
[ =TT T P =OpECE - PR
Ani<sim; H N LY S

TR N Y N R et P TP

Assignments tab
After entering your various business units, you can assign combinations of them
to pilots.

o Cus

| el w el T e ne sl liciners S d e o e saesdeanie

Led-m o roa =il I

AR o ol A ST I 0 bt e ke

soazt | va.e [ LA |IER R AT |
Gl W TF Ryl b ]
S X TF:Cuan I

i
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Configuring Mailing Lists
The Mailing Lists configuration alows you to build email mail lists for Log

Server report delivery.

e | 3eied MAILING LISTS

T Lol <loeeyag ocelop e e con gy o i3 2 Dza s a0y sadls -
lesgsapuunde bl 0003 o bog Sayvas Nocesrd g ol a0

o Sombeer [i° 42 23]

CuTT Dzex ™ [137 1733 75c 7

P g List Cov’ curatican

Kzl y Lr. Al
—fracal;
whe e Tezrvam=

F=rie

Ticnn addre: s : |"t'|'|"'-@'rm'n"|, rrm

Ena il 2o |
ihewaidas D —pArILCOm
i Errwporg
e . eph Doy 2o

T - wi roncsk ad peees == emal BEintn e =l Aty B e el A s
maE: oe o b oven Bl o car alio oz g nad omsle amel acciaies Ealvmapima g i

Mervam=

F=rie

To add alist, click the Add button next to Mailing List, then select alist and click
the Add button next to Email Address to add addresses to the selected list.

Mew mailing list x|

MHew mailing list:

Isupervisnrsl

o]

Cancel
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Reading Configuration Reports

The Configuration Reports are merely a centralized list of your pilot and agent

assignments.

EN T CONMFIGURATION REFORTS
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R =1 Trowe'y Futree e rind~d v - mrsna ey
L) Jud e Lo =il coaalle

L] peee: el back weeda, ICD

AIm =1 Trowe'y Futree e rind~d v - mrsna ey
L) el o Lal iy e ] o UL

S0 Ao Trar oz cr; 20

AT =1 Trowe'y Futree e rind~d v - mrsna ey
Lar el o Lal iy e ] o UL

o0z ZTAC s bk Fi=: 5202

A B ] 5 B Fivr 313

LK Jud e Eout F o ugead o050

a1 e Tran's Cotmint cr cisled 2= 2w rane e

TFB CTI Server 5, Admin Guide 137



System Configuration Summary

For most sites, system configuration changes infrequently. Please ensure your staff is
aware that major changes to the switch, the LAN, and dialing rulesin your area might
require attention to CTI Server configuration.
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System Maintenance

This section focuses on recommended maintenance to ensure the integrity of your
system, configuration, and reporting data. Be sure to make your MIS staff aware of the
maintenance required for the server.

This section covers the following topics.

8 User Responsibilities
8 Recommended Maintenance Tasks

§ How to Back Up the System
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User Responsibilities
J Perform Regular Backups

Backup the SQL Server instance on your CTI
Server whenever configuration changes are made.

Backup the SQL Server instance on your Media
Server weekly.

Backup the Log and Audit trail files on CTI Server
weekly.

Backup the prompts on your CTI Server whenever
new prompts are recorded.

J Hard Drive Maintenance

Keep fragmentation on server hard drives at appropriate
levels

J Microsoft Updates
Patch your Servers for both Windows and SQL Server
Service Packs as recommended by Microsoft. DO NOT
USE AUTOMATED UPDATE PROCESSES THAT RESET
THE SERVER!

J Virus and Security Software
Apply Virus and other Security per your policies

DO NOT USE AUTOMATED UPDATE PROCESSES THAT
RESET THE SERVER!

J NEVER...

...Set up processes or updates that automatically reboot
unattended servers!
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Maintenance: More Things To Tell Your IT Staff
,J CTI Server Settings

The IP address on CTI Server must be static! Please let
your support channel know if you plan to change it.

Group policy settings should not be changed on CTI or
Media Server after implementation! Please let your support
channel know if you plan to change related settings. This includes
changing security settings, and removing or adding these servers
in the domain

Contact your support channel if you require the IP address of this
server to change, or if you are adding or removing the server from
a domain.

J Changing Permissions on Any Integrated Systems

TFB Integration to your other systems for custom IVR, reporting,
and screen pop relies on access and permission settings! Let your
support channel know if you plan to change access parameters to
a database, voice logger, or application TFB is integrated with!
Contact your support channel if need to change any access
information such as passwords, usernames, machine names,
database names, or addresses.

J Regular Server Maintenance

Those on your IT staff charged with maintaining
servers should know the following.

Server fragmentation level should be kept to manageable
levels, with special emphasis on Media Server.

Windows updates should be applied per your policy and
Microsoft recommendations.

Automatic Updates of OS, Security Applications and so on
should not be configured to restart the server(s) automatically as
this could interrupt service and cause discontinuity in reporting.
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Recommended Maintenance Tasks

Differential Backup: Media Server SQL <

Database — off peak hrs (reporting data)

Full Backup: CTI Server SQL Database — off < <
peak hrs (configuration data)

Full Backup: Media Server SQL Database — off v,

peak hrs (reporting data)

Full Backup: CTI Server Log and Audit Trall <

files (reporting data)

Full Backup: Voice Prompt files (\tfb\dvps\*.*) <
Hard Drive: Defrag CTI Server HD during off-

peak hours

Hard Drive: Defrag Media Server HD during v

off-peak hours

Hard Drive: Run HD diagnostics on CTI Server <
and Media Server HD during off-peak hours

Hard Drive: Check available space on HD v

>2GB on CTI Server. >10GB on Media Server

Apply OS Patches: Apply MFR Patches to OS v v
on CTI Server and Media Server

Apply SQL Server Patches: Apply MFR v v
Patches to OS on CTI Server and Media

Server. First shutdown applications properly.

Check Errors: Review CTI Server and Media <

Server desktop for Errors

Reset CTI Server: After PBX/ACD is upgraded v

to new version, or physical connections to CTI

Server are interrupted.

v - Recommended

YR N N N

«
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How to Back Up the System

TFB Servers use SQL Server for configuration and reporting data. Thereis an instance of
SQL Server on CTI Server and another on Media Server. Frequent backups will help
preserve the security of your data.

SQL BACKUPS

MEDIA SERVER

Media Server contains reporting data in a SQL
Server database, if you are using ACD Reports.
This should be backed up regularly during off peak
hours.

TFB Recommends,

§ A differential backup nightly during off peak hours
§ A full backup weekly during off peak hours

§ All backups are to a separate platform!

,J CTI SERVER
CTI Server contains configuration data in a SQL
Server database. This should be backed up
regularly during off peak hours after configuration
changes are made.

TFB Recommends,
§ A full backup weekly during off peak hours
§ All backups are to a separate physical platform!
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OTHER FILE BACKUPS

J CTl SERVER
CTI Server contains raw reporting data as a
backup to the SQL database on Media Server.
In addition, all recording prompts are stored as
WAV files.

TFB Recommends,

o A full weekly backup of the TFB folder off the root of the
main drive.

o All backups are to a separate platform!
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