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Voicemail Pro:

1. Voicemail Pro

The diagram illustrates a Voicemail Pro system with some of the setup options. Full details on the installation options
available are covered in the Installing Voicemail Prol 16" section.

YoiceMail Pro Server

IP Office

ContactStore Server
[Dptional]

Microzoft Exchange
Server [Optional]

= A=

Telephones with

waicemnail
YoiceM aill Pro Chent PC
User's PC [Optional]
[Optional]

IP Office Control Unit

The IP Office Voicemail Pro licenses are entered into the configuration of the IP Office system. The licenses are
required to activate Voicemail Pro features. An unlicensed Voicemail Pro service will run for two hours to allow
demonstration and testing. Licence keys are issued against and validated against the unique serial number of the
feature key dongle used by the the IP Office. For USB and parallel port feature key dongles, the dongle must be
installed on a PC running the IP Office Feature Key Server application.

Voicemail Pro Server
The Voicemail Pro Service is installed on the Voicemail Pro server PC. This becomes the PC where messages and
other data are stored for the mailboxes and services provided by Voicemail Pro.

Voicemail Pro Client
The Voicemail Pro Client is used to manage and configure the Voicemail Pro service. It can be installed on the
Voicemail Pro server PC or on a separate PC. Only one client can connect to the server at any time.

Telephone Extension
For internal extensions, the voicemail server can be configure to send message waiting indication. By default this
is automatically done when the extension users own mailbox contains new messages.

User's PC
The following applications can be used on a user's PC to access their messages:

e Phone Manager
IP Office Phone Manager can be used to display the number of hew messages in a mailbox and to access that
mailbox. The Pro version of Phone Manager can also control the playback of the individual messages once a
mailbox has been accessed.

e Web Browser
If the Voicemail Pro server PC is also running Microsoft's IIS web server, users can access voicemail features.

e Web Campaigns
The web campaigns option can be used to collect spoken and key press responses to question from
callers and then display those responses to internal agents.

e Web Voicemail
For Voicemail Pro 4.2+, licensed users can be configured to access their own mailbox using a web
browser.

« Email Options
The voicemail server can interact with email systems in a number of ways:
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e Voicemail Email
Using either a MAPI client such as Outlook on the server PC or a connection to an SMTP email server,
Voicemail Pro can send email messages when a user has a new message. The email can be a simple
alert or can include an attached copy of the message. This options does not support synchronization of
messages between the users email program and their voicemail mailbox.

« IMAP

IP Office 4.2+ supports licensed users accessing their mailbox from an IMAP compatible email program
such as Outlook. This option includes synchronization between the voicemail messages in the email
client and the voicemail mailbox.

¢ Integrated Messaging Systems (IMS)
IMS allows the voicemail server to interact with a Microsoft Exchange Server. Users require an IMS
client component to be installed into their copy of Outlook.

 ContactStore Server
The current IP Office Voice Recording Library (VRL) application is Avaya IP Office ContactStore. The application can
be installed on the Voicemail Pro Server in a separate hard disk partition or on a separate server. The diagram
illustrates the option of installing ContactStore on a separate server.

Voicemail Pro is supplied on two CDs. The first CD contains the Voicemail Pro software. The second CD contains Avaya IP
Office ContactStore.

e The standard Voicemail Pro CD includes the software components for generic Text To Speech (TTS). Voicemail Pro

ScanSoft TTS is supplied on a separate set of 5 CDs. For more information, see the Installing Text to Speech! 6™
section.
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Voicemail Pro:

1.1 What is New

The following are summaries of the new features in IP Office Voicemail Pro releases.

Voicemail Pro 4.2
« IP Office Unified Messaging Service (UMS)[ &M
Two new methods for users to access their mailbox are now supported. The methods are mailbox access using
email applications that support IMAP (Internet Message Access Protocol) and mailbox access via web browsers.
The use of these requires the IP Office configuration to contain UMS Web Services licenses for the number of
required users.

o IMAP Servicel 6
The Voicemail Pro now includes an IMAP server. Users can then access their voicemail messages using email
clients such as Outlook and Lotus notes that support an IMAP Client. When connected, the IMAP client and
Voicemail Pro will synchronize messages in the mailbox with message files in the IMAP client. Playback is
through the sound facilities of the user PC.

e Web Voicemail Service| ™
The Voicemail Pro web service allows users to access their mailbox using a web browser. This has been tested
with the Internet Explorer 7, Firefox 2 and Opera 9.10 PC browsers. This method of access requires Voicemail
Pro to be installed on a PC already running Microsoft's IIS web server. Users can select to have message
playback via an IP Office extension or through their PC's sound facilities.

o Test Variable Action /2%
The existing Check Digits action has been replaced by a Test Variable action. This, in addition to offering the
capabilities of the Check Digits action, provides significant enhancements. In addition to being able to match the
user's DTMF input against a specified string offered by the Check Digits action, the Test Variable action allows
the testing of the contents of any system variable against known user extensions, hunt-groups, mailboxes and the
contents of another variable. This will allow callers to enter numbers via a menu action, that can be verified as
matching an existing extension or hunt groups prior to attempting to carry out transfers to otherwise potentially
non-existent numbers.

o Menu Action Invalid Input Handling[21&
The Menu action has been enhanced. It now includes a control for the number of retries for the caller to make a
valid entry and an Invalid Input result for connection to following call flow actions. Also prompts can be selected
for playback whenever an invalid entry or entry timeout occurs.

e License and Service Status Display
When the Voicemail Pro client is connected to a Voicemail Pro server, the Help | About screen displays a list of
the licenses being used by the Voicemail Pro server. This license details include the validation status and capacity
of those licenses. The status of related services, for example the UMS IMAP server, are also listed.

o System Variable Length Increase 255
Previously the length of values stored by system variables has been limited to 64 characters. That maximum
length has been increased to 512 characters.

e Outcalling Configuration
In conjunction with Phone Manager 4.2, Voicemail Pro 4.2 allows users to adjust their outcalling settings through
using a visual menu within Phone Manager.

e Using the Phone Manager interface, users can now apply a delay between each notification call in an
escalation list.
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Voicemail Pro 4.1
In conjunction with IP Office 4.1, Voicemail Pro 4.1 supports the following new features:

o Windows Vista Support/[17
Those components of Voicemail Pro previously supported on Windows XP Pro are now also supported on Windows
Vista (excluding Vista Home Basic and Vista Home Premium). The Voicemail Pro client is supported on Vista. The
Voicemail Pro server is supported on Vista but not with IMS or Web Campaigns.

¢ Automatic Recording Mailbox for Hunt Groups 11—65\‘1_
By default automatic recordings for hunt groups are routed to the hunt group mailbox. Previously this could not be
changed except through customized call flows on the Voicemail Pro. An alternate mailbox destination can now be
specified through the Hunt Group | Voice Recording (168 tab.

 Automatic Recording Mailbox for Account Codes [166]
By default automatic recordings for account codes are routed to the mailbox of the user making the call. Previously
this could not be changed except through customized call flows on the Voicemail Pro. An alternate mailbox
destination can now be specified through the Account | Voice Recording /165 tab.

e Call Data Tagging on Transfer Actions @_
The Transfer action now supports fields for setting the transfer source and description to display on phones
receiving the transfer. The ability to associate call data for MS-CRM via Assisted Transfer actions is now also
supported on Transfer actions.

o Call Transfer Announcements 23t
The Transfer|23f) and Assisted Transfer(23% actions can be configured to announce the transfer to the caller. The
announcement uses the recorded name of the mailbox associated with the transfer if available or the number if
otherwise.

« LIFO/FIFO Mailbox Operation [102]
The default message playback order of First In-First Out (FIFO) can now be changed to Last In-First Out (LIFO).
This is separately adjustable for new, old and saved messages. These are set through the System Preferences |
Housekeeping /102 tab (Administration | Preferences | General[10).

o Time in Queue and Time on System Variables|255)
Two new variables can be used in Queued and Still Queued call flows. They are $TimeQueued for the time in the
queue and $TimeSystem for the time the call has been on the IP Office system.

o Castelle Fax Server Support[119)
The Voicemail Pro can be configured to recognize faxes of this type left in user's email mailboxes and include
announcement of there presence in the user's mailbox prompts.

e Hunt Group/Account Code Call Recording Destination !1—665_
Previously the destinations for automatic call recording triggered by hunt groups or account codes could not be
changed except through a custom Voicemail Pro call flow. The IP Office 4.1 configuration now allows the required
destination for the call recording to be specified.

« $DDI System variable for DDI Numbers /255
This variable is available on DDI calls passed from the IP Office to the Voicemail Pro.

e Variable Routing (replaces the CLI Routing Action) %_
The existing CLI Routing action has been replaced by the Variable Routing (228 action. This action allows the call
routing to be based on matching specified values to system variables such as $CLI and $DDI. The numbers to
which matching is performed can include wildcards such as ? for a single digits and * for any digits.

Voicemail Pro 4.0
In conjunction with IP Office 4.0, Voicemail Pro 4.0 supports the following new features:

o Upgrade[3d)
You can now upgrade without having to remove previous versions of the software.

e Outcalling[186)
When a new voice message is left in a user's mailbox, notification can be automatically sent to a selected external
number. Notification can be sent for all new messages or only messages marked as priority. If there is no response
to the first notification there is an escalation capability. A user can configure their outcalling settings using their
telephone handset. Details on how to configure outcalling for individuals can be found in the Intuity Mailbox guide.

 Personal & Hunt Group Announcements /173
Personal announcements can be recorded. A caller will hear the user's personal announcement before being
transferred to voicemail, if available.

« Channel Reservations[ 9"
Specific functions can have voicemail channels reserved for their use. The channels are reserved in IP Office
Manager. By default there are no reserved channels.

 Automatic Recording (165
Incoming call routes can be configured to be automatically recorded.
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Voicemail Pro: What is New

1.2 Features of Voicemail Pro

Voicemail Pro provides voicemail for every telephone on the system. Messages can be retrieved from a user's own
extension or from another telephone. Voice messages can also be forwarded to other voice mailboxes. Using Voicemail
Pro call flows can be created that can, for example, guide a caller to the correct extension.

Listed below are some of the differences between Embedded Voicemail, Voicemail Lite and Voicemail Pro. For a fuller
comparison, see the product description.

Voicemail

Voicemail Pro

Integration with Phone Manager Pro. X o o
Create personal greetings. + 9 max

Selection of voicemail transfer numbers

LA
-
o
]
<
L
-
o)
3
<

Play a greeting continuously.

Forward or copy a message to Email.

Listen to an Email using Text To Speech.

Send Email Notification.

Forward a voice message to another mailbox or multiple mailboxes.

X | X X X
*

Forward a voice message to multiple mailboxes using a Personal Distribution
List.

Forward a voice message with a header
Rewind Message

Fast forward a message

Skip a message

Pause a message

Skip Message

Set message priority

Control when old messages are automatically deleted.
Alphanumeric data collection

Give callers a choice of transfer options.
Call recording

Create Campaigns

AR ARNE A RN RN RN (NN

XX xS X X X s XSS &S

Receive message notification at destinations configured by the user (known as
Outcalling).

Transfer to Fax

L.

x

Internal
Only

L N N N NN NN SR EN

L

Reply to a message if CLI is available

*Added in IP Office 4.2.
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1.3 Supported Languages

The voicemail system provides prompts to callers and mailbox users based on the Locale that is set in the System form
of IP Office Manager.

If the necessary set of language prompts is not available, the nearest available match is used. The list shows the first
choice language prompts that Voicemail Pro will try to use, followed by the second choice and so on. For example, if
prompts for users with their locale set to French Canadian are not available, Voicemail Pro looks for French prompts
instead, then English US and finally English UK. The abbreviations shown in the table indicate the language prompt folder
used in order of precedence.

Voicemail Pro server prompts can be installed in the following languages:

Brazilian Portuguese: ptb > pt > en. Greek: el > en.
Chinese (Cantonese): zzh > en > enu. Hungarian: hu > en.
Chinese (Madarin): ch > en > enu. Italian: it > en.
Danish: da > en. Korean: ko > en.
Dutch: nl > en. Latin Spanish: eso > es > enu > en.
English UK: en. Norwegian: no > en.
English US: enu > en. Polish: pl > en.
Finnish: fi > en. Portuguese: pt > ptb > en.
French: fr > frc > en. Russian: ru > en.
French Canadian: frc > fr > enu > en. Spanish: es > eso > en.
German: de > en. Swedish: sv > en.
Turkey!1l; trk > tr > enu > en.

1. Turkish prompts are not provided or installed but the Turkish locale is recognized. English (US) prompts are used if
installed, otherwise English (UK). Fallback route added as part of Voicemail Pro 4.2.

e TTY (Teletype (Textphone)) is included in the list of installable languages even though it is not a language. TTY is a
text-based system that is used to provide service to users with impaired hearing or vision. For more information, see
Support for Callers with Impaired Hearing:Overview 173,

Individual users can have their own Locale setting. Voicemail then provides them with the appropriate language prompts
if they are available. This is set either through the IP Office Manager User form or through the language choice on some
telephones. For more information, see the appropriate telephone User Guide.

The availability of a language in voicemail does not necessarily indicate support for IP Office in a country that uses that
language. Contact your local Avaya office for details of which countries support IP Office.
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Voicemail Pro: Supported Languages

1.4 Number of Simultaneous Voicemail Users

All connections between the voicemail server and the IP Office are via the LAN using data channels. The maximum
number of data channels that can be used for voicemail operation at any moment are shown below. Specific functions
can have voicemail channels reserved for their use. For more information, see Voicemail Channel Reservations/ 953,

Maximum for Maximum for
Voicemail Lite Voicemail Pro
IP406 V2 4 20
1P412 4 30
IP500 4 30
Small Office Edition 4 10

e Voicemail Pro Licenses
The actual number of ports available on Voicemail Pro is controlled by license keys entered through IP Office Manager.
For more information, see Voicemail Pro Licenses! 224,

e The Voicemail Pro license enables 4 ports.
« Additional Voicemail Pro licenses can be added to enable further ports up to the maximum shown in the table.

e VoIP/VCM Channels
Though linked to the IP Office via a LAN connection, voicemail does not use VoIP VCM channels. The Voicemail Server
is seen as a device on the IP Office's TDM telephony interface.

e Calls to/from voicemail involving non-IP trunks and extensions do not use VCM channels.

e Calls to/from voicemail from IP trunks and extensions do use a VCM channel.
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2. Installing Voicemail Pro

Voicemail Pro 4.2 can be installed with the following IP Office systems:
+ Small Office Edition.
« IP406 V2.
e IP412.

o IP Office 500
Voicemail Pro is not supported on an IP Office 500 running in IP Office Standard Edition mode. To use this
application an IP500 Upgrade Standard to Professional license is required.

There are a number of different types of Voicemail Pro installation that can be performed. Ensure that you have read the
appropriate section for the installation required before attempting the actual installation. Each type of installation may
have specific pre-requisites that must be completed before the Voicemail Pro software installation.

2.1 General Installation Requirements

Here is a list of general requirements for all types of installation.

e A PC with IP Office Manager and Microsoft .NET Framework versions 2.0 installed on it. If .NET 2.0 is not detected, you
will be prompted to install it before the Voicemail Pro installation proceeds.

e An IP Office Feature Key and if necessary (ie. for parallel and USB feature keys) a PC running the IP Office Feature Key
Server application. Refer to the IP Office Installation Manual for details.

e Licenses based on the serial number of the IP Office Feature Key. This should include:

e A license for Voicemail Pro and any additional ports is required. If Voicemail Pro Server is installed without a
license it will run for 2 hours and then shut down. For more information,

e For IP500 systems an Upgrade Standard to Professional license.

« Licenses for any other Voicemail Pro components being installed, see Voicemail Pro Licenses! 224,

e The IP Office Voicemail Pro CD.

Tips

e Before you start to install Voicemail Pro it is advisable to check that the PC that you are using can connect to the IP
Office unit and that you can load and save a configuration file using IP Office Manager.

e Switch off any PC and hard disk sleep, power down, suspend, hibernation modes.

e The Voicemail Pro software needs to be installed using an account with full administrator rights on the PC. The service
subsequently runs under that account. We recommend that a specific account is created for this purpose and set so
that its password does not expire.
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Installing Voicemail Pro: General Installation Requirements

2.1.1 PC Specification

The PC specification given below are the absolute minimum. To avoid replacing the server when adding new applications
we recommend that at least a Pentium 4 2.8GHz or higher is used wherever possible.

This application requires various licenses entered into the IP Office configuration to control the features it offers and the
number of simultaneous connections, up to 30 on the IP412 and IP500 control units. The operation of Voicemail Pro can
be customized to provide special services.

The Voicemail Pro software can be installed as separate Voicemail Pro client and server parts. This allows the remote
administration of the Voicemail Pro server from a PC with just the Voicemail Pro client installed. A copy of the client is
automatically installed locally with the Voicemail Pro server.

CD IP Office Voicemail Pro 4.2 CD's (700459357)
ScanSoft TTS CD's (700293921)
DVD IP Office 4.2 Applications DVD (700459340)

Languages |Chinese (Mandarin and Cantonese), Danish, German, Greek, English (UK), English (US), Spanish,
Latin Spanish, Finnish, French, French Canadian, Hungarian, Italian, Korean, Dutch, Norwegian,
Polish, Portuguese, Brazilian, Swedish.

1P500 X IP Office Standard Edition, « IP Office Professional Edition.
License + See below.

The Voicemail Pro server part of the software consists of several components in addition to the core server software,
these are:

e Campaigns
The Voicemail Pro can be configured to run a campaign. This consists of a series of questions for which the
Voicemail Pro records the callers answer or key presses. The resulting recordings can then be played back by
users. The web aspect of campaigns allows user to perform this playback and processing of campaign recordings
via their web browser. This requires an IIS web server to be run on the same PC as the Voicemail Pro software.

o Text to Speech (TTS)
Through adding additional licenses, the Voicemail Pro is able to use the TTS functions of Windows to speak text
and numbers to callers in addition to recording prompts. This is intended mainly for scenarios where the Voicemail
Pro is obtaining text and number values from a customer database.

e UMS Web Voicemail
UMS allows users to access their voicemail mailbox using either an IMAP compatible email program or through
their web browser. UMS Web Voicemail requires the Voicemail Pro service to be installed on a server PC that has
IIS already present. It also installs PHP if not detected as already present.

o Integrated Messaging Service (IMS)
IMS allows synchronization between the users voicemail mailbox and their Microsoft Outlook via Microsoft
Exchange. IMS is not supported with UMS and vice versa.

Notes:

1. Use of the Large Fonts setting is not supported. Use of this option may cause options on some screens to become
inaccessible.

2. A 100Mbps network card is strongly recommended.

Free disk space requirements are also subject to the message storage required. For more information, see Disk
Space Requirements/| 21,

4. IMS and Web Campaigns options within Voicemail Pro are only supported on Windows Servers. Aspects of
operation such as Voicemail to Email, Integrated Messaging Pro (IMS), Web Campaigns, etc, are subject to further
requirements as listed in the relevant sections.

Voicemail Pro Page 17
IP Office 15-601063 Issue 20b (11 July 2008)



Basic Voicemail Pro

Minimum PC Requirements

Operating System Support

RAM 256MB Server 0S:
Hard Disk Free Space 2GB* 2000 Server x
Processor: 2003 Server o
- Pentium P4 1.4GHz 2008 Server o
- Celeron Any 1.7GHz Client OS:
- AMD Any 1.4GHz. 2000 Professional x
i o
*Also allow 1MB per minute for message and prompt storage. XP Professional
Vista Business/Enterprise o
Vista Ultimate o

Voicemail Pro plus UMS Web Voicemail and/or Campaigns

Minimum PC Requirements

Operating System Support

RAM 512MB Server OS:

Hard Disk Free Space 2GB* 2000 Server x

Processor: 2003 Server o

- Pentium P4 2.8GHz 2008 Server o

- Celeron Not tested. Client OS:

- AMD Athlon XP 3000+, Athlon 64 2000 Professional x

*Also allow 1MB per minute for message and prompt storage. XP Professional %
Vista Business/Enterprise X
Vista Ultimate x

e Both Web Campaigns and UMS Web Voicemail require the IIS web server on the voicemail server PC to be

enabled.

e UMS Web Voicemail will install PHP is not detected as already installed.

e UMS (IMAP or Web Voicemail) cannot be installed if IMS is installed and vice versa.

Voicemail Pro plus IMS

Note that IMS is not supported with UMS.

Minimum PC Requirements

Operating System Support

RAM 512MB Server OS:

Hard Disk Free Space 2GB* 2000 Server x

Processor: 2003 Server o

- Pentium P4 2.8GHz 2008 Server X

- Celeron Not tested. Client OS:

- AMD Athlon XP 3000+, Athlon 64 2000 Professional *

*Also allow 1MB per minute for message and prompt storage. XP Professional x
Vista Business/Enterprise x

Non OS Applications IMS Vista Ultimate ¥

Microsoft Exchange 2000 Yes

Microsoft Exchange 2003 Yes

Microsoft Exchange 2007 Yes

Microsoft Outlook 2003 Yes

Microsoft Outlook 2007 No

Voicemail Pro
IP Office
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Installing Voicemail Pro: General Installation Requirements

Operating System Support

Voicemail Pro plus IVR and or TTS

Minimum PC Requirements: Basic Voicemail Pro

RAM 512MB Server OS:

Hard Disk Free Space 20GB* 2000 Server x

Processor: 2003 Server o

- Pentium P4 2.8GHz 2008 Server o

- Celeron Not tested. Client OS:

- AMD Athlon XP 3000+, Athlon 64 2000 Professional x

Also allow 1MB per minute for message and prompt storage. XP Professional ®
Vista Business/Enterprise X
Vista Ultimate x

o If the database being queried is located on the VM Pro server the query speed of the database will be affected by
the amount of memory available. Please take into account the memory requirements of the database being

queried.
Operating System Support

Voicemail Pro plus Compact Call Center

Minimum PC Requirements: Basic Voicemail Pro

RAM 512MB Server OS:

Hard Disk Free Space 10GB* 2000 Server x

Processor: 2003 Server o

- Pentium P4 2.8GHz 2008 Server o

- Celeron Not tested. Client OS:

- AMD Athlon XP 3000+, Athlon 64 2000 Professional *

Also allow 1MB per minute for message and prompt storage. XP Professional %
Vista Business/Enterprise X
Vista Ultimate x

e VM Pro and CCC can be run on the same server up to a maximum of 25 agents, 8 ports of VM Pro. Any Dual Core
CPU of 2.4Ghz and higher is supported.

Ports

Location - %ProgramFiles% \Avaya\IP Office\ m

Voicemail Pro Service Voicemail Pro\VM\vmprov5svc.exe UDP 50791.
UDP 50795.
ALL 50801.
ALL 8089.

VMPro Database Voicemail Pro\VM\VMPDBSvc.exe

VPIM Client Voicemail Pro\VPIMClient.exe

VMPro VPIM DBSVR Voicemail Pro\VPIM\vpimdbsvr.exe

VMPro VPIM Receiver Voicemail Pro\VPIM\VPIMReceiver.exe

VMPro VPIM Server Voicemail Pro\VPIM\VPIMServer3.exe

IMS Admin Voicemail Pro\IMS\IMSAdmin.exe

IMS Service Restart Voicemail Pro\IMS\IMSServiceRestart.exe

IMS Gateway Service Voicemail Pro\IMS\UMServer.exe TCP 445.
TCP 593.
UDP 445.
UDP 593

IMS Voice Service Voicemail Pro\IMS\VMServer.exe

IMS Security Voicemail Pro\VM\IMSSec.exe

IMS Client for Outlook %ProgramFiles%\Avaya\IMS Client\UMSForm.exe TCP 445.
TCP 593.
UDP 445.
UDP 593.

Voicemail Pro
IP Office
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2.1.2 Network Requirements

The PC should be configured and tested for TCP/IP networking.

We strongly recommend that the voicemail server PC is connected to the IP Office Control Unit directly or via a LAN
switch.

If directly connected, changing the settings of the PC network card to match the IP Office control unit can resolve some
issues. This should be done according to the PC or network card manufacturer's instructions. The options for IP Office

LAN ports are:
e IP412: Use LAN1 and half duplex.
e Small Office Edition, IP406 (V2) and IP500: Full duplex.
e All IP Office LAN ports are 10Mbps/100Mbps auto sensing.

If not directly connected, using any of the above settings must be supported and matched by the intervening network
equipment.
e The PC should have a fixed IP address. Although PCs in a DHCP network may retain the same IP address between
reboots this is not guaranteed.

e If the IP Office is acting as a DHCP server, it defaults to using 192.168.42.2 to 192.168.42.201 for DHCP clients.
This leaves 192.168.42.202 to 192.168.42.254 for devices that require fixed IP addresses.
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Installing Voicemail Pro: General Installation Requirements

2.1.3 Disk Space Requirements

The following are only approximations:

o At least 2GB of free disk space is required on the operating system drive (by default c:), regardless of to which drive
Voicemail Pro is actually installed.

e A compact Voicemail Pro installation requires 130MB.
e A typical installation requires approximately 255MB.

e A custom installation, including VPNM and IMS requires up to 2GB of disk space. However, prompts and recorded
messages consume an additional 1MB of disk space per minute.

e For Avaya IP Office Small Office Edition, you can expect to require at least 200 minutes of message recording
space, that is 200MB.

e For a busy environment you can expect to require at least 1000 minutes of message recording space, that is
1GB.

e If you are installing the Client only, you can expect to require at least 170MB.

2.1.4 Web Server Operation

If web browser access is required, the Microsoft IIS Web Server must be installed on the server PC before Voicemail Pro
is installed:

e Microsoft web server products run as services and require Voicemail Pro to also run as a service. This applies on
Windows 2003 or XP.

e Internet Information Server 5.0 or higher is required.

2.1.5 Voicemail Email Connection

Voicemail Email operation is supported using either MAPI or SMTP. MAPI requires the Voicemail Pro server PC to have a
MAPI-compliant email client installed. For information, see Installing Voicemail Email:Overview/ 4.

If Text to Speech is installed, email text to speech is supported using MAPI. For more information, see Setting up Text to
Speech to Read Email[ 66",

In both of the above cases, full email sending from the server PC to a user PC should be configured and tested before
Voicemail Pro is installed. Testing should use the same PC user account under Voicemail Pro is to be installed.

2.1.6 ContactStore Operation

The current IP Office Voice Recording Library (VRL) application is Avaya IP Office ContactStore. This application and its
installation are documented separately.

However:
¢ IP Office ContactStore should be installed after Voicemail Pro has been installed and its operation verified.

o IP Office ContactStore must use a separate hard disk partition for its message archiving from that used by
Voicemail Pro for current mailbox messages. Use of a separate hard disk or installation onto a separate server PC
are alternatives.

e The use of RAID 1 or RAID 5 are recommended.
e The use of a DVD recorder for long-term archiving is recommended.
o A figure of 7.2MB per hour for archived recordings is given.

e The archived messages held by IP Office ContactStore are accessed via web browser using the port address 8888.
This port address is not configurable and so it is necessary to ensure that it does not conflict with any other web
server service running on the same server PC.
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2.1.7 Voicemail Pro Licenses

The following License Keys can be used with Voicemail Pro. The license keys are entered into the IP Office configuration
using the IP Office Manager. If the Voicemail Pro server is installed without a license, it will run for 2 hours and then
shutdown.

e Voicemail Pro (4 ports)
This is the basic license for all Voicemail Pro operation and must be present. It also enables 4 ports.

o« IP500 Upgrade Standard to Professional
The IP Office 500 does not support Voicemail Pro unless this license is present.

Additional Port Licenses

The port licenses control the number of ports (simultaneously connected calls into/from the Voicemail Pro server). Note:
The maximum number of ports supported for voicemail operation is set by the type of IP Office control unit. For more
information, see Number of Simultaneous Voicemail Users[ 13, Multiple port licenses can be used to achieve the number
of ports required.

o Additional Voicemail Pro (2 ports)
Enables 2 additional Voicemail Pro ports.

« Additional Voicemail Pro (4 ports)
Enables 4 additional Voicemail Pro ports.

« Additional Voicemail Pro (8 ports)
Enables 8 additional Voicemail Pro ports.

+ Additional Voicemail Pro (16 ports)
Enables 16 additional Voicemail Pro ports.

Voicemail Pro Feature Licenses
These licenses enable the use of specific features within Voicemail Pro.

o Integrated Messaging
Enables operation of IMS with Voicemail Pro.

e VMPro VB Script
Enables use of VB Scripting through the VB Script action

e VMPro Database Interface
Enables database integration within call flows.

¢ VMPro TTS (Generic)
Enables use of text to speech facilities using the default Windows and third party TTS engines. One license per
simultaneous instance of TTS usage.

e VMPro TTS (ScanSoft)
Enables use of text to speech facilities using Avaya supplied TTS (ScanSoft) engines. One license per simultaneous
instance of TTS usage.

e Networked Messaging
Enables the use of Voicemail Pro Network Messaging.

e VMPro Recording Administrators
Allows call recordings to be transferred to a VRL (Voice Recording Library) application. The currently supported
application is ContactStore for IP Office.

e For centralized voicemail operation, a VMPro Recording Administrators license is required in each IP Office
system for which VRL support is required.

e UMS Web Services (IP Office 4.2+)
Allows the voicemail server to run IMAP and Web Voicemail services. The number of UMS Web Services licenses
set the number of users who can be configured to access either of those services.
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Installing Voicemail Pro: General Installation Requirements

2.1.8 User and Group Mailboxes

The voicemail server creates mailboxes based on the user and hunt group names that are entered in the IP Office
Manager application. Whenever the Voicemail Pro is restarted or the IP Office configuration is changed, new mailboxes
are created for any new names that are found.

This method of operation has the following consequences:

+ Mailboxes are based on names
For all users and groups, if their name is changed or deleted, they are no longer associated with their former mailbox

and any associated Voicemail Pro start points.

+ Voicemail is case sensitive
If a mailbox or start point name is entered incorrectly in IP Office Manager or Voicemail Pro, the intended operation will

not occur and the call may be disconnected.

¢ Voicemail removes spaces at the end of mailbox nhames
If spaces are left at the end of a mailbox user's name in IP Office Manager, when the mailboxes are created, the space
at the end of the name is dropped. When this occurs the mailbox cannot be found as there is a mismatch between the

user name and directory.
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2.2 Basic Voicemail Installation

When you complete a full Voicemail Pro installation you install the Voicemail Pro Server and Client together. With this
option you can select some or all Voicemail Pro features to install. You can choose a compact, typical or custom
installation.

Compact Installation
Choose the Compact option to install the minimum set of Voicemail Pro features. If only English language prompts are
required, this is the quickest way to install Voicemail Pro. For more information, see Installing Compact Voicemail Pro

Server and Client[ 25", The features installed are:

e The Voicemail Pro Client.
e The Voicemail Pro Server (installed as a Service on Windows 2003/XP Professional).
e Help files and .wav files for the Voicemail Prompts in English.

e Help files and wav files for the Voicemail Prompts in the Language closest to that of the target machine locale.

Typical Installation
Choose the Typical option to install the most commonly used Voicemail Pro features. This option is recommended for
most users.

e Everything in the compact installation.
e Voicemail Pro Campaign Web Component.

e All languages.

Custom Installation

Choose the Custom option if you would like to choose the Voicemail Pro features to install. This option is recommended
for advanced users only. The following features are pre-selected and will be installed unless you choose not to install
them:

¢ Voicemail Pro Client.

e Voicemail Pro Server (installed as a Service on Windows 2003/XP Professional).

e Voicemail Pro Campaign Web Component.

e Help files and .wav files for the Voicemail Prompts.

e Help files and .wav files for the Voicemail Prompts in the Language closest to that of the target machine locale.

e Other supported language options.
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Installing Voicemail Pro: Basic Voicemail Installation

2.2.1 Installing Compact Voicemail Pro Server and Client
If you are upgrading an existing Voicemail System, see Upgrading a Voicemail Pro System/ 38",

The compact (basic) installation of Voicemail Pro provides:

e The Voicemail Pro Client.

e The Voicemail Pro Server (as either an executable program or service according to the Windows version).

e Appropriate prompts for the selected installation language.

e Help files and .wav files for Voicemail Prompts in English.

e Help files and .wav files for Voicemail Prompts in the language closest to that used by the locale of the target machine.

This is the minimum set of components that you need to run Voicemail Pro. Of all of the setup types, compact Voicemail
Pro is likely to take up the smallest amount of space but this depends on the language selections.

The process for installing a compact Voicemail Pro Server and Client comprises the following key steps:

1. Completing the pre-installation steps described in this section.
2. Installing the Voicemail Pro software as described in this section.

Before you begin:

1. Log on to the server PC using the account under which you intend the Voicemail Pro server or service to run. This
account must have full administrator rights to the local PC.

¢ Recommendation: Create a new user account called Voicemail and give it full administrator rights on the PC.
This will help to identify the purpose of the account. Set the account password so that it does not expire.

2. In IP Office Manager, check that the correct licenses for Voicemail Pro are installed and show a status of Valid. For
basic Voicemail Pro, the licenses required are:

e Voicemail Pro (4 ports) plus Additional Voicemail Pro (X ports) licenses up to the total number of ports
required or supported by the IP Office.
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To install compact Voicemail Pro Server and Client:

1. Insert the IP Office Voicemail Pro CD. The installation should auto-start. If it does not auto-start, click Browse to
locate Setup.exe on the CD and then run it. The Choose Setup Language window opens.

Select the installation language. This language is used for the installation and for the default language prompts.
Click OK. Installation preparation begins.

4. Voicemail Pro 4.2+ requires Microsoft .NET 2.0 Framework. If this version is not detected, you are prompted to

install it. Click Yes to install Microsoft .NET 2.0 Framework.
If the following window opens, Voicemail Pro is already installed. You need to upgrade rather than install a new
version. For more information, see Upgrading a Voicemail Pro System| 38", Otherwise the IP Office Voicemail Pro
installation starts and the Welcome window opens.
InstallShield Wizard . x|
Welcome il
kodify, repair, or remove the program. I -
Welzome to the |P Office Meszsaging Suite Setup Maintenance program. Thiz progranm lets you
modify the current ingtallation. Click one of the options below,
* Modify
Select new program features to add or zelect currently installed features to
TEMOYE,
= Repair
ﬁ Feinztall all program features installed by the previous setup.
" Remove
@ Remove all inztalled features.
[ratallShield
¢ Back I Mest » I Cancel
In the Welcome window, click Next. The Customer Information window opens.

6. In the Customer Information window, type a user name and the company name or use the default names that are
proposed. These settings do not affect Voicemail Pro when it is installed.

7. In the same window, choose the option that determines who should be able to use Voicemail Pro when it has been
installed. The recommended option is Anyone who uses this computer (all users).

8. In the Customer Information window, click Next. The Choose Destination Location window opens.

9. In the Choose Destination Location window, click Browse and locate the folder where the Voicemail Pro files are to
be installed. Otherwise, click Next to use the proposed folder. The Messaging Components window opens.

10. In the Messaging Components window, highlight Voicemail Pro (Full).

11. Click Next. The Setup Type window opens.

12. In the Setup Type window, select Compact.

13. Click Next. The Service Account Name window opens. Details of the default administrator account are already
filled in.

14. In the Service Account Name window, type the User Name and Password for the user account under which the
Voicemail Pro service should log on and run. This should be the Voicemail account created previously on the
domain and Exchange server. Alternatively, click Browse and select from the list of available PC or network
accounts.

15. Click Next. The Select Program Folder window opens. By default, the program folders are created in a folder called
IP Office. You can specify a different folder or select one from the list of existing folders. To specify a different
folder, type the folder name in the Program Folders box. Alternatively, to use an existing folder, highlight a name
in the list of existing folders.

16. Click Next. The account details that you have entered are verified.

17. If you entered a new user name, a message is displayed to ask if you want to create a new PC user account with
the specified name and password. Click Yes.

18. Click Next. A summary of the components that are about to be installed is shown. Check that this list is as
expected. If for any reason the details are not what you expect, click Back and make the necessary changes.
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Installing Voicemail Pro: Basic Voicemail Installation

19.
20.

21.
22.
23.

24.
25.
26.
27.
28.

29.

30.

31.

32.

When you are satisfied that the details are correct, click Next to start copying the files.
The Setup Status window opens to keep you informed while the installation takes place.

When the installation is complete you are prompted to restart the computer. Choose Yes I want to restart my
computer now.

Click Finish to restart now.
When the computer restarts, log back in.

The IP Office Voicemail Pro - ACM Gateway Settings window opens. In the Mail Server box, type the name of the
mail server to use.

Choose Message Networking/Interchange to use Interchange or Modular Messaging to use Modular Messaging.
Click Next. The IP Office Voicemail Pro - Email Settings window opens.

Enter the name of the email account to use or click Browse and select an account to use.

Click Next. The IP Office Voicemail Pro SMTP Email Settings window opens.

In the Mail Server box, type the name of the SMTP mail server or use the name that is proposed. This should be
the fully qualified domain name.

In the Port Number box, type the number of the receiving port on the SMTP mail server. The default is 25.

To enforce server authentication, check the Server Requires Authentication box. This is optional. If you check
it you also need to provide the Account Name and Password that need to be entered. You can also choose whether
or not to set the Use Challenge Response Authentication option.

Click Finish. An attempt is made to validate the email settings. An error message is displayed when the attempt to
connect with an SMTP server fails.

Click OK to acknowledge the message. You have now finished installing the Voicemail Pro Server and Client
software. See Starting the Voicemail Pro Server[33.
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2.2.2 Installing Typical Voicemail Pro Server and Client
If you are upgrading an existing voicemail system, see Upgrading a Voicemail Pro System| 38",

This typical installation of Voicemail Pro provides:
e The Voicemail Pro Client.
e The Voicemail Pro Server (as either an executable program or a service).
e Web campaign components, including the IIS web server if it is not already installed.
e Options to install Help files and .wav files for the Voicemail Prompts in all supported languages.
The process for installing a typical Voicemail Pro comprises the following key steps:
1. Completing the pre-installation steps described in this section.

2. Installing the Voicemail Pro software as described in this section.

3. Configure Window 2003 to work with Web Campaigns. For more information, see Configuring Windows 2003 to
Work with Web Campaigns! 323,

Before you begin:

1. Log on to the server PC using the account under which you intend the Voicemail Pro server or service to run. This
account must have full administrator rights to the local PC.

e We recommend that a new user account called Voicemail is created and given full administrator rights on the PC. This
will help identify the accounts purpose. We also recommend that the account is set so that its password does not
expire.

2. Check that the web server has been installed and is operating correctly. Test that its home page can be viewed
from other PCs on the customer's network, that is the PCs of users who will want to access campaign messages.

3. In IP Office Manager, check that the correct licenses for Voicemail Pro are installed and show a status of Valid. For
Voicemail Pro with Web Campaigns, the licenses required are:

e Voicemail Pro (4 ports) plus Additional Voicemail Pro (X ports) licenses up to the total number of port required
or supported by the IP Office control unit.
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Installing Voicemail Pro: Basic Voicemail Installation

To install typical Voicemail Pro Server and Client:

1. Insert the IP Office Voicemail Pro CD. The installation should auto-start. If it does not auto-start, click Browse to
locate Setup.exe on the CD and then run it. The Choose Setup Language window opens.
Select the installation language. This language is used for the installation and for the default language prompts.
Click OK. Installation preparation begins.
4. Voicemail Pro 4.2+ requires Microsoft .NET 2.0 Framework. If this version is not detected, you are prompted to
install it. Click Yes to install Microsoft .NET 2.0 Framework.
If the following window opens, Voicemail Pro is already installed. You need to upgrade rather than install a new
version. For more information, see Upgrading a Voicemail Pro System| 38", Otherwise the IP Office Voicemail Pro
installation starts and the Welcome opens.
InstallShield Wizard x|
Welcome il
kodify, repair, or remove the program. I -
Welzome to the |P Office Meszsaging Suite Setup Maintenance program. Thiz progranm lets you
rnadify the current ingtallation. Click one of the options below,
* Modify
Select new program features to add or zelect currently installed features to
TEMOYE,
= Repair
ﬁ Feinztall all program features installed by the previous setup.
" Remove
@ Remove all inztalled features.
[ratallShield
¢ Back I Mest » I Cancel
In the Welcome window, click Next. The Customer Information window opens.
6. In the Customer Information window, type a user name and the company name or use the default names that are
proposed. These settings do not affect Voicemail Pro when it is installed.
7. In the same window choose the option that determines who should be able to use Voicemail Pro when it has been
installed. The recommended option is Anyone who uses this computer (all users).
In the Customer Information window, click Next. The Choose Destination Location window opens.
In the Choose Destination Location window, click Browse and choose the folder where the Voicemail Pro files are to
be installed. Otherwise, click Next to use the proposed folder. The Messaging Components window opens so that
you can choose the components that you want to install.
10. In the Messaging Components window, highlight Voicemail Pro (Full).
11. Click Next. The Setup Type window opens.
12. In the Setup Type window, select Typical.
13. Click Next. The Select the Web Server root directory window opens so that you can specify the folder where the
web campaign web pages are to be stored.
14. The default folder is C:\inetpub\wwwroot. To use the default folder, click Next. To specify a different folder,
type the path to the preferred folder location. Alternatively, click Browse and locate the folder to use.
15. Click Next. The Destination of the Web Script Directory window opens so that you can specify the folder where the
web campaign components are to be stored.
16. The default folder is C:\inetpub\scripts. To use the default folder, click Next. To specify a different folder, type
the path to the preferred folder location. Alternatively, click Browse and locate the folder to use.
17. The Service Account Name window opens. Details of the default administrator account might already be filled in.
18. In the Service Account Name window, type the User Name and Password for the user account under which the
VoicemailPro service should log on and run. This should be the voicemail account created previously on the domain
and Exchange server. Alternatively, click Browse and select from the list of available PC or network accounts or
click Next to use the proposed account details. The Select Program Folder window opens.
19. By default the program folders are created in a folder called IP Office. You can specify a different folder or select
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one from the list of existing folders. To specify a different folder, type the folder name in the Program Folders box.
Alternatively, to use an existing folder, highlight a name in the list of existing folders.

20. Click Next. The account details that you have entered are verified. If you entered a new user name, a message is
displayed to ask if you want to create a new PC user account with the specified name and password. Click Yes. The
Select Program Folder window opens.

21. Select the program folder where you would like the icons for the Voicemail Pro components to be added. By default
the program icons are added to IP Office.

22. Click Next. A summary of the components that are about to be installed is shown. Check that this list is as
expected. Check that the required languages are listed. English is always listed in addition to the selected
installation language.

23. If for any reason the details are not what you expect, click Back and make the necessary changes. When you are
satisfied that the details are correct, click Next to start copying the files. The Setup Status window opens to keep
you informed while the installation takes place.

24. When the installation is complete you are prompted to restart the computer. Choose Yes, I want to restart my
computer now.

25. Click Finish to restart.
26. When the computer restarts, log back in.

27. When the server PC has restarted, the IP Office Voicemail Pro - Email Settings window opens so that you can
specify the name of the email account to use for outgoing SMTP e-mails from the Voicemail Pro server. In the
Accounts Details box, type the name of the email account to use. Alternatively, click Browse and select an account
to use.

28. Click Next. IP Office Voicemail Pro - SMTP Email Settings window opens so that you can specify details of the SMTP
server to which the Voicemail Pro server should send messages. A proposed server name might already be filled
in.

29. In the Mail Server box, leave the proposed name unchanged or type the name of the server to use. This should be
the fully qualified domain name.

30. In the Port Number box, type the number of the receiving port on the SMTP mail server. The default is 25.

31. To enforce server authentication, check the Server Requires Authentication box. This is optional. If you check it
you also need to provide the Account Name and Password that need to be entered. You can also choose whether
or not to set the Use Challenge Response Authentication option.

32. Click Finish. An attempt is made to validate the email settings. An error message is displayed when the attempt to
connect with an SMTP server fails.

33. Click OK to acknowledge the message. You have now finished installing the Voicemail Pro Server and Client
software. See Starting the Voicemail Pro Server[33.

34. If you are using IIS version 6 under Windows 2003 server, some configuration changes are required. For more
information, see Configuring Windows 2003 to Work with Web Campaigns/ 32",
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2.2.3 Installing Custom Voicemail Pro Server and Client
If you are upgrading an existing voicemail system, see Upgrading a Voicemail Pro System| 38",

A custom installation of Voicemail Pro provides everything that is included in a typical installation plus:

The opportunity to install software features in addition to those included in the typical installation, for example
Integrated Messaging or Networked Messaging. For more information, see:

Installing Voicemail Email:Overview[ 4™,

Installing Centralized Voicemail Pro:Overview[58".

Installing Text to Speech Features:Overview/ 61,

Installing Integrated Messaging:Overview [342),

Installing Networked Messaging:Overview [408),

The opportunity to choose not to install all of the components that are in a typical installation. For more information,
see Removing Software Features from a Voicemail Pro Installation.[313

The opportunity to select the languages to use for the wav and help files.

The opportunity to select the TTY prompts and install them. For more information, see Installing Voicemail Pro TTY
Prompts[174,

The opportunity to select any languages that are not required and therefore to exclude them from the installation or
remove them if they have already been installed. This can save disk space.

If you install the Web campaign component, you need to configure Window 2003 to work with Web Campaigns. For more
information, see Configuring Windows 2003 to Work with Web Campaigns/[32\.

2.2.4 Removing Software Features from a Voicemail Pro Installation

When you choose to install a custom version of Voicemail Pro you can select additional features to install, for example
IMS. You can also select any features that you do not want to install or actually want to remove. For example, if a feature
has already been installed, you can select it for removal.

To remove a software feature from a Voicemail Pro Installation:

1. Complete the steps for installing custom Voicemail Pro Server and Client. For more information, see Installing
Custom Voicemail Pro Server and Client/ 31,

2. When the Select Features window opens, uncheck any features that you do not want to install or that you want to
remove.

o Important - If you uncheck a feature that is already installed, it will be removed (uninstalled).

3. Continue the installation process as you would for installing custom Voicemail Pro Server and Client. For more
information, see Installing Custom Voicemail Pro Server and Client[3™,
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2.2.5 Configuring Windows 2003 to Work with Web Campaigns

The following configuration changes are required for IIS version 6 running on a Windows 2003 server.

To configure Windows 2003:

Open the Windows Control Panel.

Select Administrative Tools > Computer Management.

Go to Services and Applications > IIS Manager > Web Sites > Default Web Site.

Under Web Sites, right-click Default Web Site and select Properties.

Select the Home Directory tab.

Under Application Settings section, set the Execute Permissions to Scripts and Executables.
Press OK twice.

Go to Web Service Extensions section under Web Sites.

Ve N A ®DNDR

Right-click and select Add a new web service extension....

—
o

. In new web service extension, set the following values:

Extension Name: campaigns.

Required files: Click Add. Select the file type as CGI exe files and browse to the campaign.exe file location
specified during installation. This is usually c:\InetPub\wwwroot\scripts\campaign.exe or c:\InetPub
\scripts\campaign.exe.

e Set extension status to Allowed : Enable this option.
11. Press OK.
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2.2.6 The Voicemail Pro Services

If Voicemail Pro has been installed successfully, if the server PC has been rebooted then the voicemail service is started
automatically. However it is useful to check the services and to know how to stop-start the services manually.

To check/restart the Voicemail Pro Service:

1. Open the Windows Control Panel.
2. Select Administrative Tools > Services.
=[0] %]
| action  wiew |J4--b| ||§|J>lll n
Tree I MName # | Descripkion | Skatus | Startup Type | Log On As | ﬂ
% Services (Local) %Telnet Allows are.., Manual LocalSystern
%Uninterruptible Pow... Manages a... Manal LocalSwskem
%Utility Manager Starts and ... Manal LocalSwskem
%'-.-‘MPrDDBService Starked Aukomatic Aadrministrator
roicemnail Pro Service Started Autornatic Avoicemail
%Winduws Installer Installs, re... ranual LocalSystenm
%Winduws Managem... Providess,..  Starked Aukomatic LocalSwskem
%Winduws Managem... Providess,..  Starked Manal LocalSwskem
%Winduws Time Sets the co.., ranual LocalSystenm
%Wurkstatiun Provides n.,.  Started Autornatic Local5ystern -
3. The Voicemail Pro Service should be visible. Its Status should be Started and the Startup Type should be set
to Automatic.
e Other services will be present depending on the Voicemail Pro options installed. The services are:
e Voicemail Pro Service
This is the main Voicemail Pro service. Normally this is the only service that needs to be stopped and
restarted. It will stop and restart the other services that it uses.
e VMProDBService
This service is used for the Voicemail Pro database connectivity if licensed.
o IMS(Gateway), IMS(Voice) and IMS(Restart)
These services are used by the IMS components of Voicemail Pro if installed and licensed.
e VPNM Database Server, VPIM Receiver and VPNM Server
These services are used by the VPNM components of Voicemail Pro if installed and licensed.
4. Close Services.
To Initialize the Voicemail Pro Call Flow:
1. Select Start > Programs > IP Office > Voicemail Pro. The Voicemail Pro Client starts and the main window
opens.
2. Click the % Save and Make Live icon.
Select Yes. The file root.vmp is created and made available to the Voicemail Pro server. This is the compiled non-
editable version of the editable call flow.
4. Voicemail operation can now be tested from an extension by dialing *¥17.
Setting the Voicemail Services or PC to Restart Automatically
The following action is optional. If there is some fault causing the Voicemail Pro service to halt, that fault should be
investigated and fixed, however having the service or PC automatically restarted if possible will minimize the disruption to
the Voicemail Pro users.
1. Use the Windows control panel to select the Voicemail Pro Service.
2. Right-click on the service and select Properties.
3. Select the Recovery tab.
4. Use the options presented to either restart the service and or restart the PC should the operating system detect
that the Voicemail Pro service has halted.
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Using a Batch File to Start Services

In some instances, certain computers might not respond quickly enough in order to start all of the Avaya services in the
correct order. In this circumstance, it can be advisable to create a batch file which will delay the start of these services
until the PC is fully running.

Avaya IP Office Services can be started successfully at system start-up using a scheduled task that initiates the batch file
below. This batch file ensures that the services will start successfully and in the proper order.

1. Set all Avaya services listed below to Manual start. Do not include Key Server.

2.Create the batch file below and save it to %SYSTEMROOT%. Only include lines for the services which are installed.

@echo off

rem Wait 60 seconds before execute.
timeout /t 60

net start VMProDBService

net start Voicemail Pro Service
net start IMS(Restart)

net start IMS(Voice)

net start IMS(Gateway)

3.Create a scheduled task to start the batch file at system start-up.
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2.3 Client Only Installation

You can install the Voicemail Pro Client without the Voicemail Pro Server. This is known as a partial installation.

There is only one type of installation for the Voicemail Pro Client. Therefore you are not offered the choice of custom,
compact or typical during the installation process.

For information about Installing the Voicemail Pro Client only, see Installing the Voicemail Pro Client Only /363,

For information about installing the Voicemail Pro Client and Server together, see Installing Compact Voicemail Pro
Server and Client[ 253, or Installing Typical Voicemail Pro Server and Client[ 28",
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2.3.1 Installing the VoiceMail Pro Client Only

You can install the Voicemail Pro Client on its own and use it to connect to a remote Voicemail Pro server.

To install the Voicemail Pro Client only:

1.

10.
11.
12.

13.

14.
15.
16.

Insert the IP Office Voicemail Pro CD. The installation wizard should auto-start. If it does not auto-start, browse to
and run Setup.exe on the CD. The Choose Setup Language window opens.

Select the installation language. This language is used for the installation and for the default language prompts.
Click OK. Installation preparation begins.

Voicemail Pro requires Microsoft .NET 2.0 Framework. If this version is not detected, you are prompted to install it.
Click Yes to install Microsoft .NET 2.0 Framework.

If the following window opens, Voicemail Pro is already installed. You need to upgrade rather than install a new
version. For more information, see Upgrading a Voicemail Pro System/[38%. Otherwise the IP Office Voicemail Pro
installation starts and the Welcome window opens.

InstallShield Wizard x|

s,
‘«mm

Ywelcome to the [P Office Mezsaging Suite Setup Maintenance program. This program lets you
raadify the current ingtallation. Click ane of the options Belaw.

Welcome

kodify, repair, or remove the program.

f+ podify
Select new program features to add or select currently installed features to
TEMOve.

= RBepair

ﬁ Reinztall all program features installed by the previous setup.

= Remove

@ Femove all inztalled features.

[ratallS hield

< Back | MHext > I Canicel

In the Welcome window, click Next. The Customer Information window opens.

In the Customer Information window, type a user name and the company name or use the default names that are
proposed.These settings do not affect Voicemail Pro when it is installed.

In the same window choose the option that determines who should be able to use Voicemail Pro when it has been
installed. The recommended option is Anyone who uses this computer (all users).

In the Customer Information window, click Next. The Choose Destination Location window opens.

In the Choose Destination Location window, click Browse and choose the folder where the Voicemail Pro software is
to be installed. Otherwise, click Next to use the proposed folder. The Messaging Components window opens so that
you can choose the components that you want to install.

Highlight Voicemail Pro (Partial).
Click Next.

By default the program folders are created in a folder called IP Office. You can specify a different folder or select
one from the list of existing folders. To specify a different folder, type the folder name in the Program Folders box.
Alternatively to use an existing folder, highlight a name in the list of existing folders.

Click Next. The Start Copying Files window opens. Before any copying starts, you are presented with a summary of
the settings that you have chosen so far.

Review the settings to make sure that they are what you expect. Scroll down if necessary.
If the details are not what you expect, click Back and make the necessary changes.
When you are satisfied that the details are correct, click Next to start copying the files.

The Setup Status window opens to keep you informed while the installation takes place.

17.

When the installation is complete you are prompted to restart your computer. Click Yes to restart now.
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Installing Voicemail Pro: Client Only Installation

18. Click Finish.

19. When the computer restarts, log back in. You have now finished installing the Voicemail Pro Client software. You
can now start the Client and log in so that you start configuring remote Voicemail Pro servers. For more
information, see Starting[12% the Voicemail Pro Client[12%. If required, you can then add one or more administrator
users so that other administrators can work with the Voicemail Pro Client.
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2.4 Upgrading Voicemail Pro

This section describes how to upgrade Voicemail Pro. The options available are:

e Upgrading from Voicemail Lite to Voicemail Pro. For information, see Upgrading from Voicemail Litel 434,

e Upgrading a Voicemail Pro version below 3.2 with the new version of software. For information, see Upgrading a
Voicemail Pro System/ 38",

e Upgrading a Voicemail Pro version 3.2 or higher with the new version of the software. For more information, see
Upgrade from 3.2 or higher[3d,

2.4.1 Upgrade from below version 3.2

It is important that the settings of an existing Voicemail Pro are exported before any upgrade. Although folders that
contain prompts and messages are not affected by the upgrade process, the editable version of a customer call flow is
lost.

To upgrade from below version 3.2 to version 4.x+:

1.Export the Database
Before removing Voicemail Pro as part of an upgrade, you must create a backup copy of the call flow database. This
will contain any customizations made to the default call flow.

1. Start the Voicemail Pro Client.

2.From the File menu, select the option Import or Export.

3.Select the option Export call flows and click Next.

4.Enter a file path and file name ending in .mdb, for example C:\temp\backup.mdb. Click Next.
5.Click Finish to start the export then click Close to complete the export procedure.

6.Close the Voicemail Pro Client.

2.Back up the Registry
Any registry settings that are associated with Voicemail Pro need to be backed up.

1.Insert the Voicemail Pro CD for the new Voicemail Pro and cancel the install wizard that auto runs.
2.Right-click the CD drive and select Open.
3. Locate the file backupreg.bat and double-click it to run the application.

4.Check that the registry settings have been backed up. The batch file should have created 3 backup files in the
Windows Temp directory. Make sure that the following 3 files exist in that location:

e VMPro.arf
e NetAly.arf
o IMSGateway.arf

3.Remove Voicemail Pro
Any previous versions of Voicemail Pro must be removed before you start to install the new version.

1.0pen the Windows Control Panel.

2.Select Add/Remove Programs.

3.Select IP Office Voicemail Pro and click Add/Remove.

4.From the options offered, select Remove and click Next.

5.Follow the prompts that you see on the screen during the removal process.

6.When the process has been completed, select the option Yes, I want to restart my computer now and click
Finish.
4.Restore the Registry
The Voicemail Pro registry settings that were backed up in step 2 needs to be restored.

1.Right-click the CD drive that contains the Voicemail Pro CD and select Open (reinsert the CD if necessary and
cancel the install wizard).

2. Locate the file restorereg.bat and double-click it to run the application. This restores the registry settings
previously associated with Voicemail Pro.

5.Install the New Software
For more information see Installing Voicemail Pro:Overview[ 164 and then refer to the sections that relate to the type of
Voicemail Pro that you intend to install.
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6.

Restore the Database
The copy of the call flow database that contained any customizations made to the default call flow needs to be
restored.

1. Start Voicemail Pro.
.From the File menu, select Import or Export. The Import or Export Call Flows window opens.
.Select Import Call Flows.
.Click Next.

.Click the Browse button and locate the file that contains the backed up call flows.

2

3

4

5

6. Select the file and click Open.

7.1In the Import or Export Call Flows window, click Next.
8. Click Finish to start importing the database.

9.Click Close to complete the import process.

10.Click on Save and Make Live to save the Call flows.

The new version of Voicemail Pro has been installed. Test that the system is running by dialing *17 from any extension.
You should hear the mailbox announcement.

2.4.2 Upgrade from Version 3.2+

You can directly upgrade versions of Voicemail Pro from Voicemail Pro 3.2 upwards. However we still recommend that
you follow the procedure for backing up the database before upgrading.

To upgrade from version 3.2 or higher:

1.

au »~ W N

[&))

9.

Insert the new IP Office Voicemail Pro CD. The installation should auto-start. If it does not auto-start, click Browse
to locate Setup.exe on the CD and then run it. The Choose Setup Language window opens.

.Select the installation language. The language selected is used for the installation.
.Click OK. You are asked 'This setup will perform an upgrade of IP Office Voicemail Pro'. Do you want to continue?
.Click Yes. The Upgrading the IP Office Voicemail Pro window opens.

.Click Next to start the upgrade. The setup status window opens. The progress of the upgrade is indicated by a time

bar. When the InstallShield Wizard complete window opens.

.Click Finish. The Email settings window opens.
.Enter your email account details and click Next. The SMTP Email settings window opens.

.Enter your SMTP Email details and click Finish. he SMTP settings entered will be validated. If an error occurs, the

validating configuration window opens containing the error . For more information, see SMTP Errors| 57,

Click Yes when asked if you want to start the Voicemail Pro service.

The new version of Voicemail Pro has been installed. Test that the system is running by dialing *17 from any extension.
You should hear the mailbox announcement.
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2.4.3 Upgrade to Voicemail Pro

You can upgrade from Voicemail Lite to Voicemail Pro. The process described here assumes that Voicemail Pro is being
installed onto the same PC that previously hosted Voicemail Lite. The steps described here will remove Voicemail Lite but
will not remove the existing mailbox messages and greetings.

To upgrade from Voicemail Lite to Voicemail Pro:

1.Remove Voicemail Lite
1. Make sure that Voicemail Lite is not running. It might be necessary to close the Voicemail Lite server program.
2.0pen the Windows Control Panel and select Add/Remove Programs.

3.Select IP Office Admin Suite and click Change. The Welcome to the Installshield Wizard for IP Office Admin
Suite window opens.

4.Click Next. The Program Maintenance window opens.
5.Select Modify and click Next.

6.In the list of selected Features, click the option Voicemail Lite and select This feature will not be available.
nice Mail Lite

The feature Voicemail Lite will have a red cross by the name.

e Important - Do not uncheck any other boxes as this will also remove those features.
7.Click Next. The Ready to Modify the Program window opens.

8.Click Install. The Voicemail Lite program will be removed, which may take several minutes.
9.Click Finish to exit the InstallShield Wizard.

10.Click Close to close the Add/Remove Programs window.

11.Remove any shortcuts to VMLite.exe from Start > Programs > Startup.

2.Install the New Software
The next step is to install the Voicemail Pro software. For more information see Installing Voicemail Pro:Overview/ 164
and then refer to the sections that relate to the type of Voicemail Pro that you intend to install.

3.Move the Voicemail Lite Folders
This must be done before users start to use Voicemail Pro. As part of the upgrade procedure you need to move the
Voicemail Lite folders that contain any existing voicemail messages and mailbox greetings. This stage copies the
existing Voicemail Lite messages and greetings over the newly installed Voicemail Pro set.

4.Using Windows Explorer or My Computer, locate the folder C:\Program Files\Avaya\IP Office\Voicemail Server.
5.Copy all sub-folders and files in that folder.

6.Paste the sub-folders and files in the folder C:\Program Files\Avaya\IP Office\Voicemail Pro\VM. Replace any
existing folders.

7.Select the Mailbox Mode.
Voicemail Lite runs in IP Office mailbox mode. By default Voicemail Pro installs in Intuity mailbox mode. If required by
your users, you can set Voicemail Pro back to IP Office mailbox mode.

1. Start the Voicemail Pro Client.

2.Click the Preferences TIHJ icon and select General.
3.0n the General tab, change the Default Telephony Interface from Intuity to IP Office.
4.Click OK.

5.Click % Save & Make Live.

The new version of Voicemail Pro has been installed. Test that the system is running by dialing *17 from any extension.
You should hear the mailbox announcement.
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2.5 Voicemail Email Installation

Voicemail Email sends mailbox users who have been configured with an email address, an email whenever their mailbox
contains a new message. The notification email can contain an alert about the message or an attached copy of the
message.

e Although they are similar in concept, Voicemail Email and Integrated Messaging Service (IMS) are two different
components of Voicemail Pro and should not be confused.

Voicemail Email requires the voicemail server to be running under a user account that has access to either a MAPI
enabled email client program on the server PC or access to an SMTP email server.

SMTP: Simple Mail Transfer Protocol

This protocol allows the Voicemail Pro server to send outgoing emails to a specified SMTP server. Microsoft Exchange and
most commercial email servers support SMTP to receive emails. SMTP for Voicemail Pro is therefore easy to implement in
any business that has its own email server. For more information, see Installing Voicemail Pro for SMTP Voicemail Email

[a1h,

MAPI: Microsoft Windows Messaging Application Program Interface

This is a set of API's that allow MAPI applications to share information and messages. MAPI requires a MAPI compliant
email client program to be installed on the Voicemail Pro server. It also requires the Voicemail Pro service to be run using
a user account that is able to send emails via that MAPI client. Supported MAPI clients are:

e Outlook 2000, 2002, 2003, 2007
MAPI Voicemail Email can be used with Voicemail Lite and Voicemail Pro. For Voicemail Pro installed as a service (the
default on Windows 2000/2003/XP Professional), emails can be sent without having to open and run the MAPI email
client program. For Voicemail Pro installed as a server program, the email client program may have to be left open for
mail transfers to take place.

The exact method of integration between the voicemail server and the MAPI email client depends on whether the
voicemail server is part of a work group or a domain. This guide contains examples for both approaches.

The MAPI process described in this guide was based on Microsoft Windows 2000 Professional with Microsoft Outlook 2000
and Microsoft Outlook Express 5.5. Steps may differ depending on the version of Windows and email client used.

2.5.1 Installing VoiceMail Pro for SMTP Voicemail Email

To install Voicemail Pro for SMTP Voicemail Email

1. Obtain details of an email account that the Voicemail Pro service can use from whoever administrates the
customer's email server. The details required are:

¢ Email address.
e Server SMTP address.
e Account user name and password.

Install the Voicemail Pro software as required.
After the server PC restart, enter the Voicemail Pro SMTP email account settings when requested.

4. Configure the appropriate user accounts with the user's email address. For more information,see Configuring Email
Users and Groups for Voicemail Email.
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2.5.2 Domain Member
2.5.2.1 Installing VoiceMail Pro for MAPI VoiceMail Email as a Domain Member

Before you start to install the Voicemail Pro software, you must:
1. Create a voicemail domain account. For more information, see Creating a Voicemail Domain Account[ 423,

2. Configure Outlook. For more information, see Configuring Outlook for Internet Mail[ 48",

You are then ready to install Voicemail Pro for MAPI Voicemail Email as a Domain Member. This involves the following key
stages:

1. Install the Voicemail Pro software. For more information, see Installing the Voicemail Pro Software[ 4,

2. Change the SMTP settings, which are installed by default, to MAPI. For more information, see Switching Voicemail
Pro to MAPI[ 43,

2.5.2.2 Creating a Voicemail Domain Account

To create a Voicemail Domain Account

1. Make sure that the PC that will be running the voicemail server is a member of the domain. To join the domain you
will need the use of a log account with administrative permissions on the domain as well as the server PC, consult
the domain administrator.

¢ Windows 2000
Right click My Computer and select Properties. Select the Network Identification tab.

2. On the Exchange server:
e Create an account called Voicemail on the domain and an associated mailbox.
e Provide a secure password.
e Check the User Cannot Change Password and Password Never Expires boxes.
Log on to the voicemail server PC using a domain administrator account.
From the Control Panel, select Administrative Tools.
Select Computer Management | Local Users and Groups | Groups.
Double-click Administrators and select Add.
From the Look In list select the domain name.
In the Name window, locate and highlight Voicemail. Click Add followed by OK and OK to close.

@ N U AW
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2.5.2.3 Configuring Outlook for VoiceMail Email
To configure Outlook for Voicemail Pro email

1. On the desktop, right-click the Outlook icon and select Properties.
2. On the General tab, select Add.

3. Select Microsoft Exchange Server.

4. Click Next.

5. In the Server field, enter the name of the Exchange Server.

6. In the Mailbox field, enter Voicemail.

7. Click Next.

8. When you are asked if you travel with this computer, select No.
9. Click Next.

10. Click Finish.

11. Highlight the MS Exchange Settings and click Properties.

12. Highlight Microsoft Exchange Server and click Properties.

13. Click Check name and ensure that the name is resolved.

14. If the name is resolved, select Apply.

15. Click OK, OK and Close to shut the mail settings.

16. Do not continue until the name has been resolved correctly with the Exchange Server. If the name is not resolved,

check the account details with the Exchange Administrator.
17. Open Outlook and select Yes to register Outlook as the default email application.
18. Select Tools > Options.
19. Click the Preferences tab.
20. Click Email Options.
21. Uncheck Save copies of messages in Sent Items folder.

e You might want this option selected during initial setup to aid troubleshooting. However due to the size of wav
file message attachments you should uncheck it after installation testing is complete.

22. Log on to the Voicemail Pro Server PC using the voicemail account.
23. From Outlook, send a message direct to an extension user.

24. If this message is received correctly, you can continue installing the Voicemail Pro software. For more information,
see Installing the Voicemail Pro Software! 44,
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2.5.2.4 Installing the VoiceMail Pro Software
To install the Voicemail Pro software

1. Log off and log back on using the Voicemail account and password.

2. Install the required Voicemail Pro software. For more information, see Installing Compact Voicemail Pro Server and
Client[ 25 or Installing Typical Voicemail Pro Server and Client/ 28",

3. When the installation process requests a User Name and Password for the Voicemail Pro service, enter the
Voicemail account details.

4. Restart the server PC when requested and log on using the Voicemail account.
5. When SMTP email details are requested, enter no values and ignore the error message following the SMTP check.
6. Start the Voicemail Pro server service. For more information, see Starting the Voicemail Pro Service[33,
7. Check that the basic voicemail services start and operate correctly.
8. The next step is to switch the Voicemail Pro to MAPI operation. For more information, see Switching Voicemail Pro
to MAPI[ 45,
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2.5.2.5 Switching VoiceMail Pro to MAPI
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2.5.3 Work Group Member
2.5.3.1 Installing VoiceMail Pro for MAPI VoiceMail Email as a Work Group Member

Before you start to install the Voicemail Pro software, you must:
1. Create a voicemail user account. For more information, see Creating a Voicemail User Account/ 46,

2. Configure Outlook Express for Internet Mail. For more information, see Configuring Outlook Express for Internet

Mail [ 47,

Configure Outlook for internet mail. For more information, see Configuring Outlook for Voicemail Email[ 43,

4. Configuring Outlook for exchange server. For more information, see Configuring Outlook for Exchange Server! 49,

The user name and password created are requested as part of the installation of the Voicemail Pro service. The process
described here assumes that Outlook is installed but has not been previously used or configured.

You are then ready to install the Voicemail Pro software. For more information, see Installing the Voicemail Pro Software

[adh,

By default, Voicemail Pro is set to use SMTP for emails. You need to change this to MAPI. For more information see,
Switching Voicemail Pro to MAPI 45Y,

You also need to set the SMTP Email Account settings on the Voicemail Pro so that they match those of the customer's
email server. For more information, see Changing SMTP Email Account Settings/52.

2.5.3.2 Creating a Voicemail User Account

To create a Voicemail User Account

1. Log on to the server PC as the local administrator and create a new user. For this example the name of the user
account created used is Voicemail.

Set a secure password.

Clear User must change password at next logon and check Password never expires.

Click Create and then Close.

Right-click the New Account, and select Properties.

Select the Member Of tab.

Click Add.

In the Select Groups window, highlight Administrators and click Add. Click OK.

Continue with one of the following as appropriate to the installed MAPI client and method for sending email.

W e NV R WD
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2.5.3.3 Configuring Outlook Express for Internet Mail

To configure Outlook Express for Internet Mail

1. Click the Outlook Express icon to start the Configuration wizard.

2. In the Display name box enter Voicemail.

3. Click Next.

4. Select I already have an e-mail address that I'd like to use and enter the address in E-mail address, eg.
voicemail@your_domain_name. Click Next.

5. Enter the name or address of the Incoming mail server and the Outgoing mail server. Note, if you enter the name,
you must ensure that the voicemail PC has the correct IP address of the DNS Server configured.

6. Click Next.

7. Enter the email account name and password, for example Voicemail. Select Remember password.

8. Click Next.

9. Click Finish to complete the wizard.

10. Open Outlook Express and select Tools > Options.

11. Click the General tab.
¢ Uncheck Send and Receive messages at Start up.
e Uncheck Check for new messages every.

12. Select the Send tab.
e Uncheck Save copy of sent messages in the 'Sent Items' folder.
e Check Send messages immediately.
¢ Under Mail Sending Format select Plain Text.

13. Click OK.

14. Log on to the server PC using the account that will be used for the Voicemail Pro server.

15. From Outlook or Outlook Express, send a message direct to an extension user.

16. If this message is received correctly, continue with installing the Voicemail Pro software.
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2.5.3.4 Configuring Outlook for Internet Mail

For the installation of Outlook to work correctly, the following setup process must be followed. Outlook can be configured
in two ways. Using the Wizard, prior to completing the steps below will cause Outlook not to send the messages
correctly.

To configure Outlook for Internet Mail:

Right-click the Outlook icon on the desktop and select Properties.
Select Add.

Select Internet Email and click OK.

For the Mail Account, enter Voicemail.

v e N

For User Information enter Voicemail as the Name and for the Email address enter your address, for example.
voicemail@your_domain_name.

o

Select the Servers tab. Enter the name or IP address of the Outgoing mail server and Incoming mail server.

The Incoming Mail Server details can be left blank as Outlook does not need to check for mail. Otherwise, enter
the account name and password for example, Voicemail. Select Remember password.

8. Select the Connection tab. Select Connect using my local area network (LAN). Click Next.
9. Click OK.

10. Click Next.

11. Accept the default path for file creation.

12. Select Next, then Finish and then Close.

13. Open Outlook.

14. On the Email Service Option Screen, select Internet Only.
15. Click Next.

16. Select Yes to register Outlook as the default email application.
17. Select Tools > Options.

18. Click the Preferences tab.

19. Click Email Options.

20. Uncheck Save copies of messages in Sent Items folder.

¢ You might want this option selected during initial setup and troubleshooting. Due to the size of wav file
message attachments it is advisable to uncheck it after installation is complete.

21. Log on to the server PC using the account that will be used for the Voicemail Pro server.
22. From Outlook or Outlook Express, send a message direct to an extension user.
23. If this message is received correctly, continue with installing the Voicemail Pro software.
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2.5.3.5 Configuring Outlook for Exchange Server

This option may be configured if Outlook is to be configured to connect to the Exchange Server, using a valid user name
and password, while the Voicemail PC remains a member of a work group.

To configure Outlook for Exchange Server:

1.
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13.
14.
15.
16.

17.
18.
19.

Create a new mailbox on the Exchange Server, for example Voicemail, and assign it the same password as has
been configured on the voicemail PC.

Clear User must Change password at Next Logon and select Password Never Expires.
On the voicemail PC, logon with the Voicemail account.

Right-click the Outlook icon on the desktop and select Properties.

Select Add.

Highlight Microsoft Exchange Server and click OK.

Type in the Microsoft Exchange Server name and enter Voicemail in the Mailbox field.
Highlight the MS Exchange Settings, Click Properties.

Highlight Microsoft Exchange Server. Click Properties.

. Click Check name and ensure the name is resolved.
. If the name is resolved, select Apply. Click OK, OK and Close to shut the Mail settings.
. Do not continue until the name has been resolved correctly with the Exchange Server. If the name is not resolved,

check the account details with the exchange administrator.

Open Outlook and select Yes to register Outlook as the default email application.
Select Tools > Options.

Choose the Preferences tab. Click Email Options.

Uncheck Save copies of messages in Sent Items folder.

e You may want this option selected during initial setup and troubleshooting. Due to the size of wav file
message attachments deselect it once installation is complete.

Log on to the server PC using the account that will be used for the Voicemail Pro server.
From Outlook or Outlook Express, send a message direct to an extension user.

If this message is received correctly, continue with installing the Voicemail Pro software.
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2.5.3.6 Installing the VoiceMail Pro Software
To install the Voicemail Pro software

1. Log off and log back on using the Voicemail account and password.

2. Install the required Voicemail Pro software. For more information, see Installing Compact Voicemail Pro Server and
Client[ 25 or Installing Typical Voicemail Pro Server and Client/ 28",

3. When the installation process requests a User Name and Password for the Voicemail Pro service, enter the
Voicemail account details.

4. Restart the server PC when requested and log on using the Voicemail account.
5. When SMTP email details are requested, enter no values and ignore the error message following the SMTP check.
6. Start the Voicemail Pro server service. For more information, see Starting the Voicemail Pro Service[33,
7. Check that the basic voicemail services start and operate correctly.
8. The next step is to switch the Voicemail Pro to MAPI operation. For more information, see Switching Voicemail Pro
to MAPI[ 45,
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2.5.3.7 Switching VoiceMail Pro to MAPI
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2.5.3.8 Changing SMTP Email Account Settings
To change SMTP Email Account Settings:

1.

2.
3.

4.

5.

6.
7.
8.

Open the Windows Control Panel.

Select )@ IP Office Voicemail Pro.

Select the SMTP Email Settings tab.
Syztemn Settingsl Path Settings | Email Settings  SMTF Email Settings

—SMTP Server
b ail Server:
Part Mumber: |25
kil Drop: IE: W netpubtmailroathDrop J

—1 Server requires authentication

Aocount Mame: I

Paszward: I

[T | Usze Challenge Fesponse duthentication [CRARM- D]

Enter the settings to match the customer's email server and the email account configured on that server for the

Voicemail Pro service.
Click the Email Settings tab.
Supsherm Settingsl Path Settings  Email Settings I SMTP Email Settings I

—Account Details

Isewer Browse |

—Mezzage Parameters

The fallowing settings are uzed to cantral whether the Voicemail
meszage iz sent as a wave file within the email meszage.

£ Attach wave file to message

£+ Embed wave file in message

Enter the email address for the account setup on the customer's email server for the Voicemail Pro service.

Click Check to test the connection to the specified email account.
Click OK.
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2.5.4 Operation
2.5.4.1 Configuring Email Users and Groups for Voicemail Email
Voicemail Email can be used with user mailboxes and hunt group mailboxes.

User or group email addresses can be specified only through IP Office Manager. The remaining settings, for example
email alert, can be set using any of the following methods:

e Through IP Office Manager.
For more information, see the IP Office Manager help or user guide.

e By logging in to the mailbox (for IP Office mode mailboxes).
Voicemail Lite or Voicemail Pro users who are have an IP Office mode mailbox can switch Voicemail Email on/off and
select the mode of Voicemail Email operation. The exact method for doing this depends on the type of telephone being
used. Mailbox owners can find more information in the IP Office Mailbox User Guide.

e Through a Voicemail Pro call flow that uses a Play Configuration Menu action.

For Voicemail Pro systems, the Play Configuration Menu action can be used to allow a caller set a user or group's
Voicemail Email alert mode. Note however that this action is not aware whether the user or group has an email
address set for the service. For more information, see Play Configuration Menu Action (225,

Other Phone Types and External Call Access
If no email address has been set for the user or group, the voicemail server responds with the message "Email is not
enabled for this mailbox".

After they log in to their mailbox, mailbox owners have the following options:
e *01 - Sets the Voicemail Email mode to Forward.

e *02 - Sets the Voicemail Email mode to Alert.

e *03 - Sets the Voicemail Email mode to Off.

Mailbox owners can find out more in the user guide for their type of mailbox.
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2.5.4.2 IP Office Manager Settings
The voicemail email settings are found on the Voicemail tab of the user

WYoic:email
Yaoicemail Code I ¥ oicemail On
Confirm Yoicemail Code I ™ aicemail Help
Yoicemail Email |barrv.shear@acme.cum I™ Waicemail Ringback
5 Enelsdeirr?gall Ernail
Yoicemail Email
’;;' of i Copy " Faomward = flert
Feception / Breakout [DTMF 0] |
Breakaut [DTMF 2) |
Breakout [DTHF 3] |
The voicemail email settings are also on the voicemail tab of the hunt group
Yoicemail |
Yoicemail Code I“““
Canfirrn %oicemail Code I’“‘"
Yoicemail Email Isales@acme.mn‘l
Yaoicemail Email ¥ ‘“oicemai On
’;‘ i ' Copy © Fomward  © Alert W
[ Broadcast

Voicemail Email
The user's or group's email address.

Voicemail Email

o Off
Switches off the use of Voicemail Email. Note that other services using the email address such as Email TTS can still

operate.

e Copy
Send a copy of each new message as a wav file attachment to the email. The original message remains in the mailbox.
Forward and Copy should be used with care. Each 1 minute message will result in a 1MB wav file. This may impact on
the performance of the network and email connection.

o Forward
Send a copy of each new message as a wav file attachment to the email and delete the original message from the
mailbox. Note, this settings overrides all other actions such as message waiting indication and voicemail ringback.

o Alert
Send an email alert for each new voicemail message but do not attach a copy of the message.

e Voicemail Email Reading
This is part of TTS operation but uses the same email address as set for Voicemail Email.
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2.5.4.3 How Voicemail Email Messages Look
Messages sent by a user or group's voicemail email settings contain the following:

To
The user/group email address.

From
The name and address setting of the email client account.

Subject
Voicemail Message ("calling number® > “user name®) From:“calling number-®.

Body
If the user or group's Voicemail Email mode is set to Copy or Forward, the message body will contain "IP Office
Voicemail redirected message".

Attachment
When using Copy or Forward mode, the message is attached as a wav file.

Messages sent via a Voicemail Pro eMail action are configurable, see The Voicemail Pro eMail Action[ 56",
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2.5.4.4 The Voicemail Pro Email Action

The Zﬁ@l eMail action in Voicemail Pro can be used to send messages via email in response to caller actions in the

voicemail call flow. The action can also attach a wav file.

i Yoicemail Pro Client  { Intuity }

File Edit Actions  Administration  Help

=10l x|

Hﬁttﬁlﬁﬁ'@'%lﬁ

|

L% 0-one|s|%-2-E-B

....... -@ Gueued
....... -@ Still Queued

Modulez > eMail

Start Faoint

& CEN
INE:-:t

INE:-:t

Properties for eMail

ki B3

Eenerall Entry Prompts  Specific | Hepnrtingl Hesultsl

—Send e-mail

Send e-mail to

Iray.u:harles@mydnmain.mm

Subject

I‘Jn:nin::email Pro Mezzane

Cantent

IThis meszage was forwarded by aWoicemail Pro email ac

Attach file to e-mail
f$

MB Path iz azzumed to be on the Yoicemail Server

=

ak

LCancel Help |

In the example above, the eMail action follows a Voice Question action. The $ in the eMail action's Attach file to

email field instructs it to use the file recorded by the preceding Voice Question action.

The same method can be used with a Leave Mail action. Note however that the Leave Mail action must be set to a valid
target mailbox which will then have a copy of the message.

Alternatively, the eMail action can attach a prerecorded wav file by specifying the file name. That named file can be

created by an Edit Play List action.
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2.5.4.5 SMTP Errors

SMTP error logging can be enabled to generate a log of SMTP activity. For a default Voicemail Pro installation the activity
is logged in a file in C:\Program Files\Avaya\IP Office\Voicemail Pro\logs. The file name includes a date stamp for
the day on which it is generated.

Enabling SMTP Error Reporting:

1. Stop the Voicemail Pro service
2. Start the Registry Editor.
3. Locate the key HKEY_LOCAL_MACHINE\SOFTWARE\Network Alchemy\Voicemail\Directories.
4. From the menu bar select Edit.
5. Select New and then String Value.
6. Enter SMTPLogging.
7. Right-click on the new registry key SMTPLogging and select Modify.
8. Set the value to 1.
9. Close the Registry Editor.
I
1 An exception has occurred.
3 The process has run out of memory.
4 An error has occurred due to a problem with the message body or attachments.
5 There was a problem initiating the conversation with the mail server. Ensure the setting of
the Domain property is correct.
6 There was an error terminating the conversation with the SMTP mail server.
7 The "From" address was not formatted correctly or was rejected by the SMTP mail server.
Some SMTP servers will only accept mail from particular addresses or domains. SMTP mail
servers may also reject a from address if the server can not successfully do a reverse
lookup on the from address.
8 An error was reported in response to receipt address. The SMTP server may refuse to
handle mail for unknown recipients.
9 There was an error connecting to the SMTP mail server.
10 There was an error opening the file. If you have specified file attachments, ensure that they
exist and that you have access to them.
11 There was an error reading a file. If you have specified file attachments, ensure that they
exist and that you have access to them.
15 No mail server specified.
16 There was a problem with the connection and a socket error occurred.
17 Could not resolve host.
18 Connected but server sent back bad response.
19 Could not create thread.
20 Canceled as a result of calling the Cancel method.
21 The operation timed-out while the host was being resolved.
22 The operation timed-out while connecting.
24 ESMTP Authentication failed.
25 The selected ESMTP Authentication mode is not supported by the server.
26 ESMPT Authentication protocol error.
27 Socket Timeout error.
105 Invalid license key.
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2.6 Centralized Voicemail Pro

A single Voicemail Pro server on a central IP Office system can be used to provide voicemail services for other remote IP
Office systems. This is called Centralized Voicemail Pro.

Centralized Voicemail Pro requires the IP Office systems to be linked by an IP Office Small Community Network (SCN). To
avoid the likelihood of two Voicemail Pro servers answering for the same user, only one centralized Voicemail Pro server
can be installed on a single Small Community Network (SCN). For more information about restrictions that need to be
considered before installing Centralized Voicemail, see Restrictions/ 59,

Femate [P Office Femaote [P Office

IF Office

Woicemail Pro Server
+ Licence Fey

@t

=

Notes
e For information about small community networking and setting up VoIP lines, see the IP Office Manager User Guide.

e By default each IP Office is set to use a broadcast IP address to locate a voicemail server. It can therefore appear that
centralized voicemail is operating before the remote system is set to the Voicemail Type of Line.

e Leaving the systems in this arrangement rather than setting the remote system's Voicemail Type to Line can cause
problems and is not supported.
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2.6.1 Planning Requirements
The following factors must be remembered during planning of the Centralized Voicemail Pro system:

e The voicemail Server PC is attached to the central system.
e A Feature key and Voicemail Pro license key are required for the central system hosting the Voicemail Pro.

e Small Community Networking (SCN) is required between the central system and remote systems. This document
assumes that this has already been set up and tested.

e On networked IP Office systems, it is possible for centralized voicemail to appear operational without Small
Community Networking. However, this operation tends to be unpredictable and so we support Centralized
Voicemail Pro only when using Small Community Networking.

e VCM modules or VoIP channels are required in the remote and central systems.
e The extension and group humbering on all systems must be unique.
e The extension and group names on all systems must be unique.

e We also recommend that all names and numbers (groups, line, services, etc) on the separate IP Office systems are
kept as unique as possible. This will reduce potential maintenance confusion.

2.6.2 Restrictions

¢ Voicemail Support - Centralized Voicemail using Voicemail Pro
Within a Small Community Network, a single Voicemail Pro can be used to provide voicemail services for all the IP
Office systems. For full details of installation and setup refer to the Voicemail Pro documentation. The Voicemail Pro is
licensed and hosted by a chosen central IP Office system and provides full operation for that system. The voicemail
features supported for the other remote IP Offices are listed below:
e For IP500 system, centralized voicemail does not require the remote systems to be running in IP500
Professional mode. Only the IP500 hosting the Voicemail Pro server is required to be IP500 Professional.

¢ User mailboxes.

e Call recording.
Recording of incoming call routes is only supported for destinations on the same IP Office system, not for remote
SCN destinations.

o Dial by Name.
¢ Auto Attendants.

¢ Breakout
Requires that the numbers used are routable by the system hosting the voicemail server.

e Announcements
Using IP Office 4.0 announcements. Pre-4.0 announcements are only supported for queues on the system hosting
the voicemail server.

 ContactStore
This application is supported but requires each individual IP Office to have a VMPro Recordings Administrator
license.

¢ UMS Web Services
Users for UMS Web Services (IMAP and or web voicemail) are licensed through the UMS Web Services license on
their host IP Office system. This applies even if the user remote hot desks to another system in the Small
Community Network.
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2.6.3 Configuring the Remote System Voicemail Settings
After you have installed the centralized Voicemail Pro, you are ready to configure the remote system settings.

To configure the remote system Voicemail settings:
Start IP Office Manager and receive the configuration of the remote system.

2. Set the License Server IP Address to the address of the PC acting as the remote system's Feature Key Server
PC.

e This cannot be the same PC as the central system's Feature Key Server PC.
e If the remote system does not use any licenses, enter 0.0.0.0.
3. Double-click the System icon.
4. Select the Voicemail tab and set the following:
Set the Voicemail Type to Line.
Set the Voicemail Destination to the Outgoing Group ID set on the VPN line to the central system.
Load the configuration and reboot the remote IP Office.

6. Dial *17 at an extension on the remote IP Office. The call should ring the Voicemail Pro server and then access the
extensions mailbox.

2.6.4 Fax Configuration

When fax detection is required in a small community network (SCN) there are some specific settings required in IP Office
Manager.

To setup fax detection for a small community network:

1. Open IP Office Manager.

2. In the Navigation pane click 2({ Line and select the IP Line.
3. View the VoIP Settings tab.

2.6.5 Licensing
The most commonly seen problem in Centralized Voicemail Pro is misunderstanding the licensing requirements.
e The voicemail licenses are entered on the central IP Office and validated against its Feature Key.
e The remote IP Office systems do not need any voicemail licenses except that for .
e By default each IP Office uses a broadcast address to locate a Feature Key Server PC and validate its licenses.

e Once a Feature Key Server has validated licenses with one IP Office it will not do validation for another IP Office
unless rebooted.

Given the above, we strongly recommend that in any multiple IP Office network, the License Server IP Address (
System form > System tab) on each IP Office is set to the specific address of its Feature Key server or blank if using a
serial port Feature Key. If a remote IP Office does not have a Feature Key Server (because it is not using any licenses)
enter 0.0.0.0.

It is important to note also that the Voicemail Pro server will operate for 2 hours without license validation. This can
cause Voicemail Pro and Centralized Voicemail Pro to appear operational following installation and to then stop.
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Installing Voicemail Pro: Centralized Voicemail Pro

2.7 Text to Speech (TTS) Install

The Voicemail Pro server is able to use the Text to Speech (TTS) feature to:

|
e Speak text in call flows using the 13
including database actions.

Speak Text action. The text can include variables passed from other actions

e Support Email Text to Speech. This requires MAPI based Voicemail Email to have been set up and tested.

Voicemail Pro TTS requires the server PC to have a Microsoft SAPI 5 compatible TTS engine installed and a valid license
entry. Two IP Office licenses exist to enable Voicemail Pro support for TTS operation. These are:

VM Pro Generic TTS

This license enables the Voicemail Pro server to use either Microsoft's own SAPI5 TTS engines or third-party SAPI 5
compatible TTS engines. The Microsoft TTS engines (Microsoft Sam, Mike, Mary and Simplified Chinese) are installed by
default as part of the Microsoft Windows installation. One license is required for each simultaneous instance of TTS
usage.

VM Pro ScanSoft TTS

This license enables the Voicemail Pro server to use Avaya supplied TTS engines. These engines currently provide
better voice quality than the Microsoft TTS engines and support a wider range of languages. They are supplied on a set
of 5 CDs separate from the Voicemail Pro software CD. One license is required for each simultaneous instance of TTS
usage.

o Installation of Windows Server Operating Systems
TTS requires the PC to have Windows Audio enabled. On many server PC, while the Windows Audio components
are present as standard they are not enabled. In order to use TTS ensure that the server PC has Windows Audio
enabled. Note that this does require the PC to have a sound card installed.

1.Ensure that you have full administrator rights for the PC. This process will also require the PC to be restated.
2.1In the Windows Control Panel select Sounds and Audio Devices.

3.If Windows Audio has not been enabled, select the Enable Windows Audio check-box.

TTS licenses are enabled on a per port basis. This means that a four port voicemail could have two licenses enabled. If
both the Generic and ScanSoft TTS licenses are enabled in Manager, both of the TTS engines will be used by all four
voicemail ports on a first-come first-served basis. Due to this, the TTS engine used by a particular port for a particular
call cannot be guaranteed. To have one consistent engine used for all calls, make sure that there is only one valid TTS
license in Manager.

Tip

For a customer demonstration, sales staff can use the Microsoft Speech SDK 5.1 which includes a TTS playback
application that enables you to play and compare different TTS engines without requiring Voicemail Pro. For example
you can compare the Avaya-ScanSoft TTS engine with the Microsoft TTS engine. If you install the application on a sales
laptop PC that has the ScanSoft TTS installed on it, you can then choose a TTS engine and produce a WAV file for the
specified TTS engine. The Microsoft Speech SDK is available from http://www.microsoft.com/speech/download/sdk51/.

The following languages are supported by the Avaya TTS engines:

e Chinese. e German. e Brazilian Portuguese.
e Dutch. o Italian. e Russian.
e English (UK). e Korean. e Spanish.

e English (US). « Norwegian. e Latin Spanish.

e French.

Multiple Language TTS Support
More than one language can be installed. A Select System Prompt Language action can then be used to switch TTS
to a different language from the selected default.

Email Reading
When installed in parallel with Voicemail Email, Voicemail Pro TTS can be used to provide email reading to selected

mailbox users. For more information, see Voicemail Email:Overview[ 4™ and Setting Up Text To Speech to Read Email

['66%
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2.7.1 Installing Generic Text to Speech

To install Text to Speech:
1.Install and test Voicemail Pro as normal.

2.Using IP Office Manager, add the VMPro TTS (Generic) license into the IP Office configuration. Send the new
configuration to the IP Office system.

3.Reload the IP Office configuration into IP Office Manager and check that the status of the license has changed to
Valid.

4.The Voicemail Pro installation includes the default Microsoft TTS engines (Microsoft Sam, Mike, Mary and Simplified
Chinese) as standard. If another third-party SAPI 5 compatible TTS engine is going to be used, install that
software.

5.If the system is licensed for generic TTS, Voicemail Pro will automatically discover any SAPI 5 installed engine. If
there is no 3rd party engine installed then the Microsoft 3rd party engine is used.

2.7.2 Installing Avaya Text to Speech

The Avaya TTS engine for Voicemail Pro is supplied on a set of CDs. Each CD contains a different set of languages.
However, in each case CD 1 is required to start the TTS engine installation process.

To install Avaya Text to Speech:
1.Install and test Voicemail Pro as normal.

2.Using IP Office Manager, add the VM Pro TTS (ScanSoft) license into the IP Office configuration. Send the new
configuration to the IP Office system.

3.Reload the IP Office configuration into IP Office Manager and check that the status of the license has changed to
Valid.

4.Insert the first Avaya TTS CD. The installation should auto-start.

5.Follow the prompts and install the required languages. Depending on the languages that you select, instructions to
insert the other CDs in the set may follow.

6.If the system is licensed for Avaya TTS, the ScanSoft engine is automatically used.

2.7.3 Using the Speak Text Action

One method of employing TTS is through adding a |<5:_ Speak Text action to a call flow. The text to be spoken is entered
in the action's Specific tab. This text can include combinations of:
e Typed text sentences.
e Voicemail Pro System Variables. For example:
e Entering $KEY would be replaced when spoken by the last digits dialed within the call flow by the caller.
e If using database interaction, entering $DBD[x] would be replaced by the current value of that database field.

e Entering $CLI would speak the caller's CLI, if available, back to them.

e SAPI 5 XMLI63" tags can be added to alter how the text is spoken. For example when 123 needs to be spoken as one
two three rather than "one hundred and twenty-three", enter <spell>123</spell>.
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Installing Voicemail Pro: Text to Speech (TTS) Install

2.7.4 Text to Speech SAPI Controls

Windows TTS engines use Microsoft's SAPI (Speech Application Program Interface). This includes the use of XML tags in
the text to change how the text is spoken. For example, in the text This is the <volume level="90">text</volume>
to speak the items within < > brackets are XML tags used to change how the speech is spoken.

The following are samples of the SAPI XML controls supported by Voicemail Pro TTS. Further information on SAPI 5 can
be obtained from Microsoft support websites.

e Volume/[sH
Change the speech volume.

« Ratelsh
Change the speech rate.

e Pitch[e#
Change the speech pitch.

o Emph[sH
Add emphasis to words.

e Spelll&h
Spell out words and numbers literally.

« Silence[65)
Add a period of silence.

« Partofsp/65h
Change the usage of words.

Entering XML Tags
XML tags can be used in two ways, either nested or empty.

e Nest Tags: Example = <volume level="90">text</volume>
Nested tags consist of:

e An opening XML tag, in the example above <volume level="90">.
e The text to which the opening tag command should be applied.

e A closing XML tag. The closing tag use the same command as the opening tag, prefixed with / and no other
settings. In the example above this is </volume>.

o Empty Tags: Example = <volume level="90"/>All following text
An empty tag is not nested, its command and settings apply to all the following text. Empty tags are recognizable
by the / before the tags closing >.
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Example SAPI XML Tags

Volume
Controls the volume of the speech. This tag can be nested or empty.

e Attributes:

o level=
Supports values between 0 and 100, being percentages of the system's set volume.

¢ Examples:
e <volume level="50"/>Speak allow following text at level 50.

e <volume level="50">Speak this text at level 50</volume> and this as normal.

Rate
Controls the speed at which the text is spoken. This tag can be empty or nested.

e Attributes
Only one attribute may be applied within a tag.

o absspeed=

Sets the absolute speed for the speech in a range between -10 and 10 with 0 being normal speech.

e speed=
Sets a speed change that is added to the current speed.

¢ Examples:
e <rate absspeed="5">Speak this text at rate 5</rate> and this text as normal.
e <rate absspeed="5"/>Speak all following text at rate 5.

e <rate speed="-5"/>Drop the current speech speed by 5.

Pitch
Controls the pitch at which the text is spoken. This tag can be empty or nested.

e Attributes
Only one attribute may be applied within a tag.

e absmiddle=
Sets the absolute pitch for the speech in a range between -10 and 10 with 0 being normal speech.

e middle=
Sets a pitch change that is added to the current speed.

¢ Examples:
e <rate absmiddle="5">Speak this text at pitch 5</rate> and this text as normal.
e <rate absmiddle="5"/>Speak all following text at pitch 5.

e <rate middle="-5"/>Drop the current speech pitch by 5.

Emph
Applies emphasis to a word or section of text. This tag must be nested.

e Attributes:
This tag has no attributes.

e Example:

e Say <emph>boo</emph>.
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Installing Voicemail Pro: Text to Speech (TTS) Install

Spell

Spell forces the engine to speak any nested text literally rather than applying any speech rules. This is useful for
numbers where rather that than saying 3001 as three thousand and one for 3001, the speech required is three zero zero
one. This tag must be nested.

e Attributes
This tag has no attributes.

e Example:

e The telephone number is <spell>555 3468</spell>.

Silence
Inserts a period of silence. This tag must be empty.

e Attributes

¢ msec=
Sets the duration in milliseconds.

e Example:

e A short silence <silence msec="500"/> of half a second.

Partofsp
Forces the pronunciation of a word according to it usage if not correctly determined by the TTS speech engine or to
override the engine. This tag must be nested.

e Attributes:

e part=
Takes a value from noun, verb, modifier, function or interjection.

e Example:

e To <partofsp part="verb">record</partofsp> that <partofsp part="noun">record</partofsp> press 1.
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2.7.5 Setting Up Text To Speech to Read Email

It is not possible to parse email without a license for TTS. Therefore, it is not possible to forward emails without a valid
TTS license.

In conjunction with MAPI email clients and Exchange server, TTS can be used to read new e-mails in a user's email inbox
when they access their voicemail mailbox.

This feature is supported only for Intuity mode. Users hear their new voicemail messages and then the number of
"Messages with text". Before each email is spoken, details of who it is from, when the message was sent and the size are
given. This allows large or non-urgent e-mails to be skipped.

e Email reading cannot be used for e-mails in HTML format. If HTML messages are received, all of the code will be
read out as a message.

To set up text to speech to read email:
1. Install and test Voicemail Pro for MAPI-based Voicemail Email operation with an Exchange Server.

2. To perform email reading, the Voicemail account created on the Exchange server for Voicemail Email must able to
access the individual users email mailboxes. This can be achieved by either:

¢ On the Exchange Server, ensure that Voicemail user account is granted rights to access all user email boxes,
or;

e  Within each user's Outlook:
e Select Tools > Options.
¢ Select Delegates.
e Add the voicemail account as a delegate.
3. If you have not already done so, install and test TTS operation using a Speak Text action.
4. Using IP Office Manager, load the IP Office configuration and open the settings for each user.

Waicemnail I
Yoicemail Code I ¥ “oicemail On
Confirm Woicemail Code I r Yoicemail Help
[VoicemailEmail Ibarru.shear@acme.com o Walznmel) e

[|7 Vaicemnai Email Beading J

Woicemail Email
’7(:' ff " Copy £ Fomward = Alert

Reception # Breakout [DTMF O

I |
Breakout [DTMF 2] |
Breakout [DTMF 3] |

5. In Voicemail Email, enter the user's email address. The same address is used for both Voicemail Email and Email
Reading services.

Select Voicemail Email Reading.

For systems upgraded from 2.0, where a + sign was used in front of the users email address to indicate Email TTS
usage, the + sign is automatically removed and the Voicemail Email Reading box is selected.

8. Click OK and merge the new configuration back to the IP Office system.

9. Send the user a test email. Then log into the user's voicemail mailbox and check whether following the voice
messages a new "message with text" is announced.
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Installing Voicemail Pro: Text to Speech (TTS) Install

2.8 UMS Web Services

Voicemail Pro 4.2+ adds support for two UMS (Unified Messaging Service) options:

e IMAP Client Support
Users can then access their voicemail messages using email clients such as Outlook and Lotus notes that support
an IMAP Client. The Voicemail Pro server PC acts as the IMAP server.

¢ Web Voicemail Access
This option allows users to access the contents of their mailbox using a web browser. They can then playback
messages to their phone or through their PC. Web voicemail requires the voicemail service to also run IIS and
PHP.

Use of either of these services requires UMS Web Service licenses in the IP Office configuration. The license sets the
number of users who can be configured as users of either UMS service in the IP Office configuration.

Synchronization in realtime.

Playback via PC.

Playback via User Extension.

Save message Wav to PC.

Forward messages to other voicemail mailbox.
Forward messages to other email mailbox.
Undelete manually deleted messages.

Mark message as unread.

LA AR N AR AR NN
L X L X G4

Change voicemail password.

Show Message Types m

- New (Unread).
- Old (read).

- Saved.

- Priority.

- Private.

- Deleted.

LXK LS
LXK LGNS

e UMS or IMS
UMS services are a replacement for IMS. IMS is still supported but only on existing OS's as per Voicemail Pro 4.1.
Installation of UMS services and IMS on the same system is not supported.
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2.8.1 IMAP Installation

Voicemail Pro 4.2+ support mailbox synchronization with email clients that can support IMAP (Internet Message Access
Protocol) accounts. Examples are Outlook, Outlook Express and Lotus Notes. Using this interface, users can view the
contents of their voicemail mailbox and play those messages through their computers audio facilities.

IMAP is supported for user mailboxes only. It cannot be used for hunt group mailboxes. The number of users that can be
configured for IMAP and/or web access is controlled by licenses.

Once configured, the IMAP folder and the user mailbox are synchronized whenever the IMAP folder is opened. The
method of indication of the different message types will depend on the email client being used and is not controlled by
the Voicemail Pro.

¥ Inbox - Outlook Express |'._||E|Pg|
File Edit Wiew Tools Message Help i .f'
[ - &8¢ & e 2 X | S| W B-&E
Falders XY @ From Subijeck Received
5l Outlook Express B 7UEstrant  Inkermabvoicofaibfrom Extratt EHOHEN0R 00T
=) Local Folders 0 TOEsreit  Inkerrabveice-rroirom Bt BRI 1337
& Inbox: ! @ TEsment  IrkermobveicemoiEromExtn2ot B HEIE3:35
¥ Outbox ! O Extn201  Internal voice mail From Extn201 24/01j2005 1339
12 Sent Tkems 0 [(S1Extnzol Inkernal waoice mail From Extnz01 24/01[2008 14:27
@ Deleted Items 8 EAExtn201  Internal voice mail from Extn201  12/02/2008 13:17
Bk Drafts f 0 ESiExtnzol Internal woice mail From Extnz01 12/02/2008 13:20
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Installing the Voicemail Pro IMAP Server

The IMAP server is installed as a standard part of the Voicemail Pro service installation. It uses the IP address of the
Voicemail Pro server PC and runs on the standard IMAP port 143.

The only special consideration is to avoid having any other IMAP server running on the same PC.

Configuring the IP Office for IMAP
1. Start IP Office Manager.

2.Receive the configuration from the IP Office associated with the Voicemail Pro server.

®©

4.Merge the configuration back to the IP Office and then receive the configuration again.

®©

3.In the Licenses section add the UMS Web Services license.

5.1In the Licenses section check that the License Status of the UMS Web Services license is nhow shown as

Valid.
6. Start the Voicemail Pro client
7.Select Help | About.

8.The screen should list the IMAP Server as Started and should show the number of UMS licenses.

Configure IP Office Users for UMS.
1. Start IP Office Manager.

2.Receive the configuration from the IP Office system hosting the user.
3.UMS can be enable in two ways:

e Through Individual User Settings:

1.Select a User and then select the required user.
2.Select the Voicemail tab.
3.Enable UMS Web Services. Click OK.

e Through Licenses:

1.Select "= Licenses.
2.In the Manager navigation pane, double click on the UMS Web Services license.
3.The Select Web Service Users menu is shown.
4. Select the users for which UMS Web Services are required. Click OK.
4.Merge the configuration back to the IP Office.
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Configuring a User Email account

The exact method of configuration of an IMAP account depends on the IMAP client being used by the user. For example it
may be necessary to enable some field with dummy data in order for the email client to accept the account even though
those settings are not used by the Voicemail Pro IMAP server.

The general details that are required are:

IMAP Account Setting IP Office Value

Incoming Server Voicemail Pro server IP address or domain name address.
Account Name User name or extension number.
Password User voicemail code.

Example: Outlook

1.Select Tools and then Options.

2.Select Mail Setup and then click E-mail Accounts.
3.Select Add a new e-mail account.

4.Select IMAP as the server type.
5

.In Server Information for Incoming mail server and Outgoing mail server enter the IP address or domain name
address of the Voicemail Pro server PC.

[&))

.In Logon Information enter the users extension number and voicemail code as the User Name and Password.

7.Click Next.

Example: Outlook Express
Select Tools and then Accounts.
Select Add and then Mail.

Enter a descriptive name such as Voicemail and click Next.

1.
2.
3.
4.Enter an email address. This is not used but a value must be entered to move to the next screen. Click Next.
5.Set My incoming mail server is a to IMAP.

6.In the Incoming server field enter the IP address or domain name address of the Voicemail Pro server PC.
7.

Enter a value in the Outgoing mail server field. This is not used but a value must be entered to move to the next
screen. Click Next.

8.For Account Name enter the user's extension number or name in the IP Office configuration.
9.For Password enter the user's Voicemail Code.

10.Click Next and then Finish.
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2.8.2 Web Voicemail Installation

Voicemail Pro 4.2+ support web access to user mailboxes. Users are then able to play their messages, mark them as
saved or deleted, or forward messages to another mailbox. Playback is through the users own associate extension on the
IP Office system or through the audio facilities of the PC.

r
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Web Voicemail Installation Requirements
The Web Voicemail component is selectable as part of a custom Voicemail Pro installation. Note the pre-requisites below
before doing the Web Voicemail installation.

e O IIS Web Server
Must be installed on the voicemail server PC before the Voicemail Pro 4.2 Web Voicemail component is installed.

o O PHP
Web Voicemail uses PHP. If an existing PHP is not detected, the Voicemail Pro installation will install its own

PHP.

e O UMS Web Services License
The use of Web Voicemail and the number of users who can be configured to access it are controlled by the UMS

Web Services license entered in the IP Office configuration.

e O Computer Name\URL
The computer name is used as part of its URL on the network. Ensure that the name is set to something that
appropriately indicates its purpose and that can be used as part of the URL for the web server within the

customers domain.

e O Remove IMS
Voicemail Pro UMS is not supported on systems that are using Voicemail Pro IMS. IMS must be removed before

UMS can be selected for installation.

User and Browser Requirements
For users to access Web Voicemail they require a web browser that meets the following requirements:

e 0O Javascript Enabled Web Browser
Web Voicemail is tested against the following browsers. Other browser may work so long as they support

javascript and CSS.
o Internet Explorer V6 SP1 or higher.
o Internet Explorer V7 or higher.
e Mozilla Firefox V2.0.0.2 or higher.
e Opera V9.10 or higher.
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e [ User Name and Password
Once enabled for UMS Web Services in the IP Office configuration, to log on using Web Voicemail, the user will
need to know their Name and Voicemail Code as set in the IP Office configuration. Note that this is the Name

and not the Full Name.

Voicemail Pro Page 72
IP Office 15-601063 Issue 20b (11 July 2008)



Installing Voicemail Pro: UMS Web Services

Voicemail Pro Software Installation with Web Voicemail Component
The Web Voicemail component is installed as part of a Custom Voicemail Pro installation. From the list of

1. Verify that IIS is installed and running on the voicemail server PC. Check that it can be browsed from user PC's.

e While the server can be browsed by IP address, the URL used by users will be based on the server's computer
name within the customer domain. Check that web server can be browsed from user PC's using the server's
computer name as part of the URL. If necessary change that name to accurate indicate its function.

2.Insert the Voicemail Pro CD.
3.When asked for the type of Voicemail Pro install to perform select Voicemail Pro (Full).
4.0n the next screen select Custom.

5.1n the list of components scroll down and select Web Voicemail. Do not change any of the other selections unless you
understand the requirements for those components.

¢ UMS Web Voicemail is not supported in conjunction with IMS. If one is selected for installation the other cannot be
selected.

6. Follow the remainder of the installation process and allow the voicemail server to reboot when required.

Configuring the IP Office for Web Services
1. Start IP Office Manager.

2.Receive the configuration from the IP Office associated with the Voicemail Pro server.
®©

4.Merge the configuration back to the IP Office and then receive the configuration again.

®©

3.In the Licenses section add the UMS Web Services license.

5.1In the
Valid.

Licenses section check that the License Status of the UMS Web Services license is now shown as

6. Start the Voicemail Pro client
7.Select Help | About.

8.The screen should list the Web Services as Started and should show the number of UMS licenses.

Configure IP Office Users for UMS.
1. Start IP Office Manager.

2.Receive the configuration from the IP Office system hosting the user.
3.UMS can be enable in two ways:

e Through Individual User Settings:

1.Select a User and then select the required user.
2.Select the Voicemail tab.
3.Enable UMS Web Services. Click OK.

e Through Licenses:

1.Select "= Licenses.
2.In the Manager navigation pane, double click on the UMS Web Services license.
3.The Select Web Service Users menu is shown.
4. Select the users for which UMS Web Services are required. Click OK.
4.Merge the configuration back to the IP Office.
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2.8.3 Using Web Voicemail

The URL will be that of the voicemail server PC plus /voicemail. This will display the web voicemail login page.

1.Logon using your user name and voicemail code as set on the IP Office system. The System Administrator can

change these if necessary.

e Note: This is the user name set in the IP Office and used by Voicemail Pro. It is not the full name that is
shown on phones and used by IP Office Phone Manager and SoftConsole if set.

2. Note that multiple failures to login correctly can cause your access to Web Voicemail to be locked for 1 hour. If

necessary Web Voicemail access can be unlocked using the Voicemail Pro administration client (select Users,
right click on the user marked as Account Locked in the Web Voicemail column, enter a new password for the

user and click OK).
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The interface shows the messages in your mailbox. Note that it is not updated in realtime. To check if new messages
have arrived in your mailbox since starting Web Voicemail, refresh the browser view using the browser controls.

The columns can be sorted by clicking on the column title. The currently selected sort column is shown by a V symbol

next to it.

Message Types
The following icons are used for different types of messages:

o [ Unread message

= Read message

Note that by default a read message is permanently deleted from the mailbox after 30 days unless changed to a

saved message.

. 2 Deleted message

Manually deleted messages are automatically moved to the Trash folder. Deleted messages remain visible there

at least 24 hours after they were marked as deleted..

e Deleted messages are not accessible through the voicemail spoken prompts interface or Visual Voice.

o Deleted messages can be undeleted by marking them as saved, read or unread. They can then be moved
back out of the Trash folder. Moving a deleted message out of the Trash folder automatically changes it to

read.

. ﬂ Saved message

Setting a message as saved stops it being automatically deleted after a period of time.

« ! Priority message

This icon is added the the message icon to indicate that the caller has set the message as a priority message.
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Controls

o [ select
Before performing many actions such as saving, deleting or forwarding, you can select the messages to which the
action should be applied.

e The select box at the top of the list of messages can be used to select/deselect all messages on the currently
displayed page.

. & Put in Folder
Move the selected messages into a folder. When clicked the list of available folders is shown. Note that moving
messages into the Trash folder automatically marks those messages as deleted.

. U Save

Change the status of the selected messages to saved.

. Igl Mark as read
Change the status of the selected messages to read. Changing the status of a message will override its previous
status including those marked as saved.

. @ Mark as unread
Change the status of the selected messages to unread. Changing the status of a message will override its previous
status including those marked as saved.

. @ Forward
Forward a copy of the selected message to another mailbox. When click, the type of mailbox (user or hunt group)
can be selected. The list of mailboxes is then shown and allows selection of multiple target mailboxes.

o X Delete
Delete the selected messages. Manually deleted messages remain visible until the voicemail server next performs
its mailbox housekeeping. See the deleted message description above.

e Change password
This option allows you to change your voicemail mailbox code.

Playing Messages

To play a message just click on it. The message menu is displayed. The appearance of this will vary depending on
whether you select playback via the default media player on your computer or through an extension on the telephone
system.

~ Voice Message k

From To

A Brad Trower (4337) Mark Gallagher

d Received Length
11 July 2008 14:07:44 45s

[ Forward, < Delete I save (-3 Mark as unread
Play on Extension 4311
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/" Voice Message )
From To
L Brad Trower (4337) Mark Gallagher
Received Length
45s

11 July 2008 14:07:44

(w Forward, < Delete  Unicicie  [gl save Varias rend (5% Mark as unread
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2.8.4 Using IMAP

Most email clients that support IMAP display IMAP messages in a separate folder. The contents of that folder are
synchronized when the folder is viewed.

Note that the types of icons used and whether different icons are supported for different message statuses depends on
the email client used.

¥ Inbox - Outlook Express

File Edit Wiew Tools Message Help i f'
O~ 80 @& ug 2 X | B W Bl E
Falders XY @ From Subijeck Received
5l Outlook Express B 7UEstrant  Inkermabvoicofaibfrom Extratt EHOHEN0R 00T
= 1) Local Folders 0 TEdranr  Intermobveico ol brom Enaot 24 ERRE-13: 37
& Inbox: ! TiEdrstt  InkerrabvelcefairomEerent HEHEO0E555
¥ Outbox ! O Extn201  Internal voice mail From Extn201 24/01j2005 1339
12 Sent Tkems 0 [(S1Extnzol Inkernal waoice mail From Extnz01 24/01[2008 14:27
i@ Deleted Items 8 EAExtn201  Internal voice mail from Extn201  12/02/2008 13:17
Bk Drafts f 0 ESiExtnzol Internal woice mail From Extnz01 12/02/2008 13:20
= 53 veicemal B _Estrett  Ieberrobesicerobfren Exbrait 1EORIENREE0E
F Inbox
L >
8 messagels), 5 unread @ Working Online Iﬂﬂ Mo new messages

The following should be noted about the IMAP folder view:

e New messages are presented as a closed envelope.

e Read messages are presented as an open envelope.

e Priority messages are indicated as such.

e Private messages are not indicated as such.

e Saved messages are not indicated as such.

e Deleted messages are indicated as deleted but remain visible.
e The voicemail server does not actually delete messages until at least 24 hours after it was marked as deleted.
e Deleted messages are not accessible through the voicemail spoken prompts interface or Visual Voice.
o Deleted messages can be undeleted. Those messages are then available through all the mailbox interfaces.

e Moving a message in the IMAP folder to another folder in the Email client will cause the email to be copied to the
new folder and the original message is shown as deleted in the IMAP folder.

e The Voicemail Pro housekeeping settings for automatic deletion of different message types (New, Read, Saved)
are still applied.

e IMAP cannot be used to send or forward messages to other voicemail mailboxes.
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2.9 Troubleshooting

2.9.1 Checking the Voicemail Pro Service

If Voicemail Pro has been installed successfully, if the server PC has been rebooted then the voicemail service is started
automatically. However it is useful to check the services and to know how to stop-start the services manually.

To check/restart the Voicemail Pro Service:

1. Open the Windows Control Panel.
2. Select Administrative Tools > Services.
Services o [w] P
| action  wiew |J4--b| |||§|J>lll
Tree I MName # | Descripkion | Skatus | Startup Type | Log On As | ﬂ
% Services (Local) %Telnet Allows are.., Manual LocalSystern
%Uninterruptible Pow... Manages a... Manal LocalSwskem
%Utility Manager Starts and ... Manal LocalSwskem
%'-.-‘MPrDDBService Starked Aukomatic Aadrministrator
] Starked Automatic oicemail
%Winduws Installer Installs, re... ranual LocalSystenm
%Winduws Managem... Providess,..  Starked Aukomatic LocalSwskem
%Winduws Managem... Providess,..  Starked Manal LocalSwskem
%Winduws Time Sets the co.., ranual LocalSystenm
%Wurkstatiun Provides n.,.  Started Autornatic Local5ystern -
3. The Voicemail Pro Service should be visible. Its Status should be Started and the Startup Type should be set
to Automatic.
e  Other services will be present depending on the Voicemail Pro options installed. The services are:
e Voicemail Pro Service
This is the main Voicemail Pro service. Normally this is the only service that needs to be stopped and
restarted. It will stop and restart the other services that it uses.
e VMProDBService
This service is used for the Voicemail Pro database connectivity if licensed.
e IMS(Gateway), IMS(Voice) and IMS(Restart)
These services are used by the IMS components of Voicemail Pro if installed and licensed.
e VPNM Database Server, VPIM Receiver and VPNM Server
These services are used by the VPNM components of Voicemail Pro if installed and licensed.
4. Close Services.
To Initialize the Voicemail Pro Call Flow:
1. Select Start > Programs > IP Office > Voicemail Pro. The Voicemail Pro Client starts and the main window
opens.
2. Click the % Save and Make Live icon.
Select Yes. The file root.vmp is created and made available to the Voicemail Pro server. This is the compiled non-
editable version of the editable call flow.
4. Voicemail operation can now be tested from an extension by dialing *¥17.
Setting the Voicemail Services or PC to Restart Automatically
The following action is optional. If there is some fault causing the Voicemail Pro service to halt, that fault should be
investigated and fixed, however having the service or PC automatically restarted if possible will minimize the disruption to
the Voicemail Pro users.
1. Use the Windows control panel to select the Voicemail Pro Service.
2. Right-click on the service and select Properties.
3. Select the Recovery tab.
4. Use the options presented to either restart the service and or restart the PC should the operating system detect
that the Voicemail Pro service has halted.
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Using a Batch File to Start Services

In some instances, certain computers might not respond quickly enough in order to start all of the Avaya services in the
correct order. In this circumstance, it can be advisable to create a batch file which will delay the start of these services
until the PC is fully running.

Avaya IP Office Services can be started successfully at system start-up using a scheduled task that initiates the batch file
below. This batch file ensures that the services will start successfully and in the proper order.

1. Set all Avaya services listed below to Manual start. Do not include Key Server.

2.Create the batch file below and save it to %SYSTEMROOT%. Only include lines for the services which are installed.

@echo off

rem Wait 60 seconds before execute.
timeout /t 60

net start VMProDBService

net start Voicemail Pro Service
net start IMS(Restart)

net start IMS(Voice)

net start IMS(Gateway)

3.Create a scheduled task to start the batch file at system start-up.

Voicemail Pro Page 80
IP Office 15-601063 Issue 20b (11 July 2008)



Installing Voicemail Pro: Troubleshooting

2.9.2 The Voicemail Console

The server program provides a console window that enables you to see messages between the voicemail server and the
IP Office. The nature of the messages may be useful in diagnosing problems. The Voicemail Pro Service can be run in
console mode if required for testing and diagnostics purposes.

e IMS and MAPI email activity is not supported when running the Voicemail Pro service in this way.

To run the service as a console:
1.0pen the Windows Control Panel.
2.Select Administrative > Services.

3.Locate the Voicemail Pro Service.

=10 x|

| aion vew ||+ = | B@E FRE 2/ 80 »
Tree I Mame 7 | Descripkion | Skatus | Starkup Type | Lag On As | :I
% Services (Local) %Telnet Allows are... Manual LocalSystem
%Uninterruptible Paw,.. Manages a... ranual Local3yskem
%Utility Manager Starts and ... rManual Local3yskem
%\IMPrDDBSEWice Skarted Aukornatic Aadrinistrakor

: cemail Pro Started Automatic

%Winduws Installer Installs, re... Manual Localsystem

%Windnws Managem,., Providess,.,  Started Aulkbornatic Local3yskem

%Windnws Managem.., Provides s,..  Started Manual Local3yskem

%Winduws Time Sets the co... Manual LocalSystem
%Wurkstatiun Provides n...  Started Autornatic LocalTystem -

4.Double-click the service to display its properties.

5.Click the Log On tab.

5.Under Log on as:, select Local System Account and then select Allow service to Interact with desktop.
6.Click OK.

7.Stop and restart the service using the ¥ icon. After the service restarts the Voicemail Professional Server console
window opens.

8.Click Run.

9.At an extension dial *¥17. Details of the Voicemail Pro activity should be displayed in the console window. To return to
normal operation, repeat the above process and set the Voicemail Pro Service back to its specific user account.
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The console provides a humber of commands. These commands affect only the display of messages within the console

window and do not alter the voicemail server operation in any way.

o Freeze

Freeze FHun

Clear Campaigns

05:13:10.250 -

02:19:10.250 - Configunng for reliable dizconnect, [DLE time 1 300.000s

05:13:10.250 -

08:13:10.250 - Access = ACCESS_RETRIEVE_WOICEMAIL:

Mew WAL Client
FReceive OPEM for zeszion 133, call-id 43

021210260 - Mailbow Extn208
0813102650 - Calling Party: 206
021210260 - Digplay Sting: Michael Johnzon
08:13:10.250 - Called Party:
081310250 - Greeting Modifier:
021210280 - Language: eng
03:13:10.250 - Callldent: 43
021910280 - Call Status: Unknown (0]
0819310250 - Call Type: Internal
08:13:10.250 - Call Direction: Outgoing
021210260 - Call Tepe: Internal

08:13:10.250 - Locale eng does naot exist, uzing alternative locale of en

08:13:10.250 -
02:13:10.265 -
05:13:10.265 -
021310312 -
02:13:10.312 -
05:13:12.875 -
08:13:12.290 -
05:13:12.921 -
08:19:12.937 -
02:19:16.90k -

<

- Intemnal: ntermall =

Configuring faor reliable disconnect, IDLE time i 300000z

Receive ACTVE for zeszion 133, call-id 43

W ave file C:\Program Files'AwvapahlP Office\Yoicemail ProtWhdbalaws T TSMSEA9 008N n
W ave file C:hProgram Files'asapatl P Office’Voicemail Prody b Wwave\TTSMSE430008, n

Receive HELD for zegsion 133, call-id 0
Recerne CLOSE for sezsion 133, callid O

b ailbox name refrieved=Extinz206 new=1 unopened=0 old=0 zaved=0
Fill [Connections O - O] [Buffers POA000 P1:250 P2:250 P3:547 InUze:0 Links: 11824 [1200

Hew WMAIL Client

AW

Halt the display of further messages. This is the default condition of the console when started.

e Run

Start the display of messages.

e Clear
Clear the display of messages.

e Campaigns
Displays messages relating to campaigns.
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2.9.3 Voicemail Pro User Log

User authentication failures are logged in the event viewer, under VMPro User Log. The following details are logged:

e UserID
e Tool name

o IP address of the Client trying to log in.

E Computer Managemenkt

chticun Yig |J<1= -P|||@

34| Security

|-G System Information
-8 Performance Logs and Alerts

+-#7 Local Users and Groups
Skarage

(2 Disk Management

@ Disk Defragmenter
=) Logical Drives

EEI--@ Removable Storage

]@ Services and Applications

[_..

Tree I Tvpe | Dake | Tirne | Source | Zak
Q Computer Management (Local) @Infnrmatiun 11042008 14:12:54 WMPro User Mor
Elﬁ& System Tools @Infnrmatinn 06/04/2008 095321 ¥MPro User Mor
EI@ Ewvent Viewer @Infnrmatinn 0&/04 /2006 03:53:14 YMPro User
- Application Informakion 05042 WMPro User

To view the log details:

1.From the Control Panel, select Administrative Tools > Computer Management. The Computer Management

window opens.
2.1In the System Tool directory, view the Event Viewer.

3.Click VMPro User Log to view the details.
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2.9.4 Tracing in Debug

Many applications, including Voicemail Pro and IMS, output activity messages that are viewable in Debug View
(DbgView). This application can be downloaded from http://marketingtools.avaya.com/tools/debug.

B DbeView CEX

File Edt View Help

0304 15:38:33.531 pbhogout (01,5) 2816,2892: DI1IMainChinstDLL=0x10000000, fodwReason=DLL_THREAD_DETA &
0304 15:38:33.906 vmprovss (09,5) 2816,2872: Create Mew User 192.168.42.1 port=4098 ¥
03/04 15:38:33.906 wvmprovss (09,3) 2816,2872: Licence summary for 192.168.42.1

03,04 15:38:33.906 wvmprov5s (09,3) 2816,2872: voicemail pPro s 1icenced

03704 15:38:33.906 wmprov5s (09,3) 2816,2872: Integrated messaging iz Ticenced

03/04 15:38:33.906 wvmprovss (09,3) 2816,2872: VPIM s NOT Tlicence

03,04 15:38:33.906 wvmprov5s (09,3) 2816,2872: voice recording Tibrary s NOT 1icenced

0304 15:38:33.906 wvmprov5s (09,3) 2816,2872: 3rd Party Database is NOT licenced

03704 15:38:33.906 vmprovis (09,3) 2816,2872: VE Scripting is mMoT Ticenced

03,04 15:38:33.906 wvmprov5s (09,3) 2816,2872: outlook Calendar based greetings is NOT Ticenc
0304 15:38:33.906 wvmprov5s (09,3) 2816,2872: scansoft TTS Support is WOT Ticenced

0304 15:38:33.906 vmprovss (09,3) 2816,2872: Generic TTS support is NoT licenced

03404 15:38:33.906 vmprovss (09,5) 2816,2872: BulkInforeguest 152.168.42.2 3
0304 15:38:33.906 wmprov5s (09,5) 2816,2872: PEX Reguesting AlLaw companding

0304 15:38:33.906 vmprov5s (09,5) 2816,2872: Initialize Sequencer tx_seqg=0, rx_seg=0

03/04 15:38:33.906 vmprovss (09,5) 2816,2872: TFTPLoadFile 192.168.42.1

03/04 15:38:33.906 wmprov5s (09,5) 2816,2872: 0 mailboxes were open (but not active) when flushed
0304 15:38:33.906 Dhgout (01,5) 2816,2612: pllmainChinstoLL=0x10000000, fdwReason=DLL_THREAD_ATTA
03/04 15:38:33.906 Dhgout (01,5) 2816,2900: D1IMainChinstDLL=0x10000000, fdwReason=DLL_THREAD_ATTA
N3/04 15:38:33.006 wvmbrmwGs (00,571 2R1A.ZR7?: DewTo::StartTask 102 1AK. 42 .1 >
< |

JReady

Installation

1.Download the zip file.

2.Unpack the files into a folder such as c:\debug on the server PC.
3.Run DbgView.exe.

4.Events are shown in the DbgView window. These can be logged to a file if required. The level of detail shown can be
filtered to show more or less activity.

Logging
1.Run DbgView.exe.

2.Select File | Log Preferences.

Select Logging Information

Log Mode

Haours Interval

e

* Ever'n'Hours
" Ewvery 'n' MBytes

Lag Filename

o hdebugtdebug. log |

Cancel

3.Set the logging details are required and click OK.

4. While DbgView is running the viewable trace is also copied to the specified file.

5.The debug log files can be opened in programs such as Wordpad.
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Filtering

1.Select View | Debug Filters.

= BEE)
? Configure Debug Filters

gj;gj gggggi;gg MM b odule Name/Path Module D | Lewvel | ID Bitmap 5 - Informational -
130:01. ] =

04,04 08:30:01.593 wvmp Eommon\Ut!I!t!es\Debug Meszage L_ogger DbgD_ut 1 FF 000000 00 00 00 00 0C m | D | =

047/04 0B:30:01.593 vmpH| CommontUtities\Debug Message Viewsr  Dbgvisw 1 FF FF FF FF FF FF FF FF FF | .23M&

04,404 08:30:01. 5593 vmp Explorer E splorer 0 FF FF FF FF FF FF FF FF FF | (¥ InitDelnit 00

047/04 0B:30:01. 553 vmpr IDriver Driver 0 FF FF FF FF FF FF FF FF FF |[¥ COM Methods Calls 01

04,04 08:30:01.593 vmp MSkdmin IMSAdmin 9 FF FF FF FF FF FF FF FF FF |4 VR Nodes oz

04,04 08:30:01.593 wmpt KeySers KeyServ 0 FF FF FF FF FF FF FF FF FF |[¥ Fived Nodes o3

04,04 08:30:01.593 wvmprl YMLite VMLite O FF FF FF FF FF FF FF FF FF | Dutcaling o4

04,504 08:30:00. 593 vmphl iClariySr iClarit 0 FF FF 00 00 00 00 00 00 0t | Message Process... 05

04,/04 08:30:01. 553 VP - [ FF EF FF FF FF FF FF FF FH amrnunications I3

04,04 08:30:01.593 vmp [w] Intuity TUI a7

04,04 08:30:01.593 vmp [w] IPOffice TUI 0a

04,704 08:30:01.5%3 wvmp [v]/oicemail Consal.. 03

04,/04 08:30:01.553 wvmp [¥| Care Processing ... Oa

04704 05:30:01.503 vmp | Registy b

04404 08:30:01.503 vmp (I VsicenalComnen, 00

04,04 08:30:01.593 vmp v Hame Looku d

04,04 08:30:01.593 vmp VL - P i

04,/04 0B8:30:01.593 wvmpif < 5| |MLampaigns - Oe v

04,04 08:30:01.593 vmp v v oMMt

04,04 08:30:01.593 wmprovss (09,5) 2728,3914: Calling Party nMame: Extn20l

04,04 08:30:01.593 wmprovis (09,5) 2728,3914: called Party mMame:

04,04 08:30:01.593 wmprovis (09,3) 2728,3914: Locale eng does not exist, using alternative locale of

04,04 08:30:01.503 : > Soundsmanager : :walkTowAwDatac

04,04 08:30:01.593 (wvmprovss (0c,2) 2728,3916: < soundsmanager : :walkTowawData()

04,04 08:30:01.593 wvmprovhs (0c,2) 2728,3016: > SoundsManager : :walkTowawData()

04,04 08:30:01.593 wmprovis (0c,2) 2728,3914: < SoundsManager : :walkTowawData()

04,04 08:30:01.593 wmprovis (0c,2) 2728,3914: > SoundsManager : :walkTowawData()

04,04 08:30:01.593 wmprovis (0c,2) 2728,3914: < SoundsManager : :walkTowawData() 3

fAd APA MR 20T B02 ammmemacBe FRe- 2T 27008 20 A ~ SrommdeManamar s a1 TAwumat a0

< 3=

Ready |

2.Select the module for which you want to increase/decrease reporting.
3.1In the right hand panel adjust the level of reporting.
4.Close the Configure Debug Filters window.

IMS Tracing

IMS tracing is enabled through a number of registry keys. The IMS server keys are set through HKEY_LOCAL_MACHINE
registry values. The IMS client keys are set through HKEY_CURRENT_USER. All the keys are all REG_DWORD values and
are disabled if not set or set to 0.

_ HKEY_LOCAL_MACHINE\SOFTWARE\AVAYA\Integrated Messaging

EnableTracing This key must be enabled to allow tracing using the other keys below.

HKEY_LOCAL_MACHINE\SOFTWARE\AVAYA\Integrated Messaging

\Voicemail

EnableTracing This key must be enabled to allow tracing using the other keys below.

ConstructorTracing This provides some tracing for when certain COM objects are constructed. As a whole
it is not required for diagnostics.

DestructorTracing This provides some tracing for when certain COM objects are destructed. As a whole it

is not required for diagnostics.

EnableConnectionTracing Provides diagnostic for when a connection occurs (server to server or client to server).

EnableRefTracing This indicates when the reference count for certain COM objects is changed (through

AddRef, Release).
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HKEY_LOCAL_MACHINE\SOFTWARE\AVAYA\Integrated Messaging\Gateway

Debugging This key must be enabled to allow tracing using the other keys below.
ChannelEvtSinkTracing Provide tracing about speech channel events received.
ConstructorTracing This provides some tracing for when certain COM objects are constructed. As a whole

it is not required for diagnostics.

DestructorTracing This provides some tracing for when certain COM objects are destructed. As a whole it
is not required for diagnostics.

EnableConnectionTracing Provides diagnostic for when a connection occurs (server to server or client to server).

EnableFunctionTracing Generally used by the client software to trace out information about the functions that

are being executed.
EnableObjectTracing Allows certain created COM objects to be traced.

EnableProxyTracing When a client connects to a server, it connects through a proxy. This settings allows
information from the proxy to be traced.

EnableRefTracing This indicates when the reference count for certain COM objects is changed (through
AddRef, Release).

EnableTagTracing When certain internal objects are created, such as a channel object for speech
playback, this information is tracked. Using this setting every minute a trace occurs of
the object list.

FireEventTracing Provide tracing about events that are sent from the server to its clients.
MailboxEvtSinkTracing Provide tracing about mailbox events received.

MessageEvtSinkTracing Provide tracing about message events received.
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IMS Client Keys HKEY_CURRENT_USER\Software\Avaya\Integrated Messaging\Client

EnableTracing This key must be enabled to allow tracing using the other keys below.

ConstructorTracing This provides some tracing for when certain COM objects are constructed. As a whole
it is not required for diagnostics.

DestructorTracing This provides some tracing for when certain COM objects are destructed. As a whole it
is not required for diagnostics.

EnableFunctionTracing Generally used by the client software to trace out information about the functions that
are being executed.

EnableObjectTracing Allows certain created COM objects to be traced.

EnableProxyTracing When a client connects to a server, it connects through a proxy. This settings allows
information from the proxy to be traced.

EnableRefTracing This indicates when the reference count for certain COM objects is changed (through
AddRef, Release).

EnableTagTracing When certain internal objects are created, such as a channel object for speech
playback, this information is tracked. Using this setting every minute a trace occurs of
the object list.

MAPIEventTracing Allow tracing of MAPI events received from MAPI.
MessageProcessingTracing Used for tracing what server commands the extension is using.
UMSEventTracing Allow tracing of events received from the IMS server.

TimeAndTrace Used for tracing how long certain MAPI events took to process.

All the keys are based on the component as follows:

e IMS (Voice) Server - "SOFTWARE\Avaya\Integrated Messaging\Voicemail” (e.g. "HKLM\SOFTWARE\Avaya\Integrated
Messaging\Voicemail”)

e IMS (Gateway) Server - "SOFTWARE\Avaya\Ilntegrated Messaging\Gateway”
e IMS Administration — "SOFTWARE\Avaya\lntegrated Messaging\Admin”

e IMS Client - "SOFTWARE\Avaya\Integrated Messaging\Client” (e.g. "HKCU\SOFTWARE\Avaya\Integrated Messaging
\Client"”).

VM Server Specific
e "CtiNotifyTracing" - Provide tracing to indicate that a Cti event has occurred.

e "VmsNotifyTracing" - Provide tracing to indicate that a VMS API event has occurred.
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Configuring Voicemail Pro
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3. Configuring Voicemail Pro

3.1 IP Office Configuration

3.1.1 Overview

The default IP Office configuration settings allow almost immediate voicemail operation as soon as a voicemail server is
running on the LAN. Those default settings are:

e Voicemail running on a PC accessible using a broadcast address of 255.255.255.255.
e Voicemail on for each user and hunt group on.

¢ No Voicemail Code set for any mailboxes. Until a code is entered for a mailbox, it can only be accessed from the user's
own extension.

e No Voicemail Email or Voicemail Help operation.
¢ No Voicemail Reception numbers set for user mailboxes.

e Hunt group mailboxes are created and used by default but there is no default message waiting indication or method for
collecting messages. A method for accessing each hunt group mailbox should be programmed. For more information,
see Hunt Group Voicemail:Overview 148,

Before you start to configure and customize Voicemail Pro you need to provide the IP Office Manager with details of the
Voicemail Pro server PC. For more information see Identifying the Voicemail Server PC[90M and also the IP Office Manager
help.

The rest of the sections that follow describe how to configure settings in Voicemail Pro.

3.1.2 Identifying the Voicemail Server PC

By default the IP Office connects to the Voicemail Pro server by broadcasting on its own subnet.

To identify the Voicemail Server PC:
1.In IP Office Manager, select System.

2.Click the Voicemail tab.

System | LMt | D5 Woicemai |Te|eph-:un~;.-' | toap | system alarms | Twinning | cor |

Yoicemail Type I'-.-'u::iu:email Lite/Prao j
Yaicemail Destination I j
Yaicemail IP Address [192 . 168 . 4z . 2

— Woicemail Channel Reseryation

Unreserved I_
Channels i

5 : ' = Mandatory Yoice =
Auto-Attendant 0 - YWoice Recording 0 = Recording IEI E
Announcements 1] - Mailbox Access IIZI 3: utcalling IIII 3:

3.The default Voicemail Type is Voicemail Lite/Pro. Make sure that this has not been changed.
4.Leave the Voicemail Destination box blank as this is not used with Voicemail Pro.

5.1In the Voicemail IP Address box, change the default address (255.255.255.255) to the IP address of the PC on
which the voicemail server is running. If there is only one voicemail server on the network, you do not need to change
this.

6.Click OK to save any changes.

By default there are no Voicemail Channel Reservations. Specific functions can have voicemail channels reserved for
their use. For more information, see Voicemail Channel Reservations[ 953 in the appendix.
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3.1.3 Configuring Voicemail for Individual Users
Voicemail can be configured for each individual user in IP Office Manager.

To change voicemail configuration for an individual:

1.0Open IP Office Manager.

2.1In the Navigation pane, click % User and select the individual user.

3.View the Voicemail tab.

Yaicerail |
Yoicemail Code I V¥ oicemail On
Confirm Yoicemaill Code I ™ Waicemail Help
“oicemail Email | barry. shear@acme. com I™ Waicemail Ringback

Yaizemail Email
Heading

Yoicemail Email
’;: ] " Copy " Fonward  plert

Feception / Breakout [DTMF 0] |

Breakout [DTMF 2] |

Breakout [DTHMF 3] |

4. (Optional) Enter a voicemail code between 1-15 digits in the Voicemail Code field. This is required when users
retrieve voicemail messages remotely, for example from another user's extension or from an external telephone.

- The Voicemail Code must be retyped in the Confirm Voicemail Code field to ensure it has been correctly entered.

5. (Optional) Voicemail can be turned off by unchecking the Voicemail On option. When on, the mailbox is used to
answer the user's unanswered or busy calls.

6. (Optional) When a user collects their messages they can hear an additional prompt if the Voicemail Help option is
checked. The prompt is 'For help at any time press 8'.

- If Voicemail Help is not selected, users can still press 8 at any time and hear the list of Voicemail features. This
setting turns on/off the audible help message. It does not disable the actual feature.

7.(Optional) When a new message is received, the voicemail server can call the user's extension whenever the extension
returns from off-hook to on-hook. The voicemail server will not ring the extension more than once every 30 seconds.
Check the Voicemail Ringback option to enable this feature.

8. (Optional) Voicemail email can be configured for an individual user. When a new message is received, the WAV file
created can be sent to an email account either by user selection or according to the set Voicemail Email Mode. The
sending of .wav files across a network creates a high loading on the network and networks servers. A one-minute
message requires a 1MB .wav file. The option Voicemail Email Reading is unavailable in Voicemail Lite.

- Voicemail Email - Enter the email address of the user.
- Select the Voicemail Email Mode from:
- Off: Voicemail messages or notifications are not automatically sent.
- Copy: A copy of the message is sent to the email account.
Forward: Voicemail messages are sent to the email account and deleted from the Voicemail server.
- Alert: Notification that a new Voicemail message has been received is sent to the email account.

9. (Optional) When a caller reaches voicemail they can be given the option to be transferred to a different extension. The
greeting message needs to be recorded telling the caller the options available. The extension numbers that they can be
transferred to are entered in the fields:

Reception/Breakout (DTMF 0)
The number to which callers are to be transferred if they are directed to voicemail and press 0. Usually this is the
reception number.
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- Breakout (DTMF 2)
The number to which callers are to be transferred if they are directed to voicemail and press 2. This number might

be, for example, the number of a colleague of the mailbox owner whose extension was originally dialed.

- Breakout (DTMF 3)
The number to which callers are to be transferred if they are directed to voicemail and press 3. This number might

be, for example, the mobile or cell number of the mailbox owner whose extension was originally dialed.

10.Click OK to save the voicemail changes for the user.

11.Amend any other user details, then save and merge the configuration changes.
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3.1.4 Configuring User Source Numbers

The Source numbers can be changed for individual users in IP Office Manager. The Source Numbers tab gives a list of
Dial In Source Numbers. Several of these numbers can relate to voicemail operation. The source number settings that
can be used for Voicemail Lite are:

e V<Caller's ICLID> = \oicemail Trusted Source Access.
Strings prefixed with a v indicate numbers from which access to the user's mailbox is allowed without requiring entry
of the mailbox's voicemail code.

e When in Intuity mode users will still have to enter their voicemail code if they use the Messages button on their
telephone. However, If they have a button programmed to collect voicemail they can access their mailbox without
entering their voicemail code.

e H<Group Name> = Hunt Group Voicemail Indication.
Allows the user to receive message waiting indication of new group messages. Enter H followed by the group name, e.
g. HMain. For more information, see Hunt Group Message Waiting Indication 148,

e P<Telephone Number> = Voicemail Ringback Number.
This entry sets the destination for callback (outbound alert) calls from voicemail. Enter P followed by the telephone
number including any necessary external dialing prefix, eg. P917325559876. This facility is only available when using
Voicemail Pro through which a default Callback or a user specific Callback start point has been configured. This feature
is separate from voicemail ringback which alerts the user's own extension.

To add a source humber:

1.0Open IP Office Manager.

2.1In the Navigation pane, click a User and select the individual user.

3.View the Source Numbers tab.

4. Click Add.
Source Murmbers
Source Mumber add. .,
Y210
Remove
Edit, ..

—Mew Source Number

Ok |
Source Mumber IHMain|

Zancel

5.Enter the number in the Source Number field at the bottom of the window.

6.Click OK and save the configuration file.
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3.1.5 Setting Up Voicemail Transfer Options for a User

After a caller has been routed to a mailbox to leave a message, the mailbox owner can offer the option of transferring to
a different number, for example:

e To speak to a receptionist callers can dial 0.
e To speak to a secretary callers can dial 2.

e To connect to an external number such as the user's mobile or cell phone, callers can dial 3.

Before a mailbox owner can use this feature, you must set up the numbers that they want to use for their transfer
options.

To set up voicemail transfer options for a user:
1.In IP Office Manager, display the user's Voicemail tab.

2.(Optional) Enter an internal or external number in the field Reception/Breakout (DTMF 0). When connected to a
user's voicemail, the caller can press 0 to be transferred to either an internal or external number. The user should
announce this facility in their greeting message, for example, "John Smith is not available today, you may leave a
message or press 0 for Reception”.

3.(Optional) Enter an internal or external number in the field Breakout (DTMF 2/3). When Voicemail Pro is running in
Intuity mode, a user can select to have two further breakout numbers in addition to the reception number. These two
additional breakout numbers are triggered by the caller pressing either 2 or 3. These additional numbers allow a simple
user attendant to be created. The options setup should be included in the user's mailbox greeting.

4.Click OK.

5.Ask the mailbox owner to record a new greeting message to inform callers that they can press 0, 2 or 3 for different
transfer options.

When a Leave Mail action is used in a custom call flow to access the mailbox, operation differs.

e For IP Office mode, the call follows Leave Mail action's Failure or Success results depending on whether the caller
presses 0 before or after the record tone.

e For Intuity mode, pressing O always follows the mailbox user's Voicemail Reception setting.
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3.1.6 Voicemail Channel Reservations

By default there are no reserved channels. Specific functions can have voicemail channels reserved for their use. IP Office
manager is used to reserve channels. For more information, see IP Office Manager help.

Voicemail channel reservations can be made for:
e Auto Attendant

¢ Announcements

e Voice recording

e Mailbox access

e Mandatory voice recording

e Outcalling.

It is worth checking the voicemail channel reservations if there are problems. If insufficient voicemail channels are
available:

e Internal calls to an auto attendant are queued. The call will queue until a resource becomes available.
e Announcements are not heard by the caller, but the call is routed correctly.

e Manual voice recording is activated but no recording is made. The call will continue.

e Users are placed in a queue when trying to access their mailbox access.

e A user with mandatory recording on outgoing calls (internal and external) gets a busy tone.

e A call on a line with mandatory recording set will be barred.

e A delay in Outcalling. The Outcalling notification is postponed until there are sufficient resources available.

To change voicemail channel reservations:

1.0Open IP Office Manager and the load the configuration.

2.In the Navigation pane click 4 System and select the system.

3.Click the Voicemail tab.

System | Lan1 | Dus  woicemail |Teleph|:|n';.-' | toap | system alarms | Twinning | cor. |

Vaicemail Type I'u'n:nin:email LikefPra j
Yaicemail Destination I j
Yaicemail IP Address [192 . 188 . 42 . 2

— Yoicemail Channel Reserwation

Unreserved I_
Channels i

= : ' = Mandatory Yoice 5
Auto-Atkendant 0 - Maoice Recarding 1] - Recording IIII 5
Announcernents 1] = Mailbox Access 0 = Cutcalling IIII 5:

4.Amend the channel reservations as required. By default the values are 0. For more information, see IP Office Manager
help.

To view the utilisation of voicemail channels:

1.0pen the System Status Application.

2.Click Resources. The System Resources summary is displayed. The following details are displayed:
- The number of voicemail channels available.
- The number of channels in use.
- Congestion information

For more information about the system resources, see the System Status Application guide.
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3.1.7 Using Voicemail to Give Error Messages

Voicemail can be used to give out messages when certain numbers are dialed. For example, if users are barred from
making international calls, rather than giving users the busy tone a recording similar to "International calls are not
permitted" could be played instead.

To create an International Calls are not Permitted error message:

1.In IP Office Manager create a virtual user. Complete the User tab with the following details:
Name: Barred.
Full Name: Internal Calls Error Message.
Extension: 403.

2.You need access to the virtual user's extension from any telephone extension attached to the system. A voicemail code
needs to be added.

Select the user Barred.
Click the Voicemail tab.
- Add a Voicemail Code.
Click OK.
3.Add a short code to access the virtual user's voicemail.
Code: *95
Feature: Voicemail Collect
- Telephone Number: "?Barred" (include quote marks)
Line Group ID: 0
4.Save the configuration file.

5.You can now use the virtual user's voicemail to record a greeting message stating that international calls are not
permitted.

Dial *95 from any telephone connected to the system.
Enter the extension number 403.

Enter the voicemail access code. The first time you enter the mailbox for extension 403 you will be asked to change
the password and record a user name.

Press 3 to record a greeting.
Press 1 to change the message.
Press 1 to record greeting 1.
- Speak the new message. In this case it would be similar to "International calls are not permitted"
Press # to end the recording.
Press 1 to save for all calls.
Replace the telephone handset.

6.A short code needs to be created in IP Office Manager so that when a user dials an international call they will be played
the error message.

Code: 00N
Feature: Voicemail Collect
- Telephone Number: "#Barred" (include quote marks)
Line Group ID: 0
7.Save the configuration file.

8.Test the error message by trying to dial an international number from any telephone. You should be played the
message that you have just recorded.
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3.2 Voicemail Pro Preferences

There are two main areas through which Voicemail Pro system preferences are set and configured. These are within the
Voicemail Pro Client and through the server PC's Windows Control Panel.

To change the Voicemail Pro Client preferences:

1

.Click the Preferences 'iT'HJ icon and then choose General or VPNM. Alternatively, from the Administration menu,

select Preferences and then choose General or VPNM.

.Select the System Preferences tab required.

General - For more information, see Changing the General System Preferences/ 98"

Directories - For more information, see Setting the Location of Voicemail System Folders[108,

Housekeeping - For more information, see Setting the Message Deletion Times[102,

MAPI - For more information, see Setting MAPI Email Preferences/ioh,

SNMP Alarm - For more information, see Setting the SNMP Alarm/[103,,

Outcalling - For more information, see Changing the Outcalling Preferences 104,

VPNM - For more information, see Configuring VPNM Preferences[105,

A number of Voicemail Pro server options are set through the Windows Control Panel.

To change the Voicemail Pro Server preferences:

1.

2.

Open the Windows Control Panel.

Select @ IP Office Voicemail Pro.

3.The tabs and options within the tabs will vary according to the installed Voicemail Pro components. Possible tabs are:

Email Settings - For more information, see Configuring Email Settings[116,

Path Setting - For more information, see Specifying the Name of the Host Server PC for IMS[108),

. SMTP Email Settings - For more information, see Configuring SMTP Email Settings/11i.

. System Settings - For more information, see Specifying the Level of IMS Service Logging 108,
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3.2.1 System Preferences
3.2.1.1 General

Although the default IP Office configuration settings allow voicemail to start operating almost immediately, as soon as a
voicemail server is running on the LAN, there are some general system preferences that you can set or change.

To set up general system preferences:
1. Display the main Voicemail Pro window.

2. From the Administration menu, select Preferences > General.
| Dlreu:tu:unesl FAPI I SHEP .-'f-.larml Dutcalllngl Hnusekeeplngl

Client/S erver Connection Timeout [mirn];
|5 3:

Default Telephony Interface
[ 1P Difice =l

YYaoicemall Pazsward:

bl aw. Meszage Length [secs]; bax CalllRAL Fecord Length [Secs]:
|3 = |3 =

r Flay Advice on Call Recording

System Fax Mumber [feature iz dizabled when empty]

™ Use as Prefix
¥ Enable Fax Sub-Addreszing

3.1In the Client/Server Connection Timeout (mins) box, type the number of minutes for the inactivity timeout.
Alternatively use the increment or decrement buttons. After the number of minutes that you specify, an inactive
administrator user of the Voicemail Pro Client will receive a message to warn them that they might be automatically
logged out if they remain inactive. This enables another administrator user to log in and use the Voicemail Pro Client
instead.

4.From the Default Telephony Interface select IP Office or Intuity to control the way in which mailbox access works
for mailbox owners. For more information, see Changing Mailbox Operation Mode [129),

5.1In the Voicemail Password box, type the password to use for protecting voicemail access. A Voicemail Password is
optional. If you leave it blank, no password is required for voicemail access. If you set a password here, it must match
the Voicemail Password configured on the IP Office. For more information, see Identifying the Voicemail Server PCl 90",
Beware that problems can arise if the voicemail passwords in IP Office Manager and Voicemail Pro become
unsynchronized for any reason.

6.In the Max. Message Length (secs) box, type the maximum length in seconds of any messages/recordings taken by
Voicemail Pro. The default message length is 120 seconds. The maximum message length is 3600 seconds (60
minutes). 1 minute equals approximately 1MB of disk space.

7.In the Max. Call\VRL Record Length (secs), type the maximum recording time for calls that are being recorded for
VRLI168) (Calls recorded to a third party call archiving system). The default length is 3600 seconds (60 minutes). This is
also the maximum.

8.If voice calls are to be recorded, check the Play Advice on Call Recording box so that callers hear a message to
advise them that their call is being recorded. This is a legal requirement in some countries.

9.In the System Fax Number box, type the number of the general fax machine to which all incoming faxes are to be
directed. If a fax board is being used, this number must match the number of the extension that is connected to the
fax board of the fax server PC. For more information, see Setting the Voicemail Pro System Fax Number/[11¥,

Intuity mailbox owners have the additional option to define their own personal fax number instead of the system fax
number. As the system administrator, you still need to set a system fax number to enable mailbox owners to
override it with their preferred personal fax number. Incoming calls are directed to Voicemail Pro and then Voicemail
Pro redirects fax calls to the mailbox owner's personal fax number, if one has been set. For information mailbox
owners should read the Intuity Mailbox User Guide.
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If your fax system requires prefix addressing, for example the C3000 fax server, do not type a fax humber in the

System Fax Number box. Instead type the number to use as a prefix so that a fax message can be identified and
forwarded to the extension number of the intended recipient. For example, if the prefix were 55, a fax message for
extension 201 would have the prefix of 55 automatically added so that the complete number would become 55201.

The System Fax Number box, is used to:

10.Enable fax detection.
By default fax detection is not enabled when Voicemail Pro is first installed. When fax detection is enabled, any fax calls
that are left in a voicemail mailbox, are redirected to the defined system fax number.

11.Define the default destination for fax calls that arrive in a voicemail mailbox and which are to be redirected to a fax
machine.

12.To use the specified prefix, check the Use as a Prefix box so that the number that you typed in to the System Fax
Number box is used. If your fax system does not use prefix addressing, leave this box unchecked.

13.For this feature to work, you also need to set up a short code.

Most fax servers perform fax forwarding based on DTMF signalling received with the fax call. Check the Enable Fax
Sub-Addressing box so that the DTMF signal is passed to the fax server after the call has been answered so that
the fax can be forwarded to the email address of the intended recipient.

14.Click OK.

15.Click % Save and Make Live and select Yes.
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3.2.1.2 Directories
When Voicemail Pro is installed some default folder locations are used. You can change these if required.

To set the location of Voicemail system folders:
1. Display the main Voicemail Pro window.
2.From the Administration menu, select Preferences > General.

3.Click the Directories tab.
General Directories | k&P I Housekeeping | SHMP .-“-‘-.Iarml I:Iut-:allingl

YWoicemail Server Directany
IB:'&F‘ngram Filez'\AwapahlP Officedoicemail Proiwid JI

YWoicemail Server Speech Directary
IE:'&F‘rn:ngram Filez'AvapahlP Office’oicemal ProtyWhd s avs JI

Femaote Campaign Directany
IE:'&F‘ngram Filez\dwapahl P Officeh oicemail F'ru:uWM'anmpaig:I

4.In the Voicemail Server Directory box, type the path to the folder where the voicemail server program is to be
stored. This is the folder where the file Root.vmp is saved when the Save & Make Live option is used. Alternatively
click the browse button and select a folder to use.

5.1In the Voicemail Server Speech Directory box, type the path to the folder where the libraries of speech prompts are
to be stored. Alternatively click the browse button and select a folder to use.

6.In the Remote Campaign Directory box, type the path to the folder where the campaign files are to be stored.
Alternatively click the browse button and select a folder to use.

7.Click OK.

8. Click % Save and Make Live and select Yes.
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3.2.1.3 MAPI

Email services are used for voicemail email and email text to speech. Therefore, these settings should not be adjusted
without first confirming that all other steps appropriate to whichever of those services is being used have been followed.

These settings are not used for IMS.

To set MAPI email preferences:
1. Display the main Voicemail Pro window.
2.From the Administration menu, select Preferences > General.

3.Click the MAPI tab.
Generall Directories MAP! | Housekeeping | SHMP &larm | Outealling

b api Profile:

b api Pazsword:

I1ze Email Protocol
i SMTP

* MAPI

4.In the MAPI Profile box, type the name of a particular MAPI profile name to use if necessary.

5.1If you specify a MAPI profile to use, you can also set a password. In the MAPI Password box, type the password to
use. If you are not using a MAPI profile, leave the MAPI Password box blank.

6.Select the Email Protocol to use. Choose SMTP to send voicemail email alerts only or choose MAPI for voicemail
email, email TTS. The MAPI option requires further email configuration and setup. For more information, see Voicemail
Email: Overview! 4™,

- Important
If the protocol is changed, the Voicemail Pro service must be stopped and restarted.

7.Click OK.

8. Click % Save and Make Live and select Yes.
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3.2.1.4 Housekeeping

This tab is used to set the Voicemail Pro settings for automatically deleting messages and for the default playback order

of messages.

After messages have been played they are automatically deleted from the voicemail server after a specified period of
time. This includes messages played via a user's IMS email client. You can set the same time delay for all messages or

you can adjust the period of time before different types of message are deleted.

Automatically deleting messages is performed after any two hour idle period. This means a period during which there are

no calls to or from the voicemail server.

The playback order options are FIFO (first in-first out) or LIFO (last in-first out). Separate settings can be applied to

different message types is required. The default for all types is FIFO (first in-first out).

To set message housekeeping rules:

1.From the Administration menu, select Preferences > General.

2.Click the Housekeeping tab.

Generall Directuriesl &Pl I SHMP .-“-‘-.Iarml Outcaling  Housekeeping |

— Automatic message deletion

Delete Old mezsages after 720

MHB. & walue of zem indicates no deletion

Delete Mew messages after II:I 5: howrs

Delete Saved meszages after II:I 3: hiors
Delete Unopened messages after II:I 5: hours

— Meszage playback order [System Setting]

Mew Meszage Order IFIFEI
Qld Meszage Order FIFD
S aved Meszage Order ILIFEI

- Automatic message deletion

Sets the time, in hours, after which messages of various types automatically deleted at the next Voicemail Pro

housekeeping. A value of 0 disables automatic deletion.

Message playback order (System Setting)

Sets the order of playback used for different message types. The options are first in-first out (FIFO) and last in-first

out (LIFO). FIFO is the default.
3.Click OK.

4. Click % Save and Make Live and select Yes.

Voicemail Pro
IP Office
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3.2.1.5 SNMP Alarm

The IP Office system can be configured to send Simple Network Management Protocol (SNMP) alarms or Simple Mail
Transfer Protocol (SMTP) emails. When this is configured, the Voicemail Pro server can tell the IP Office system when to
send SNMP alarms about available disk space and remaining recording time.

To set up disk space and recording time alarms:
1. Display the main Voicemail Pro window.
2.From the Administration menu, select Preferences > General.

3.Click the SNMP Alarm tab.

General Directuriesl k&Pl I Housekeeping SMMP Alarm | Cutcalling

—alarm Threshold Linit

" Disk Space left [Mb)

f* Recording Time left [minf

Alarm T hreshold Lewvel

B0 Default Setings

MHate: The Alarm Threzhold Level has
a walue in terms of the unit zelected
az Alarm Threghold it

£.0.. B0 kb ar 60 min.

4.Choose the Alarm Threshold Unit either Disk Space Left (MB) or Recording Time left (minutes).

5.1In the Alarm Threshold Level box, type the number of units (minutes or MB) left at which SNMP alarms are to be
triggered. The minimum is 11. This value also sets two further SNMP alarm levels which are:

- Space OK Alarm

This alarm is triggered when the amount of available space returns to above a level set at Alarm Threshold Level plus
30.

- Critical Alarm
This alarm is set at 30 or, when the Alarm Threshold Level is less than 40, at Alarm Threshold Level minus 10.
Currently the critical alarm value will decrease in accordance with the above rule. Note however that it does not
increment upwards when the Alarm Threshold is increased again. To reset the critical alarm back to 30, click Default
Settings.

6.To return to the default alarm settings, click Default Settings. The Alarm Threshold Level is reset to 60. The Space
OK level is reset to 90. The Critical Alarm level is reset to 30.

7.Click OK.

8. Click % Save and Make Live and select Yes.
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3.2.1.6 Outcalling

The preferences in Voicemail Pro are set for global operation. Mailbox owners can configure their outcalling options from
their telephone, for example, create their own time profile. Details on how users can configure outcalling is found in the
Intuity Mailbox guide.

To set the global outcalling preferences:
1. Display the main Voicemail Pro window.
2.From the Administration menu, select Preferences > General.

3.Click the Outcalling tab.
Generall Direu:tu:-riesl AP I Hnusekeepingl SHMP Alarm  Dutcaling |

—System Times:

Prime Times

Peak Times: IDEI;IJIJ j I‘I 730 j

—System Retry Setting

MHumnber of Refries: R ety [nteryal:
IE "I F et | [nterval [ming] |
1 st 1
2nd a
3rd 10
4 th 15
B th an

4.Select the times that outcalling is active in the System Times section.
Prime Times - The time period that outcalling is to be active as default for the system.
Peak Times - The busiest working hours.

5.Set the retry settings in the System Retry Settings section.

- The Number of Retries can be between 0 and 10. If the message is not collected after the last retry, no notification
is sent until another new message is delivered in the user's mailbox.

- The Retry Interval are set for each retry attempt. The interval is the length of time between each attempt to ring to
targeted number again. The 6th to 10th retries use the default retry interval.

Double-click a selected retry time to edit the interval between retries. The New interval number window opens
where the length of time between each attempt to ring the target number can be changed. Click OK to save the
change and return to the Outcalling window.

6.Click OK.

7.Click % Save and Make Live and select Yes.

A timeout value can be set by a user. This is how long outcalling will attempt to call a number before giving up. For more
information, see the Intuity Mailbox guide.
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3.2.1.7 VPNM

This option is active only if VPNM was selected during installation and is licensed. VPNM servers can be added and then
users added to the servers.

To open the VPN window:
1. Start the Voicemail Pro Client.
2. From the Administration menu, select Preferences > VPNM. The VPNM window opens.

ﬁ‘ ¥PNM (via SMTP Sserver pCcsserver) - |I:I|£|
WP S erver(z]
Server | Frefix |

wpnm, sitea. avaya. com

Add | Dol | VPNM
I zers for WPMM Serverz]
Server | Full M ame | Local Extn | Hemu:ute...l M umbe
vphm.zitea. avaya.com  BobJones 200 200

1] | [

ddd | o Delete Add Bange

[+ Enable "#ildCard Help Cloze

To add a VPNM server:
In the VPNM Server(s) section, click Add.

2. Enter the fully qualified domain name of the remote VPNM destination (the remote Voicemail Pro server PC or
Avaya Interchange).

3. Enter the two digit access prefix, if these are being used.
Click OK.

To delete a VPNM server:
1. In the VPNM Server(s) section, select the server that you need to delete.
2. Click Delete. When a server is deleted, all of the users associated with that server are also deleted.

Voicemail Pro Page 105
IP Office 15-601063 Issue 20b (11 July 2008)



To add a user to VPNM server:
1. In the Users for VPNM Server(s) section, click Add. The Adding a new user window opens.
Adding a new user : x|

—Fleaze complete the uzer detail
YWhich YPIM Server does this uger belong to?

| =
“What is this uzer's full hame?
Fleaze enter the uzer's local extensian

Fleaze enter the Lzer's remote extensian

WWihat is this uzer's full telephone number’?

ok Cancel

2. Enter details for the user. All of these details MUST be completed before the user can be added.
e Select the VPIM server from the listing.
e Enter the user's full name. The user's full name is used by the local Voicemail Pro's dial by name feature.

e Enter the user's extension. The local extension number is used as the local mailbox number and so should not
conflict with any existing local number.

e Enter the user's remote extension. The remote extension number should be the user's real extension number.
Typically this and the 'local extension number' are kept the same using a unique extension number dial plan
for the linked systems.

e Enter the user's full telephone number. The full telephone number should be a dialable number that is routed
to the user's extension or mailbox.

3. Click OK to save the details and return to the VPNM configuration window.
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To add a group of users:

1. (Optional) Check the option Enable WildCard. When this option is selected you can use the question mark symbol
(?) to represent any number.

2. In the Users for VPNM Server(s) section, click Add Range. The Adding a range of users window opens.
Adding a range of users x|

Which YPRM Server do these uzers belong to?

Input extenzion range.

Start Murnber of Llsers

Enter local prefis

Enter remote prefis

k. Cancel

3. Enter details for the users. All of these details MUST be completed before the users can be added.
e Select the VPNM server to which you want to add the users.
e Enter the start number of the extension range.
e Enter the local prefix.
e  Enter remote prefix.

4. Click OK to save the details and return to the VPNM configuration window.

To change details of a VPNM user:
1. In the Users for VPNM Server(s) section, select the name of the user whose details need to be changed.
2. Click Modify. You can change the user's full name, the local extension number and the full telephone number.

Voicemail Pro Page 107
IP Office 15-601063 Issue 20b (11 July 2008)



3.2.2 Control Panel Options
3.2.2.1 IMS Logging Level

If IMS is installed the Systems Settings tab is available. You can specify the level of service logging for the IMS Gateway
Server service and the IMS Voice Server service. Four levels of logging are available, with increasing level of detail.

Typically logging is required only if IMS problems are being experienced and diagnosis is required. The information is
logged in the Event Viewer application.

To specify the level of IMS service logging:
1.0pen the Windows Control Panel.
2.Select IP Office Voicemail Pro. The IP Office Voicemail Pro window opens.

3.Click the System Settings tab.
Systemn Settings | Path Settings | Email Settings | SMTP Email Settings

These zettingz affect the services when they are running.

— Integrated Meszaging G ateway Server

Logging Lewvel Some

— Integrated Meszaging Yoice Semver

Logaging Lewvel MHone j

4.In the Logging Level boxes, select the level to use for each of the IMS services.
- None - No logging recorded.
- Some - A low level of logging recorded where only errors are logged.
- Most - A medium level of logging where errors and warnings are recorded.
- All - All errors, warnings and information are logged.
5.Click Check to validate the changes that you have made.
6.Click OK. You are prompted to restart the affected services so that your changes are enabled.

7.Choose Yes. The services that are affected by your changes are automatically stopped and restarted.
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3.2.2.2 IMS Host Server Name

If IMS is installed the Path Settings tab is available. You need to specify the computer name of the server PC that is
hosting the IMS Voice Service. Typically, this is installed on the same server PC as the Voicemail Pro Server.

To specify the name of the host server PC for IMS:
1.0pen the Windows Control Panel.
2.Select IP Office Voicemail Pro. The IP Office Voicemail Pro window opens.
3.Click the Path Settings tab.
Systemn Settings  Path Settings | Email Settings | SMTP Email Settings I

Enter the name of the computer on which the [ntegrated bMeszaging Voice
Server haz been installed.

SERYER Browse |

4.Type the name of the computer on which the IMS Voice Service has been installed.
- Alternatively, click Browse and select the name of the computer.
5.Click Check to validate the changes that you have made.
6.Click OK. You are prompted to restart the affected services so that your changes are enabled.

7.Choose Yes. The services that are affected by your changes are automatically stopped and restarted.
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3.2.2.3 Configuring Email Settings

You can configure certain email settings such as the account to use for email and the way in which .wav files are
transmitted.

To configure email settings:
1.0pen the Windows Control Panel.
2.Select IP Office Voicemail Pro. The IP Office Voicemail Pro window opens.

3.Click the Email Settings tab.
Supsherm Settingsl Path Settings  Email Settings I SMTP Email Settings I

—Account Details
Isewer Browse |

—Mezzage Parameters

The fallowing settings are uzed to cantral whether the Voicemail
meszage iz sent as a wave file within the email meszage.

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

£ Attach wave file to message

£+ Embed wave file in message

4.In the Account Details box, type the name of the MAPI email account to use for email messages. Alternatively, select
Browse to display a list of available email accounts.

- If you are setting the account details when using SMTP, it is advisable that the full domain name is entered, for
example admin@test.com.

5.Click Check to validate the changes that you have made.
6.Click OK.

The Message Parameters options are only available if you have installed IMS. For IMS you can specify the way in which
the .wav files of voicemail messages are to be sent in emails. Sending .wav files across a network creates a high loading
on the network and networks servers. A one-minute message requires a 1MB .wav file.

To set the message parameters:
1.To transmit .wav files, check the Transmit Wave File box.
2.Choose the option for transmitting the .wav files. Choose either:
- Attach wave file to message to allow a recipient to copy a .wav file for use elsewhere.

Embed wave file in message to allow a recipient to embed a file in a message. An embedded file is compressed
and therefore smaller than an attached file.

3.Click Check to validate the changes that you have made.
4.Click OK. You are prompted to restart the affected services so that your changes are enabled.

5.Choose Yes. The services that are affected by your changes are automatically stopped and restarted.
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3.2.2.4 Configuring SMTP Email Settings

For SMTP email, you need to define connections to external SMTP Email Servers. You can define your connections in the
SMTP Email settings tab. Details in the tab vary according to whether IMS or Voicemail Pro Networked Messaging (VPNM)

is installed.

To configure SMTP email settings:

1.0pen the Windows Control Panel.

2.Select IP Office Voicemail Pro. The IP Office Voicemail Pro window opens.

3.Click the SMTP Email Settings tab.

Spstem Settings | Path Settings | Email Settings  SMTP Email Settings
—SMTF Server
b ail Server:
Port Mumber: |25
kil Drop: IE: W hetpubtmailroathDrop J

— Server requires authentication

Account Mame: I

Paszward: I

[" | ze Challenge Fiesponse Authentization [CR&M-RDE]

4.In the Mail Server box, type the name of the SMTP mail server. This should be the fully qualified domain name.

5.In the Port Number box, type the number of the receiving port on the SMTP mail server. The default is 25.

6.In the Mail Drop box, type the name of the destination folder for outgoing emails on the SMTP Server. This is required
if VPNM is installed. Alternatively click the browse button and select the folder to use.

7.(Optional) To enforce server authentication, check the Server Requires Authentication box. If you check it you also
need to provide the Account Name and Password that need to be entered. You can also choose whether or not to set

the Use Challenge Response Authentication option.

8.Click Check to validate the changes that you have made.

9.Click OK. You are prompted to restart the affected services so that your changes are enabled.

10.Choose Yes. The services that are affected by your changes are automatically stopped and restarted.
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3.3 Fax Server Configuration

With an IP Office system, fax machines and servers can process fax messages in a number of ways.

¢ Fax calls can be handled without the use of Voicemail Pro
In IP Office a fax machine can be set up to direct faxes to individual extensions or hunt groups. Faxes can be directed
to the fax machines or servers based on the DDI or DID numbers of the incoming calls. For more information, see the
IP Office Manager help and guide.

¢ Fax calls detected by Voicemail Pro
When a fax message is left in a voicemail mailbox, Voicemail Pro can detect that the call is a fax call, and redirect the
call to a fax machine or fax server to receive the fax. The incoming call can be routed to a system fax number or, in
Intuity Mode, a fax number that the mailbox owner has specified.

¢ Fax calls can be sent to a system-wide fax number
If Voicemail Pro detects a fax tone, it passes the call to the number that is set as the system fax number. This number
can be an analog extension that is connected to a fax board in the fax server. For information about configuring an
analog extension, see Configuring an Analog Extension Number for Fax Use[118),

e Fax calls can be sent to a user defined mailbox nhumber
If Voicemail Pro detects that the incoming call is a fax and if a system fax number has been specified, Voicemail Pro
checks to determine whether the target destination is a user defined fax number. If it is, the system fax number is
overridden and the incoming call is redirected to the user defined fax number.

If no user defined fax number has been set, the fax is sent to the system fax number. When a system fax number is
set, any fax calls that are received in user or hunt group mailboxes are directed to this number. This applies to both
IP Office and Intuity Mailboxes. For more information, see Setting the Voicemail Pro System Fax Number/[11%,

Intuity mailbox owners have options available through their telephone handset so that they can forward a fax to a
preferred fax machine or send a fax to a printer. Intuity mailbox owners can find out how to set a mailbox fax
number in the IP Office Intuity Mailbox User Guide.

If a fax system, such as a C3000, requires prefix addressing the system fax number is not used. Instead a prefix is
specified so that a fax message can be identified and forwarded to the extension number of the intended recipient.
For example if a prefix of 54 is being used, a fax message for extension 201 would have the prefix of 54
automatically added so that the complete humber would become 54201. The fax server then removes the system
prefix and uses the extension number to determine the target destination for the fax. For more information, see
Setting the Voicemail Pro System Fax Number/[114,

¢ Fax calls can be redirected using a call flow Menu action instead of a system fax number
If a system fax number is not set up, a menu action can be used instead. The F character can be used as one of the
touch tone choices of a Menu action to specify the actions that should be applied to fax calls. For more information,
see Routing Fax Calls Using a Menu Action[117,

o Important
By default, Voicemail Pro fax detection is disabled. To enable fax detection, you must define a system fax number. For
more information, see Setting the Voicemail Pro System Fax Number[114,
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3.3.1 Fax Server Configuration

Here is an illustration to show how a fax server can be configured to work with an IP Office system. The illustration
applies to the following popular fax server applications:

o Gfi FAXMaker

e Fenestrae Faxination
e Equisys Zetafax

e Captaris RightFax

zer v 1

==

Yoicemail Pro Fax Server Exchange Server
with
Analog Fax Board

The fax server is configured to distribute faxes to exchange server mailboxes based on the original (DTMF) fax sub
address that is passed by Voicemail Pro. For the fax server and Voicemail Pro to interact, specific user rights are needed.

If the PC that is being used as the fax server uses an analog fax board, the fax board must be connected to an IP Office
analog extension (POT) port.

The sections that follow explain how to configure a fax server to work with Voicemail Pro. The information provided
assumes that:

e The fax server software is installed.
e The hardware is installed and connected to an IP Office.
e The Exchange Connector is installed and configured.

For details of system requirements and information about installing a fax server, refer to the manufacturer
documentation or visit the manufacturer web site.

The process for configuring a fax server to work with Voicemail Pro involves the following key steps:

1.Set the system fax number. For more information, see Setting the Voicemail Pro System Fax Number[114,

2.If prefixed numbers are being used you can set up a short code so that fax calls are routed to prefixed numbers.

3.If the chosen mailbox mode is Intuity, inform all mailbox owners that they can set up their own preferred fax
destinations if they like. For more information, see Setting Up a User Defined Fax Number/[118),

4.1If a system fax number is not being used, you can set up a menu action to route fax calls. For more information, see
Routing Fax Calls Using a Menu Action[117,

5.1If the fax server PC uses an analog fax card, configure the extension number to use for faxes. For more information,
see Configuring an Analog Extension Number for Fax Usel118,
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3.3.2 Setting the VoiceMail Pro System Fax Number

The System Fax Number is used to:
e Enable fax detection.

By default fax detection is not enabled when Voicemail Pro is first installed. When fax detection is enabled, any fax calls
that are left in a voicemail mailbox, are redirected to the defined system fax number.

¢ Define the default destination for fax calls that arrive in a voicemail mailbox and which are to be redirected to a fax
machine.

Intuity mailbox owners have the additional option to define their own personal fax number instead of the system fax
number. Incoming calls are directed to Voicemail Pro and then Voicemail Pro redirects fax calls to a mailbox owner's
personal fax number, if one has been set. For information mailbox owners should read the Intuity Mailbox User Guide.

To set the Voicemail Pro system fax number:
1.From the Administration menu, select Preferences. The System Preferences window opens.

2.Click the General tab.

| Direu:tu:uriesl AP I SHIP .-i'-.larml Outealling Huusekeepingl

Client/Server Connection Timeout [min];
I 5 3:
Drefault Telephony Interface

| 1P Dffice =l

Yaoicemail Pazswaord:

Max. Mezzage Length [zecs]: bax CaltWBL Record Length [Secs]:
|3 = |3 =

r Play Advice on Call Becording

Syetem Fax Mumber [feature iz dizabled when emphy]

™ Use as Prefix
¥ Enable Fax Sub-Addreszing

3.1In the System Fax Number box, type the number of the general fax machine to which all incoming faxes are to be
directed. This number must match the number of the analog extension that is connected to the fax board of the fax
server PC.

- Intuity mailbox owners can receive fax messages into their mailboxes and set a preferred fax number to use instead
of the system fax number. As the administrator you still need to set up a system fax number to enable mailbox
owners to set their own numbers. A personal mailbox fax number overrides the system fax number. Mailbox owners
can find out more in the Intuity Mailbox User Guide.

- If your fax system requires prefix addressing, for example the C3000 fax server, do not type a fax number In the
System Fax Number box. Instead type the number to use as a prefix so that a fax message can be identified and
forwarded to the extension number of the intended recipient. For example if the prefix were 54, a fax message for
extension 201 would have the prefix of 54 automatically added so that the complete number would become 54201.

4.To use the specified prefix, check the Use as a Prefix box so that the number that you typed in to the System Fax
Number box is used. If your fax system does not use prefix addressing, leave this box unchecked.

- Important
For this feature to work, you also need to set up a short code.

5. Most fax servers perform fax forwarding based on DTMF signalling received with the fax call. Check the Enable Fax
Sub-Addressing box so that the DTMF signal is passed to the fax server after the call has been answered. This is so
that the fax can be forwarded to the email address of the intended recipient.

6.Click OK.
7.Click Save & Make Live.
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If prefixed numbers are being used, the next step is to up a short code so that fax calls are routed to prefixed numbers.

If the chosen mailbox mode is Intuity, you should then inform all mailbox owners that they can set up their own
preferred fax destinations if they like. For more information, see Setting Up a User Defined Fax Number/[11&,

If a system fax number is not being used, you can set up a menu action to route fax calls. For more information, see
Routing Fax Calls Using a Menu Action[11h,

If the fax server PC uses an analog fax card, you need to configure the extension number to use for faxes. For more
information, see Configuring an Analog Extension Number for Fax Use[118),
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3.3.3 Setting up Fax Forwarding

Voicemail Pro is set up to forward faxes when users dial *1. Faxes are forwarded as follows:
o Gfi FAXMaker faxes are sent to <faxnumber>@faxmaker.com

e Fenestrae Faxination faxes are sent to <faxnumber>@faxination.com

e Equisys Zetafax faxes are sent to <faxnumber>@zfconnector.com

o Captaris RightFax faxes are sent to <faxnumber>@rightfax.com

Example

For example, if a GFi FAXMaker user dials *1 and enters the fax number to use followed by # to end the fax number and
# to confirm, the fax is forwarded to <faxnumber>@faxmaker.com. Therefore if the user dials *1 followed by 201# and
# to confirm, the fax is forwarded to 201 @faxmaker.com.

o It is the responsibility of the fax server administrator to ensure that exchange connectors are configured to receive
such messages.

3.3.4 Setting Up a User Defined Fax Number

If you enable the feature for them, Intuity mailbox owners can set up a preferred personal fax number that is more
convenient to their location, for example if they are out of the office.

To set up a user defined fax number:

1.Complete the steps for setting up the system fax number. For more information, see Setting the Voicemail Pro System
Fax Number/11é,

2.Inform the mailbox owner that they can go ahead and set their preferred fax number. Refer the mailbox owner to the
IP Office Intuity Mailbox User Guide.

3.If it has not already been done and the fax server PC is using an analog fax card, the next step is to configure the
analog fax number to use. For more information, see Configuring an Analog Extension Number for Fax Use[118),
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3.3.5 Routing Fax Calls Using a Menu Action

When an incoming call is routed to the auto attendant, the Menu action has the facility to detect and redirect fax calls.
This capability is enabled by including a number in the system fax number field via the Voicemail Pro Client, and adding
'F' as the tone to detect in the Menu action. From the Menu action, incoming calls presenting a fax tone will then follow
the 'F' call flow route, which could be a transfer call to a fax server extension or hunt group.

mia |
You can add the F character to the touch tone options of a @3 Menu action to specify the actions that should be applied
to fax calls. The corresponding result can then be routed as required for fax calls received by the associated call flow. The
following example module call flow is using F to redirect incoming fax calls to a specific transfer number.

Modules > Attendant

gl B

1 09

2 1o

[]3 s

14 HE:

Cls F

ClE

07

s

1] | i
Time out

v “wiait for & key press for up bo

|3 ‘E,i zeconds
Ok Cancel Help
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3.3.6 Configuring an Analog Extension Number for Fax Use

If the PC that is being used as the fax server uses an analog fax card, it must be connected to an IP Office analog
extension (POT) port. You are then ready to configure the analog extension for fax use.

To configure an analog extension nhumber for fax use:
1.In IP Office Manager, display the extension details for the extension that you are using for the fax.
2.View the Extn tab.

3.In the Caller Display Type field, select DTMFF.
Estn |.-’-'-.na|u::gue|

E xtenzion |d I?E

B ase Extension IEUE

Caller Display Type |DTMFF Il
Reset Yolume After Calls I

Device type & &nalogue Handzet
Module EF
Port 2

3.View the Analogue tab.

4.Set up the incoming DDI routing of calls to specific users as required.
Eutn  Analogue |

— Equipment Clazzification —— — Flazh Hook Pulze Width
) ¥ Use System Defaulkz
" Quiet Headset
 Paging Speaker birirnunn S idth |2|] 5: Mg
¥ Standard Telephone bl Eximuimn 'a/fidth IEI 3: msz
" Door Phone 1
" Door Phane 2 — Meszage Waiting Lamp |ndication Tepe
VR Part
Mone j

Hook Perzistency

e Tip
If the fax board can support multiple lines, you can configure them as a group. The group number can then be used as
the fax destination instead of an individual extension number.

The next step is to set the Voicemail Pro system fax number. For more information, see Setting the Voicemail Pro System
Fax Number/114,
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3.3.7 Castelle Fax Server

Voicemail Pro 4.1 added support for Castelle FaxPress products. This uses SMTP rather than MAPI to exchange fax emails
with the Voicemail Pro server.

In order for the Voicemail Pro to recognize emails received from the fax server, the From name used must start with
FaxPress. This is configured through the FaxPress client software as follows:

1.Login to the FaxPress client software as a supervisor.

2.Expand the Administration section on the left.

3.Select Embedded Services.

4.Select Email Gateway. Right-click on this and select Configuration.
5.Select the Email to Fax tab.

6.In the Return address used in emails sent from the SMTP gateway section, in the Name field enter a name in
beginning with FaxPress.
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4. Administration
4.1 Starting the Voicemail Pro Client

You can start the Voicemail Pro Client from the IP Office Voicemail Pro folder.

To start the Voicemail Pro Client:

1.From the Start menu, select Programs > IP Office > Voicemail Pro Client. The main Voicemail Pro Client window
opens.

If the Client and Server are installed on the same machine, you do not need to log in. If you are using the Client to work
on a remote server, you do need to log in. For more information, see Logging in to the Voicemail Pro Server[123,

o Tip
Alternatively, as with any other Windows application, you can add a shortcut to your desktop and start the Voicemail
Pro Client from there.

4.1.1 Logging in to the Voicemail Pro Server

You can run the Voicemail Pro Client in offline mode and you can also use it to connect to a Voicemail Pro Server. To
connect to a Voicemail Pro Server with the Voicemail Pro Client, you need to log in for authentication purposes.

By default, the Voicemail Pro Server does not have any user accounts defined. Therefore no remote Voicemail Pro Clients
can connect. You can use a local Voicemail Pro Client, to add administrator or standard administrator users who can then
connect using remote Voicemail Pro Clients. For more information, see Adding an Administrator[125).

To log in to the Voicemail Pro Server:

1.From the File menu, select Login. The Voicemail Pro Login window opens.

i ¥YmPro Login x|

Pleaze enter a User Name. Thiz iz the name that the worl:ztation zoftware
inztalled on this PC will uze.
—Logir

[ zer i anme: I

|Mzer Paszword; I

[ it M ammeh, I sEver
IP Address:

Back | 14 Cancel

2.1In the User Name field, type a user name. This is the name that the workstation software will use. This should already
be defined on the Voicemail Pro Server.

- If the Voicemail Pro Server and Client are on the same computer, you do not need to enter a user name to connect
to the Voicemail Pro Server and perform administration tasks.

3.1In the Password field, enter the password.

4.In the Unit Name/IP Address field, type the name or the IP address of the server you want to connect to. By default
the IP address or name that was last used is already filled in.

- If you are logging in to a different server and do not know the name or IP address, click Browse. Select from the list
of available Voicemail Pro servers.

- If you are logging in across a WAN, you must type in the IP address and not the server name.

5.Click OK. The main Voicemail Pro Client window opens. For more information, see The Main Voicemail Pro Window[193,
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4.1.1.1 Changing Between Offline and Online Mode

It can be useful to connect to a system to get the current system configuration and then disconnect and make changes
offline. You can then test configuration changes offline before applying them to a live system. If the Voicemail Pro Client
and Server are on the same machine, you can switch between online and offline mode without having to log out.

To switch between online and offline mode:

1.From the File menu, select Select Mode. The Select Voicemail Pro Client Mode window opens.

i Select ¥oicemail Pro Client Mode x|

—Select Mode

& Opline [ YWmPro server is on LN or Wil

 Oifine [ YmPro zerver iz not available |

k. Cancel Help

2.Select Offline to work offline or Online to connect to the server and work online. If you select Online, the
VoicemailProLogin window opens.

3.Log in as usual.

The next time you run the Voicemail Pro Client, it will start up in the mode that you used previously. When you are ready
to connect to a server you need to log in.

4.1.1.2 Continue Offline Message Window

If your session expires you will be notified that the session has expired. You are then able to continue working in offline
mode or to close the application. If you select to work in offline mode, you can switch to working online. For more
information, see Changing Between Online and Offline Mode[123,

e Yes - Select to continue working in offline mode.

e Exit - Select to close Voicemail Pro.
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4.1.1.3 Logging Out

It can be useful to connect to a system to download the current system configuration and then disconnect and make
changes offline. You can then test configuration changes offline before applying them to a live system.

To log out:

1.From the File menu, select Log Out.
You are logged out of the Voicemail Pro server and placed in offline mode. You can either make configuration changes
offline and then log back in when you are ready or log on to a different server to work. For more information see
Logging in to the Voicemail Pro Server[123,

Notes
e Logging out is not the same as closing down with the Exit option. For more information, see Closing Down [12%,

e If the Client and Server are installed on the same machine, the Log Out option is not available.

4.1.1.4 Closing Down

When you have finished working, you can close down the Voicemail Pro Client. This is not the same as logging out. For
more information, see Logging Out[12%,

To close the Voicemail Pro Client down:
1.From the File menu, select Exit.

If you have not made any changes, the Voicemail Pro Client closes and you are returned to the desktop. If you have
made changes, a message is displayed to ask whether you want to save them.

2.If you do not want to save your changes, click No. No changes are saved. If you want to save your changes, click Yes.
Your changes are saved but not yet made live.

3.If you are ready to make your changes live, click Save & make Live. For more information, see Saving Configuration
Changes and Making them Live[193),
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4.2 Administrator Configuration

You can use Voicemail Pro Client remotely in offline mode. If you want to connect to a Voicemail Pro Server you need to
log in. By default, the Voicemail Pro Server does not have any User accounts defined, therefore no Remote Voicemail
Pro Clients can connect.

If you are an administrator you can add other users as administrators. You can give them the authority to carry out
standard or more powerful administration tasks using the Voicemail Pro Client. There are two types of administrator:

+ Standard Client user
A standard administrator can perform administration of call flows using the Voicemail Pro Client. A standard
administrator can change their own password but cannot add or remove Client users or change passwords.

¢ Administrator Client user
A more powerful administrator who can add and remove Client users and set and change passwords.

To add an Administrator:

1.In the Start Points Navigation pane, select Voicemail Pro Administrators. The name, type and status of any existing
Voicemail Pro administrators are displayed in the details pane.

2.Right-click anywhere in the details pane.

3.Select Add. The Add Administrator window opens.

B Add Administrator x|
—Detail
|dzer Name:l Anne webhb T_I,Ipe:l Adrririgtrator j
F'asswu:urd:l s Status:l Inactive j

Canifirrn F'assw::nrd:l s

k. Cancel Help

4.In the User Name field, type the name that you want to assign to the administrator.

- The name must be at least 5 characters long and must not contain spaces or any of the following characters: \ / :
*¥2<> 1,

5.In the New Password field, type a password for the administrator.

- A password must be at least 5 characters long and must not contain spaces or any of the following characters: \ / : *
<>,

6.In the Confirm New Password field, type the password again for confirmation purposes.
7.In the Type field, click the type of user that you want.
8.Click OK.

9. Click % Save and Make Live to save the changes. The user created can now log into the Voicemail Pro Client
Server. For more information, see Logging in to the Voicemail Pro Server[123,

By default new users are created as Inactive. Their status changes to Active when they connect to a Voicemail Pro
server.
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4.2.1 Changing Administrator Details

If you are an administrator user, you can change details of a standard administrator or another administrator user. You
can change the user name, user type and status. You can also reset the password of other administrator users.

You can change the authority level of a standard user to an administrator and vice versa.

To change the authority level of a user:

1.In the Start Points Navigation pane, select Voicemail Pro Administrators. The name, type and status of any existing
Voicemail Pro administrators are displayed in the details pane.

2.Right-click the name of the administrator user whose details you need to change.

3.Select Modify. The Modify Administrator window opens.
B Modify Administrator x|

—Dietail

(WET R Ty T=M L drniniztrat or T ype:l.ﬁ.dministratur j

Passward:l“““““ (Status:l |nactive j ]

[Zanfirm F'asswnrd:l

)4 Cancel | Help

4. (Optional) Edit the name of the administrator user.

5. (Optional) Change the password and inform the user. For more information, see Resetting a Password [12h

6. (Optional) In the Type field select the type of user. Choose either Administrator or Standard. By default new users are
created as Inactive. Their status changes to Active when they connect to a Voicemail Pro server.

7.Click OK.

8. Click % Save and Make Live to save the changes.

4.2.2 Deleting an Administrator

For security it is good practice to delete administrator users as soon as they are no longer required.

To delete an administrator:

1.In the Start Points Navigation pane, select Voicemail Pro Administrators. The name, type and status of any existing
Voicemail Pro administrators are displayed in the details pane.

2.Right-click the name of the administrator user whose details you need to delete.

3.Click Delete. A message is displayed to confirm whether you want to delete. If not, for example if you have chosen the
wrong name, click Cancel. If you are sure that you want to delete the selected administrator, click Yes. The selected
administrator is deleted.

4. Click % Save and Make Live to save the changes.
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4.2.3 Resetting a Password
If you are an administrator you can reset the password of another administrator or standard Voicemail Pro Client user.

To reset a password:

1.In the Start Points Navigation pane, select Voicemail Pro Administrators. The name, type and status of any existing
Voicemail Pro administrators are displayed in the details pane.

2.Right-click the name of the administrator user whose details you need to reset.
3.Select Modify. The Modify Administrator window opens.

4.In the Password box, type the new password.

5.1In the Confirm Password box, type the new password again.

6.Click OK.

7.Click % Save and Make Live to save the changes.

4.2.4 Releasing a Locked Administrator Login

If an administrator tries unsuccessfully to log in to the Voicemail Pro Client 3 times consecutively, their user ID is locked
and cannot be used for 1 hour. As an administrator you can release a locked ID so that the other person does not need
to wait.

To release a locked login:
1. Display the main Voicemail Pro window.

2.1In the navigation pane, highlight Voicemail Pro Administrators. The name, type and status of every current
VoicemailPro administrator user are displayed in the details pane.

3.Right-click the name of the administrator user whose ID has been locked.

4. Select Modify. The Modify Administrator window opens.
B Modify Administrator x|

—Dretail

WELT YT L drniniztratar T ype:l.&.dministratnr j

Passwnrd:l“*“*“ (Status:l |nactive j ]

[Eatfirm F'asswu:urd:l

k. Cancel | Help

5.Click the Status arrow and select the status Inactive.

6.Click OK.

7.Click % Save and Make Live.
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4.3 General Administration
4.3.1 Changing the Inactivity Timeout

While a user is logged in using the Voicemail Pro Client, other users cannot log in. By default a timeout is set so that
users are sent a warning message and logged out automatically if they have not been active for 5 minutes.

When the user receives the warning message they can reset the inactvity timeout so that they are not logged out. This is
provided that they have not already been logged out and another Voicemail Pro Client has not already connected to the
Voicemail Pro Server.

As an administrator user you can change the timeout to a period of between 1 and 60 minutes.

To change the inactivity timeout:

1.From the Administration menu, select Preferences > General. The General tab is displayed.

General |

Client/Semer Connection Timeout [min];

EO0 =

Default Telephory Interface

I [ ALty j

Yoicemail Pazsword:

bax Meszage Length [zecz]  Max Cal\WBL Becord Length [Secs]:

120 | | 3600 =
[+ PFlay Advice on Call Becarding

System Fax Mumber [feature iz dizabled when emphy]

[T Usze as Prefiz
[+ Enable Fax Sub-&ddressing

2.From the Client/Server Connection Timeout list, select the humber of minutes after which an inactive user of the
Voicemail Pro Client will receive a warning message and then be automatically logged out.

3.Click OK.

Voicemail Pro

IP Office
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4.3.2 Changing Mailbox Operation Mode

The features available in Voicemail Pro mailboxes depend on whether the mailbox is working in IP Office mode or Intuity
mode. As an administrator you can switch between modes. The title bar of the main Voicemail Pro window shows the

current mode (telephony interface) in parentheses.

To change the mailbox operation mode:

1.From the Administration menu, click Preferences > General. Alternatively, press F9. The System Preferences

window opens.
2.Select the General tab.

General I

Clients/Server Connection Timeot [min];
ED ¢

Drefault Telephony Interface

=~

I [rtLiity

Max. Meszage Length [sece]  Max CallMAL Record Length [Secs]:

[120 | |2600 |
[+ Flay Advice on Call Fecarding

System Fax Mumber [feature iz dizabled when empty]

[T Usze az Prefix
[+ Enable Fax Sub-Addressing

3.Click the Default Telephony Interface arrow and select Intuity or IP Office. The change takes effect immediately,

there is no need to restart.

Voicemail Pro
IP Office
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4.3.3 Confirm Call Flow Download Window

When you connect to a server across a LAN or WAN to view or modify the call flow on the server, a check is made to see
if the call flow that is stored locally on the Client machine is the same. The call flow on the server might be different to
the call flow on the Client because:

e The local call flow is older than the version on the server, for example if the call flow on the server has been modified
by another Client connection.

e The local call flow is newer than the version on the server, for example if the call flow on the server has been worked
on while the local Client was being used in offline mode.

e The local call flow is from a different server, for example if you are connecting to a different server to the one from
which the call flow was previously downloaded.

If the call flow is the same no data will need to be copied back from the server to the Client. If the call flow is different
you can chose to download the call flow from the server or to use the local call flow.

e Download
Click to download the call flow from the server.

e Cancel
Click this if you do not want to download the call flow from the server.

To upload the local call flow to the server, use the Save or Save and Make Live options from the File menu. For more
information, see Saving Changes and Making them Live[193,

4.3.4 Changing your Password

If you are a standard user, you can change your own password when you are working in online mode. If you are working
offline, the Change Password option is not available.

To change your password:

1.From the File menu, select Change Password. The Change Password window opens.
2.1In the New Password box, type the new password.

3.1In the Confirm Password box, retype the new password.

4.Save the changes.
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4.4 Routing Calls to Voicemail

There are different methods by which callers can be transferred to voicemail. The transfer can be used to route the caller
to a specific mailbox to leave or collect messages or to a particular Voicemail Pro start point.

The sections that follow describe the use of Voicemail Collect short codes and VM: paths as telephone numbers. These
can then be applied to dialing, DSS keys SoftConsole and Phone Manager buttons.

An example Voicemail Pro module is included which allows the transferred caller to select the extension to which they
want to talk or leave a message.

VM: versus Short Codes?
The VM: method is easier to deploy. In fact for SoftConsole and Phone Manager it can be used without the need to access
and change the Manager configuration. However, the disadvantage is that VM: cannot be dialed from a physical phone.

Short codes have the advantage that they can be dialed at any extension once set up through IP Office Manager.
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4.4.1 Routing Calls to Voicemail
If a user has voicemail switched on, calls will be automatically routed to voicemail if either:

1.The extension is busy and call waiting has not been enabled.

2.The user has do not disturb set or the extension is not answered within the No Answer Time as set in IP Office Manager
program (default 15 seconds).

The caller hears the standard greeting message 'Your call is being answered by IP Office. <Name> is not available. To
leave a message wait for the tone,'. A user can record their own standard greeting message if required.

When new messages are received, the user's telephone call display or IP Office Phone Manager application is updated to
show the number of new messages waiting.

If Voicemail Ringback is enabled, the Voicemail Server calls the user's extension to attempt to deliver new messages
when the user next uses the telephone.

All messages are stored until they have been listened to and are then automatically deleted after a set time period. The
default time period for IP Office mode is 36 hours. In IP Office mode users can designate a message as saved so that it is
not automatic deleted.

A mailbox owner can turn voicemail and voicemail ringback on or off using Phone Manager. The default short codes can
also be used. The default short codes are:

e *18 - To turn voicemail on.
e *19 - To turn voicemail off.
e *48 - To turn voicemail ring back on.

e *49 - To turn voicemail ring back off.

4.4.2 Transferring Calls to Voicemail

The facility to transfer a call directly to a user's voicemail is available using the SoftConsole or Phone Manager
applications. For users who are not using these applications, you can create a short code for them.

For example:

Code *201

Feature Voicemail Collect
Telephone Number "#Extn201"
Line Group Id 0

Locale [Leave blank]
Force Account Code [Leave blank]

When creating short codes for use with voicemail, the ? indicates "collect voicemail" and the # indicates "deposit
voicemail". The telephone number entry must also be enclosed by quotation marks as shown in the example.
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4.4.3 Using Short Codes to Access Voicemail

The short code Voicemail Collect feature can be used to route callers to voicemail. The voicemail service they receive is

set by the telephone number field which should be enclosed in quote marks. For more information, see Voicemail
Telephone Numbers[135,,

e The examples use *80 but any available short code could be used.

Example 1: Access to the Mailbox Main

The following short code will access the mailbox for Main. The ? indicates that it is to collect messages. A # is used to
indicate leave a message in the mailbox.

Code *80

Feature Voicemail Collect
Telephone Number "?Main"

Line Group Id 0

Locale [Leave blank]
Force Account Code [Leave blank]

Example 2: Access a Voicemail Pro Module
If a Voicemail Pro module has been created and called TimeCheck, the following short code could be used to access it.

Code *80

Feature Voicemail Collect
Telephone Number "TimeCheck"
Line Group Id 0

Locale [Leave blank]
Force Account Code [Leave blank]

The Voicemail Node short code feature can also be used to access short code start points. It uses the short code start
point name as the telephone number without surrounding brackets.
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4.4.4 Using VM: to Access Voicemail
Another method for accessing voicemail is the VM: option, where VM: is followed by the name of the mailbox or
Voicemail Pro start point required.

This can be used in the telephone number field of IP Office applications such as SoftConsole, Phone Manager and
Manager.

e Example 1: SoftConsole access to the mailbox Main
The user wants single click access to check for messages in the hunt group mail box Main (extension ID 200).

1. Start SoftConsole.

2.Click one of the BLF panel tabs.

3.Right-click and select New > BLF Group Member.

4.Type a Name, for example Messages.

5.Type a Number, in this case enter VM:?Main or VM:2200.

6.Click OK. The operator can now check for messages in that group mailbox with a single click.

e Example 2: Accessing a Module from Phone Manager
The user wants to access a particular Voicemail Pro module, for this example one called TimeCheck.

1.Start Phone Manager.

2.Click the Speed Dials tab.

3.Right-click and select New.

4.Type a Name, for example Time Check.

5.Type a Number, in this case enter VM:TimeCheck.

6.Click OK.

e Example 3: Incoming Call Routing
The VM notation can be used in the Destination field of a Manager Incoming Call Route. This enables you to route
calls that match the Incoming Call Route's criteria to a particular mailbox or Voicemail Pro module.
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4.4.5 Voicemail Telephone Numbers
This section describes the options that can be used with VoicemailCollect short codes and with VM: to access a mailbox

or Voicemail Pro start point.

Voicemail Lite and Pro

In this example we have used a mailbox called Main with extension number 200.

_ Short Code Application Number Field

Collect Messages

Leave Messages

7200 VM:?200

"?Main" VM:?Main
#200 VM:#200
"#Main" VM: #Main

A user attempting to collect mail from user mailboxes will be prompted for the voicemail PIN code if not accessing from a
trusted source. For more information, see Creating a Trusted Location[143,

Voicemail Pro Start Points

The following only apply when a matching start point has been set up.

If a short burst of ringing is required then # should be inserted before the start point name. This is useful if transferring
callers as it allows the transfer to be completed before the Voicemail Prompts begin.

_ Short Code Application Number Field

User Start Points

Collect
Leave
Callback
Queued

Still Queued

Group Start Points

Collect
Leave
Queued

Still Queued

Default Start Points

Collect
Leave
Queued

Still Queued

Short Code Start Points
(see also Voicemail Node)

Module Start Points

Campaigns
Leave

Collect

for examples a user called Extn205.

"Extn205.Collect" VM:Extn205.Collect
"Extn205.Leave" VM:Extn205.Leave
"Extn205.Callback" VM:Extn205.Callback

for example a group called Main.

"Main.Collect" VM:Main.Collect
"Main.Leave" VM:Main.Leave
"Default.Collect" VM:Default.Collect
"Default.Leave" VM:Default.Leave

- VM:Default.Queued"

- VM: Default.Still Queued"
for example a shortcode start point called DVM.
"Short Codes.DVM" VM:Short Codes.DVM
for these examples a module called Attend...

"Attend" VM:Attend

for example a campaign called Catalogue.

- VM:Catalogue

- VM:Catalogue.Collect

Voicemail Pro
IP Office
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The Voicemail Node short code feature can also be used to access short code start points. It uses the short code start
point name as the telephone number without surrounding brackets.
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4.4.6 Example Call Flow

This example creates a Voicemail Pro module that allows callers to select the extension to which they want to be
connected. If that extension is busy or does not answer they can then leave a message in the target mailbox.

Modules > SelfSelect

Start Point

INEHt

ot
Lil=gl®
Amm :

K Timeout l—l : ISuu:u:ess
IE?? IND Answer IFailurE

IBusy

The Voicemail Pro Module
1.In Voicemail Pro, a module was added named SelfSelect.
2.A Menu action was added. The properties were set as:

- On the Touch Tones tab the Wait for a key press for option was set to 5 seconds. This gives the action a
Timeout result which can be used if the caller does nothing or does not have DTMF dialing.

- Our IP Office has extensions and groups numbered in the 200 to 299 range. The touch tone sequence 2?? was
added to match any dialing in that range.

- In Entry Prompts a prompt was recorded along the line of "Dial the number you want or wait for reception”.

3.A Transfer action was added. In its properties, on the Specific tab the Destination was set to Main, the hunt group
containing our receptionists.

4. A connection was added from the Menu action's Timeout result to the Transfer action.
5.An Assisted Transfer action was added. In its properties, on the Specific tab $KEY was added in the Mailbox field.
6.A connection from the Menu action's 2?? result to the Assisted Transfer action was added.

7.A Leave Mail action was then added. In its properties, on the Specific tab $KEY was again added in the Mailbox
field.

8.The Assisted Transfer action's No Answer and Busy result was connected to the leave Mail action.

9. Connections were then added from the Assisted Transfer action's Next result and the Leave Mail action's Success
and Failure results back to the Menu action.

- The Success and Failure results in a Leave Mail action are only used if the caller presses 0 when in the mailbox.

10.The call flow was then saved and made live.
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Creating a Matching Short Code
A short code was needed that could be used to route callers to the SelfSelect module.

1.Start IP Office Manager and receive the configuration.

2.A new system short code was added so that it would be available to all callers. The short code *80 was set up as
shown in the table.

Code *80

Feature Voicemail Collect
Telephone Number "#SelfSelect"
Line Group Id 0

Locale [Leave blank]
Force Account Code [Leave blank]

3.The entry "#SelfSelect” indicates the name of the Voicemail start point for the call, in this case the
VoicemailProSelfSelect module

4.For a module start point the # is optional. Using it provides a short period of ringing before the module actions start.
This is useful if manually transferring a caller as otherwise they may miss the start of the module's entry prompts.

5.The new configuration was merged.

6.At any extension the routing can be tested by dialing *80. We can then wait to be transferred to reception or dial the
extension or group that we want.

Using the Module

The short code *80 can now be assigned or the path VM:SelfSelect to whichever method the user wants to transfer
callers to the voicemail service.

A further suggestion is to provide a system short code to deal with callers who dial an invalid extension number. For our
example, a short code 2??/./"SelfSelect" /VoicemailCollect would reroute such callers back to the SelfSelect
module.
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4.5 User Voicemail Access

By default, a user can dial *17 to access their voicemail from their own extension.

A user mailbox cannot be accessed from any other location (internal or external) until a voicemail code has been set for
the mailbox. This access code is set in the IP Office Manager. Voicemail can be configured for each individual user in IP
Office Manager. For more information, see Configuring Voicemail for Individual Userslom,

If IP Office Manager has been configured, users can also collect their voice messages by using one the following
methods.

¢ Using the Messages button on their telephone
If their extension is a trusted extension they can access their messages without entering a voicemail code by
pressing the Messages button. For more information, see Creating a Trusted Location [143),

¢ Using a Voicemail Collect button.
A button can be programmed to allow a user to collect voice messages from their telephone. If their extension is a
trusted extension they can access their messages without entering a voicemail code For more information, see
Giving Users Button Access to Voicemail[148),

¢ Using Visual Voice
A user can be given a display menu to user for access to their mailbox. The menu provides the user with options
to listen to messages, send messages, change their greetings and password. For more information, see Giving
Users Button Access to Voicemail [148),

e Using a short code.
Short codes can be created so a user can be given access to their mailbox from locations other than their office
desk. When they call the mailbox, they will be prompted to enter the access code. For more information, see
Giving Users Access from Any Extension (143 and Voicemail Telephone Numbers[135,

If direct access is required a specified location can be set up as a trusted location. The caller then does not need to enter
an access code. Access can be from the users own extension or another location. For more information, see Creating a
Trusted Location[143),

If users need to access their voicemail messages when they are away from the office, you can set up an Incoming Call
Route in IP Office Manager with the destination as Voicemail. Giving Users Access from an External Location[143.

Users can also receive notification of new voicemail messages at either their own extension or at another location. To
receive notification of new messages a user needs to configure their outcalling. For more information, see Outcalling:
Overview 188,
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4.5.1 Giving Users Button Access

A user's telephone can have buttons programmed to allow access to voicemail. Not all telephones support this feature,
refer to the relevant guide for more information.

Buttons can be programmed for:
« Visual Voice[145)

o Voicemail Collect[14d,

Voicemail Collect Button

Users can collect their voice messages from their own extension using a button programmed for voicemail collect. If their
extension is a trusted extension they will not need to enter their voicemail code. For more information, see Creating a
Trusted Location[143),

A button on the user's telephone will display the label VMCol. The extension nhumber or voicemail code do not need to be
entered if the extension is a trusted extension.

To add a voicemail collect button:

1.Start IP Office Manager and receive the IP Office configuration.

Click % User to display the list of existing users.
Click the required user.
Click the Button Programming tab.

Click the button line that you want to change.

2.

3.

4.

5.

6.Right-click in the Action field.
7.Select Advanced > Voicemail > Voicemail Collect.
8.Click OK to save the button details for the selected user.
9.

Repeat for any other users.

10.Click L'E‘ to merge the changes back to the IP Office system.

Visual Voice Button
A Voicemail Pro user can be given a display menu for access to their mailbox. The menu provides the user with options to
listen to messages, send messages, change their greetings and password.

e The Visual Voice feature is not available on all telephones. Please refer to the user's telephone guide for more
information.

e Visual voice is only available when in Intuity mode.

e For IP Office 4.2+, the MESSAGES button on phones can be set to access visual voice. This is done using the
Messages Button Goes to Visual Voice (System | Voicemail) option in IP Office Manager.

To give a user access to Visual Voice:

1.Start IP Office Manager and receive the IP Office configuration.

2.Click % User to display the list of existing users.
3.Click the required user.

4.Click the Button Programming tab.

5.Click the button line that you want to change.

6. Right-click in the Action field.

7.Select Emulation > Visual Voice.

8.Click OK to save the button details for the selected user.
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9.Repeat for any other users.

10.Click Cﬂ to save the changes back to the IP Office system.
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4.5.2 Giving Users Access from Any Extension
Access to voicemail from any extension can be given to either:

¢ An individual user
So that a specified user can log in to their voicemail from any extension, you need to set up a short code and associate
it with the user's extension number. For example, a short code *90 could be associated with extension number 201.
The user with extension 201 can then dial ¥90 from any extension and enter their voicemail code to collect their
voicemail messages.

To give a specific user access from any extension:
2.0pen IP Office Manager.

3.Set up a short code, for example *90.

Code *90

Feature Voicemail Collect
Telephone Number "?Extn201"

Line Group ID 0

Locale [Leave blank]
Force Account Code [Leave blank]

e All users
To give all users access to voicemail from any extension you need to set up a short code. When a user dials the short
code from any extension they will be prompted for their mailbox number (extension number) and voicemail code.

To give all users access from any extension:
2.0pen IP Office Manager.

3.Set up a short code, for example *98:

Code *98
Feature Voicemail Collect
Telephone Number ?Anonymous
Line Group ID 0
Locale [Leave blank]
Force Account Code [Leave blank]
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4.5.3 Giving Users Access from an External Location

If users need to access their voicemail messages when they are away from the office, you can set up an Incoming Call
Route in IP Office Manager with the destination as Voicemail. For more information, see the IP Office Manager help or
guide.

To give users access from an external location:

1.0Open IP Office Manager.

2.1In the Navigation pane, click @Incoming Call Route and add a new call route.

3.1In the destination field, select the option Voicemail. When an incoming call is matched the call is passed to voicemail
to enable remote mailbox access. Callers are asked to enter the extension ID of the mailbox required and then the
mailbox access code.

4. Click OK to save the changes.

5.Click |.'E‘ to merge the configuration back to the IP Office.

4.5.4 Creating a Trusted Location

If a user regularly accesses their voicemail messages from another extension or a number that presents a CLI, such as
their mobile or home number, this extension or number can be set up as a trusted location.

To configure a trusted location:

1.0pen IP Office Manager.

2.In the Navigation pane, click % User and select the individual user.
3.View the Source Numbers tab.
4.Add a V source number.

Enter the users extension number.
For example, a user whose extension number is 214 wants to be able to collect their voicemail without entering their
voicemail code. A source number V214 would be entered.

Enter a different extension number.

For example, a user whose extension is 214 wants to be able to collect their voicemail from extension 204. A source
number V204 would be entered. From now on when the user of extension 214, dials a short code from extension
204 they will not be prompted for their voicemail code. Not supported for Intuity mailbox users.

+ Add a V source number containing the external telephone number.
For example, V01923 38383 would be entered if the external number was 01923 38383.When the user dials the
number set up as the Incoming Call Route to Voicemail from the "trusted location", they will not be prompted for
their mailbox number or Voicemail Code. For more information, see Giving Users Voicemail Access from an External
Location 143, Not supported for Intuity mailbox users.

5.Click OK to save the changes.

6. Click L'E‘ to merge the configuration back to the IP Office.
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4.6 Mailbox Access Controls

With IP Office mailbox owners can control their mailbox and messages in a number of ways after they have logged in to
the mailbox.

+ Standard IP Office Mailbox Mode
This is the only mode for Voicemail Lite. Voicemail Pro can also be set to run in this mode. For more information, see
the IP Office Mailbox User Guide.

e Intuity Mailbox Mode
This is the default mode for Voicemail Pro. It provides an IP Office emulation of many of the Avaya Intuity features.
For more information, see the Intuity Mailbox User Guide. For information about switching between IP Office and
Intuity mailbox mode, see Changing Mailbox Operation Mode[128,

e Phone Manager
The Phone Manager application enables a user to switch voicemail and voicemail ringback on/off. Phone Manager Pro
also provides full visual access to a user's voicemail and allows messages to be played back and controlled through
their PC. For more information, see the Phone Manager User Guide or help.

If a mailbox does not have a recorded name greeting, when that mailbox is accessed to collect messages, the caller is
asked to record their name before proceeding to collect messages. The name greeting is used for functions such as Dial
by Name actions and Intuity mode name lookup (**6).

e Tip: As Voicemail Pro system administrator, you should ensure that mailbox owners have the help and user guide for
their type of mailbox available to them. There is an IP Office User Guide and an Intuity Mailbox User Guide. Both are
available in PDF and online help formats. You can find them on the IP Office Documentation CD or you can download
them from the Avaya knowledge base at www.avaya.com/ipoffice/knowledgebase.

4.6.1 Telephony Operation Mode

All users should be made aware that messages may be automatically deleted after a period of time. If a user does not
want a message to be automatically deleted the message can be saved. Mailbox owners can find out about saving
messages in the user guide for their type of mailbox.

After a user has logged into their mailbox, the Voicemail Pro Server offers two sets of mailbox controls.

o IP Office
This is the default mode used and matches the features of Voicemail Lite.

o Intuity
This is IP Office Intuity emulation mode. Intuity is a mailbox interface used on a range of Avaya voicemail systems. In
Intuity emulation mode, Voicemail Pro supports a range of Intuity features but not all Intuity features. For full details
of those Intuity features supported by Voicemail Pro, refer to the IP Office Intuity Mailbox User Guide.

o If the Regional Setting of the server onto which Voicemail Pro is installed is "English (United States)", Voicemail
Pro defaults to Intuity mailbox operation.

The prompts provided to a mailbox user are determined by the user's Locale setting as set through the IP Office
Manager. Note that on some phones users can change their language setting themselves. Mailbox owners should refer to
the user guide for their type of mailbox. For information about supported languages, see Supported Languages/ 12\,

All users can use the following default short codes:

e *17 - Access their mailbox from their own extension.
e *18 - Turn voicemail on.

e *19 - Turn voicemail off.

e *48 - Turn voicemail ringback on.

e *49 - Turn voicemail ringback off.

For information about changing to Intuity or IP Office mailbox operation mode, see Changing Mailbox Operation Mode[12%
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4.6.2 Automatic Message Deletion

Messages are automatically deleted from the voicemail server after being played (including those played via the users
IMS email client) after a set delay. This delay can be adjusted for different message types.

The process of housekeeping is performed after any two hour idle period, that is a period with no call into or from the
voicemail server.

1.Click the preferences 'EIHJ icon.
- Alternatively, from the Administration menu, select Preferences and then choose General.

2.Select the Housekeeping tab.
Generall Directuriesl &Pl I SHMP .-“-‘-.Iarml Outcaling  Housekeeping |

— Automatic message deletion

Delete Mew messages after II:I 5: howrs

Delete Old mezsages after 720 | hourz

Delete Saved meszages after II:I 3: hiors
Delete Unopened messages after II:I 5: hours

MHB. & walue of zem indicates no deletion

— Meszage playback order [System Setting]

Mew Meszage Order IFIFEI j
Qld Meszage Order FIFD -
S aved Meszage Order ILIFEI j

3. Adjust the settings as required for the different message types.

4.Click OK.

5.Click % Save and Make Live and select Yes.

4.6.3 Personal Distribution Lists
Personal distribution lists (also known as mailing lists) are available to mailbox users when the system is in Intuity mode.

Each mailbox can accommodate up to 20 lists. Each list can contain up to 360 mailbox numbers. Lists can then be used
or forwarding or sending messages from the mailbox.

Each list can be marked as private or public. Public lists can be used by other mailbox users when forwarding or sending
messages. A user can also import the contents of a public list into one of their own lists.

If Voicemail Pro Networked Messaging (VPNM) is installed, lists can include mailboxes on remote systems. The only
difference in presentation is that, where the mailbox user name is used to identify local mailboxes in a list, remote
mailboxes are listed by number only.

Lists are maintained either through the mailbox or through Phone Manager Pro version 3.0 or higher. Lists cannot be
viewed or controlled from the Voicemail Pro Client. For more information about mailing lists, mailbox owners can refer to
the Intuity Mailbox User Guide.
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4.7 Hunt Group Voicemail

Hunt groups must first be set up in IP office. You can then use Voicemail Pro to configure the way in which voicemail
works for a hunt group.

Voicemail Provides a number of services for hunt groups.

¢ Announcements
If a caller is waiting to be answered, queuing or the hunt group is in out-of-hours mode, the voicemail server can
provide appropriate greetings to callers. These greetings can be changed through the normal mailbox controls. Mailbox
users can find out more in the IP Office or Intuity Mailbox user guides. For more information, see Out of Hours
Operation[151, For more information, see Configuring Announcements[152,

e Voicemail Pro allows the actions available to a queued caller to be customized as well as the greeting messages.

e Voicemail Pro does not control the queuing of calls. Queuing is controlled by the IP Office switch that presents
queued and still queued calls at the appropriate times and provides the queue position and ETA data.

e Messaging
If voicemail for a hunt group is on (the IP Office default), calls to the hunt group are automatically routed to voicemail
if all available extensions have been called for the number of seconds defined in the IP Office No Answer Time
parameter. The default time setting is 15 seconds.

¢ Message Waiting Indication
By default there is no indication on the handset when a hunt group mailbox contains messages and no direct access
method to a hunt group mailbox.

e For hunt group members to receive message indication, an appropriate H source number entry needs to be added.
For more information, see Configuring Hunt Group Message Waiting Indication[148,,

e For access by other users an access short code can be used. For more information, see Enabling Access to Hunt
Group Voicemail with a Short Codel156,,
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4.7.1 Hunt Group Configuration in IP Office

Voicemail can be configured for each hunt group in IP Office Manager.

To change voicemail configuration for a hunt group:

1.0Open IP Office Manager.

2.1In the Navigation pane, click % HuntGroup and select the hunt group.

3.View the Voicemail tab.

Yaicernail |
Yaoicemnal Code I"’“‘
Corfirm Yoicernal Code I"’“‘
Yoicemail Email Isales@acme.cnn‘l
Yaoicemnail Email v oicemail On
’;‘ i ¥ Copy  Forward  © Alert et
[T Broadcast

4. (Optional) Enter a voicemail code between 1-15 digits in the Voicemail Code field. This is required when users
retrieve voicemail messages for the hunt group remotely, for example from an extension that is not a member of the
hunt group or from an external telephone.

- The Voicemail Code must be retyped in the Confirm Voicemail Code field to ensure it has been correctly entered.
5. (Optional) Messages for the hunt group can be sent to an email account.

- Voicemail Email - Enter the email address of the user.
- Select the Voicemail Email Mode from:

- Off: Voicemail messages or notifications are not automatically sent.

- Copy: A copy of the message is sent to the email account.

Forward: Voicemail messages are sent to the email account and deleted from the voicemail server.
- Alert: Notification that a new voicemail message has been received is sent to the email account.

6. (Optional) Voicemail can be turned off by un-checking the Voicemail On option. When on, the mailbox is used to
answer the hunt groups unanswered or busy calls.

7.(Optional) For voicemail systems running in IP Office Mode, this option controls whether users hear an additional
prompt when they retrieve messages. The prompt is 'For help at any time press 8'.

- This option does not affect Intuity emulation mailbox mode where the prompt "For help at any time press *4" is
played.

Even if voicemail help is set to off, IP Office Mode users can still press 8 at any time and hear the list of voicemail
features. This setting turns on/off the audible help message. It does not disable the actual feature.

8. (Optional) Select the option Broadcast if you want any voicemail messages left for the hunt group forwarded to the
mailboxes of the individual group members. The original message in the hunt group mailbox is deleted.

9.Click OK and save the configuration.
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4.7.2 Configuring Message Waiting Indication

By default no message waiting indication (MWI) is provided for hunt groups. If required indication can be enabled for
specific users including users who do not belong to the hunt group. If the user is not a member of the hunt group, a
voicemail code is also required. This is entered in the Voicemail Code field on the Hunt Group > Voicemail tab in the
IP Office's configuration. Alternatively the user can be made a member or the group but have their membership set to
disabled. This allows them to access the group mailbox without receiving group calls.

Depending on the type of telephone phone or IP Office application they are using, users who receive hunt group message
waiting indication can choose any of the following methods to collect messages.

¢ Phone Manager
If Phone Manager is used, the group name and number of new messages is displayed in the Messages tab. Users click
the Messages tab to access the group mailbox.

e 4400 Series Phones

On phones with a Menu % button, press Menu % | Menu % | Msgs | Voice. The group name is shown along
with the number of new messages. Press the display button to access the group mailbox.

e Voicemail Ringback
If a user has voicemail ringback enabled, ringback will occur for new group messages as well as new personal
messages. Ringback for personal messages takes place before any ringback for new group messages.

This method of configuring hunt group message waiting indication allows individuals, including users who are not
members of the group, to receive hunt group message waiting indication.

To configure message waiting indication:

1.0Open IP Office Manager.

2.1In the Navigation pane, click ﬂ User and select the individual user.

3.View the Source Numbers tab.

4. Click Add.
Source Murmbers
Source Mumber add. .,
Y210
Remove
Edit, ..

—Mew Source Number

Source Mumber IHMain|

Ik |
__concel_|

Zancel

5.1In the Source Number field, enter H followed by the hunt group name. For example, to receive message waiting
indication from a hunt group called Main, enter HMain.

6.Click OK.

7.Click |.'E‘ to merge the configuration change back to the IP Office.
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4.7.3 Configuring Group Broadcast

If the Broadcast option is enabled, a message for a hunt group is copied to the individual user mailboxes of each hunt

group member. A call flow can be created that includes the Generic Action. For more information, see Generic Action[21,
If messages need to be forwarded to the same group a Personal Distribution List could be created. For more information,
see Personal Distribution Lists[145),

To configure Group Broadcast:

1.0Open IP Office Manager.

2.1In the Navigation pane, click % HuntGroup and select the required group.
3.Click the Voicemail tab.

Y oicemail |
Yaoicemall Code
Confirm Yoicemail Code

Yoicemail Email

Ixxx

Ixxx

Isales@acme.cnrd

Yaicemal Email
’:" ] ¥ Copy

i Forward 0 Alert

4.Check Broadcast.
5.Click OK.

¥ ‘oicemail On
[ “oicemail Help
[T EBroadeast

6. Click L'E‘ to merge the configuration change back to the IP Office.

Voicemail Pro
IP Office
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4.7.4 Using a Short Code to Collect Voicemail

To access messages for a hunt group, a short code can be created. For example, for a group called Main a short code
can be added with the following properties.

I

Code *99

Feature Voicemail Collect
Telephone Number "?Main"

Line Group Id 0

Locale [Leave blank]
Force Account Code [Leave blank]

For systems running in Intuity mode, the above will work only if the user is a member of the group and a custom call
flow has also been set up for the collect start point to that hunt group.

i Yoicemail Pro Client  { Intuity )

-Iof x|
I‘f‘&&'%'ﬁ'ﬁ-@vﬁvg-lia-

File Edit Actions Administration  Help

|H& | & 2@ |22 L0 me

= (ﬂ Specific Start Paints Main > Collect

Users
|i__| ----- Groups

E@. M air

[g Short Codes
[ cﬂ Drefault Start Paints
(ﬂ Waicemail Pro Administrators

21|

General I Entry Prompts

—Get meszage from

" Caller's mailbox

(% Mailbox i _|

....... Z® Modules ok Cancel Help

Members of the hunt group Main can now dial ¥99 from their own extensions to access hunt group messages. In IP

Office mode, to use this short code for access from an extension that is not a member of the hunt group, a voicemail
code should be configured for the group.

Voicemail Pro
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4.7.5 Out of Hours Operation

Voicemail Provides a number of greetings for groups. One of these is an Out of Hours Greeting.

Through IP Office Manager or using a short code a hunt group can be taken in or out of service. When the group is Out of
Service, callers are played the group's "Out of Hours" greeting and can then leave a message. Alternatively, if an Out of
Service Fallback Group has been configured, callers are passed to that group.

Similarly, a group can be taken in or out of Night Service by using Manager, short codes or an associated time profile.
When the group is in Night Service, callers are played the group's "Out of Hours" greeting and can then leave a message.
Alternatively, if an Out of Hours Fallback Group has been configured, callers are passed to that group.
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4.7.6 Configuring Announcements

When a caller is waiting to be answered or queuing, announcements can be played to the caller. The announcements are
activated in IP Office Manager.

The standard announcement used is "I am afraid all the operators are busy at the moment but please hold and you will
be transferred when somebody becomes available." This can be replaced by separate recordings for the 1st and 2nd
announcements if required (see Recording the Announcements|15% below) or by custom call flows (see Customizing
Announcements [154),

Enabling Annhouncements
1.0Open IP Office Manager and receive the configuration from the IP Office system.

2.1In the Navigation pane, click % HuntGroup and select the hunt group.
3.View the Announcements tab.

4.Check Announcements On. Announcements will be played to a caller who is in a queued or waiting for the hunt
group.

Hunk Group I Woicemail | Falll:uackl Queuing | Yoice Recording  Announcements

¥ Announcemerts On

Wait before 1sk announcement (seconds) |1 3: r Synchronise Calls
Flag call as answered [

l

| Play 1st announcement

Posk announcement tone IMusi-: on hold j
2nd Announcement v

l

Wi ait before 2nd announcement =

(seconds) 20 l z
| Flay 2nd announcement e
Repeat last announcement é
|
W ait before repeat (seconds) 20 -

5.Select the amount of time for the caller to be queued or waiting before they hear the first announcement. The Wait
before 1st announcement (seconds) default is 10.

6.Select the Post announcement tone. The options are Ringing, Music on Hold or Silence. The default selection is
Music on hold.

7.(Optional) Check 2nd announcement to play another message to the caller.
8. (Optional) Select the amount of time between the first and second announcements. The default time is 20 seconds.

9. (Optional) If the second announcement is to be repeatedly played to the caller until their call is answered, check
Repeat last announcement.

10.Click OK to save the changes.

11.Click L'E‘ to merge the configuration back to the IP Office.
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Recording the Announcements
The standard announcement used is "I am afraid all the operators are busy at the moment but please hold and you will
be transferred when somebody becomes available." This can be replaced in a number of ways, depending on the

The maximum length for announcements is 10 minutes. New announcements can be recorded using the following
methods:

e Voicemail Pro - IP Office Mode
Access the hunt group mailbox and press 3. Then press either 3 to record the 1st announcement for the hunt group
or 4 to record the 2nd announcement for the hunt group.

e Voicemail Pro - Intuity Emulation Mode
There is no default mechanism within the Intuity telephony user interface to record hunt group announcements. To
provide one a custom call flow containing an Edit Play List|225 action should be used. In the file path enter
[GREETING]\ <hunt_group_name>_Queued or [GREETING]\ <hunt_group_name>_StillQueued. where
<hunt_group_name> is replaced by the hunt group name.

e [GREETING] is a variable that points to the current location of the voicemail servers greeting folder (by default c:
\Program Files\ Avaya\IP Office\Voicemail Pro\VM\Greetings.
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4.7.7 Customizing Announcements
The announcements and actions provided to a caller can be customized using the Queued and Still Queued start points.

e The Queued start point replaces the default Announcement 1.

e The Still Queued start point replaces the default Announcement 2.

Elt:l Specific Start Points Sales > Queued

=& Sales Start Paint

_______ e
....... n@ Still Queued
[+ Q Short Codes

Eﬂ-----t::] Drefault Start Points

-------- E:l Woicemnail Fro Adminiztrators

It is important to note that unconnected results in Queued and Still Queued call flows will return the caller to the queue
rather than disconnect them. An attempt to return the caller using a Transfer or similar action places the caller at the
back of the queue as a new call.

e Use of customized start point call flows for Queued and Still Queued is not recommended if the Synchronize Calls
option is enabled for the hunt group in the IP Office configuration. If this is the case, the only options supported by
Voicemail Pro is the playing of prompts.

To customize announcement 1 for a specific group:

1.In the Start Points Navigation pane, select @Groups. If necessary add a Queued start point[198) for the required
group.

2.Select the group's Queued start point.
3.Add the required actions to the call flow and link them. To just play a message use a Generic action.

e Use of customized start point call flows for Queued and Still Queued is not recommended if the Synchronize
Calls option is enabled for the hunt group in the IP Office configuration. If this is the case, the only options
supported by Voicemail Pro is the playing of prompts.

4.Double on the actions added and on the Entry Prompts tab add the prompts required using the Wave Editor[208,,
5.Click OK to save the changes.

6.Click % Save and make live.

7.Any caller queuing for the selected group will hear the new announcement when they first join the queue.

To customize announcement 2 for a specific group:

1.As above but use the Still Queued start point.
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4.7.8 Hunt Group Queuing

If hunt group queuing options are enabled, a call will be held in a queue when all available extensions in the hunt group
are busy. Using Voicemail Pro you can define custom actions and prompts for the queuing sequence.

e The Still Queued message is not played if the hunt group name exceeds 13 characters.

To configure queuing for a hunt group:

1.0Open IP Office Manager.

2.In the Navigation pane, click % HuntGroup and select the hunt group.
3.View the Queuing tab.

Hunt Group | Yoicemail | Falback fueuing |'-.-'|:|i|:e Recnrdingl Announcements

v Queuing On

Queue Length IN-:: Lirnit 3: ™ Mormalize Quele Length

e Queuing On : Default = On
If selected, queuing will be available for the hunt group.

¢ Queue Length: Default = No Limit
This feature sets the number of calls that will be held in the queue at any one time. If this number is exceeded the
caller will receive the busy tone or be passed to voicemail.

¢ Normalize Queue Length: Default = Blank
This facility selects whether to include calls that are ringing but not answered in the queue length.

When queuing is selected, announcements can be played to the queued caller. For more information, see Configuring
Queue Announcements/152,
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4.7.9 Customizing a Hunt Group Call Flow

Voicemail Pro allows for customization of queuing operation through the use of Queued and Still Queued start points,
either specific to a particular hunt group or default for all groups.

The @ Queue ETA and ﬁJQueue Position actions can be used to provide callers with queue information and then
place them back in the queue. Within a Queue or Still Queued start points call flow, the default action for any unlinked
results is to place the caller back in to the queue rather than disconnect the caller.

e Incoming Call Route 'Priority’
The IP Office supports a configurable Priority setting (1, 2 or 3) on Incoming Call Routes. Calls assigned a high priority
are moved up any call queue ahead of those with a lower priority. The use of this feature is not compatible with Queue
ETA and Queue Position messages as the spoken queue positions and ETA for some callers may be overridden by
calls with a higher priority. For example, a caller might hear that their queue position is 5. If a call is received on an
Incoming Call Route with a higher priority, the next time the queue position is heard their queue position could be 6,
further back in the queue.

e Synchronized Announcements
If the option Synchronize Calls is enabled for the hunt group announcements within the IP Office configuration,
actions other than speaking recorded prompts are not supported in custom Queued and Still Queued start points.

[ ]
Further customization can be applied using actions such as a @ma Menu action to let the caller select, for example, to
leave a message, be transferred to another number or return to the queue.

The Voicemail Pro variables, $QTIM, and $POS(25%, can be used to further customize the Queued and Still Queued
call flows.

e $QTIM: Queued Callers Estimated Time to Answer
If used in a prompt list, will speak the callers' estimated time to answer (ETA). For example, "Your estimated time to
answer is 5 minutes." If used elsewhere, such as in a condition, returns the ETA in minutes as a simple numeric value.

¢ $POS: Queued Callers Queue Position
If used in a prompt list, will speak the caller's queue position, for example, "You are in queue position 2." If used
elsewhere, such as in a condition, returns the caller's queue position as a humeric value.

¢ $TimeQueued
IP Office 4.1+ and Voicemail Pro 4.1+. Holds the length of time, in seconds, that the call has been part of a particular
hunt group queue. Only available when using Queued and Still Queued start points.

e $TimeSystem
IP Office 4.1+ and Voicemail Pro 4.1+. Holds the length of time, in seconds, since the call was presented to the IP
Office system. Only available when using Queued and Still Queued start points.
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The importance of these variables is that, instead of or in addition to customizing the queue call flow for all queued
callers, you can customize the actions for callers whose ETA or position match selected criteria.

The screen below shows an example of a queued call flow that uses a condition to test the value of $POS for the queued
caller.

L:_‘ """ t:l Specific Start Points Default Start Points > Queued P =
- oo, | gave Mai

L
ISun::n::ess
IFaiIure

........ ¥ + £+ Compare
g —Compare walue
Thiz condition iz TRLE if:
Walue &
[sPOS ]
Iz
ak. Canc |Ereater than =]
Yalue B:
|4 [
E|El Maodules
------ l% AutoR ecord ok, LCancel | Help |
------ ﬂé Outcall

e When the caller is in queue positions 1 to 4, they are passed to a Queue Position action and hear their queue position
before returning to the queue.

e When the caller is in queue position 5, they are asked to leave a message.

e Instead of using a Leave Mail action, the caller could be taken through a Voice Question or Campaign action to
collect required information and the caller's responses could be saved as a message.
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4.8 Recording Calls

As well as providing messaging services, Voicemail Pro can provide a call recording service. Call recording can be turned
on manually. For more information, see Starting Manual Call Recording 16}, Alternatively, call recording can be configured
to take place automatically for specified users, hunt groups, incoming call routes or out going calls with account codes.
For more information, see Automatic Call Recording:Overview[165),

e If a conference call is being recorded, recording continues when a new party joins the conference.

e If a call that is being recorded is put on hold or parked, the recording will pause. When the call is reconnected the
recording resumes.

e By default, a recording is placed in a user's own mailbox but this location can be changed.

e A recording by an agent that is intruding on to a call will keep recording after the intruded call has ended. This is to
allow the recording to be annotated.

¢ Conference Capacity
Call recording uses conferencing capacity and so is subject to the available conferencing capacity of the IP Office system.
e IP Trunks and Extensions

When the direct media path option is used with IP trunks and or an extension, it is not possible to guarantee call
recording.

e Call Recording Warning

In many locations, it is a local or national requirement to warn those involved in a call that they are being recorded. The
Voicemail Pro does this by playing an Advice of Call Recording prompt which can be switched off. On automatically

re’_cgrded call, some telephones may also display a recording symbol. For more information, see Call Recording Warning
158,

¢ Recording Duration

Call recording is limited to the maximum length of 1 hour. For more information, see Changing the Recording Time[168),

e Voice Recording Library (VRL)

Recordings are normally placed into standard mailboxes. VRL operation allows recordings to be transferred to a specialist
archiving application. This allows both longer recording and the sorting and searching of recordings. For more
information, see Voice Recording Library (VRL)I168),

Voicemail Pro Page 158
IP Office 15-601063 Issue 20b (11 July 2008)



Administration: Recording Calls

4.8.1 Call Recording Warning

In many locations, it is a local or national requirement to warn those involved in a call that they are being recorded. One
method for doing this is to enable the Advice of Call Recording (AOCR) message provided by the Voicemail Pro server.

e The 'advice of recording' will always be played if the Advice of Call Recording message is enabled.

e It can not be guaranteed that a caller will hear an 'advice of recording' announcement when the call is using analogue
trunks. Analogue trunks do not support call status signalling so the 'advice of recording' announcement is played as
soon as the trunk is seized even if the call is ringing and has not been answered.

e The Play Advice on Call Recording option is on by default.

The Advice of Call Recording Message
This message is provided in the file aor_00.wav. For each language installed on the Voicemail Pro server, a copy is
located in the sub-folders of c:\Program Files\Avaya\IP Office\Voicemail Server\WAVS.

To switch the recording warning on or off:

1.From the Voicemail Pro Client, click 'EIHJ or select Administration > Preferences > General.
2.Click Play Advice on Call Recording to switch this option on (checked) or off (unchecked).
3.Click OK.

4.Click Save & Make Live.

To hide the auto record indication
In addition to the audible advice of call recording prompt , some Avaya terminals display REC to show that the call is
being recorded. The display can be suppressed.

1.0pen IP Office Manager and load the configuration from IP Office.

2.1In the Navigation pane, click = System.
3.In the System Configuration window, click the System tab.
4.Check Hide auto recording. The terminal display REC will be suppressed.

5.Save the configuration back to the IP Office system.
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4.8.2 Changing the Recording Time

For recordings being placed into a Voicemail Pro mailbox, the maximum recording time is 1 hour.

To change the recording length:

1. Start the Voicemail Pro Client.

2.Click "ﬁ'ﬂ or select Administration > Preferences > General.

3.The Max. VRL Record Length (secs) setting is used only for calls being recorded to VRL. The maximum record
length is 3600 seconds (60 minutes).

4.Click OK.
5.Click Save & Make Live.

4.8.3 Voice Recording Library (VRL)

Voice Recording Library (VRL) operation allows the Voicemail Pro to transfer specific users who are automatically or
manually recording calls to a third-party application. It can also be selected as the destination for calls recorded via a
Leave Mail action in a call flow.

Currently this mode of operation is only supported with Avaya IP Office ContactStore. This application provides tools to
sort, search and playback recordings. It also supports the archiving of recordings to DVD.

o Installation and configuration of VRL with IP Office ContactStore is documented separately.

e VRL is a licensed feature. It requires entry of a valid Voice Recording Administrators license into the IP Office
configuration.

e The VRL application must be configured to store recording on a separate partition, drive or PC from the Voicemail Pro.
This is necessary to ensure that the long term storage or recording archives and space available for mailbox messages
do not conflict.
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4.8.4 Manual Call Recording

There are several ways to start manually recording a telephone call.

Phone Manager Pro
Users can initiate call recording using Phone Manager Pro when they are working in Agent Mode. The recording feature is
active during a telephone call and when call recording is available.

e Press . on the toolbar to start recording. Press . on the toolbar to stop the recording.

e Select Actions > Start Recording. The call will be recorded. Press Actions > Stop Recording to finish recording the
call.

SoftConsole
The SoftConsole operator can manually record all or part of a current telephone call

To manually record a telephone call:

e Press the . button on the toolbar. The button acts as a toggle. Press the button again to stop recording.
e Select Actions > Record Call. This action toggles and so is also used to stop recording.

e Press F5 to start recording. Press F5 again to stop the recording.

4400 Series
Telephones in the 4400 Series with a Menu key can manually trigger call recording by:

e Press Menu % | Menu % | Func| Recor.

Using DSS Keys
The call record function can be programmed against a DSS key. When a DSS key has been programmed it can be
pressed during a call to record the conversation.

To set a DSS key for manual recording:

1.0pen IP Office Manager and load the configuration from IP Office.

2.1In the Navigation pane, click % User and select the individual user.
3.Select the Button Programming tab.

4. Select the required DSS key and click Edit.

5.Click EI browse for the Action. The Button Programming window opens.

6.Select Advanced > Call > CallRecord. Click OK.

7.In the Action Data field, enter a description that will appear on the telephone display.
8.Click OK.

9. Click L'E‘ to save the configuration file.

A call is recorded if the user presses the programmed DSS key during any call. The caller will hear an announcement that
the call is being recorded if the mandatory call recording warning is active. For more information, see Call Recording
Warning 158,
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Using Short Codes

The short code feature "CallRecord" can be used to trigger recording of calls into the user's designated mailbox. The
example shortcode (*95) can be set up as a user short code or a system shortcode. In either case it will trigger recording

Code *95

Feature Call Record
Telephone Number [Leave blank]
Line Group Id 0

Locale [Leave blank]
Force Account Code [Leave blank]

To use the short code
1.During a call, put the caller on hold.

2.Dial the short code. The call is automatically reconnected and recording begins.

The following is an example short code for recording a call involving a specific extension. You do not have to be in
conference with or part of the call This short code should only be set up as a user short code for trusted users.

Code *96*N#
Feature Call Record
Telephone Number N

Line Group Id 0

Locale [Leave blank]
Force Account Code [Leave blank]

To use the short code:

1.Check that the extension is in use.

2.Dial the short code with the number of the extension that you want to record. Using the example short code you would
dial *96*123# to record a call connected to extension 123.
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4.8.4.1 Setting Manual Recording Options
The IP Office Manager can be used to specify where recordings triggered by a user are placed:

To configure a user's recording options:

1.0Open IP Office Manager and load the configuration from IP Office.

2.In the Navigation pane, click User and select the individual user.

3.Select the Voice Recording tab.

YoiceR ecarding

Record Outhaund
Fiecard Inbaund IN':'HE j
Recard Time Prafile I j

|214 Extnz214

Kl

Auto Becarding mail box [T “oice Recarding Library [Suta)

|214 Eutma14 [~ “oice Recording Libram (b anual]

b anual B ecording mail box

=

Used for manual recording.

4.In Manual Recording Mailbox, select from the list the mailbox that is to be used to contain recordings triggered by
the user.

e The Voice Recording Library options can be used only if a VRL application has been installed and licensed. For more
information, see Voice Recording Library[168),

¢ Click OK.

e Click |.'E‘ to merge the configuration change back to the IP Office.
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4.8.4.2 Customizing Manual Recording

Normally recording is performed by the Voicemail Pro server as a default task. However, a module nhamed Record can be
used to customize the operation of auto-recording.

Notes

o If a Record module is created, it overrides the default record operation. Therefore it must at minimum emulate the
default manual recording process of placing recordings into the mailbox of the user who triggered recording. For
example, in the module call flow shown below, the Listen action is set to $UUI.

e Whenever recording is triggered, $UUI contains the user name of the user who that triggered the recording process.

Modules > Record

Start Paoint

Properties for Listen ed |

ﬁenerall Entry Prompts

| Feparting I Hesultsl

Lizten to

" Caller's Mailbo=

& Mailhox [suun _|

ok Cancel | Help |
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4.8.5 Automatic Call Recording

The IP Office system can be configured to automatically record calls based on the user, hunt group, incoming call route
or account code.

Trigger Outgoing Default Recording
Destination

Incoming Call Route None For the call duration or up
to 1 hour.
Hunt Group o W Hunt group mailbox Until ended or transferred

to a user outside the hunt
group or its overflow
group.

User o o User mailbox Until the user ends or
transfers call.

Account Code % o User mailbox Until the user ends or
transfers calls.
e Individual calls may match several recording criteria. Where that is the case the following applies:
o If the destinations for the recordings are different, separate recordings occur with the durations are indicated above.

o If the destinations for the recordings are the same, a single recording is made using either the incoming call route,
hunt group or user duration in that order or priority.

e Multiple recordings of the same call use multiple voicemail channels.
e Time profiles can be used to control when automatic call recording is used.
e For inbound calls recording will not take place if the call goes to normal voicemail.

o Different frequency settings, set in percentage terms, can be applied to the automatic recording of inbound and
outbound calls.

e A mandatory setting can be used to return a busy tone when call recording is triggered but no voicemail ports are
available.

e Where calls have been answered using a Line appearance button, the call recording goes to the mailbox setting of the
original call route destination.
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4.8.5.1 Setting Automatic Recording Options
Automatic recording can be configured for:

Calls received and/or made by a user[16&,

Calls on a specific incoming call route[16%,

Calls to a specific hunt group[168;,

Outgoing calls associated with a specific account code[168),

The calls that are to be auto-recorded are selected through IP Office Manager.

To set automatic call recording for a user:

1.

Open IP Office Manager and load the configuration from IP Office.

.In the Navigation pane, click ﬁ User.
.Select the required user.

.Select the Voice Recording tab.

YoiceR ecording

Record Qutbound
Record Inbaund INDnE j
—llsed for auto-recarding.
Record Time Profile I j
&uto Becording mail box |2-I 4 ExtnZ14 j [T “oice Recording Library [Suta)

Manual Recording mail bos |21 4 Extn14 j [ “oice Recording Library [banual]

.From the Record Inbound and Record Outbound drop-down lists select the recording frequency required.

None: Do not record.

On: Record all calls if possible.

Mandatory: Record all calls. If recording is not possible, return busy tone to the caller.
xx%: Record calls at intervals matching the set percentage, eg. for every other call for 50%.

e For inbound calls, recording will not take place if the call also goes to normal voicemail.
Specify the destination for the recordings. By default, this is a user's own mailbox.

e The Voice Recording Library options can be used only if a VRL application has been installed and licensed. For

more information, see Voice Recording Library/[168,,

Click OK.

Click L'E‘ to send the configuration back to the IP Office.

Voicemail Pro

IP Office

Page 166

15-601063 Issue 20b (11 July 2008)



Administration: Recording Calls

To set automatic call recording for a hunt group:

1.0Open IP Office Manager and load the configuration from IP Office.

2.1In the Navigation pane, click m HuntGroup.
3.Select the required hunt group.
4.Select the Voice Recording tab.

Recard Inbaund IMandatn:nr':.f j
Recard Time Profile I::Nu:-ne:b j
Recording Mailbo: IZEIE- Theresa Green j

¥ s Yaice Recordina Library

5.From the Record Inbound drop-down lists select the recording frequency required.

None: Do not record.

- On: Record all calls if possible.

Mandatory: Record all calls. If recording is not possible, return busy tone to the caller.

- XX%: Record calls at intervals matching the set percentage, eg. for every other call for 50%.

For inbound calls, recording will not take place if the call also goes to normal voicemail.
6.Select the Recording Time Profile is required. If not set, recording is applied at all times.

7.The Recording Mailbox option is available for IP Office 4.1+. For previous releases the destination is always the

mailbox of the user making the call.

8.Click OK.

9. Click L'E‘ to send the configuration back to the IP Office.
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To set automatic call recording for an incoming call route:

1.0Open IP Office Manager and load the configuration from IP Office.

2.1In the Navigation pane, click ‘b Incoming Call Route.

w

.Select the required incoming call route.

N

.Select the Voice Recording tab.
Standard Moice Recording |

Recording Inbound IMandatDry

=
Record Time profile I«::N-:une} j
[

Recording Mailbo:x I2EIE~ Theresa Green ™ vaice Recording Library

5.From the Record Inbound drop-down lists select the recording frequency required.
None: Do not record.
- On: Record all calls if possible.
Mandatory: Record all calls. If recording is not possible, return busy tone to the caller.
- xXx%: Record calls at intervals matching the set percentage, eg. for every other call for 50%.

For inbound calls, recording will not take place if the call also goes to normal voicemail.
6.Select the Recording Time Profile is required. If not set, recording is applied at all times.

7.Specify the destination for the recordings or select the option to place the recordings in the voice recording library.

- The Voice Recording Library options can be used only if a VRL application has been installed and licensed. For
more information, see Voice Recording Library/16d,

8.Click OK.

9. Click |.'E‘ to send the configuration back to the IP Office.
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To set automatic call recording for an outgoing account call:

1.0Open IP Office Manager and load the configuration from IP Office.

2.In the Navigation pane, click - Account Code.
3.Select the required account code.

4.Select the Voice Recording tab.
Yoice Recording |

Record Cutbound IMandatnry

L L

Record Time Profile I

Recording Mailbo IZEIE- Theresa Green j

V¥ Use Yoice Recordina Library

5.From the Record Outbound drop-down lists select the recording frequency required.

None: Do not record.

- On: Record all calls if possible.

Mandatory: Record all calls. If recording is not possible, return busy tone to the caller.

- XX%: Record calls at intervals matching the set percentage, eg. for every other call for 50%.

For inbound calls, recording will not take place if the call also goes to normal voicemail.
6.Select the Recording Time Profile is required. If not set, recording is applied at all times.

7.The Recording Mailbox option is available for IP Office 4.1+. For previous releases the destination is always the

mailbox of the user making the call.

8.Select the option to place the recordings in the voice recording library.

- The Voice Recording Library options can be used only if a VRL application has been installed and licensed. For

more information, see Voice Recording Library[168,

9.Click OK.
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4.8.5.2 Customizing Auto Recording

Normally auto-recording is performed by the Voicemail Pro server as a default task. However, a module named
AutoRecord can be used to customize the operation of auto-recording. If an AutoRecord module is created, it overrides
the default auto-record operation.

Whenever auto recording is triggered, $UUI contains either the account code, user name or hunt group name that
triggered the auto recording.

Modules > Record

Properties for Listen B il B

Eenerall Entry Prompts Hepurtingl Hesultsl

Lizten to

£ Caller's Mailbox

= Mailbax [suui _|

(] Cancel | Help |

o
The value of condition Accountl is checked using a & Test Condition action.

LEA
If found True, the call is recorded using a = Listen action, which specifies the mailbox for the recording.

If found False, the next condition test is tried.

The conditions, created within the ﬁ Condition Editor, compare the variable $UUI against possible account code
values.

Condition Editor | Compare

. ~Compare value
e # & @. - - . mo 5 .
lD x ‘ “ i Thiz condition iz TRUE if:

a@ Account] walue 4

(] =]

X 1] Compare |
& Fl S
IEquaI to =]
Walue B :
22222222 |
ok LCancel Help | ok LCancel | Help

LA
The final = Listen action, used if none of the condition tests are True, has its Mailbox set to $UUI. If $UUI hasn't

matched any account code being used for auto recording, then its value will be either the user name or hunt group name
that triggered the auto recording.
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4.9 Announcements

Announcements can be played when:

e Callers are waiting to be answered or queued against a hunt group
With Voicemail Pro, the announcements and actions provided to a caller held in a group's queue can be customized
using the Queued and Still Queued start points for that group. The call can be answered at any stage of the
announcement. For more information, see Configuring Announcements[152),

e Calls are going to be recorded
In many locations, it is a local or national requirement to warn those involved in a call that they are being recorded.
For more information, see Call Recording Warning[15%:,

e Calls enter a call flow
For more information, see Using the Voicemail Pro Client:Overview/[198,

e Calls are received
A call flow containing an announcement can be created so that all callers hear a mandatory announcement. The
announcement is played before the call is answered. For more information, see Mandatory Announcement Example 175,

e Calls are queuing against an user's extension
User's can configure their personal announcements. When the user's extension is busy any new calls are held in a
queue against the busy extension until the No Answer Time is reached. The caller will hear the user's personal

announcement before being transferred to voicemail, if available. For more information, see Personal Announcements
173,

4.9.1 Mandatory Announcement Example

The screen below shows an example of a call flow that plays an announcement to any caller to the sales hunt group.
Callers entering at this start point can not bypass the announcement.

= E:l Specific Start Points
. Users

..... % Groups

..... v Short Codes Start Poirt

= [:l Diefault Start Poinks
-------- C:l Yoicemail Pro Administrators

Modules > Sales

(|

The Entry Prompt of the transfer action contains the announcement. After the announcement is played the caller is
transferred to the sales hunt group as specified in the Specific tab. For more information, see Transfer Action[231,

Once the call flow has been created, IP Office needs to be configured so that callers are transferred to the call flow.

In IP Office Manager the destination for the incoming call route is entered as VM:Sales. The incoming call route targets
the voicemail module 'Sales'. As the call flow module name is the same as the hunt group name, if voicemail is
unavailable the call will automatically be routed to the hunt group. The calls will not be lost but the callers will not have
heard the announcement.

If calls are required to only be answered after they have heard the announcement, make sure that the call flow module
name is different from the hunt group name. If voicemail is unavailable the call will not be transferred to the target hunt
group.
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4.9.2 Personal Announcements

Voicemail Pro 4.0+ supports personal announcements that are played when a caller is queuing against a user's extension
number. A call will be held in a queue when the user's extension is busy before passing to voicemail, if voicemail is
available. Personal announcements are enabled in the same way as hunt group announcements (153, but using the User |
Announcements tab in IP Office Manager.

o If the user requires announcements only, voicemail should be turned off for the user.

e Start points can be amended to include other actions. Voicemail Pro 4.0+ allows personal announcements to be
customized using user Queued and Still Queued start points in the same ways as customizing hunt group
announcements|15%. For example, a menu action could be added to the Still Queued start point giving users the
option to continue to hold for the caller or to transfer to reception.

o If voicemail is on the announcements are played until the No Answer Time is reached. The caller is then transferred
to the user's voicemail. The system default setting for No Answer Time is 15 seconds, however it can be set for
individual users.
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4.10 Support for Callers with Impaired Hearing

TTY is a method of sending and receiving text messages within the speech path of telephone calls. The text is entered
and displayed through a TTY device, such as a text phone, connected in parallel with the user's normal telephone. Due to

its widespread usage and support it has become the standard used by devices for the users with impaired hearing or
vision.

Voicemail Pro 1.4 and higher supports the addition of TTY prompts for leaving messages in and collecting messages from
Intuity mode mailboxes. Callers with a TTY device can see the TTY prompts and leave TTY format messages. The mailbox

user, also with a TTY device, can collect and display those messages by following the prompts that are displayed on the
TTY device.

Analog
Phone

T

Device

Woicebd ail Pro Server
with TT Prampts

dr
=

The TTY device and associated analog telephone (linked either by a pass-through port on the TTY device or a telephone
splitter) are connected to an analog extension port (POT) on the IP Office system. During calls the TTY can be used to

display and send TTY messages. The analog telephone can be used to send dialing digits and provide a speech path
during calls.
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4.10.1 Installing Voicemail Pro TTY Prompts

You can select TTY prompts from the list of language options when you install Voicemail Pro. For more information, see
Installation Overview[16%. When the prompts have been installed, the user settings must be configured so that the IP
Office recognizes the TTY device.

There are two ways to configure a user so that they can use a TTY device with Voicemail Pro.

1.The simplest method is to change the user locale in IP Office Manager. This method requires no customization of a
user's mailbox. For more information, see Changing User Locale[174 or refer to the IP Office Manager help or User
Guide.

2.An alternative to changing the user locale to TTY is to change the language setting in the Voicemail Pro call flows for
the user who needs TTY prompts. For more information, see Changing the Language Setting for a Text Phonel175,

4.10.2 Changing User Locale

The locale setting tty is not actually recognized by IP Office Manager. Therefore all aspects of a user's telephony
operation on the IP Office will default to the system's locale setting (System > System > Locale). However, the user
locale setting is transferred to the Voicemail Pro server during mailbox access and so will affect the prompts that are
provided.

To change the user locale:

1.0Open IP Office Manager.

2.1In the Navigation pane, click % User and select the individual user.
3.Select the User tab.

4.Select the option Teletype (Textphone) in the Locale field.
5.Click OK.

6.Click L'E‘ to merge the configuration change back to the IP Office.

4.10.3 Advice for Mailbox Owners Using a TTY Device

To log into their mailbox with a TTY device, such as a text phone, mailbox owners must dial *17 and then take the analog
telephone handset off hook.

When they are connected, users see prompts on the display of the text phone.

For requests such as "Press 1 for ..." users should dial from the keypad of the telephone. For messages followed by GA
(go ahead) users are required to type text using their text device.

For more information, refer to the document "User Guide for Audix TTY Interface" (555-300-710).
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4.10.4 Changing the Language Setting for a TTY Device

An alternative to setting the user locale as TTY is to change the user's language setting in the Voicemail Pro call flows for
that user. Here are two examples.

An Example of Customizing a Simple Mailbox Call Flow
=]

The T11 Select System Prompt Language action can be used to change the prompt language used by subsequent
actions in a call flow. Once the TTY Maintenance Patch has been installed, TTY is one of the selectable languages provided
by the action.

==
In the simplest form, a =11 Select System Prompt Language action set to TTY (Teletype (Textphone)) would be
added to the user's Collect start point and followed by a Get Mail action.

B ¥oicemail Pro Client  { Intuity ) _: -0 x|
File Edit Achions Administration Help

JH& & ma|aed|s o8|/ % 3 £

Bob Jones > Collect

=m
Similarly, a =11 Select System Prompt Language action set to TTY (Teletype (Textphone)), would be added to the
user's Leave start point and followed by a Leave Mail action.

B ¥oicemail Pro Client  { Intuity ) - O] x|
File Edit Ackions Administration Help

JH& & ma|sed|s oo/ % F £

Bob Jones > Leave

------- -% Collect
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An Example of Customizing a Complex Mailbox Call Flow

If required, more complex call flows can be configured. For example, the call flow below allows callers to press * to
receive spoken language prompts or to wait a few seconds for the timeout and then receive TTY prompts.

# Yoicemail Pro [ IP Dffice ]
File Edit Acton:  Adminiztration Help

[Hd&| 4 ma|

e r® |/ % 3 £ B 4

=] E3

= C:J Specific Start Points _I Extn20G > Leave
[“J ﬂ |zers

..... g‘ Extn206
ﬂé Callect

III!]EI Hn—-nu
1:; Short Codes [Timeout
.I:' F"-| Mafault Stark Painks ;I

- E'l Modules

1 iSuccess
IFaiIure

In this case, messages are left in the same mailbox, but callers can select to have spoken prompts or default to TTY

prompts.

For hearing impaired users who cannot handle spoken messages, the call flow for callers who select spoken prompts
could have place those messages into an alternate mailbox of a hearing user. These could then be collected and

transcribed for the user.
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4.11 Changing Language

Voicemail Pro can be used in a wide range of languages. For external callers, the Voicemail Pro tries to match the Locale
setting of the IP Office system. For internal callers, if they have a different user locale in their user setting,
VoicemailProtries to match that language.

With centralized Voicemail Pro, the default locale is that of the central IP Office. If users on the remote IP Office want
different language prompts, each of their user locales must be changed separately.

If prompts for a required language are not installed, Voicemail Pro has a set of rules that it follows to find the best
alternate language. For example if prompts are not available for users with their locale set to French Canadian, Voicemail
Pro looks for French prompts instead. If French prompts are not installed, it looks for English US and finally English UK.
For more information, see Supported Languages/ 123,

The language played to a caller can be changed during a call. This is achieved using a Select System Prompt action.
For more information, see Changing the Language of System Prompts[178,,

4.11.1 Supported Languages

The voicemail system provides prompts to callers and mailbox users based on the Locale that is set in the System form
of IP Office Manager.

If the necessary set of language prompts is not available, the nearest available match is used. The list shows the first
choice language prompts that Voicemail Pro will try to use, followed by the second choice and so on. For example, if
prompts for users with their locale set to French Canadian are not available, Voicemail Pro looks for French prompts
instead, then English US and finally English UK. The abbreviations shown in the table indicate the language prompt folder
used in order of precedence.

Voicemail Pro server prompts can be installed in the following languages:

Brazilian Portuguese: ptb > pt > en. Greek: el > en.
Chinese (Cantonese): zzh > en > enu. Hungarian: hu > en.
Chinese (Madarin): ch > en > enu. Italian: it > en.
Danish: da > en. Korean: ko > en.
Dutch: nl > en. Latin Spanish: eso > es > enu > en.
English UK: en. Norwegian: no > en.
English US: enu > en. Polish: pl > en.
Finnish: fi > en. Portuguese: pt > ptb > en.
French: fr > frc > en. Russian: ru > en.
French Canadian: frc > fr > enu > en. Spanish: es > eso > en.
German: de > en. Swedish: sv > en.
Turkey!1l: trk > tr > enu > en.

1. Turkish prompts are not provided or installed but the Turkish locale is recognized. English (US) prompts are used if
installed, otherwise English (UK). Fallback route added as part of Voicemail Pro 4.2.

e TTY (Teletype (Textphone)) is included in the list of installable languages even though it is not a language. TTY is a
text-based system that is used to provide service to users with impaired hearing or vision. For more information, see
Support for Callers with Impaired Hearing:Overview [173),

Individual users can have their own Locale setting. Voicemail then provides them with the appropriate language prompts
if they are available. This is set either through the IP Office Manager User form or through the language choice on some
telephones. For more information, see the appropriate telephone User Guide.

The availability of a language in voicemail does not necessarily indicate support for IP Office in a country that uses that
language. Contact your local Avaya office for details of which countries support IP Office.
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4.11.2 Changing the Language of System Prompts

L=
With the 21 Select System Prompt action you can change the language that is used in a call flow from that of the IP

Office system or the mailbox user's locale.

A step by step example that illustrates how to use the Select System Prompt action is provided here.

e The Select System Prompt action changes the default language prompts but not any custom prompts. To change the
custom prompts you need to use the $LOC variable in the path to the custom prompt files. For more information, see
Changing the Language of Custom Prompts[178\.

Example

In a small hotel, Voicemail Pro is providing mailboxes for rooms. To assist the room users, we want to start message

collection by letting them indicate their preferred language for Voicemail Prompts.

1.

3.

First a module for language selection was created.

Modulez > Language 5elect

Start Pairt

F 8 English

Spanizh

771

The module contains a Menu action with a Select System Prompt action set to the required language for each

key press.

. :i|

For the Menu action an Entry Prompt was recorded asking the user to indicate their language choice; "Press
1 for English, 2 por Espafol, 3 pour Francais".

The Select System Prompt actions were all connected Module Return actions.

Next the default start point for message collection was altered. The Language Select module and a Get Mail

action were inserted.

Local

B Yoicemail Pro Client  { Intuity ) -
File Edit Actions  Administration  Help

8.5 8|1

|Hé 4 =@

|

=101 x|

- Bga -
]

-2 Specific Start Points
[—'_lt:l Drefault Start Paints
ﬂé Leave
=83 Callback
'@ Queued
ﬂé Still Queved

-------- t:l Woicemail Pro Administrators

E|E' Modules
-@ Language Select

Default Start Points > Collect

I ngllsh
ISpanlsh
IFrench

% EIIm
INe:-:t

|Free Space:- 4.943 GB Total Space:- 9.766 GB

The actions for language selection could have been inserted directly into the call flow. However, by doing it as a
module the language selection process can be reused in other start points.
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Administration: Changing Language

4.11.3 Changing the Language of Custom Prompts

Instead of using multiple return points from a Language Select module (one for each language) and linking to separate
Get Mail actions (each with an Entry Prompt in the required) language, you can use a single Get Mail action.

To change the language of custom prompts:

1.Through the Get Mail action's properties, record an Entry Prompt for US English users and save it as enu\custom
\getmail.wav.

2.Record a similar prompt for French Canadian users and Latin Spanish users. You need to use the same file name each
time and save each file in a different language folder.

Propetties for Get Mail 7] x|

General | i Specific Hepurtingl Hesultsl

i 27 K 9P <y

Order | Prammpt | Lenagth [2] |
1 enuhcLuztomhget_mail wasy 5.0
2 frehoustormaet_mail veay Al
3 ezmhcustomhgetmail way 6.0

v Allow prampts to be interpted by Tones

ak Cancel Help

3. Delete all except one of the entry prompt entries. That this does not delete any of the recorded prompts.

4.For the remaining entries, change the file path by inserting $LOC in place of the language folder name, for example
$LOC\custom\getmail.wav.

Properties for Get Mail i |

General | Specific Hepn:nrtingl Hesultsl

ok 57 K AP

Crder | Frompt | Length [z] |
1 FLOCKcustormhget_mail way 0.0

v &llow prompts bo be intermupted by Tones

] 4 Cancel Help
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4.12 Mobile Twinning

Mobile Twinning is a licensed feature. If Mobile Twinning is enabled in IP Office, a user can send internal and external
calls to an external number, for example, their mobile telephone.

e Both the internal and external telephones ring when a call is received. The call can be answered from either telephone.

o If the feature Do Not Disturb (DND) is active for the user, any callers to the internal extension number will hear the
busy tone and the external telephone will not ring. If a caller is entered in to the DND exception list, for example using
the application Phone Manager, only the internal telephone will ring.

e If any of the forward options are active, both the external and the telephone where the calls are forwarded to will ring.

o If the Follow Me option is active, only the telephone that the calls are forwarded to will ring. The external telephone
number will not ring.

Within Voicemail Pro you can administer the mobile twinning features using call flows. Mobile twinning can be turned on
or of and the external twinning number entered.

In a call flow the Generic action is used to control Mobile twinning. Within the Generic action details are entered in the
specific tab. In the generic 'free format' field, the following syntax can be added.

e CFG:Set MattR twinning_type Mobile
Used to turn the Mobile twinning on for the named extension MattR. The extension number can be entered instead of
the named extension. If mobile twinning has been previously used and then turned off, the previous mobile twinning
number will become active.

¢ CFG:Set MattR twinning_type Internal
Used to turn the Mobile twinning off for MattR.

e CFG:Set MattR mobile_twinning_number $KEY
Used to set the mobile twinning number.
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4.12.1 Example Call Flow

This example creates a Voicemail Pro module that allows a user to turn Mobile Twinning on or off. They can also set their
mobile number. The example sets the mobile twinning for extension 203.

Enable Mobile Twinming

INE:-:t

Modules > Mobile Twinning 'JC)
>

%_ﬁ “allect Mew Mokile Twinning Mo,

IDTMF [rata

[Ho DTHF Data

To create the example call flow:
1.Create a new module called Mobile Twinning.
2.Add a menu action with the menu options 1,2 and 3. Add a prompt to tell the caller the options available.

3.The option to turn mobile twinning on needs to be added.

- Click the é‘;ﬁ Basic Actions icon and select @ Generic.

- Change the token name to Enable Mobile Twinning.

- Click the Specific tab.

- Enter the command CFG:Set 203 twinning_type Mobile.
- Click OK.

4.The option to turn mobile twinning off needs to be added.

- Click the é‘;ﬁ Basic Actions icon and select @ Generic.

- Change the token name to Disable Mobile Twinning.

- Click the Specific tab.

- Enter the command CFG:Set 203 twinning_type Internal.
- Click OK.

5.The ability to enter the mobile number needs to be added.

- Click the ﬁ Telephony Actions icon and select @ Alphanumeric Collection.
- Change the token name to Collect New Mobile Twinning No.

- Record an Entry Prompt to tell the user to enter their mobile twinning number.

- Click OK.

6.An action needs to be added to set the mobile number.

- Click the é‘;ﬁ Basic Actions icon and select @ Generic.

- Change the token name to Set Mobile No.

- Click the specific tab.

- Enter the command CFG:Set 203 mobile_twinning_number_$KEY.
- Click OK.

7.The actions need to be connected and then the changes need to be made permanent.
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Create a short code to test the call flow.

1.In IP Office Manager, add the following short code. This example uses *¥90 but any short code can be used.

Code *90

Feature Voicemail Collect
Telephone Number "Mobile Twinning"
Line Group ID 0

Locale [leave blank]
Force Account Code [leave blank]

2.Save and merge the configuration to the IP Office unit.
3.Test the short code by dialing *90 from extension 203.
Press 1 to turn mobile twinning on for extension 203.
Press 2 to enter a new mobile twinning number for extension 203.

Press 3 to turn mobile twining off for extension 203.

Voicemail Pro
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4.13 Remote Voicemail Notification

A user can be set up to receive notification of new voicemail messages when they are away from their main extension.
There are two ways that notification can be implemented.

¢ Voicemail Callback
A service whereby the Voicemail Pro calls a specified number whenever the user receives a new voicemail message.
Callback requires a callback start point to be created in Voicemail Pro and a callback number entered in IP Office
Manager. For more information, see Setting up Callback Overview [184),

e Voicemail Outcalling
A service where voicemail notification can be configured to specific external numbers and the notification escalated if
the message is not listened to. Outcalling can be configured by any user of voicemail in Intuity mode. For more
information, see Outcalling Overview[188,

Note

e Both the Callback and OutCalling features are separate from voicemail ringback. Ringback alerts the user's own
extension whilst Callback and OutCalling will provide voicemail notification to an external location, for example a mobile
telephone or pager.
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4.13.1 Callback

Voicemail callback is a service whereby the Voicemail Pro calls a specified number whenever the user receives a new
voicemail message. When the callback is answered, the system announces the outbound alert and waits for a key press
for confirmation before continuing with the associated call flow. For more information, see Setting Up Voicemail Pro
Callback/184,

This service requires configuration of a callback start point in Voicemail Pro and entry of a callback number through IP
Office Manager. For more information, see Using a Play Configuration Menu Action [185,

4.13.1.1 Setting Up Callback

The call flow created below is a very simple example. In practice you could include a menu that allows the user access to
other features. For example access to a Play Configuration Menu action would allow the user to remotely change various
mailbox settings including their callback number. For more information, see Using a Play Configuration Menu Action[185,

Bob Rogers > Callback

Start Point Y Gt Mail

To set up the callback:

1.Under t:l Specific Start Points, right-click @ Users and select Add.

2.In the Name field, enter the user's mailbox name. Select the Callback entry point and select OK.

3. Within ,ﬁ select @ Callback.

4.Add a E‘:i Get Mail action and under the Specific tab, in Mailbox enter the user's name again or extension number.
- Important

Record an entry prompt for the first action in the callback call flow. Experience with connection to some cell
phone systems has revealed that this entry prompt may need to be up to 20 seconds in length.

5.Connect the [> Start Point and the Ii‘:.i Get Mail action.

6. Click % Save and Make Live and select Yes.
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The Default Callback Start Point
In the example above a callback call flow was created for an individual users. The Default Callback start point can be
used to create a default callback call flow for all users.

If the Default Callback start point is used, it must be designed so that users have to indicate which mailbox they are
accessing. In the simple call flow used above, this can be done by entering ? in the Mailbox field of the Get Mail action.

The callback number is initially set through IP Office Manager.

To set the user's callback number:

1.In IP Office Manager, open the system's configuration.

2.Click %User to display a list of existing users.
3. Double-click the user for whom callback is being set up.
4.Select the Voicemail tab.
- In Voicemail Code, enter a pin code and confirm this in Confirm Voicemail Code.
5.Select the Source Numbers tab. Right-click and select add to add a new number.

- Callback Number
Enter P followed by the destination telephone number. If you system requires an external dialing then that prefix
must be included, for example P901923555456. If connecting to a cell phone or pager system that expects digits
in separate sets, use , (comma) characters to add pauses to the telephone number dialing.

 Trusted Source
If calls from the callback number include ICLID, you can set that number as a trusted source. In that case no request
for the user's voicemail code is made following the callback. Enter V followed by the CLI displayed on calls from the
callback number, for example V01923555456.

6.Click OK.

7.Click L'E‘ to send the configuration back to the IP Office. If the only changes made were to user settings, select Merge
Config.

4.13.1.2 Using a Play Configuration Menu Action

The callback call flow below is more advanced than the previous example. It allows the user to check messages, transfer
themselves to another extension and to alter several aspects of their mailbox configuration.

Bob Rogers » Callback

- ) LULER]
Start Point R b eny

INn:n.-'l'-.nswer :_}ﬁ

IBus_l.l

Of main interest to a callback user is the ﬁ Play Configuration Menu action. This action allows the remote user to alter
their extensions forwarding and voicemail operation. Option 9 in the menu played to the caller allows them to change the
callback number.

To exit a Get Mail or Play Configuration Menu action and follow the call flow to the next action, the user should press
0 (not supported for Get Mail in Intuity mode).
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4.13.2 Outcalling

The Outcalling feature is only available when using Voicemail Pro 4.0+ in Intuity mode.

Voicemail Pro can be configured to send notification that a new message has been received in a user's mailbox. It will call
a specified number and when answered, will prompt the user "This is IP Office. <your name>, you have new messages.
To access your messages, please enter your extension number and press hash. To avoid further notification of these
messages, press * #". If any other action is taken then the outcalling notification attempt is treated as unanswered.

Retries

If an outcalling notification attempt is not answered, the voicemail server can make another attempt. The number of
retries, up to 10, and the delay after a failed notification attempt can use either system default or the users own defined
settings.

Destinations

The mailbox user can define up to 5 destination numbers to be used with outcalling. The destinations must include any
external dialing prefixes required for the IP Office system. For each destination a ring time can also be defined (default
15 seconds) after which the voicemail server disconnects the call.

o Desk.

e Home.

e Mobile.

¢ Delegate (called Secretary in some locales.

e Other.

Escalation List

The user can choose to use an escalation list, which combines several of their destinations into a sequence that will be
tried as part of a single outcalling notification attempt. Up to 9 destinations can be included in the list and the same
destination can be used more than once. Use of the escalation list counts as a single outcalling notification attempt.

e For Voicemail Pro 4.2+, users using Phone Manager 4.2+ can specify a delay to be used between the call to each
destination in their escalation list.

Configuration Methods

e System Settings
The Voicemail Pro can be configured with a set of default times for when outcalling is used, the number of retries
for outcalling notification and the interval after a failed notification attempt before the next retry. For more
information, see Setting the Outcalling Preferences/104,

e User Mailbox Settings
Mailbox owners can configure their outcalling options using their telephone, for example, entering the destination
telephone numbers. Details on how to configure outcalling for individuals can be found in the Intuity Mailbox
guide.

 Phone Manager Control
For Voicemail Pro 4.2+, users with Phone Manager 4.2+ can configure their own outcalling settings using Phone
Manager. This includes setting their own number of retries and the interval before any subsequent retry. When
using an escalation list, this interface also allows the user to set a delay to be used between each number in the
escalation list.
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4.13.2.1 Setting the Outcalling Preferences

The preferences in Voicemail Pro are set for global operation. Mailbox owners can configure their outcalling options from
their telephone, for example, create their own time profile. Details on how users can configure outcalling is found in the
Intuity Mailbox guide.

To set the global outcalling preferences:
1. Display the main Voicemail Pro window.
2.From the Administration menu, select Preferences > General.

3.Click the Outcalling tab.
Generall Direu:tu:-riesl AP I Hnusekeepingl SHMP Alarm  Dutcaling |
—System Times:

Prime Times

Peak Times: IDEI;IJIJ j I‘I 730 j

—System Retry Setting

MHumnber of Refries: R ety [nteryal:
IE "I F et | [nterval [ming] |
1 st 1
2nd a
3rd 10
4 th 15
B th an

4.Select the times that outcalling is active in the System Times section.
Prime Times - The time period that outcalling is to be active as default for the system.
Peak Times - The busiest working hours.

5.Set the retry settings in the System Retry Settings section.

- The Number of Retries can be between 0 and 10. If the message is not collected after the last retry, no notification
is sent until another new message is delivered in the user's mailbox.

- The Retry Interval are set for each retry attempt. The interval is the length of time between each attempt to ring to
targeted number again. The 6th to 10th retries use the default retry interval.

Double-click a selected retry time to edit the interval between retries. The New interval number window opens
where the length of time between each attempt to ring the target number can be changed. Click OK to save the
change and return to the Outcalling window.

6.Click OK.

7.Click % Save and Make Live and select Yes.

A timeout value can be set by a user. This is how long outcalling will attempt to call a number before giving up. For more
information, see the Intuity Mailbox guide.
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Chapter 5.

Using the Voicemail Pro
Client
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5. Using the Voicemail Pro Client

This section describes how you can customize the operation of the Voicemail Pro server using the Voicemail Pro Client.
The Voicemail Pro Client enables you to work on several servers remotely. You do not need to visit each one on site. For
more information, see Starting the Voicemail Pro Client[123,

The default operation for Voicemail Pro is to emulate Voicemail Lite by providing voicemail for all users and hunt groups.
Voicemail Pro Client is used to program actions for users and hunt groups who require facilities that differ from those
provided by a standard mailbox. With Voicemail Pro you can also program a series of voicemail actions triggered by
dialing a short code.

The main sections of Voicemail Pro Client are:

e Actions
Individual actions can be used within a Voicemail Pro call flow. For more information, see Voicemail Pro Actions:
Overview. [20d)

¢ Modules
Modules are a sequence of pre-programmed actions used to simplify Voicemail Pro programming. For more
information, see Creating Modules:Overview[259,

e Conditions Editor
The Conditions Editor is used to amend voicemail operation according to factors such as the time of day. For more
information, see The Condition Editor:Overview 268,

e Campaigns
Voicemail Pro campaigns can be created that ask callers a series of questions. A callers response can be recorded,
either spoken or through the telephone keypad. For more information, see Creating Campaigns:Overview[338,,

Preferences can be changed using the Voicemail Pro Client. Details about changing the preferences are covered in the
Configuring Voicemail Pro section. For more information, see Changing Preferences! 97,
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Using the Voicemail Pro Client:

5.1 The Main Voicemail Pro Window

The Voicemail Pro Client is a Windows interface used to customize the Voicemail Pro Server.

Start Points Mavigation Pane Title Bar Toolbar

=1k
"‘/‘ﬁ'@"ﬁ"-ﬁv‘v..l;a.

B Yoicemail Pro Client  { Intuity }- Local
File Edit Actions  Administratidn  Help

|H&| & ml)| 2 &0 -5 o8

E|tj Specific: Start Points

Users

% Groups .
Ca Short Codes AVAyA

tj Default Start Paints

o tj Yoicemail Pro Administrators .

------- E‘ todules

|Free Space:- 4.943 GB  Total Space:- 9.766 GB &

Modules Mavigation Pane Details Pane

The parts of the Voicemail Pro Client window are:

e Title Bar
The title bar indicates the telephony interface that is being used, namely IP Office or Intuity. If you are working offline,
the title bar displays Offline. If you are working online, the name of the connected server is displayed. For more
information, see Logging in to the Voicemail Pro Server[123,

e Toolbar

The toolbar across the top of the window provides access to the Voicemail Pro options via icons instead of the menus. For
more information, see Toolbar Icons[192),

o Start Points Navigation Pane
The upper left Navigation pane contains an expandable/collapsible list of customizable voicemail start points. For more
information, see Start Points:Overview[195),

e Modules Navigation Pane
The lower left Navigation pane contains a library of voicemail modules. For more information, see Creating Modules:
Overview[258),

¢ Details Pane
The details pane shows either:

¢ Columns of information for the user or group specific start point selected or for the Voicemail Pro Administrator
selected. You can click a column heading to sort the content. For more information, see Start Points:Overview [195),

e Visual representation of a call flow from either default start points or a module. For more information, see Creating
Modules:Overview 258,

Voicemail Pro Page 191
IP Office 15-601063 Issue 20b (11 July 2008)



5.2 Toolbar Icons

The Voicemail Pro screen includes the following icons. These may be grayed out according to which area of the Voicemail
Pro screen is currently active.

Save as. For more information, see Saving Changes and Making them Live[193,,

Save & Make Live. For more information, see Saving Changes and Making them Live[193,

Cut: Removes currently highlighted text and copies it to the Windows clipboard.
Copy: Copies currently highlighted text to the Windows clipboard.
Paste: Pastes the contents of the Windows clipboard to the current cursor position if appropriate.

Add Start Point. For more information, see Using Start Points[198,

Edit Start Point. For more information, see Using Start Points[19%),

Delete Start Point. For more information, see Using Start Points[198,

Preferences. For more information, see Changing Preferences! 97,

User Defined Variables. For more information, see User Defined Variables[257,

Conditions Editor. For more information, see The Conditions Editor:Overview [268),

Campaigns. For more information, see Creating Campaigns:Overview [338),

Connection. For more information, see Connections[202,

Basic Actions.
Mailbox Actions.
Configuration Actions.
Telephony Actions.

Miscellaneous Actions.

Condition Actions.

Database Actions.

PEREAEBEALDIENRERERSRRRES <O

Queue Actions.

| =
Lo
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5.3 Saving Changes and Making them Live

Voicemail Pro settings, such as call flow details, are stored in a database file (Vmdata.mdb). To be used by the
Voicemail Server they must be saved as a Root.vmp in the voicemail server folder. To find out how to set the location of
this folder, see Setting the Location of Voicemail System Files[108,,

To save configuration changes without making them live:

1.Choose H Save as to save the database as a .vmp file with the name that you specify. You can then copy the file to
other systems.

To save configuration changes and make them live:

1.Choose % Save & Make Live to save the settings in a file called Root.vmp in the voicemail server folder.

If you are working remotely in Offline mode ,you are prompted to select whether to save your changes to the local
database or to the remote server.

5.4 Importing and Exporting Call Flows

You can import or export all Voicemail Pro settings at once (in database file .mdb file) or as individual modules. A
module file (.mod) can contain one or several modules. Importing and exporting might be useful when you are
upgrading a system so that you do not need to recreate the settings or modules.

Important
e Importing and exporting does not apply to prompts. Prompts must be moved as separate items or re-recorded.

¢ When you import a database file the contents of the existing database are replaced.

To export a file:
1.From the File menu, select Import or Export.
2.Select Export call flows.
3.Click Next.
4.Enter the name of the file that you want to export.
- Alternatively, click Browse, select the type of file to export either the entire database or a module and click Open.
.Click Next.
.Module files can contain several modules, select the module required.
.Click Next.

.Click Finish. The selected file is exported.

O 0 N O un

.Click Close.

To import a file:

1.From the File menu, select Import or Export.
2.Select Import call flows.

3.Click Next.

4.Enter the name of the file that you want to import.

- Alternatively, click Browse, select the type of file to export either the entire database or a module. If a module of
the same name already exists it is overwritten by the imported module.

- Click Open.
.Click Next.
.Module files can contain several modules, select the module required.
.Click Next.

.Click Finish. The selected file is imported.

O 0 N O un

.Click Close.
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10.Click ﬁ Save & Make Live before you close the Voicemail Pro Client to apply the imported file. The existing
database is overwritten and a backup copy is saved in the folder DB Backup.

5.5 Including Other Files

In some special circumstances it may be necessary to include the settings of an existing .vmp file into the Voicemail Pro
settings.

To include other files:

1.From the File menu, select Includes. The Configuration Includes window opens.
Configuration Includes : il

—FPleaze add ar remaove any file inchision

MEB these files paths are relative to the Yoicemail Server
directany:
"C:\Program Fileshdwayah P Office\Yaoicemail ProhWidh

| pdate Cancel Help

2.Click 47, the New Include File opens.

3.Select a file to include.

4.Click Open.

5.Click Update to update the Voicemail Pro file settings.

Notes

e If you use included files, the Voicemail Pro database contains only a pointer to the name and location of the files and
not the actual files. Therefore you should not move or rename an included file. It is strongly recommended that before
you include a file, you place it in the same folder as Root.vmp.

o Click % if you need to remove an included file. The highlighted file is removed but not deleted.
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5.6 Start Points

Voicemail Pro consists of a number of start points. When the voicemail server receives a call, it looks for a matching start
point and if it finds one it then provides a series of actions linked to that start point. If no match is found then it provides
standard voicemail functions to the call.

Start Points Mavigation Pane

B ¥Yoicemail Pro Client  { Intuity ) -
File Edit Actions Adminiskratign  Hel

lHé& 4 mm||2 .

-I_:_I-----t:l Specific Start Paointz }
Users

é Groups

tﬂ Short Codes

Eﬂ-----{j Drefault Start Points
-------- t:l “Waicemal Pro Administrators

------- E‘ Modules

The Navigation pane contains an expandable and collapsible list of start points. These can be start points for individual
users, hunt groups, short codes and default start points.

t:l Specific Start Points
This folder contains the start points for users, groups and short codes.

@ Users

This folder contains start points set up for individual users. When selected a list is shown in the details pane containing
the mailbox owners names and the names of any call flows that have been assigned to the selected mailbox. Other
details shown include:

¢ The extension number associated with the mailbox.

e The size of the mailbox measured by the amount of space, in KB, that is taken up by the .wav files in the specified
user’s mailbox folder.

e The number of new, old and saved messages in the mailbox.

e The date when anyone last logged into the mailbox.

""" ﬁ This is a user who has one or more start points configured. It can be expanded to show the
differen_t start points.

. = Collect - Used when the user rings voicemail.
. Leave - Used for calls to the user that are redirected to voicemail.

. % Callback - Used when voicemail rings a user to inform them of messages in the user's mailbox.
FoL more information, see Setting up Voicemail Pro Callback[184),

. Queued & Still Queued - Used when calls to the user are queued. For more information, see
Personal Announcements[172,,

@ Groups

This folder contains start points set up for hunt groups. When selected a list is shown in the details pane containing the
mailbox owners names and the names of any call flows that have been assigned to the selected mailbox. Other details
shown include:

e The extension number associated with the mailbox.

e The size of the mailbox measured by the amount of space, in KB, that is taken up by the .wav files in the specified
user’s mailbox folder.

e The number of new, old and saved messages in the mailbox.

e The date when anyone last logged into the mailbox.
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differen_t start points.
. % Collect - Used when someone accesses the group's mailbox.
. % Leave - Used when calls to the hunt group are redirected to voicemail.

. % Queued & Still Queued - Used when calls to the group are queued. For more information, see
Customizing a Hunt Group Call Flow [156),

1:-.# Short Codes
This folder contains any start points set up for particular short codes. Short code start points require the Telephone
Number entry of the matching short code in the IP Office Manager to be set up in a particular way. For example, if a
Start Point for short code *88 is set up, the settings for short code *88 in the IP Office Manager application must be as
follows:

e Short Code: *88
e Telephone Number: *88

e Feature: Voicemail Node.
The above will allow internal callers to access the start point. To allow external callers access, an Incoming Call Route
should be set up with the destination *88.

. % An individual short code on the IP Office. This requires a matching special short code to be set up
in Manager.

t:l Default Start Points

Rather than set up individual start points for every user and group, you can also program actions against the default start
points. These will then be used for all calls received by the Voicemail Server that don't match a specific start point. For
more information, see Default Start Points[19%,

t:l Voicemail Pro Administrators

When the Voicemail Pro Administrators folder is selected a list is displayed in the details pane. The list contains the name,
type and status of the administrators. Details can be added, amended or deleted. For more information, see Adding an
Administrator[125,

=" Modules

Modules are reusable sets of actions. They allow you to create a sequence of actions that you can then use within any
other start point's call flow. Any changes to the module will affect all the start points using that module. This simplifies
the programming of actions if a number of start points use the same sequence of actions. Using modules also reduces
the size of the call flow. For more information, see Creating Modules Overview [25%,
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5.6.1 Default Start Points

The default start points can be used to create a sequence of actions that will be applied to all suitable calls unless a
specific start point exists.

. % Collect - Used when a caller attempts to access a mailbox.

Leave - Used when a caller is redirected to voicemail.

. % Callback - Used when the voicemail calls a user to inform them about messages in a mailbox. For more
information, see Setting up Callback 184,

. % Queued - Used for callers queuing for a hunt group or user. For more information, see Customizing Queue
Announcements[158,

. % Still Queued - Used for callers queuing for a hunt group or user. For more information, see Customizing Queue
Announcements[15¥,

When a default start point is used, the following actions can attempt to recognize who the presumed user is (the internal
user calling or being called) and access the matching mailbox for that user (unless the action specifies another mailbox).

o Get Mail Action. For more information, see Mailbox Actions, Get Mail Action 228\,

o Leave Mail Action. For more information, see Mail Box Actions, Leave Mail Action (22,

 Play Configuration Menu. For more information, see Configuration Actions, Play Configuration Menu /22,

« Listen Action. For more information, see Mailbox Actions, Listen Action[222,

o Record Name Action. For more information, see Configuration Actions, Record Name Action 225,

« Edit Play List Action. For more information, see Configuration Actions, Edit Play List Action 225

The following actions will automatically recognize who the presumed user is and then use that user's voicemail reception
settings (unless the action specifies another mailbox).

« Transfer Action. For more information, see Telephony Actions, Transfer Action[23h,

« Assisted Transfer Action. For more information, see Telephony Actions, Assisted Transfer Action[238).

e Whisper Action. For more information, see Telephony Actions, Whisper Action[23,
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5.6.2 Using Start Points

Start points can be for individual users, hunt groups, short codes or default start points. All start points can be added,
edited (198, renamed (198 or deleted[198),

To add a start point for a User or Group:
1. Either click l@Users or @Groups and then ﬁg-|- The Adding a new window opens.

- Alternatively, right-click l@Users or @Groups and select Add.
2.Select the name that matches the user or group on the telephone system.
- To add all users or groups check the option Add all users.
3.Select the types of start points required.
- The start points Collect, Leave, Callback, Queued and Still Queued are available for both users and groups.

4.Click OK.

To add a start point for a short code:
1.Click =H#iShort Codes and then ﬁg-|- The Adding a new short code window opens.

- Alternatively, right-click ICILIIShort Codes and select Add.
2.Enter the short code.

- Short code start points require the telephone number entry of the matching short code in the IP Office Manager
application to be set in a specific way. For example, if a start point for short code *88 is set up the settings for short
code *88 in the manager application must be as shown below. The short code will allow internal callers to access the
start point. To allow external callers access, an Incoming Call Route should be setup with the extension *88.

- Short code: *388
- Telephone number: *88
Feature: Voicemail Node.

3.Click OK.

Any start point can be edited. However, if you de-select an existing start point, you will delete all actions associated with
it.

To edit a start point:
g
1.In the Navigation pane of the main Voicemail Pro window, select the start point to edit and click . The Editing start
point window opens.
- Alternatively, right-click the start point and select Edit.
2.Make the required changes.

3.Click OK.

To delete a start point:

1.In the Navigation pane, select the start point to delete and click é‘;
- Alternatively, right-click the start point and then select Delete.

2.You are asked if you are sure that you want to delete the selected start point.
- Click Yes to delete the start point.

- Click No to cancel the deletion.

Voicemail Pro Page 198
IP Office 15-601063 Issue 20b (11 July 2008)



Using the Voicemail Pro Client: Start Points

To rename a user, group or short code start point:

1.In the Navigation pane, right-click the user, group or short code and select Rename. The New start point name
window opens.

2.Type the new name.

3.Click OK. The start point is renamed.
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5.6.3 Viewing Call Flows as Text
For support calls and diagnostic purposes it can be useful to view Voicemail Pro modules and start points as text files.
You can then display the contents of the text file on the screen. The file can be changed as you would change any other

text file.

To view a start point or module as text:

1.Select File menu > View as Text. A Notepad window opens. The txt file contains information of all Conditions and
Campaigns as well as all call flow details.
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5.7 Voicemail Pro Actions

When a start point has been added, it can be linked to an action. Each action can have one or several results, depending
on the type of action, and each result can be linked to a subsequent action. In this way you can build up a call flow.

Each action can have a number of results (true, false, no answer, busy). The types of results depend of the type of
action, most actions having just a 'Next' result. Each result can be used as a connection point to another action. For more
information, see Connections[202),

A set of actions and connections can be combined and reused as a module. Modules are reusable sets of actions. They
allow you to create a sequence of actions that you can then use within any other start point's call flow. Changes to the
module will affect all start points using that module. This simplifies the programming if a number of start points need the
same sequence of actions. For more information, see Creating Modules:Overview [25%,

You can double-click an action to display the properties in a series of tabs. Many actions share the same standard tabs
but each usually also has a specific tab that contains options unique to that action's function.

The standard tabs of an action are:
e General. For more information, see General Tab/[208,

o Entry Prompts. For more information, see Entry Prompts Tab[20%,

o Reporting. For more information, see Reporting Tab[218),

o Results. For more information, see Results Tabl21h,

To add an action:

1.Select the start point to which you want to add an action.

2.Click in the Details pane.

3.Click Actions and select the type of action that you want to add from the list, for example Basic Actions.

4.From the submenu, select the required action. For example, if you selected Basic Actions, you might choose Speak
Text. The cursor changes to show that you have selected an action to add.

- Alternatively on the toolbar, click the icon for the required type of action and then select an action from the
submenu.

5.Click in the details pane, where you want to place the action. The new action is added. You can now edit the action and
add connections to it.

You can change the properties of an action. For example, If you selected the Speak Text action you can specify the actual
text to be spoken when an action is taken.

To edit an action:

1. Double-click the action in the details pane or right-click it and select Properties. The Properties window opens. Details
of the selected action are contained in a set of tabs.

2.Select a tab and change the action properties as required.

3.Click OK when you have finished.

If an action is no longer required, you can delete it from a start point call flow.
To delete an action:

1.In the Details pane where the actions are displayed, click the action to delete.
2.From the Edit menu, select Delete or right-click the action and select Delete.

3.The selected action is deleted.

For more information about the actions that are available for use in call flows, see Available Actions:Overview [203),
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5.7.1 Connections

The actions that are added to a start point must be connected before they can be used. The sequence of the connections
determines how the call is routed through voicemail.

Each action can have a number of results (True, False, No Answer, Busy). The types of results depend of the type of
action. For each result, a connection can be added.

e Most actions only have a Next result, i.e. a single connection to the next action.

e Other actions may have two results, for example True or False. Each of these results represents a connection point
for different following actions.

e Some actions may have multiple results. For example, the Assisted Transfer action has results for Next, No Answer
and Busy. Each of these results represents a connection point for different following actions.

o If a result occurs, for which no connection to a following action has been set, either the call is disconnected or, if it
came from a hunt group queue, it is transferred back to the queue.

e Within modules, all connections should end in another action or in a Module Return action.

To add a connection:

1.Click the l'"icon.

2.Click and drag the cursor from action's result that triggers the connection to the action that should follow the
connection.

To delete a connection:
1. Click the connection to delete. It is displayed in red.

2.Press Delete. The connection is removed. Alternatively, either select Edit and then Delete or right-click and then
select Delete.
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5.7.2 Available Actions

Once a start point has been added, it can be linked to an action. The available actions are divided into the following
groups:

. [> Start Point
This special action is present by default in all call flows. It is simply the start point for the call flow to which other
actions can be linked. While this action has General, Entry Prompts, Reporting and Results tabs they should not be
used. Any settings added to those tabs will be ignored and should be applied through the tabs of the first
additional action added to the call flow and linked to the Start Point.

f"‘% Basic Actions
These actions are chiefly used to control the routing of a call between actions.

. @ Generic Action 213
Can be used to simply play a prompt to the caller through its Entry Prompts tab. It can also be used to enter
custom commands for the voicemail server.

F=]
. {5_ Speak Text Action /215
Allows text to entered and then played to the caller. Requires TTS to be installed and licensed.
s
o mm Menu Action /216
Branch according to touch tone selection.

« ™ Goto Action /2%
Go to another start point.

. %* Disconnect Action[21%)
Disconnect the call.

. ﬁ Home Action/[21$
Return to the start point.

« i% Module Return Action[21%
Return to the start of a module.

% Mailbox Actions

These actions relate to the leaving and collecting of messages from a mailbox.

. E‘:i Get Mail Action[228)

Collect messages in a mailbox.

. @ Leave Mail Action(22h
Leave message in a mailbox.
g

o I Listen Action/22®
Record to a mailbox.

. “'@ Voice Question Action[223)
Record response to a prompt.

. ﬂ;ﬁ Campaign Action/[22%
Access a campaign to read or leave messages.

ﬁ Configuration Actions
These actions allow a caller to change the settings of a user or hunt group mailbox.

ik
. ;-‘z)'i Edit Play List Action[22%
Re-record a prompt.

.r'"
. M Record Name Action /225
Re-record a mailbox name.

. ﬁ Play Configuration Menu Action 228
Change user or group settings.
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-
o I11iSelect System Prompt Language Action(22h
Change the prompt language.

ﬁ Telephony Actions
These actions relate to telephony functions such as call transfers.

. Variable Routing Action 228
Route on a match to a variable such as the caller's CLI.

i+
e ¥ Route Incoming Call Action[23%
Route a call depending on whether the call is internal or external.

7
« 3T Route by Call Status/23®
Calls route is determined by why the reason the call was routed to voicemail.

. ﬁ Transfer Action[23h
A blind transfer.

« @ whisper Action 23>
Screened transfer.

. @ Call List Action[233

Transfer to a user selected choice.

. E Dial by Name Action /234
Select user/group by keypad letters.
%)
« T'T Conferencing Center[235
Provides a route for callers to enter the conference ID and their conference PIN code. IP Office Conferencing
Center needs to be installed.

. -ﬁ\& Assisted Transfer Action[23%
A transfer with assistance for callers.

. @ Alphanumeric Action /23
Allows the caller to input text and numeric values.

ﬁi Miscellaneous Actions

. Zﬁ@l eMail Action [248)

Email a recording.

. :Zl Open Door Action/24}
Open and/or close a door relay.

. @ Alarm Set Action 243
Set an alarm call time.

. a Clock Action /243

Play the time to the caller.

. EQ Post Dial Action[243
Play a recording to an extension.

. @I VB Script Action 245
Allows Visual Basic to be used to script call flow events.

« ™ Remote Call Flow/[2%
Allows call flows developed elsewhere to be included in an existing call flow.

!
& Condition Actions
These actions are used to create branches in the call routing according to whether a value is true or false.
el

. =% Test Condition Action[24&)
Test whether a condition is true or false.
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o |Z®) Set User Variable Action 247
Set a variable to a particular value.

. Test User Variable Action (248
Test the value of a variable.

o ‘% Test variable Action 24
Check if user dialing matches set digits.

E? Database Actions

These actions relate to retrieving and adding data to a database. The use of database actions with Voicemail Pro requires

entry of a VMPro Database Interface license in the IP Office configuration.
=

« = patabase Open Action[25h
Open a database.

. 3! Database Execute Action/2sh
Perform an action on a database.

. = Database Get Data Action[25%
Get information from a database.

o Ek Database Close Action[252)
Close a database.

iﬁ Queue Actions

These actions are associated with hunt group queues and are not available to user and short code start points. The IP
Office Manager option Synchronise calls to announcements should not be used when using the queue actions.

. @ Queue ETA Action[253)
Speak the caller's expected time to answer.

. ﬁ} Queue Position Action[25h
Speak the caller's queue position.
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5.7.3 Standard Action Tabs
5.7.3.1 General

The General tab contains the action name. You can also enter notes about the action and protect a call flow by adding an
access code.

This tab is shown for the Start action in calls flows. However it should not be used as settings applied to the Start action
are ignored and should instead be applied through the first other added to the call flow.

¢ Token Name
The name of the action, for example, the token name for the action Menu is 'Menu'. The token name can be changed
so the use of the action can be indicated. It could also be confusing having two actions within a module with the same
name.

¢ Description
Use this field to enter notes about why the action is being used or other information that may be needed.

¢ Pin
Each action can be protected by a PIN number. The PIN number can be the voicemail code of the presumed user. To
do this enter a $ symbol. For example, entering $ would force the caller to dial their voicemail code, entering 104$
would force the caller to dial 104 followed by their voicemail code.

Properties for Generic 7| x|

: Entry F'ru:umptsl Specificl Hepnrtingl Hesultsl

Token Mame

[Genemc

Dezcription

Pin

(] Cancel Help
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5.7.3.2 Entry Prompts

The Entry Prompts tab is used to select the prompts to be played before the action performs its main role. Multiple
prompts can be added and the order in which they are played adjusted.

This tab is shown for the Start action in calls flows. However it should not be used as settings applied to the Start action
are ignored and should instead be applied through the first other added to the call flow.

Properties for Generic 2 x|
General Entry Prompts I Specificl Hepu:urtingl Hesultsl

9P i X * v

Order | Prammpt | Lenath [s] |
1 CustomAutn Attendanthen'adfternoon Greeting WwWiah' 0.0

Cuztomsduto Attendanthen'k.eulnkE ste !

v Allow prampts b be intermupted by Tones

ok, Cancel Help

e ir Add Prompt
Clicking o or double-clicking an existing listed prompt starts the Voicemail Pro Wave Editor. This tool allows you to
record and play prompts through the Voicemail Pro server PC or through an extension on the IP Office system. The
dialogue that appears allows the selection of an existing prompt or the ability to specify a new file name and then
record the new prompt. For more information, see Using the Wave Editor[208),

. % Edit Prompt
Edit the details of the currently highlighted prompt.

« X Delete Prompt

Delete the currently highlighted prompt from the play list. Note that the actual prompt file is not deleted from the
server.

. *+ Move Prompt
Move the position of the currently highlighted prompt in the play list.

¢ Allow prompts to be interrupted by Tones
Allow the caller to press tone keys to make selections during the playing of the actions entry prompts.

The Edit Play List action can be used in call flows to re-record a specified prompt. This allows the creation of call flow
options where the voicemail user can record prompts themselves to reflect changes in operation. For more information,
see Edit Play List action[225),
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5.7.3.3 Using the Wave Editor

The Wave Editor is used by Voicemail Pro to select, record and play prompts. It can be used to select existing prompts or
to record new prompts.

The Entry Prompts tab of each call flow action allows prompts to be played before the action performs its main role.

Clicking ®F or double-clicking a listed prompt starts the Voicemail Pro Wave Editor. This tool allows you to record and play
prompts through the Voicemail Pro server PC or through an extension on the IP Office system.

Wave Editor

Uze which media device?

Telephony Handset j Estension 203
PC tultimedia |

Fleaze select a file or enter a new file name

=

Felative to: "C:A\Program Fileshdwvapat P Office\Yoicemail Prohhd bl awesh!

—wave Information

Wwiave Length:

Sample:

|
|
Sample B ate: |
|

Channels:

=inifs]

[Hoes Help |

To record a new prompt:
1.Select the media device to use, either Telephony Handset or PC Multimedia.
- If Telephony Handset is selected, enter the extension of the telephone to be used.

2.Enter a file name for the recording.

3.Click the O record button to record the message. If the media type selected is Telephony Handset, the telephone
extension will ring. When the handset is picked up a message will be heard saying Record at the tone.

4.Speak the message, click D stop button when finished.

5.To listen to the recording, press the [> play button. If there is no media device attached, the recorded message will be
heard from the telephone extension.

To select a prompt.

There are a large number of standard prompts that can be used. Enter the name of the prompt or use the EI button to
browse to the required file. For a sample listing of these prompts see US English Intuity Prompts/268 and English Non-
Intuity Prompts[2sh,
Useful files are:

e en\MC_00 - Plays a bleep.
¢ en\MC_01 - Plays 1 second of silence.

e Entering 1234.wav will play "one two three four" (unless a file called 1234.wav has been recorded).
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Some system variable can be played as prompts. For example:
e $NAM - Plays the user name.

e $CLI - Speaks the caller's CLI.

e $RES - Plays the current result if it is a .wav file.

e $VAR - Plays the variable as a list of digits.
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5.7.3.4 Specific

The contents of this tab vary according to the type of action. In some cases this tab may have a different name, for
example Touch Tones for the Menu action. Not all actions contain the Specific or Touch Tones tab. Details of the specific
tab are covered in the section that describes the available actions.

This tab is shown for the Start action in calls flows. However it should not be used as settings applied to the Start action
are ignored and should instead be applied through the first other added to the call flow.

5.7.3.5 Reporting

The Reporting tab provides information that is then used to classify the call details within the reports produced by the
CCC products (a separate product from Voicemail Pro).

This tab is shown for the Start action in calls flows. However it should not be used as settings applied to the Start action
are ignored and should instead be applied through the first other added to the call flow.

¢ Flag the current call has been answered by Voice Mail
The system user may not want the CCC to report a call as answered until it has reached a certain action within the
sequence of actions. For example, to not regard a call as answered until the caller has left a message, made a
selection from a menu or has been transferred to a user or group.

¢ Request to call back the current caller
If this option is selected, the CCC will keep a record of the caller's CLI if provided. This is then used within the CCC
product to arrange a callback call by an agent.

e Send reporting information
If selected, this option allows information to be associated with the call. The information is set in the Group name,
Topic and Annotation fields. The CCC product uses the information within it's call reports.

Properties for Generic 2| x|

ﬁenerall Entry Prompts | Specific - Reporting | Hesultsl

[T Flag the curent call has been answered by Yaice Mail

[T Request to call back the curent caller

v iSend reporting informatiord

—Reparting

[Group name I

Topic I

Annatation I

ok Cancel | Help
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5.7.3.6 Results
This tab shows the results available from an action. For the majority of actions the results are fixed and appear grayed
out, i.e. they cannot be changed. For some actions the results are variable.

This tab is shown for the Start action in calls flows. However it should not be used as settings applied to the Start action
are ignored and should instead be applied through the first other added to the call flow.

Properties for Generic 2| x|

Eenerall Entry F'ru:umptsl Specificl Reporting Resultz

Default rezults for this token EII}I x
f

ak. Cancel Help
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5.7.4 Basic Actions
5.7.4.1 Generic

@ The Generic action can be used to play a prompt to the caller. It can also be used to enter custom commands for the

voicemail server. The maximum length for the string is 128 characters.

To add a Generic action:

1.Click the ﬂ.ﬁ Basic Actions icon and select @ Generic. The Generic action only has a Next result.

Example of playing a prompt

Callers can be given an option to hear a specific message, for example details about the latest sales offer. The Entry
Prompts tab is used to record a message or select a pre-recorded message. A looped connection can be added to
continually repeat the recording. A connection would be from the result Next back to Generic, as shown in the example.

Voicemail Pro Variables

e Store a Variable Value: CP<nn>:<value>
Enter a value into one of the call parameter stores (CPO to CP15). For example, CP0:$key stores the current value
of $key as $CPO for the duration of the call within the call flow.

e Save a Value: Save:<value>
The Voicemail Pro system variable normally contains the value of the last saved result in the call flow. This generic
command can be used to replace that value with another. For example Save:$KEY or Save:1234.

Message Handling

e Forward a Message: FWD:<extl>#<ext2>##
This option can be used with a generic action that is proceeded by an action that records a message such as a
Voice Question or Edit Play List action. It then forwards the message to another mailbox or mailboxes. Each
extension number should be followed by a # plus an additional # at the end of the string.

Twinning Control

e Enable Mobile Twinning: CFG:Set <ext> twinning_type Mobile
Used to set the user's twinning type as Mobile in the IP Office configuration. Enables mobile twinning if the user
has a mobile twinning number set in the configuration.

¢ Set the Mobile Twinning Destination: CFG:Set <ext> mobile_twinning_number $KEY
Used to set the user's mobile twinning number.

¢ Enable Internal Twinning: CFG:Set <ext> twinning_type Internal
Used to set the user's twinning type as Internal in the IP Office configuration. Enables internal twinning if the
user has a twinning handset nhumber set in the configuration.

Absence Text

Absence text can be displayed to internal callers who call a user's extension. The text is displayed on their phone if
possible and in Phone Manager and SoftConsole. Have the display of absence text enabled does not change the routing of
calls.

o Select absent message: CFG:SET "<mailbox name or extension>" absent_msg 0
Select an absent message between 0 and 11. This does not enable the use of the absence message.

e 0 = None. e 4 = Meeting until. e 8 = With cust. til.

e 1 = On vacation until. e 5 = Please call. e 9 = Back soon.

e 2 = Will be back. e 6 = Dont disturb until. e 10 = Back tomorrow.
e 3 = At lunch until. e 7 = With visitors until. e 11 = Custom.

e Add absence text: CFG:SET "<mailbox name or extension>" absent_text "<text>"
The total length of an absence text message, including the standard message part selected above, is 128
characters. However the length displayed will depend on the device being used by callers.

o Set absent message on: CFG:SET "<mailbox name or extension>" absent_set 1
Enable the display of absence text to internal callers.
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o Set absent message off: CFG:SET "<mailbox name or extension>" absent_set 0
Disable the display of absence text to internal callers.
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Example of a Custom String

For example, using the command FWD:201#202#203#204#205## a message can be forwarded to multiple mailboxes.
The message is recorded by a preceding Voice Question or Edit Play List Action. The 128 character length limit
restricts a single generic action to 31 three-digits extensions, 24 four-digits extensions and so on. However multiple
generic actions can be connected in a chain to bypass this limitation.

Eenerall Entry Promptz I Hepu:urtingl Hesultsl

—Fleaze enter a genernc command

enenc "free format'" command

P D201 20242038 20482054 _|

A voice message can also be sent to multiple mailboxes by creating a Personal Distribution List or to each member of a
hunt group by using the broadcast feature. For more information, see Configuring Group Broadcast[148).

For examples of the action being used in a call flow, see

o Example Call Flow for Mobile Twinning[1sh

 IVR Database Connection Example, Entering Details in to the Database[324,
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5.7.4.2 Speak Text

% The Speak text action allows any text to be spoken to the caller. To be able to use the Speak Text action you
require TTS (Text to Speech) to be installed and licensed. For more information, see Text to Speech:Overview! 61,

To add a Speak Text action:

= WE
1.Click the ﬂ.ﬁ Basic Actions icon and select {5 Speak Text.

2.Select the Specific tab.
Eenerall Entry Prompts | Specif I Hepu:urtingl Hesultsl

—Fleaze enter the text you wish to speak;

Text to speak

|$DED[1] pounds -]

3.Enter the text to be spoken in the Text to speak field.

e The text can include System Variables[25% such as $CLI and variables obtained by database actions such as $DBD[1].
In the example, the contents of the database query field are spoken. The action has additional text added so that the
currency can be spoken. In this example pounds are used.

e The text can include SAPI XML tags to modify how it is spoken, see TTS SAPI Controls 63",

The Speak Text action only has the result Next which needs to be connected to a suitable action. For
example, the text spoken could confirm an option choice. The next action could be a Return action
to take the caller to another call flow. For more information, see Return Action[218).

For examples of the action in a call flow, see:

 Entering Details in to the Database[32%.

 Returning Data from the Database[32
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5.7.4.3 Menu
i

@ The Menu action allows you to specify DTMF tones for which you want to create connections to following actions. For
example, a menu can be created that gives callers a choice of transfer locations. Each Menu action supports a maximum

of 15 branch options.

To add a Menu action:

i s
1.Click the Basic Actions icon and select zmm Menu.

Settings
For Menu actions, the Specific tab is replaced with the Touch Tones tab.

Properties for Menu

General | Entry Prompts | Touch Tones | Reparting | Results

s
X

x)

O

E e o T I [ R R )

Ll
[
[
[
O
O
O
Ll
[
[
O

#

Inwalid Input Handling

Mo of Retries

Frompt

Timeout zeconds |

Iewealid Entryg |

[ Cancel ]

e 0-9, % #

Use the dialing digits check boxes to indicate the DTMF tones for which connections are required.

o or Add

The gF icon allows you to add custom sequences of dialing digits. In addition to the standard dialing digits (0 to 9, *, #)
the following special digits can be used. If a sequence is added, ensure that the associated box is checked before you
select OK. The sequence must be unique. For example, if 5 is selected, no other sequence that begins with 5 can be

used.

e ? = Any Digit

The ? character can be used to represent any digit (except * and #). For example 123222 can be used for any six

digit string starting with 123. See Example Call Flow: SelfSelect Module[13%,

* $ = Any Sequence of Digits

The $ character can be used to match any sequence of digits for which there is no other match. Key press entry is

ended either by the caller pressing # or 5 seconds after the last digit dialed.

e F = For Fax Calls

The F letter can be used to automatically detect any incoming fax calls. Once detected the calls can be routed to

another number. See Routing Fax Calls Using a Menu Action[11%,

« X Delete
Use this icon to delete the currently selected custom dialing sequence.

e Invalid Input Handling
The following options can be used if the caller does not dial or dials an invalid digit.
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No of Retries (Voicemail Pro 4.2+)
This option allows you to specify the number of retries a caller is allowed if they make an invalid entry or the
timeout occurs.

Timeout

If selected, the Voicemail Pro will wait for the specified number of seconds for a valid digit . If the timeout expires
the Voicemail Pro will either allow a retry or if the No of Retries has been reach, it will follow the Timeout result
connection within the call flow.

Invalid Entry (Voicemail Pro 4.2+)
If selected, if the caller enters an invalid digit, the Voicemail Pro will either allow a retry or if the No of Retries has
been reach, it will follow the Timeout result connection within the call flow.

Prompt (Voicemail Pro 4.2+)
You can associate a prompt with the Timeout and or Invalid Entry options. If a prompt is specified, before allowing

a retry the Voicemail Pro will play that prompt. Use the to access the Wave Editor[208),

CIEIE In the example the transfer options 1 and 2 were selected. The results 1 and 2 need to be connected to
Hf suitable transfer locations.

Timeout )
¢ Timeout

[reealid This result is used to connect to a following call flow action if the caller does not make an entry within
1 the specified number of seconds on their last retry.

|’2 e Invalid
This result is used to connect to a following call flow action if the caller makes an invalid entry on their

= last retry.

e Others
A result for connection to a following call flow action is shown for each select dialing digit sequence.

For examples of the action being used in a call flow, see:

« Using a Play Configuration Menu Action[185,

« Example Call Flow for Mobile Twinning[1sh,

 Routing Calls to Voicemail, Example Call Flow[13%,

« Changing the Language of System Prompts[178\,

« Changing the Language Setting for a TTY Device[175,
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5.7.4.4 Goto

* The GoTo action will transfer the caller to another start point.

To add a Goto action:

1.Click the ﬂ'ﬁ Basic Actions icon and select * GoTo.

The GoTo action needs to contain details of where to transfer the caller to.

1.Select the Specific tab.

—Goto a zpecific node

Fleaze zelect a node to go to

2.1n the field Please select a node to go to, click EI to browse to select a start point, module or system defined
variable. For short codes, the browse method does not work. Instead enter "Short Codes.xxx" where xxx is the short
code key sequence.

e Select the option Start point or module. Select from the available options.
e Users - all the users with specific start points are listed.
e Groups - all the Groups with specific start points are listed.
e Any default start point.
e Any available modules.

e Select the option System defined variables to browse the available call variables. You can also type the name of the
start point directly.

e m When details of the transfer location, the GoTo action does not need to be connected to another
connection. If you do connect this action to a following action, the connection will not be used.
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5.7.4.5 Disconnect

%4’ The Disconnect action disconnects the caller.

To add a Disconnect action:

1.Click the ﬁ'ﬁ Basic Actions icon and select %4’ Disconnect.

:“5‘? Dizconnect

| The caller will be disconnected when they reach this point of a call flow.

5.7.4.6 Home

ﬁ The Home action returns the caller to the start point of the calls entry into voicemail. The PIN option in the General
tab is not used for this action.

To add a Home action:

1.Click the ﬂ'ﬁ Basic Actions icon and select ﬁ Home.

Connect an action to the Home action. The caller will be returned to the start point of the call entry into
the voicemail. For an example of the action being used in a call flow, see Using a Play Configuration
Menu Action /185,

5.7.4.7 Module Return

iy The Module Return action is used within modules only. It creates a connection point from the module to subsequent
actions within any call flow that uses the module. A module can use several Module Return actions if necessary. The
Module Return action has no properties.

To add a Module Return action:

1.Click the ﬂ.ﬁ Basic Actions icon and select ﬁ Module Return.

F') odule Retum

| Connect an action result to the Module Return action. For examples of the action being used in a
call flow, see Changing the Language of System Prompts 178 and User Defined Variables[257.
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5.7.5 Mailbox Actions
5.7.5.1 Get Mail

Ii‘:.i The Get Mail action allows access to the messages in the caller's mailbox or a specified mailbox. The caller then has
access to the standard mailbox features setup for that mailbox. If the extension is a trusted extension, the user does not
have to enter their mailbox number and code. For more information, see Creating a Trusted Location[143,

To add a Get Mail action:

1.Click the % Mailbox Actions icon and select Ii‘:.i Get Mail.

2.The Specific tab is used to select either the caller's mailbox or mailbox option.

e Caller's mailbox: The mailbox matching the start point of the call.

ﬁenerall Entry Prompts | Fiepl:urtingl Hesultsl

—Get meszage from

" Caller's mailbox

= Mailbox

¢ Mailbox: Select or enter the name of the target mailbox. If ? is entered, Voicemail will prompt caller's to enter the

[1_:,) Get b il
INE:-:t

mailbox number required.

For examples of the action being used in a call flow, see:

Using a Play Configuration Menu Action [185),

Setting Up Callback /18,

Changing the Language of Custom Prompts[179).

Changing the Language of System Prompts/178),

Enabling Access to Hunt Group Voicemail 150,

Changing the Language Setting for a TTY Devicel175),

The Get Mail action has a Next result. Add a connection from the Next result to another action.

The following conditions apply, based on which mailbox mode the Voicemail Pro server is using.

IP Office mode

Users who press 0 while they are logged into their mailbox will be routed to the Next result.

Intuity mode

Users who press *0 whilst in their mailbox will be routed to their Voicemail Reception number if set. The Next result

is not used.
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5.7.5.2 Leave Mail

@ The Leave Mail action allows the caller to leave a message in the start point's mailbox or in a specified mailbox.

To add a Leave Mail action:

1.Click the % Mailbox Actions icon and select @ Leave Mail.

2.The Specific tab is used to select either the Caller's mailbox, Mailbox or VRL option.
e Caller's Mailbox: The mailbox matching the start point of the call.

e Mailbox: Select or enter the name of the target mailbox.

e VRL: If selected, specifies that the message should be transferred to a third-party Voice Recording Library (VRL)
application. For more information, see Voice Recording Library[168,

Eenerall Entry Prompts  Specific |F|epn:-rting| Hesultsl

—Leave mezzage to

£ Caller's Maibox

F b ailbiox Sales

WAL

The Leave Mail action has Success and Failure results. The use of these depends on which mailbox
mode the Voicemail Pro server is using.

- IP Office mode: Callers in the mailbox follow the Failure or Success results depending on whether
I':E"lufE they press 0 before or after the leave a message tone respectively. This overrides the mailbox
user's Voicemail Reception setting set in the IP Office configuration.

Intuity mode: The results cannot be accessed. Callers pressing 0 will always follow the mailbox
user's Voicemail Reception setting set in the IP Office configuration.

For examples of the action in a call flow, see:

 Routing Calls to Voicemail, Example Call Flow[13h,

e Hunt Group Queuing, Example Call Flow using $POS.
« Changing the Language Setting for a TTY Device[175,

« Example Call Flow: Dial by Name[32h,

Voicemail Pro Page 221
IP Office 15-601063 Issue 20b (11 July 2008)



5.7.5.3 Listen

it

% The Listen action allows the caller to leave a message in the start point's mailbox or in a specified mailbox. The caller
can only leave a message and cannot access any other mailbox features.

To add a Listen action:
LEAT
1.Click the % Mailbox Actions icon and select Ej‘l Listen.
2.1n the Specific tab, select either the Caller's mailbox or Mailbox option.
- Caller's Mailbox: The mailbox matching the start point of the call.
Mailbox: Select or enter the name of the target mailbox.

3.Make any changes as required to the Generall208, Entry Prompts[20%, Reporting[218) and Results |21} tab pages.

4.Click OK. The Listen action is updated.

Connect the result Next to a relevant action. For examples of the action in a call flow, see Customizing
Manual Recording /165 and Customizing Auto Recording 178\,
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5.7.5.4 Voice Question

“'@ The Voice Question action allows you to create a play list where the caller hears a sequence of prompts and their
responses are recorded.

If the play list is completed, a single file containing the recorded responses is created. That file can then be placed into a
specified mailbox or passed to an eMail action.

To add a Voice Question action:

1.Click the % Mailbox Actions icon and select ‘@ Voice Question.

2.In the Specific tab questions need to be added to the play list.
Eenerall Entry Prompts S pecific I Hepnrtingl Hesultsl

—Woice Question
& sequence of files o be played and recordings to be made

by
R X 2 ¥
Order | Prampt | Length 5] |
1 catalogue. way 5.0
2 A, Way 5.0
3 Record i1
4 addrezs, way 38
5 Record 20
B tharks, way 40

Send recording to mailbox

Sales ._]

3.Click 5f Add a Prompt. The Wave Editor window opens.
. (Optional) Specify a new file name and then record the new prompt. For more information, see Wave Editor[208),
- (Optional) Select an existing prompt.

4.Click Close. You return to the Specific tab.

5.Click ﬁi Record a Response. The New action name window opens.
6. Specify the length in seconds of the recorded response.
7.Click OK. You return to the Specific tab.

- A mailbox needs to be specified into which the recorded file of responses are stored. If no mailbox is specified the
file can be passed to an eMail action[248\.

. % Edit: - Edit the settings of the currently highlighted item.
. ¥ Delete: - Deletes the currently highlighted item from the play list. This does not delete the actual prompt file.
. +* Shuffle: - Move the currently highlighted item within the play list.

8.Click OK. The action is updated.

The Next result needs to be connected to an eMail action if no mailbox is selected in the Specific
tab.
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5.7.5.5 Campaign

ﬂ;ig The Campaign action can be used to either route a caller into a campaign or to allow an agent to access any
messages left for a campaign. See Voicemail Pro Campaigns.

To add a campaign action:

1.Click the % Mailbox Actions icon and select ﬂi,ig Campaign.

2.You need to enter the campaign and select whether to leave or collect campaign information in the Specific tab.

—Campaigr

Fleaze select a campaign

| =

Wil this action leave or pickup campaign information
{+ Leave campaign information [e.q. customers)

" Pick up campaign information [e.q. agent]

- In the Please select a campaign field, enter the campaign that you want to use.
- Select either:

Leave campaign information (e.g. customers)
Select if the action should start the campaign to collect the caller's responses.

Pick up campaign information (e.g. agent)
Select if the action should start playing back the response left by callers to the campaign.

Connect the result Next to a relevant action.
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5.7.6 Configuration Actions
5.7.6.1 Edit Play List

.
[
:fg With the Edit Play List action a caller can record a specified prompt file held on the voicemail server PC. This means

that they can re-record prompts other than those for their own mailbox.

To add a Edit Play List action:

i (ki
1.Click the ﬁ Configuration Actions icon and select .:g Edit Play List.
2.1In the Specific tab, select the prompt file held on the voicemail server.

| Hepnrtingl Hesultsl

ﬁenerall Entry Prompts

—Re-recard the following file

File path

CustormAutn Attendanthen'dfternoon Greeting wWiah' _|

MEB thiz path iz relative to the WaWS folder on the Yaoicemail Server

e File Path
This path is relative to the WAVS folder defined /108 for the voicemail server.

e To browse to a file location click EI The Wave editor[208) window opens. Select an existing prompt or define
and record a new one.

e For announcements, the formats [GREETING]\<name>_Queued and [GREETING]
\<name>_StillQueued can be used, where <name> is replaced by the hunt group or user name.

3.Click OK. The action is updated.

Results

= IR g Connect the result Next to a relevant action.

INE:-:t

5.7.6.2 Record Name

!
M The Record Name action is used to allow the caller to record the mailbox name of their mailbox or a specified
mailbox. An example of a call flow using the Record Name action is given in the Voicemail Pro Dial by Name section.

To add a Record Name action:

i e
1.Click the ﬁ Configuration Actions icon and select M Record Name.
2.1n the Specific tab the mailbox to record that the name is to be recorded for is selected.

- Caller's mailbox
The mailbox matching the start point of the call.

- Mailbox
Select or enter the name of the target mailbox.

Connect the result Next to a relevant action. For an example of the action in a call flow, see Adding
a Record Name Module[328),
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5.7.6.3 Play Configuration Menu

ﬁ The Play Configuration action allows various users or hunt group settings to be altered. Because of the nature of this
action it should always be protected by a PIN code in its General tab. An example of a call flow using the Play
Configuration Menu action is given in the Remote Voicemail Notification section.

The options given when a caller accesses this action are:

For a user: For a hunt group:
Edit forwarding number. 1. Set voicemail on/off.
Edit follow me number. 2. Edit voicemail code.
Set call forwarding. 3. Set voicemail email mode.
Set voicemail on/off. 4. Set service mode.

Set do not disturb.
Edit voicemail code.
Edit voicemail reception.

Set voicemail email mode.

v O N U R WL N

Edit voicemail callback number.

Any changes made using this type of action are written to a file called "AuditTrail.txt" on the Voicemail Server PC. The file
includes the time, date, details of the change and the CLI of the caller making the change.

To add a Play Configuration Menu action:

1.Click the ﬁ Configuration Actions icon and select ﬁ Play Configuration Menu.

2.1In the Specific tab, select the mailbox to play the configuration menu for:

Eenerall Entry Frompts I Hepurtingl Hesultsl

—Play configuration men for

i Caller's Mailbox

£ Mailbo _l

- Caller's mailbox
The mailbox matching the start point of the call.

Mailbox
Select or enter the name of the target mailbox.

3.1In the General tab, enter a PIN code in the PIN field.

Connect the result Next to a relevant action. For an example of the action being used in
a call flow, see Using a Play Configuration Menu Action[185),
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5.7.6.4 Select System Prompt Language

=

T2 The Select System Prompt Language action is supported on Voicemail Pro 1.2.6 or higher. It allows the system to
alter the language spoken during a call flow. An example of a call flow using the Select System Prompt Language action
is given in the Changing the Language used by Voicemail Pro section.

To add a select system prompt language action:

i =
1.Click the ﬁ Configuration Actions icon and select =11 Select System Prompt Language.

2.1In the Specific tab select the language that the system prompts are to be played in. If a language is selected which is
not loaded on the Server, the system will automatically select the most appropriate language.

Eenerall Entry Prompts  Specific | Hepnrtingl Hesultsl

—which language should the system promptz be played in?
Pozzible Suztem Prompts | Inztalled on zerser | -
Chinese Mo
Cranizh
Duatch Mo
Englizh Yes
Englizh [ United States | Yes
Finrizh Mo
Finrizh [ Sweden | Mo
French Mo |-
French [ Canada ] Mo
German Mo
Greek Mo
Hunaarian Mo
[taliar Mo
Japaneze Mo
K.orean Mo LI

Possible system prompts
List of all prompt languages that could be installed on the system.

- Installed on the Server
Displays if the prompts for a particular language are installed on the server.

Connect the result Next to a relevant action. For examples of the action being
used in a call flow, see Changing the Language of System Prompts/[178 and
Changing the Language Setting for a TTY Device[175\,
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5.7.7 Telephony Actions
5.7.7.1 Variable Routing
-gu This action routes calls based on whether a selected variable associated with the call matches any of the specified

numbers. This action replaces the previous CLI Routing action but can perform the same function using the $CLI
variable.

The selected variable is checked for a match against all strings. Where multiple matches occur, the one with the most
matching digits (excluding wildcards) is used. If several equal length matches are found, the first one in the list is used.

Variable Routing action:

1.Click the @ Telephony Actions icon and select lg“ Variable Routing.
2.Select the Specific tab.

— Route by % ariable

Select afariable: "$CLIM MHurnber of the caller j

Daes the Yanable match any of the following numbers:

ok oy X P ¥

707364725
7oz

4625

4329

T

- Select a Variable
This drop down is used to select the Voicemail Pro system variable[255) against which the values are checked for a
match.

- Does the Variable match any of the following numbers
The area below lists the numbers against which the selected variable will be selected for a possible match. If the
variable matched multiple numbers in the list, the routing for the match nearest the top of the list is used.

- q5r Add a new number to the list of numbers. Numbers can include a ? wildcard to represent any single digit, with
multiple ?'s to represent a matching number of any digits. Numbers can include a * wildcard to match any digits
including multiple digits. Some examples are listed in the results section below.

. % Edit an existing selected number.

. ¥ Delete an existing selected number.

. +* Move the position of the currently highlighted string.
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Results

' R a
i) W ariable Bouting

0TS
mror
4825
a3z

R

The results includes a separate result for each number match string entered on the
action's Specific tab plus a No Match result. Examples are:

01707364725 will only match that number exactly.
01707* will match any number beginning with 01707.
*4625 will match any number ending in 4625.
*4329%* any number containing 4329.

2?27* will match any number with 7 as the third digit.
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5.7.7.2 Route Incoming Call

L4+

i The Route Incoming Call action has two results for which connections to following actions can be made. The results
are Internal or External.

To add a Route Incoming Call action:

1.Click the @ Telephony Actions icon and select *# Route Incoming Call. There is no specific tab for this action.
L+ e Inzoming Call The Route Incoming Call action results for a match and no match need to be connected to
il - = - relevant actions.

IInternaI

IEHternaI

5.7.7.3 Route by Call Status

7
3 The Route by Call Status action has four results for which connections to following actions can be made.

To add a CLI Routing action:

. ?
1.Click the @ Telephony Actions icon and select IE Route by Call Status.

There is no specific tab for this action.

LN - e b Call Shatus The Route by Call Status action results No Answer, Busy, Out of Hours and Default need to
ﬁ" 10 |_Irl L.all atatus .
+ be connected to a relevant action.
IN::: Anzwer ] ) ] )
The result route used is determined by why the reason the call was routed to voicemail. For
|BUS.'r' example, calls to a hunt group follow either the No Answer route or, when in night service,
the Out of Hours route. Calls to users would follow either the No Answer or Busy routes.
IEIutEIanurs
IDefauIt

Where the cause for the call being routed to voicemail cannot be determined or does not fit the criteria above, the
Default route is used.
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5.7.7.4 Transfer

ﬂ The Transfer action transfers the caller to the extension that matches the mailbox selected. This is a blind transfer; if
the call returns to the voicemail server again, for example if unanswered, it will be treated as a new call. More advanced
transfers are done using either a Call List Action[233 or Assisted Transfer Action 236,

To add a Transfer action:

1.Click the @ Telephony Actions icon and select ﬁ Transfer.

2.Select the Specific tab, type of select the target extension or group that you want to ring in the destination field.
Generall Entry Prompts ~ Specific I Fiepl:nrtingl Fiesultsl

— Tranzfer call to

Destination
|2

Source of transfer [dizplayed on phone]

Dezcription [displayed on phone]

r I atify Caller of Transfer to T arget

Destination
Enter the number of the destination for the transfer. This can include IP Office short codes or numbers specified by
the current value of a Voicemail Pro system variable[2551 such as $KEY.

- Source of transfer (displayed on phone): Voicemail Pro 4.1+.
The number to display on the destination phone if internal.

Description (displayed on phone): Voicemail Pro 4.1+.
The text description to display on the destination phone if internal. Call data tagging can also be used to pass
information to MS-CRM, see Assisted Transfer[238,

Notify caller of transfer to target: Voicemail Pro 4.1+.
If enabled, the caller hears "Transferring to" followed by the associated mailbox name of the destination if available
or otherwise the destination number. This follows any prompts selected in the Entry Prompts list above.

Results

A Transfer action normally has no results.

Voicemail Pro Page 231
IP Office 15-601063 Issue 20b (11 July 2008)



5.7.7.5 Whisper

B The Whisper action plays a recording to an extension. That extension can then either accept or reject the call.
Normally the recording played is the result of a preceding Voice Question action though a Listen action can also be

used.

To add a Transfer action:

1.Click the @ Telephony Actions icon and select B Whisper.

2.Select the Specific tab.

ﬁenerall Entiy Prompts  Specific | Hepu:urtingl Hesultsl

—ifhizper

Play recarding to

Description [digplayed on phone]

Source aof transfer [dizplayved on phone]

| -

Mo anzwer timeout
|30 4

Pramptz played before the recording

Prompts played after the recording

i 37 X 4

o 7 K 4

Order | Prampt | Lenath [=] |

Order | Prompt | Lenath [=] |

3. Enter details in the fields:

Play recording to

Enter the extension that is rung with the caller's recording.

- Source of transfer

Select the number to display on the target phone.

Description

Enter a call description to display on the target phone.

No answer timeout

Select how long the voice mail server should wait for an answer before following the No Answer connection. The
whisper action will not go to the target extension voicemail.

Prompts played before the recording and Prompts played after the recording
Click 5r. The Wave Editor window opens. Select the prompts that are to be played to the target extension when they
answer the call. The prompts played after the caller's recording should include the instruction "Press 1 to accept or

hang up to reject".

IND Anzwer
IBus_l,l

IHeiect

The Whisper action can be connected to a humber of following actions according to whether the call
is answered, rejected, gets busy or no answer tones.
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5.7.7.6 Call List

@ With the Call List action a caller can indicate the extension to which they want to be transferred. If selected the caller

can be restricted to selecting an extension within a particular group.

The transfer in this case is not blind, if unanswered

the action can link to actions for no answer, busy and no answer timeout.

To add a Call List action:

1.Click the @ Telephony Actions icon and select @ Call List.

2.Select the Specific tab. Complete the fields with relevant details.
| Hepurtingl Hesultsl

—Tranzfer with call ligt

Tranzfer to group

[~ Prampt user with a list of group members

Source of transfer [dizplayed on phone]

Dezcription [displayed on phone]

Mo answer tirmeout

[20 =

- In the Transfer to group field enter a group name if you want to restrict the caller to a particular group.

-+ Check the Prompt user with a list of group members option if you want the voicemail server to list the group

members for the caller.

- In the Source of transfer field, select the number to display on the target telephone.

- In the Description field, enter a call description to be displayed on the target telephone.

- Set the No answer timeout value. The value selected is how long the voicemail server waits for an answer before

following the No Answer connection.

IN::: Anzwer
IBus_l,l

The Call List action results need to be connected to relevant actions.
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5.7.7.7 Dial by Name

E The Dial by Name action enables callers to enter the name of the person and/or group they want to contact by dialing
on a keypad with ITU standard alphabet markings. The caller is then played a list of available name matches from which
they can select. An example of a call flow using the Dial by Name action is given in the Voicemail Pro Dial by Name
section.

The action should prompt the caller to dial the name they require and then press #. Callers can also press *# to exit
without making a selection.

e If no matches are found, the caller is given the option to retry.

e If 10 or less matches are found, the matching mailbox name greetings are played as part of a selection list, i.e. "Press

1 for ..., press 2 for ..., ...".

e If more then 10 matches are found, the caller is prompted to either press # to hear the first 10 or to dial more
characters to reduce the number of matches. If they select to play the list, after each set of 10 matches they can
either make a selection or follow the prompts for other options.

For a user to be included in the dial by name list, they must:
e Have recorded a mailbox name.

e Not be marked as ex-directory.

To add a Dial by Name action:

1.Click the @ Telephony Actions icon and select E Dial by Name.

2.1n the Specific tab you can select from three types of names that will be included in the list. Users set to ex-directory
through the Manager application are not included. You can also select how the names will be sorted.

—How should the dial by name waork ?
Which names will be included in the list?
% Only users
£ Only groups
" Both users and groups
Haw will the names be zorked?
% By lazt name

= By first name

The action has True and False connection results. If the caller does not make a selection, the
False result connection is used. If the caller does make a selection, the selection is stored as the
$KEY variable and the True result connection is used. $KEY should be entered in the mailbox field
of the following action. This method allows a Dial by Name action to be used to set the destination
for a following action such as Get Mail, Leave Mail, Listen, etc.

For an example of the action in a call flow, see Example Call Flow: Dial by Name/32%,
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5.7.7.8 Conferencing Center

TE
T T The Conferencing Center action is used in conjunction with the Avaya IP Office Conferencing Center if installed. It
provides a route for callers to enter the conference ID and their conference PIN code.

To add a Conferencing Center action:

: TE
1.Click the @ Telephony Actions icon and select @& Conferencing Center.

2.Select the Specific tab.
| Hepurtingl Hesultsl

—Fleaze complete the conference detail

[+ Gather conference and pin infarmation before salidation

Allova the delegate to try and enter the conference 1D a tatal of

|3 ‘E., timez

- If the caller is to be asked for conference ID and then the PIN, check the option Gather conference and pin
information before validation. The results are collected and then verified. If either entry is invalid the caller is
notified but not told which entry is incorrect. If this option is not selected then the entries are validated as they are
entered.

- The number of times that a conference ID can be entered is controlled by the option Allow the delegate to try and
enter the conference ID a total of. Up to 10 re-tries can be allowed. If the ID is entered incorrectly the result
failure is returned.

The action also provides a number of results which act as failure options if
conference access is unsuccessful. These are Invalid Conference or Password,
Conference Not Started, Conference Finished, Conference Full, and Failure.

Ilnvalid Conference or Pazsward

IEanerence Mat Started

IEanerence Finzhed

IEanerence Fuill

IFaiIure
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5.7.7.9 Assisted Transfer

@\& The Assisted Transfer action transfers the caller to the specified number which can include IP Office short codes. The
caller hears either silence or music on hold if installed. The transfer is not blind, if the call receives busy or no answer
then it returns to follow the appropriate connection.

 For Voicemail Pro 4.1+, the Transfer/23t and Assisted Transfer[23% actions can use the Notify caller of transfer to
target option on the actions Entry Prompts|207 tab.

To add an Assisted Transfer action:

1.Click the @ Telephony Actions icon and select @\& Assisted Transfer.
2.Select the Specific tab.

— Azsisted transfer to

I ailbios
20

Source aof transfer [dizplaved on phone]

Dezcnption [dizplayed on phaone]

Mo answer timeouk

30 =

r Matify Caller of Tranzfer to T arget

o Destination
Enter the number of the destination for the transfer. This can include IP Office short codes or numbers specified by the
current value of a Voicemail Pro system variable[255 such as $KEY.

¢ Source of transfer (displayed on phone)
The number to display on the destination phone if internal.

o Description (displayed on phone)
The text description to display on the destination phone if internal.

e No answer timeout
Sets how long in seconds the voicemail server should wait for the transferred call to be answered before following the
No Answer results connection.

* Notify caller of transfer to target: Voicemail Pro 4.1+.
If enabled, the caller hears "Transferring to" followed by the associated mailbox name of the destination if available or
otherwise the destination number. This follows any prompts selected in the Entry Prompts list above.
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Results

The action has several possible results, used if the call is not answered at the transfer
destination.

M et

Mo Answer

Busy

| rvalid Murmber

MS-CRM Call Data Tagging

Call Data Tags enable advanced scenarios to be built around your Microsoft CRM 3.0 and Avaya Microsoft CRM
Integration Solution. In situations where CLI/ANI matching is not sufficient, you can add screening and specific data
collection interactions with your customers using the Voicemail Pro. The Voicemail Pro assisted transfer action can be
used to pass data to users and pop matching records based on that data.

Based on your solutions requirements, you could obtain and verify the data collected, and then transfer the call with a
data tag, that will utilize your specific criteria to lookup the required, account, contact or case, once the call is offered.

The tags are conformant xml fragments, they are comprised of an element AV_M and two attributes the Microsoft CRM
entity (account, contact or incident) and the schema name of the field to match on, in this example ‘contactid’ and the
data is the record key.

For example:

¢ <AV_M O="contact" S="contactid" >{e44e6dbf-bd2a-dal1-badb-505054503030}</AV_M>
where

¢ <AV_M = element name.

e O="contact" = crm entity.

e S="contactid" = attribute to search on.

e > = end of element attributes

e {ed44e6dbf-bd2a-dal1-badb-505054503030} = the data to match on, this should be unique.

¢ </AV_M> - Closing tag.

The xml element name, attributes names and Microsoft CRM entity and schema names are case sensitive.

Additional Examples

e Account - Account Number: <AV_M O="account" S="accountnumber" >TLO0001</AV_M>

e Case - Ticket Number: <AV_M O="incident" S="ticketnumber" >CAS-01001</AV_M>
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5.7.7.10 Alphanumeric

@ The Alphanumeric action allows the caller to input text and numeric values directly from the telephone keypad with
ITU standard alphabet markings. The action following the DTMF Data result can use $KEY to access the alphanumeric

' T
valealva
5 8 75

[« Jo)( #]

Users enter data by pressing the key marked with the character required. For keys with multiple marking several key
presses are required. For example, to enter C the user must press the 2 key three times. After each key press, the
associated letter or number is spoken.

To move on to entering the next character, the user should press whichever other key is marked with the required
character or first press # if the required character is on the key just used.

Controls available are:

# - Accept last character and begin entry of next character if the required character is on the key just used.
*1 - Hear characters entered so far.

*2 - Delete all characters entered so far.

*3 - Delete last character entered.

*# - Accept the set of characters entered and go to next call flow action.
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To add an Alphanumeric action:

1.Click the @ Telephony Actions icon and select @ Alphanumeric.
2.Select the Specific tab.

—Dption

[~ Blay Help

Timeout
[~ ‘wait for a key press for up to

I:l -
+| zeconds

- Check the option Play Help if you want instruction to be given to the caller explaining how to enter information.

- If you want to use a timeout result from the action, check the option Wait for a key press for up to and set the
number of seconds for the timeout period.

gﬁi Alphanumeric Collection The Alphanumeric Collection action has three results that can be connected to relevant
actions.
ITimeu:uut i
e Timeout
IDTMF Data This result connection is used if no key press occurs within the period specified by the
|N|:| OTHF Data action. If the option Wait for a key press for up to in the Specific tab is not selected
the Timeout result is not available.
o DTMF Data

This result connection is used if the caller enters some data (ending each character with
#) and then presses *#.

e No DTMF Data
This result connection is used if the caller presses *# without entering any data.

For an example of the action being used in a call flow, see Example Call Flow for Mobile Twinning[1s.
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5.7.8 Miscellaneous Actions
5.7.8.1 eMail
Zﬁy The eMail action is used to send a recording to a specific email address.

To add an eMail action:

1.Click the *ﬁ? Miscellaneous Actions icon and select zﬁ& eMail.

2.Select the Specific tab. Complete the fields with relevant details.

—Send e-mail

Send e-mall o

Subject

Content

Attach file to e-mail

| &

MB Path iz azzumed to be on the Yoicemail Server

- In the Send e-mail to field, type the email address of the recipient.
- In the Subject field, type the subject line for the email.
- In the Content field, type the text to be placed in the email.

- In the Attach file to email field the recorded file to be attached to the email needs to be selected. If just $ is
entered then the action will use the recording collected by a preceding Leave Mail action or Voice Question action.
For more information, see Leave Mail Action/22b and Voice Question Action (223,

Connect the result Next to a relevant action.
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5.7.8.2 Open Door

igl The Open Door action activates either of the door entry relays provided on the IP Office Control Unit.

To add a Open Door action:

1.Click the *ﬁ? Miscellaneous Actions icon and select igl Open Door.

2.1n the Specific tab, check either of the two door relay options.

I anipulate door relay

f* Open daoor relay One for five seconds

" Open door relay Twa for five seconds

Connect the result Next to a relevant action.
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5.7.8.3 Alarm Set

@ The Alarm Set action prompts the caller to specify the time at which they want an alarm call and to record a message
for the alarm call. The voicemail server will then call the user at that time. A user can set up multiple alarms to occur at

different times. Once an alarm has occurred it is deleted.

To add an Alarm Set action:

1.Click the *ﬁ? Miscellaneous Actions icon and select @ Alarm Set.

2.You need to record a message for the alarm call in the Entry Prompts tab.

Connect the result Next to a relevant action.

5.7.8.4 Clock

ﬁ The Clock action plays the current time on the Voicemail Server PC. A short code can then be used to have this

action replace users making external calls to a 'speaking clock' service.

To add a Clock action:

1.Click the wﬁ? Miscellaneous Actions icon and select ﬁ Clock.

m Connect the result Next to a relevant action.
INEHt
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5.7.8.5 Post Dial

EQ The Post Dial action can be used to connect another extension to a specified call flow start point or to play a
recording to that extension.

To add a Post Dial action:

1.Click the ﬁﬁ Miscellaneous Actions icon and select EQ Post Dial.

2.1In the Specific tab, complete the fields with relevant details.
Eenerall Entry Prompts  Specific | Hepurtingl Hesultsl

—Fost action or wave file to extenszion

—Dption

" Post action

[T Play out a looped wave file
[T Delete the wave file after completion

Fazt the following action or wave file

ha extension

Post wave file

Plays a selected wav file. When Post wave file is selected there are two options which can be selected.

Play out a looped wave file
The wav file will be played in a continuous loop.

Delete the wave file after completion
The wav file will be deleted after it has been played.

Post the following action
Enter the name of the required start point or use the browse button to select the start point. To play a recording,
enter c:\mywavs\hello.wav (substitute the appropriate file path and file name for the .wav file you want played).

- To extension

Enter or select the extension to which the call should be made. The voicemail server will attempt to make the call
every 5 minutes for the next hour until successful.

Page Calls
The Post Dial action can be used to page a .wav file to an extension number, including group extension numbers.
This is done by entering PAGE: followed by the target extension number. In this case the wav file will not loop if
selected.

Connect the result Next to a relevant action.
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5.7.8.6 VB Script

@I The VB Script action allows an administrator to construct additional call flow logic using VBScript commands. A
number of predefined methods and system variables are available. Any scripting added can be verified by pressing the
Syntax Check button. Details of the properties and methods supported are given in the VBScript section. For more
information, see VBScript Properties:Overview [29B,

e Use of VBScript requires entry of a valid VM Pro VBScript license in the IP Office configuration.

To add a VB Script action:

1.Click the *ﬁ? Miscellaneous Actions icon and select gVB Script.

2.Select the Specific tab.
Eenerall Enty Prompts  Specific | Hepu:urtingl Hesultsl

—Enter WBScript

Sub Main [digid)
dirn reqigtration
SetWoice = Createl bject( vrprovh. voicescrpt']
registration = Yoice Register(dlgid]
if reqiztration Then

4 o

end if
End Sub

[™ Espand Line: 1 Remaining Characters: 1000 |} Syntax Check

- Enter VBScript
In the Script area enter the VBScript as required. Details of the System variables and COM methods that are
supported are accessible by right clicking in the VBScript area. This script can contain a maximum of 1000
characters.

- Expand
Check Expand to view a larger script area.

- Syntax Check
Click the Syntax Check button to check your input for any errors.

This action has two results for which connections to following actions can be made. The results are
based on the Scripting entered in the Specific tab.

ISuu:-:ess
IFaiIure
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5.7.8.7 Remote Call Flow

# The Remote Call Flow action allows a call flow, in the form of a .vmp file, developed elsewhere to be included in an
existing call flow. The aim of this action is to allow call flows developed by other applications, such as the IP Office
Wizard, to be placed on the Voicemail Pro server and included in its customized call flows.

To add a Remote Call Flow action:

1.Click the ﬁﬁ Miscellaneous Actions icon and select * Remote Call Flow.

2.1n the Specific tab, the field Remote Call Flow will show a list of remote call flow files downloaded to the Voicemail
Pro server.

Eenerall Entry Promptz

| Hepnrtingl Hesultsl

—FRemate Call Flaws

Femate Call Flaw j

The Remote Call Flow action has no results. Any follow on call handling is determined by the

Remote Call Flow
g Hemote Call Flow actions in the remote call flow.
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5.7.9 Condition Actions
5.7.9.1 Test Condition

ol
& The Test Condition action has following connections for true and false. Conditions are set through the Conditions
Editor. For more information, see The Condition Editor:Overview[265,,

To add a Test Condition action:

s fis
e Click the &=~ Conditions Actions icon and select e=> Test Condition.

¢ In the Specific tab, complete the fields with relevant details.

Eenerall Entry Promptz | Hepnrtingl Hesultsl

—which Condition does thiz action test ¢

Feturn the result of the following condition:

¢ Return the results of the following condition
Allows a selection to be made from the conditions currently setup.

Enter the connections for the results. For examples of the Test Condition action in a call flow,
see:

« Customizing a Hunt Group Call Flow [158,

o User Defined Variables/[25h,
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5.7.9.2 Set User Variable

|E: The Set User Variable action sets a variable to a particular value. Other call flows may then use the Test User
Variable action to check whether the variable has a particular value.

e The variable must first be created using the User Defined Variable menu.

To add an Set User Variable action:

i B
e Click the £i} Conditions Actions icon and select IZ%1 Set User Variable.

e Select the Specific tab. Complete the fields with relevant details.

Eenerall Entry Prompts |Fiep-:nrting| Fiesultsl

—which uger defined wvariable will this action zet?

Azsign the following uszer variable

! =

..with the following walue;

e Assign the following user variable
The name for the user variable.

¢ With the following value
The value of the variable.

We strongly recommend that this action type is followed by another action (if necessary a
Disconnect action), whose entry prompt confirms to the caller that the value has been set. In
some situations, such as where the Set User Variable action is accessed by the user dialing a
short code, if the user hangs-up too quickly the variable may not actually be set. Having a
following action with a confirmation message encourages users not to hang up too quickly.

For an example of the action in a call flow, see User Defined Variables[25%,
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5.7.9.3 Test User Variable

The Test User Variable action has true and false connections that are followed according to whether a user variable
matches a particular value. The Set User Variable action can be used in other calls to set the value of the variable.

To add an Test User Variable action:

el =1
1.Click the & Conditions Actions icon and select Test User Variable.

2.1In the Specific tab, complete the fields with relevant details.
Eenerall Ertry Prompts  Specific |F|epu:-rting| Hesultsl

—which uzer defined wariable does thiz action test’?

Thiz action will return "TRUE" if the following wariable

| -

...matches the value below

- This action will return "TRUE" if the following variable
The name of the user variable to be checked.

Matches the value below
The value of the variable that will return a true result.

This action has two results for which connections to following actions can be made. For an
example of the action in a call flow, see User Defined Variables[25%,
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5.7.9.4 Test Variable

'f For Voicemail Pro 4.2+, the Test Variable action has been added and replaces the previous Check Digits action. It
allows calls to be routed based on matching the value of a system variable to a specified value.

To add a Test Variable action:

e FHH
1.Click the & Conditions Actions icon and select 'f Test Variable.

Settings
The following controls are available on the Specific tab of this action.

Properties for Test Yariable ﬁ

General | Enty Prompts Repaorting | Results
Walidate a % anable
Select the WYanable to Match

$EEY w

Select the parameter(z] bo test the variable against

Wariable: $0BD[Z] 3
Specific: 1234
Extn

Hunt Group

Mailbox Timeaut after
an k=

seconds

om T

e Select the variable to Match
This drop-down list is used to select which Voicemail Pro system variable[255% should be checked for a match. Note that
with $KEY the timeout is used and additional dialing is accepted if no immediate match occurs.

e Select the parameter(s) to test the variable against
Select the types of values that should be checked for a match and if necessary entry the value. If several options are
selected, the Voicemail Pro check for a match starting from the top and working down until a match occurs.

e Variable
Check for a match against the value of another selected system variable[255,

e Specific
Check for a match against the value entered in the adjacent field.

¢ Extn
Check for a match against valid extensions on the IP Office.

e Hunt Group
Check for a match against hunt group extension numbers.

e Mailbox
Check for a match against mailboxes.

e Timeout after
The timeout value is used only if $KEY is selected as the variable to match. In that case, if no immediate match occurs
on the existing value of $KEY, the Voicemail Pro will wait for the specified timeout period for the caller to dial a new
value of $KEY.
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Results

The action will have results for connection to following actions in the call flow based on the selected
option on the Specific tab plus the following:

" ariable
— ¢ No Match
Specific This result is used if no match is found.
Extn e Timeout
Hunt Graup This result is used when $KEY is specified as the variable to match and no match occurs within the
- specified timeout period.
b ailbo
Mo katch
Timneot
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5.7.10 Database Actions
5.7.10.1 Database Open

L

E’E The Database Open action opens a link to a third party database. If connection to the database succeeds, the result
is OK, otherwise the result is FAIL. If there is a connection to the database already then the current connection is closed
and the new one requested will be opened.

To add a Database Open action:
NI

1.Click the @ Database Actions icon and select - Database Open.

2.Select the Specific tab. The connection string to open the database can be entered directly into the field. For help on
constructing the connection string, click . The Data Link Properties window opens.

e Provider Tab
Select the OLE DB Provider of the data that is to be connected to. Click Next to move to the Connection Tab.

+ Connection Tab
Specific information relating the Database provider needs to be completed. Help of the information required for each of
the fields can be obtained by clicking the Help button. Fields available will be dependant on the type of provider. Test
that the information entered will allow entry into the database, click the Test Connection button. A message Test
Connection Succeeded will show if successfully connected to the database.

e Advanced Tab
Network Settings & other settings e.g. Access permissions. Fields showing will be dependant on the type of provider
selected. Click help for specific information about any of the fields.

o All
The properties that have been selected on the previous tabs are shown in the All Tab. Amendments can be made as
required by selecting the Name and click Edit Value.

fNIIp

The Database Open action results can only be Success or Failure. Add connections to relevant
actions. For an example of the action in a call flow, see IVR Database Connection Example,

ISuu:-:ess Retrieving Data From the Database[318,
IFaiIure

5.7.10.2 Database Execute

@f The Database Execute action performs an SQL query on a database opened on a preceding Database Open action.
An SQL query that is generated by the Database Execute Action does not support spaces in field or table names. To avoid
problems in a Microsoft Access database, it is advisable to avoid using a field name that has the same name as its field
type. For example, you should avoid using the name Number for a number field.

To add a Database Execute action:

1.Click the @ Database Actions icon and select @f Database Execute.
2.Select the Specific tab. The SQL Wizard window opens. Use the wizard to construct the SQL query.

The Database Execute action results can only be Success or Failure. Add connections to
relevant actions. For an example of the action in a call flow, see IVR Database Connection

Igu.;.;egg Example, Retrieving Data From the Database[318 and Entering Details in to the Database[324,
IFaiIure
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5.7.10.3 Database Get Data

E?' Once a query has been made against a database (see Database Execute Action[2sh), either a single result or a set of
results are returned. The Database Get Data action will allow access to the data items if a set of results are returned.

To add a Database Get Data action:

1.Click the @ Database Actions icon and select @"’ Database Get Data.
2.Select the Specific tab. Select the way to retrieve the data.

Retrieve the next item in the list
Allows the call flow to facilitate the stepping through of a list of results returned by the Database Execute action.

Retrieve the previous item in the list
Allows the call flow to facilitate the stepping through of a list of results returned by the Database Execute action.

Retrieve the first item in the list
Allows the call flow to facilitate jumping to the start of the list therefore returning all the items in the list.

Retrieve the last item in the list
Allows the call flow to facilitate jumping to the end of the list therefore returning all the items in the list.

The Database Get Data action has four results.

ISuu:u:ess * Success
|-'“-"- — The current record has successfully been assigned to the $DBD variable.
LEn
e At End
IE""F't-'r' You have reached the end of the list, the $DBD variable contains no information.
IFallure « Empty
The execute method returned no data, the $DBD variable contains no information.
e Failure
There was a problem trying to retrieve the next data record, the $DBD variable contains no
information.

Examples of using the database actions are given in the IVR database Connection section. For an example of the action in
a call flow, see IVR Database Connection Example, Retrieving Data From the Database[318),

5.7.10.4 Database Close

Ej{ The Database Close action will close the current database connection. If the database is open when a call terminates
then a Database Close action is run automatically.

To add a Database Close action:

1.Click the @ Database Actions icon and select El: Database Close.

2.There is no specific tab.

Ek [ atabs
ISuccess

IFaiIure

The Database Close action results can only be Success or Failure. Add connections to relevant
actions.
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5.7.11 Queue Actions
5.7.11.1 Queue ETA
@ The Queue ETA action plays the estimated time to answer (ETA) in minutes to a queued caller. The ETA is calculated

based on the queued time in the previous hour of the last 5 queued and answered calls. The ETA is always rounded up to
the nearest minute. For an example, see Customizing Queuing[15¥,

The ETA is calculated and supplied by the IP Office when it requests a queue or still queued message is played to a caller.

e In Incoming Call Route 'Priority’
The IP Office supports a configurable Priority setting (1, 2 or 3) on Incoming Call Routes. Calls assigned a high priority
are moved up any call queue ahead of those with a lower priority. The use of this feature is not compatible with Queue
ETA and Queue Position messages as the spoken queue positions and ETA are for some callers may be overridden by
calls with a higher priority.

e The IP Office Manager option Synchronize calls to announcements should not be used when using actions other
than just playing prompts.

To add a Queue ETA action:

g
1.Click the iﬁ Queue Actions icon and select @ Queue ETA.

2.Select the Specific tab. This tab may include any further prompts to be played to the caller after they hear their ETA.
Eenerall Entry Prompts  Specific | Hepurtingl Hesultsl

—Hueue [estimated time to answer]
The promptz will be plaved in the fallowing order:

11 &ny items defined in the Entng Prompt page
2] The estimated time of answer
3] &y promptz defined below

9P i X 3o 4

Crder | Frompt | Length [z]

TIffer, viae

3.The Entry Prompts tab should include any prompts to play to the caller before they hear their ETA. For more
information, see Entry Prompts Tab[20%,

@ Queue ETA Connect the result Next to a relevant action.

INE:-:t
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5.7.11.2 Queue Position

‘yThe Queue Position action plays the caller their position within the queue of calls for the group. The queue position is
supplied by the IP Office when it requests a queue or still queued message is played to a caller.

e In Incoming Call Route 'Priority’

The IP Office supports a configurable Priority setting (1, 2 or 3) on Incoming Call Routes. Calls assigned a high priority
are moved up any call queue ahead of those with a lower priority. The use of this feature is not compatible with Queue
ETA and Queue Position messages as the spoken queue positions and ETA are for some callers may be overridden by
calls with a higher priority.

e The IP Office Manager option Synchronize calls to announcements should not be used when using actions other
than just playing prompts.

To add a Queue ETA action:

g
1.Click the ‘ﬁ Queue Actions icon and select ﬁ" Queue Position.

2.The Entry Prompts tab should include any prompts to play to the caller before they hear their position. For more
information, see Entry Prompts Tab[20%,

3. Select the Specific tab. This tab may include any further prompts to be played to the caller after they hear their
position.

I Reporting I Reszultz I

Hueue [curent pozition]

The promptz will be played in the following order:

1] Ay itemsz defined in the Entry Prompt page
2] The curent position
3] Any prompts defined below

ke 7 K ar

Order | Prarmpt | Length [z]

Connect the result Next to a relevant action. For an example of the Queue Position action in a call
flow, see Customizing a Hunt Group Callflow[156),

[ueue Position

INEHt
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5.8 System Variables

A number of system variables exist which can be used to perform tasks. For example, $NAM can be used to speak the
user's name within an action's entry prompt. System variables can also be checked by the compare element in a
condition and then branch the call flow according to the variables value.

Unless otherwise stated, variables are session based. This means that the data is specific to a particular call within
Voicemail Pro and does not persist between calls, including calls transferred from the Voicemail Pro which then return.
Also unless otherwise stated the values are 'read-only'.

Speaking Variables to Callers

System variables can be entered in the place of a wav file name in the Wav Editor. The value of the system variable will
then be spoken. This applies to $NAM, $POS and $QTIM in queuing call flows and to any variable that contains numeric
values. Numbers are spoken as a series of single digits, for example 123 is spoken as "one two three". To speak 123 as
"one hundred and twenty-three" requires TTS to be installed and a Speak Text action used.

Some system variables can be played as prompts, for example:
e $NAM - Plays the user name.

e $CLI - Speaks the caller's CLI.

e $RES - Plays the current result if it is a .wav file.

e $VAR - Plays the variable as a list of digits.

Variable Length
The length of the value stored within a variable is limited. For Voicemail Pro 4.2+ this limit has been increased from 64
characters to 512 characters.
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e $CLI
Holds the CLI of the caller if available.

o $CP
The 16 variables $CPO to $CP15 are used to store values (call parameters) for the duration of a call within the call
flow. Values can be written into these variables using the Generic[212) action command CPx:<value> where x is 0 to
15 and <value> is the value to be stored.

e $DBD
A set of 6 system variables $DBD[0] to $DBD[5]. These represent the fields of the currently selected database
record in a call flow where database actions are being used.

o $DDI: IP Office 4.1+ and Voicemail Pro 4.1+.
Holds the DDI of the call if available.

e $ETA
Holds the expected time to answer in seconds for a queued caller. This time is based on the last 5 queued and
answered calls for the same target in the last hour. The variable can be used to speak the value as a prompt or to test
the value in a condition. Only available when using Queued and Still Queued start points.

e $KEY
Holds the last DTMF key series entered. For more information, see Example Call Flow 137,
e $LOC

Holds the current locale setting of the IP Office system or the user if different. For more information, see Changing the
Language of Custom Prompts /178,

e $NAM
Holds the name of the mailbox user (blank for short codes).

e $RES
Holds the value of the result of the previous action. For example when a call flow has been branched by an action that
has True and False results, on one branch the value of $RES is "True", on the other "False".

e $POS
Holds the position of a queued caller. Can be used to speak the position as a prompt or test the value in a condition.
Only available when using Queued and Still Queued start points.

¢ $QTIM
The same as the $ETA above but returns the estimated time to answer rounded up to the nearest minute. This
variable can be used to speak the value as a prompt or to test the value in a condition.

e $SAV
Holds the last saved result. This can be entered using the following entry in a Genericl21? action, Save:<value>, for
example Save:$KEY or Save:1234.

o $TARGET: Voicemail Pro 4.2+.
This variable contains the original target of a call received by the IP Office system, eg. the destination set by the IP
Office's incoming call route.

e $TimeQueued: IP Office 4.1+ and Voicemail Pro 4.1+.
Holds the length of time, in seconds, that the call has been part of a particular hunt group queue. Only available when
using Queued and Still Queued start points.

o $TimeSystem: IP Office 4.1+ and Voicemail Pro 4.1+.
Holds the length of time, in seconds, since the call was presented to the IP Office system. Only available when using
Queued and Still Queued start points.

e $UUI
Available when a recording is triggered by auto-recording. Holds the user name, hunt group name or account code that
triggered the auto-recording process. For more information, see Customizing Auto Recording 176\,

¢ $VAR
A general variable which can hold amongst other things DTMF key sequences.
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5.8.1 User Defined Variables

You can create user variables, the value of which can be set using a F_.; Set User Variable action within a call flow. For

B
more information, see Set User Variable Action[24%. The options presented to a caller can also be branched using a Ef
Test User Variable action to check the current value of the variable. For more information, see Test User Variable

Action [248,,

To add a user defined variable:

1.Click @ or press F8. The User defined variables window opens.

User defined variables

—Pleaze add or delete any uzer wariable

Add user defined ¥ariable

Pleaze enter a new user vanable

%
R

0k I Cancel |

pdate | LCancel |

Help |

2.Click Hr. The Add user defined variable window opens.

3.Type a name for your new variable.

4.Click OK. The new variable is added to the list.

Voicemail Pro
IP Office

Page 257
15-601063 Issue 20b (11 July 2008)



Example:
1.Add a variable called Reception.

2.Two start points need to be created, one for indicating when the reception is open, the other for when the reception is
closed. When completed the call flows will look similar to the examples shown.

- Create a start point called ReceptionOpen and connect it to a Set User Variable action. The Set User Variable
action needs to have the user variable Reception assigned with the value Open.

Modules > ReceptionOpen

Start Poard ‘E‘l‘ Set Llzer Vanable
Next 2] " Nen

3.Create a start point called ReceptionClosed and connect it to a Set User Variable action. The Set User Variable
action needs to have the user variable Reception assigned with the value Closed.

Modules > ReceptionClosed

'n- Start Pairt | ‘_l Jzer Y aniable
INEHt r'l I INEH':

4. Create the matching short codes on the telephone system.

5.For calls using another start point, you can now use the Test User Variable action to test whether the value of
reception is open. The action has true and false results which you can link to the appropriate following actions, for
example transferring calls to the reception desk or to a mailbox.

Modulez > OpenHours

Test User W ariable ﬂ Reception Open

o & Out of Howurs
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5.9 Creating Modules

Modules are reusable sets of actions. They allow you to create a sequence of actions that can be reused in another call
flow.

Any changes to a module will affect all other start points that are using that module. This simplifies the programming of
actions if a number of start points use the same sequence of actions. Using modules also reduces the size of a call flow.

e To create connections from a module to other actions you must use the Module Return action within the module, see
Module Return Action [218,

To create a module:

1.Click Modules and then fg|- The Adding a new start point window opens.
- Alternatively, right-click Modules and select Add.
2.Enter a name for the module. This should not match any user or group name on the IP Office.

3.Click OK. You can now add actions and connections to the module in the same way as for any start point.

To add a module to a start point:
1. Select the start point to which you want to add the module action and then click the right-hand panel.

2.Click and drag the module required from the Navigation pane to the Details pane.

For support calls and diagnostic purposes it can be useful to view Voicemail Pro modules and start points as text files. For
more information, see Viewing Call Flows as Text [208\,

5.9.1 Running a Module

Modules can be run internally using short codes or can be configured for external calls.

Run a module from a short code

You can use modules directly in conjunction with short codes. The short code must call the name of the module. This
example short code will run the module called Special when a user dials *97. The service that the user receives will
depend on the actions in the module.

e Short code: For example *97
e Telephone Number: "Special" (include quotation marks)
e Line Group ID: 0

¢ Feature: Voicemail Collect

Run a module for an external call
A module can be applied directly to an incoming (external) call from within the IP Office Manager application. Within the
appropriate IncomingCallRoute entry, set the Destination to the module name prefixed with "VM:".

For example, enter VM:AutoAttend to route a call to a module called AutoAttend. Note that the maximum entry length
is 15 characters. This means that the module name is limited to 12 characters.

e If there is a hunt group on the system whose name matches the module name, calls will be routed to that group when
the voicemail server is not running.
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5.10 The Conditions Editor

Conditions are constructed from a set of basic elements. These elements can be combined within a single condition to
create complex rules. For example, the week planner can be used to define a company's standard working hours, and
then combined with the calendar to define exception days such as public holidays.

Within the voicemail call flow, conditions can be checked by a test condition action and, according to whether the
conditi%is currently true or false, callers can be routed to different actions. For more information, see Test Condition
Action |2461,

Logic settings can be applied to both the whole condition and to the elements in a condition. These can alter when a
condition is true or false.

¥+ AND
The condition is true when all the elements are true, for example both A and B are true.
l" OR

The condition is true when either element is true, for example if the day is Monday or Tuesday.

NOT
xl This logic element can be used to reverse the value (e.g. return false when true) of individual elements or of
the whole condition.
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5.10.1 Using the Condition Editor
You can add elements[26h to existing conditions, change the logicl263 of a condition and delete[268) elements and
conditions. -

To start the Condition Editor:

1.Click the ﬁl icon.
You can also open the Condition Editor by pressing F6 or click Administration > Condition Editor.

2.When the Condition Editor is started, any existing conditions are shown. In the example there are no conditions.

Condition Editor o x|

DaX B -

0K Cancel Help

To add a new condition:

w
1.Click the {D icon in the toolbar. The New Condition window opens.

2.Enter the name for the condition and then click OK.

3.The new condition is placed in the Condition Editor window. The condition is represented by the icon @ followed by
the condition name.
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When a condition has been created, elements can be added and altered. A condition can consist of multiple elements,
including several elements of the same type. In the example there are conditions added complete with elements.

Condition Editor

[® & X |B - -

a@ Attendant

A1 E “Week Planner
........ X! ?5 Condition

ok, Cancel

Help

To add elements to a condition:

1.Click the @‘ Element List icon in the toolbar.

2.Click the type of element required.

. @ Calendar - For more information, see Calendar/26®,

. Week Planner - For more information, see Week Planner/[265,

Compare - For more information, see Compare[266),

?
. @ Condition - For more information, see Condition [266),

3.Click @ Condition Name in the Condition Editor window. The element icon is added.

4.You can now edit the element's settings.

To edit elements:

1.Select the element, click ﬁ Edit icon in the toolbar. The element's properties window opens.

Alternatively, double click the element to open the properties window.

2.Make any changes.

3.Click OK to save the changes and close the properties window.
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To change the logic setting of a condition:
1.Click ¥+#Logic icon in the toolbar.
2.Select the required logic.
- x| (OR)
- x+ (AND)
- x! (NOT).
3.1In the Condition Editor window, click the element to apply the logic to. The logic indicator changes.

By default the logical X+ (AND) setting is applied to new condition elements. For the week planner and calendar
elements, if more than one day is set this will never return true. Therefore we recommend that the X|| (OR) logical
setting is applied to all week planner and calendar elements.

To change the name of a condition:

1. Select the condition, click ﬁ‘ Edit icon in the toolbar. The Rename condition window opens.
2.Amend the condition's name.

3.Click OK.

To delete elements and conditions:
1. Select the condition or element to be deleted.

2.Click % icon in the toolbar. The selected condition or element is deleted.

Voicemail Pro Page 263
IP Office 15-601063 Issue 20b (11 July 2008)



5.10.2 Calendar

@5 The Calendar element is used to indicate which days of the year return true. Double-click a day to select or
deselect the day.

-

Selected days are shown with a shaded background, e.g. - . Note that 22 indicates weekend days but not
whether the day is selected. The element returns 'true' if the current day is a selected day.
e Apply Logical OR X]| | if more than one day selected

By default the logical AND X= is applied to this condition element. If more than one day is selected then element cannot
return true. For example it cannot be the 3rd March and the 4th March at the same time. When multiple days are
selected the OR X] | settings should be applied. In our example the element will then be true if it is the 3rd March or 4th
March.

To add a calendar element:

1.Click the @ Element List icon in the toolbar.

2.Click @ Calendar.

Example:
The conditions for a call flow can be altered so that calendar dates such as public holidays can be accounted for.

1.Click the ﬁ‘ Conditions Editor icon. The Conditions Editor window opens.

®
2.Click the & New Condition icon in the toolbar. The New Condition window opens.

3.Type a name for the new condition.

4.Click OK. The icon '"@Condition Name is placed in the Condition Editor window.

5.Click the @‘ Elements icon. select @5 Calendar.

6.Click @ Holidays in the Condition Editor window. The Calendar @5 icon is added.

7.Double-click the @ Calendar to open the Calendar window.

8.To set a dge as being a holiday, double-click the date. If the date chosen is the 17th, the date will be highlighted,

17

similar to indicating it as a holiday.

9.Click OK. The condition can be added to a Test Condition action. For more information, see Test Condition Action [248),
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5.10.3 Week Planner

The Week Planner element is used to set which time periods during a normal week return 'true'. It consists of an
entry for each day of the week and a start and end time for the 'true' period on each day.

e Apply Logical OR X] | if more than one day selected

By default the logical AND X= is applied to this condition element. If more than one day is selected then element cannot
return true. For example it cannot be the Monday and Tuesday at the same time. When multiple days are selected the
OR X] | settings should be applied. In our example the element will then be true if it is Monday or Tuesday.

To add a Week Planner element:

1.Click the @‘ Element List icon in the toolbar.

2.Click Week Planner.

Example:
The conditions for a call flow can be altered so that calls received between 09:00 and 18:00, Monday to Friday are
treated differently to calls received outside of these hours.

1.Click the ﬁ‘ Conditions Editor icon. The Conditions Editor window opens.

(©
2.Click the & New Condition icon in the toolbar. The New Condition window opens.

3.Type a name for the new condition.
4.Click OK. The icon '"@Condition Name is placed in the Condition Editor window.

5.Click the @‘ Elements icon, select Week Planner.

6.Click @ Condition Name in the Condition Editor window. The Week Planner icon is added.

7.Double-click the Week Planner to open the Week Planner window.
8.Check the days Monday through to Friday. The start and end times for the days do not need to be changed.

9.Click OK. The symbol ¥#before the condition Week Planner indicates the logic 'AND' is used. Working hours are
Monday or Tuesday or ... or Friday so the logic needs to be changed to 'OR'.

. Click the ¥+ Logic icon in the toolbar, select ®ll OR.

- Click the condition Week Planner in the Condition Editor window. The logic setting to is changed to ®ll representing
the logic 'OR'.

10.Click OK. The condition can be added to a Test Condition action. For more information, see Test Condition Action[248).
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5.10.4 Condition

l,

@ The Condition element is used to combine the value of an already existing condition. For example, using the week
planner a working week is created, the week being 09:00 to 18:00, Monday to Friday every week. The condition element
can be used to alter the condition so that we can account for calendar dates such as public holidays by combining the
week planner element and the calendar element.

When selected the element displays a list of the other conditions from which to select.

To add a condition element:
1.Click the @ Element List icon in the toolbar.

l’
2.Click “2% condition.

3. Click the condition in the Condition Editor window.

I’
4.0pen the properties of the condition element by double-clicking @
5.Select the condition result that you want to include.

6.Click OK.

Example:
Two conditions have been created:

e Using the week planner element a condition is created so that calls received between 09:00 and 18:00, Monday to
Friday are treated differently to calls received outside of these hours. For more information, see the example for the
Week Planner condition element (265,

e Using the Calender element a condition is created so that calendar dates such as public holidays can be accounted for.
For more information, see the example for the Calendar condition element.[268

The two conditions need to be combined so that the call flow treats calls during working hours differently to calls received
outside working hours and on bank holidays.

1.Click the @‘ Element List icon in the toolbar.
I’
2.Click %% condition.
@&
3.Click the Week Planner in the Condition Editor window. The =% condition is placed in the Condition Editor window.

I’
4.0pen the properties of the condition element by double-clicking @

5.Select the Calendar condition result.

l,
6.Click ¥ *logic options and select a ®! NOT action. Click @ Condition to apply the logical option.
7.Click OK. The condition is now true when it is between 09:00 and 18:00, Monday to Friday and not a holiday.

5.10.5 Compare

The Compare element is used to add a variable that will be used to determine the call flow to be presented to the
caller. You can compare Voicemail Pro system variables, for example $POS or $ETA, against each other or against a value
you enter.
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6. Prompts
6.1 US English Intuity Prompts

The following a list of the numbered .wav files used by Voicemail Pro for US English. These are predominately, though not
exclusively, used for Intuity mailbox features.

All files are Microsoft WAVE file format (.wav) 8kHz, 16 bit mono.

Important

e It is important to note that the corresponding .wav file in other languages is not the same prompt.

WAV File Intuity Prompt

2

14
15
18
19
21
24
27
30
35
41
43
44
45
46
49
56
58
60
61
63
65
67
70
71
73
74
75
77
80
84
85
86
87
88
89
91
94
95
96
97
100

"at".

"Not private".

"To record a new message press 4".

"To record press 1 after recording press 1 again".
"To make private press 1, to make public press 2".
"And is".

"To forward with comment press 2".

"To review from beginning press *1, if finished press *#".
"To listen press 0".

"To delete press *D".

"To attach original, press y for yes or n for no.".
"To change press 1".

"Login incorrect".

"To forward message with comment at beginning, press 2".

"Your call is being answered by IP Office".

"Is not available to leave a message wait for the tone".
"Is busy, to leave a message wait for the tone".
"To access your mailbox press *R".

"No operator defined".

"Thank you for leaving you message".

"For name addressing press *A".

"Changed".

"To modify status, press 9 for yes, or 6 for no".
"New".

"Contains".

"To create another list".

"Unopened".

"To leave a message wait for the tone".

"You have".

"Deleted".

"To skip press # to delete press *D".

"Deleted".

"To have system wait press *W if finished please hang up or to disconnected IP Office press **X".

"Entry".

"Erased".

"Extension".

"This call is experiencing difficulties".
"Cannot use the guest password".
"First message".

"At end".

"Goodbye".

"Please disconnect".

"For help press *H".

"For help at anytime press *H".
"Invalid entry".
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WAV File Intuity Prompt

105 "To restart at the activity menu press *R".

108 "You are recording a message".

109 "Later".

110 "List".

111 "Please enter list ID".

112 "Otherwise for assistance press Zero now".

113 "You already have a list".

114 "To replace list renter ID and # sign, to create a new list enter new list ID".
115 "To transfer using names instead press *2".

117 "To reach the covering extension press *Zero".

118 "Enter last name".

119 "You wish to call".

120 "Too large to include".

124 "No more list space".

125 "Must be six or fewer numerals".

126 "To forward message with comment at end press 3".

127 "Return to previous activity".

130 "Because there were no entries".

134 "You can store your list or delete members but you cannot add members".
141 "No more lists".

142 "To list to the header press 3".

143 "To set back again press 2".

145 "List has no entries".

146 "To continue press #".

147 "Review completed".

148 "For extension addressing press *2".

150 "Members".

156 "Maximum length recorded".

159 "Member".

160 "Message".

161 "Midnight".

163 "To call sender press zero".

164 "Category".

165 "Returned to getting messages".

166 "At end to play back press 23".

167 "To approve press #, to record from here press 1, to play back press 23".
168 "Messages".

170 "Delivery scheduled".

173 "Please enter new password".

175 "Please note only IP Office subscribers can be specified by name".
178 "No addresses identified".

180 "Nothing to approve".

182 "Nothing to delete".

185 "Not found".

188 "Passwords do not match, please re-enter new password".
191 "No more messages".

192 "No messages".

193 "No name recorded".

194 "No new messages".

197 "Cannot step back".

198 "Partial name deleted".

201 "Noon".

202 "Not valid".

208 "Is not a public list".
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209 "Cannot modify another subscriber's list".

210 "Please enter a new password".

211 "To 15 digits".

212 "Please enter password again for confirmation, to delete the password you just entered press *D".

213 "Re-enter password".

214 "Approved".

219 "Owned by".

220 "Enter password".

223 "Please enter extension".

224 "And # sign".

226 "Private".

227 "Public".

228 "Record at the tone".

232 "Recording stopped".

233 "Previous login incorrect please re-enter extension".

234 "To respond or forward press 1".

235 "To restart at the activity menu press *R, to transfer to another extension press *T".

236 "Try again".

238 "To review another list".

240 "To skip press # to listen press zero".

242 "Returned to the".

243 "Rewound".

244 "Rewound to previous message".

252 "To respond to this message press 1".

253 "Please enter month, day".

255 "To delete this message press *D".

256 "At beginning to re-record press 1 to playback press 23".

262 "Received".

272 "Contact administrator for help".

274 "Please make entry soon or be disconnected".

275 "Cannot get your messages now due to multiple logins to your mailbox".

277 "To exit directory press #".

282 "To have system wait press *W, to access the names or numbers directory press **N. If finished
please hang up or to disconnect IP Office press **X".

285 "To add a member enter extension".

286 "To add a member enter last name".

287 "Welcome to IP Office".

288 "You are in the main directory. To find a subscribers extension, enter the last name followed by the #
sign. To enter the letter Q press 7, for z press 9. To lookup by extension instead press *2".

290 "If you wish to specify a non IP Office subscriber, first change to extension addressing by pressing *A".

291 "To transfer to another extension press *T".

292 "Louder press 4, softer press 7, faster press 9, slower press 8".

294 "To add entries press 1".

295 "To renter list press *5".

298 "To specify owner by name press *2".

300 "AM".

301 "PM".

305 "You are at the activity menu".

306 "You are changing your password".

310 "January".

311 "February".

312 "March".

313 "April".

314 "May".
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WAV File Intuity Prompt

315
316
317
318
319
320
321
322

323
325

327
328

329

330
332
333
334
335
339
347
348
350
351
352
353
354
355
356
357

358
360

361
362
363
364
367
368
369
370
371

372
373

376

377
380
381

"June".
"July".
"August”.
"September".
"October".
"November".
"December".

"You are in the numbers directory. To find a subscribers name, enter the extension followed by the #
sign. To lookup by name instead press *2".

"You are responding to a piece of incoming mail".

"You are administering your lists. To create a mailing list press 1, to play a summary of all your lists
press 2, to review a particular list press 3".

"You are creating a mailing list".

"To delete the previous entry, press *3. To add a mailing list you have already created or a public list
owned by others, press *5. To review or modify the list you are creating, press *1. To approve the list
you are creating and move on to the next step, press #".

"You have not yet entered enough characters to identify a specific subscriber. To enter the letter Q
press 7, for Z press 9".

"Or enter just the # sign if it is your phone".

"System greeting used".

"To add entries to the list or to change status of the list press 1".
"When finished addressing press #".

"When finished press #".

"To replay the last few seconds press 5, to advance a few seconds press 6.".
"You are adding a list".

"You are specifying a mailing list to review".

"Sunday".

"Monday".

"Tuesday".

"Wednesday".

"Thursday".

"Friday".

"Saturday".

"You are choosing between subscribers whose names match your entry. To indicate no subscribers
match, delete entry by pressing *3. To change to extension addressing and delete your entry press
*2M,

"You are identifying a list as private or public".

"You are scanning mailing lists, to review list members press 0, to rewind to previous list press 2, to
continue scanning lists press 3".

"To skip to next list press #, to delete list press *3".

"If you own the list press #, if some else owns the list".

"To approve the list you are creating press #".

"Enter owner's extension".

"To specify a different owner by name press *3".

"You are entering the number for a new list. Please enter a number up to 6 digits long".
"To replace an existing list, enter that list's number".

"These are entries in your list".

"To rewind to current entry press 2, to rewind to previous entry press 2 as many times as necessary,
to continue playback of list press 3".

"To skip to next entry press #, to delete current entry press *D".

"You are choosing whether to attach a copy of original message to your reply. To include the original
press y for yes, to send only your reply press n for no".

"To skip the next header press the # sign to listen to the header rewind by pressing 2 then play by
pressing 3 to skip to the next category press *#".

"To delete message press *D".
"Please wait".
"To listen to the message press 0, to re record message before delivery press 1".
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388 "To skip press the # key".

390 "O" (Oh)

391 - 450 "One" to "sixty". For zero see 585.wav

451 "Seventy".

452 "Eighty".

453 "Ninety".

454 "Hundred".

455 "Thousand".

456 "Million".

464 "Enter extensions".

468 "To continue playing press 3".

471 "If it's your list press #".

472 "To approve press #, to record from here press 1".

477 "Press 1 to select".

478 "2 to select".

479 "3 to select".

484 "Enter more characters followed by the # sign. If you just completed entering the last name enter the
first name".

485 "Has".

486 "To reply to sender by voicemail press 1".

493 "You are requesting a transfer".

499 "When finished recording press # to approve or 1 to edit your message".

556 "To exit press *# now".

561 "You addressing your message".

562 "Enter the".

563 "Digit extension".

569 "To modify press 1, if finished press *#".

577 "To hold the message in its current category press **H".

578 "To skip to the next category press *#".

579 "Password must be".

585 "Zero".

587 "You are reviewing a list".

601 "Priority".

604 "As you use IP Office, your name will be included in system announcements that you and other people
will hear. Press 1 and at the tone please speak your name. After speaking your name press 1 again".

606 "To re-record you name press 1, to approve press #".

608 "At the tone please speak your name. After speaking your name press 1".

610 "You are recording your name. After you record your name, you can access other IP Office features. As

you use IP office your name will be included in system announcements that you and other people will
hear. Press 1 and at the tone please speak your first and last name as you would like others to hear it.
After speaking your name press 1 again".

611 "You are recording your name. To record your name, press 1. After recording press 1 again. To play
back name press 23, to approve press #".

612 "To make private press 1".

613 "To make priority press 2".

617 "To remove private status press 1".

618 "To remove priority status press 2".

622 "Not priority".

643 "You are choosing options for this message there are no options currently set".

644 "You are choosing options for this message with the current settings".

645 "Private messages cannot be forwarded by the recipients".

646 "A priority message will be delivered before other messages and will be flagged for special attention in
the recipients mailbox".

647 "The message will be private".

648 "The message will be priority".
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651
681
700
701
702
703
704
707
708
736

744
745
747
748
749
750
751
752

753
754
755
756
757
759
760
764
765
766
767
770
771
772
773
775
776
777
778
779
780
781
782

783

784
785
786
787
788
790
791
792
793

"The message will be private and priority".

"Sorry cannot leave a message now because this users mailbox is full".

"To administer mailing lists press 1".

"To change your password press 4".

"To record your name press 5".

"You are at subscriber administration".

"To create lists press 1, to scan lists press 2, to review and modify lists press 3".
"If finished press *#".

"If finished adding entries press #".

"You are recording your name. As you use IP office your name will be included in system
announcements that you and other people will hear".

"For all calls".

"Active".

"For internal calls".
"For external calls".
"For busy calls".

"For no answer".

"For out of hours calls".

"To listen to a greeting press 0, to create change or delete a greeting press 1, to scan all your
greetings press 2, to activate a greeting press 3, to administer call types press 4, if finished press #".

"Enter greeting number".

"Greeting".

"Not recorded".

"To listen to greeting".

"To re-record, press 1".

"To review status, press 2".

"Press 0".

"To use this greeting for all calls press 0, for internal calls press 1, for external calls press 2".
"Recorded but not active".

"To use this greeting for all calls press 1".

"To use this greeting for all calls press 0, for busy calls press 1, for no answer calls press 2".
"Recorded and active".

"Approved and active".

"Again".

"To activate for out of hours call press 3".

"To record messages press 1 to get messages press 2 to administer personal greetings press 3".
"The system greeting".

"Cannot listen to system greeting".

"Cannot modify system greeting".

"No greetings recorded".

"Personal greetings review completed".

"To skip to the next greeting press the # sign".

"To activate a greeting enter greeting number, to de-activate a greeting activate a different greeting in
its place".

"To activate another greeting enter greeting number to de-activate a greeting activate a different
greeting in its place".

"To activate system greeting enter 0".

"Same greeting used for all calls".

"To identify calls as internal and external press 1".
"To identify calls as busy and no answer press 2".
"To identify calls as out of hours press 3".

"Calls identified as internal and external".

"Calls identified as busy and no answer".

"Calls identified as out of hours".

"Calls not identified as out of hours".
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797 "To use the same greeting for all calls press 5".
810 "External".

812 "No answer".

814 "Calls".

815 "You are administering your personal greetings".
816 "You are listening to a personal greeting".

817 "You are recording a personal greeting".

818 "You have just recorded".

819 "You are scanning your personal greetings".

820 "You are selecting which greeting to activate".
821 "You administering call types".

822 "As you use IP Office, your name will be included in system announcements that you and other people

will hear. At the tone please speak your name, after speaking your name press 1".
823 "For all calls".

825 "For internal".

826 "For external".

827 "For busy".

828 "For no answer".

829 "For out of hours".

830 "You must approve your recording".

832 "Please enter extension and # sign".

839 "To rewind to the previous greeting press 2".

843 "To scan headers and messages press 1, to scan headers only press 2, to scan messages only press
3".

844 "End of message".

845 "Next message".

846 "You are selecting an option for automatic message scan".

847 "You are automatically scanning your incoming messages. To listen to the message press 0, to respond
to or forward the message press 1".

848 "You are automatically scanning your incoming messages. To listen to the message press 0 to respond
to the message press 1".

849 "To skip the next message press the # sign, to the listen to the header rewind by pressing 2, then play
by pressing 3, to skip to the next category press *#".

850 "Broadcast and login message services are not available".

852 "To rewind to the current entry press 2, to rewind to previous entry press 2 as many times as
necessary".

868 "Mailbox id must be less than or equal to less than 16 digits".

869 "If the extension entered belongs to a casual subscriber you will be prompted for a mailbox id".

905 Short silence.

907 2 seconds of silence.

913 "If finished press #".

915 "No options menu available".

916 "To send message press # or enter an option to hear a list of options press 0".

924 "Seconds".

925 "Minutes".

926 Beep

928 "New messages".

929 "Old messages".

935 "Unopened messages".

936 "Partial entry deleted".

937 "Sorry you are having difficulty please get help and try again later".

938 - 968 Ordinal nhumbers "1st" to "31st".

971 "To send press #".

972 "To reach the covering extension press Zero".

973 "If you are finished please hang up or press **X".
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977 "Name not found".

987 "Enter last name of the person".

990 "To record and send voicemail messages press 1".

992 "To get messages press 2".

1001 "To scan incoming messages automatically press 7, to relogon press **R".
1006 "To record or change the greeting heard by callers press 3".
1010 "With priority".

1011 "With fax".

1020 "No message to send".

1028 "Page".

1029 "Pages".

1041 "There are no new faxes".

1048 "Nothing to print".

1052 "To specify your fax preferences press 3".

1061 "Your default print destination is...".

1071 "Fax message from..".

1073 "To print press *1".

1075 "To change the default print destination press 1".

1087 "To print to destination".

1088 "Press #".

1089 "To specify destination, enter digits followed by the # key".
1091 "You are specifying where your documents will be printed".
1092 "A default print destination has not been assigned".

1093 "To assign a default print destination press *7 then 53".

1098 "To approve press #".

1118 "You are specifying the default print destination for fax items".
1141 "When finished recording press # for more options".

1144 "To specify whether a message can be addressed before it is recorded press 6".
1145 "To administer call answer options press 7".

1152 "Address before record turned on".

1153 "To turn off press 1".

1154 "Address before record turned off".

1155 "To turn on press 1".

1157 "You are administering addressing options".

1158 "To prevent callers from leaving messages press 1".

1159 "Call answer messages will not be accepted".

1160 "To allow callers to leave messages press 1".

1161 "You are administering call answer options".

1162 "Sorry the mailbox you have reached is not accepting messages at this time".
1163 "Is not available".

1164 "Call answer messages will be accepted".

1219 "To review or change your reach options press 7".

1305 "Please enter an outcalling option to hear a list of options press 0".
1430 "To following message was restored".

1431 "No message to restore".

1432 "To undelete last deleted message press **U".

1434 "To return to getting messages press #".

1440 Beep

1443 "Voice file system is out of space".

1444 "Please contact the administrator".

1457 "Old and new passwords cannot be the same".

1461 "You are getting your incoming messages".

1462 "To listen to the message press Zero".

1463 "To reply to sender by voicemail press 17".
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1464 "To forward with comments press 12".

1465 "To record a new message press 14".

1466 "To respond to or forward the message press 1".

1467 "The return address for this message is not a mailbox on this system".

1469 "To reply to sender by voicemail press 7".

1964 "The ability for callers to leave messages in your mailbox is turned off".

1965 "To allow callers to leave messages press 571".

1970 "Invalid password please enter new password and # sign".

2007 "With text".

2008 "With other media".

2010 "Zero".

2011 "bytes".

2012 "Byte".

2013 "Kilobyte".

2014 "Kilobytes".

2015 "Megabyte".

2016 "Megabytes".

2018 "And".

2019 "Message from".

2021 "Private".

2022 "Private priority".

2023 "Priority".

2025 "Call from".

2026 "Call received".

2029 "This is a ".

2030 "Voice".

2031 "Fax".

2032 "Text".

2033 "Attached file".

2035 "To advance to the end of the message press *6".

2038 "Rewound".

2039 "Component".

2040 "To listen press 3".

2041 "To customize your mailbox, for example to create or edit your mailing lists or change your password,
press 5".

2042 "To administer your media preference for sorting messages, press 8".

2043 "You are administering your preferred media type for sorting incoming messages. Messages with a

primary media type matching your preference will be presented before other messages, regardless of
the order in which they have been received".

2044 "No media preference for sorting incoming messages has been specified".

2045 "For voice press 1, for fax press 2, for text press 3, for binary files press 4".

2046 "To retain your current preference press the # key".

2047 "You media preference for sorting incoming messages is".

2048 "For no preference press zero".

2049 "Will be your preferred media type".

2051 "Your password cannot be the same as your extension number consecutive digits or a single repeated
digit. Please enter new password and the # key".

2052 "At beginning of message to step back to previous message press *2 to listen press Zero".

2053 "Approximately".

2057 "At beginning of message".

2061 "To enter the telephone number of a fax machine press **5".

2063 "Enter the telephone number of a fax machine followed by the # sign".

2065 "The telephone number of a fax machine should be entered as it would be dialed from the location of

your messaging system. It can contain a maximum of 23 digits including trunk access, long distance or
international access codes if necessary and is subject to administrator restrictions".
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2071 "You are specifying the telephone number of a fax machine".
4409 -4434 Alphabetic characters "A" to "Z".

G0000 - G0O009 |"Press zero" through to "Press 9"

G0010 - G0O019 |"Press *zero" through to "Press *9".

G0020 "Press ** zero".

G0029 "Press **9",

G0031 "Press the # key".

G0032 "Press *#".

G0040 "You are changing your Outcalling options".
G0041 "System not administered for Outcalling".
G0042 "You are not authorised for Outcalling".
G0043 "When finished please hang up or ".

G0044 "You are selecting which messages will receive out calls".
G0045 "For instructions on entering your outcalling number".
G0046 "For instruction on configuring outcalling".
G0047 "You are not authorised to input a number".
G0051 "To return to the activity menu".

G0052 "Subject to administrator restrictions".
G0053 "To change times".

G0054 "To turn off"

G0055 "To turn on"

G0061 "To de-activate".

G0062 "To activate".

G0063 "To activate for all calls".

G0064 "To activate for external calls only".

G0065 "To activate for internal calls only".

G0071 "For all calls".

G0072 "For internal calls".

G0073 "For internal calls only".

G0074 "For external calls".

G0075 "For external calls only".

G0076 "For other calls".

G0080 "To use this greeting".

G0081 "For the temporary greeting"

G0082 "For number engaged calls"

G0083 "For no reply calls".

G0084 "For the default greeting".

G0085 "When finished".

G0086 "Please enter a number between".

G0087 "Where zero will set the temporary greeting to not expire".
G0088 "Please enter the number of days you wish this greeting to be active for".
G0089 "Your temporary greeting".

G0090 "For the next".

G0091 "Days".

G0092 "For today".

G0099 "Not configured".

G0100 "Turned off".

G0101 "Inactive".

G0102 "Desk".

G0103 "Home".

G0104 "Mobile".

G0105 "Temporary".

G0106 "Delegate".

G0107 "Secretary".
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G0108
G0109
G0110
G0111
G0112
G0113
G0120
G0121
G0122
G0123
G0124
G0125
G0126
G0127
G0128
G0129
G0130
G0131
G0140
G0141
G0142
G0143
G0144
G0145
G0147
G0148
G0149
G0150
G0151
G0152
G0153
G0154
G0155
G0156
G0157
G0158
G0159
G0160
G0161
G0162
G0163
G0185
G0186
G0187
G0188
G0191
G0192
G0193
G0194
G0195
G0200
G0201
G0202
G0203

"Other".
"SMS".
"Voicemail".
"Escalation".

"An escalation list".

"Extension".
"For none".

"For internal".
"For desk".

"For home".
"For mobile".
"For temporary".
"For delegate".
"For secretary".
"For other".
"For SMS".

"For voicemail".
"For escalation".
"Currently".
"For help".

"For help at any time".

"To leave".

"To change".

"To reject".
"Time".

"The time out is".

"To change the time out".
"To configure outcalling".
"Your escalations have not been configured".

"Your escalations are configured to call the following locations in the listed order".

"To repeat list".

"To repeat list with numbers".

"To review the list".

"You are selecting locations for the escalation list".

"To input the list again".

"You have completed inputting the escalation list".

"To select a destination".

"Where the following destinations will be called in order".
"To configure escalations".

"Please input your".

"Location".
"To".
"Where".
"Between".
"Invalid time".
"Is active".
"Is inactive".
"Is set to".
"Is not set".
"To repeat".
"And".

"Your outcalling is".
"Your outcalling is set".
"Your outcalling destination is set to".
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G0204
G0205
G0206
G0207
G0208
G0209
G0210
G0211
G0212
G0213
G0214
G0215
G0216
G0217
G0218
G0219
G0220
G0221
G0222
G0223
G0224
G0225
G0226
G0227
G0228
G0229
G0230
G0231
G0232
G0233
G0234
G0235
G0236
G0237
G0238
G0240
G0241
G0242
G0243
G0244
G0245
G0251
G0252
G0253
G0254
G0255
G0260
G0261
G0262
G0263
G0264
G0265
G0272
G0273

"The number is".

"Number is".

"Number".

"To change numbers".

"To input a number".

"For instructions on entering your outcalling number".

"For instructions on configuring outcalling".

"To change the number".

"There is no number defined for the selected destination".
"You are configuring outcalling destination".

"To configure outcalling".

"To re-configure outcalling".

"To change outcalling".

"To change outcalling destination".

"To change destination".

"To change".

"Destination".

"You have selected".

"There is no number defined".

"To select an alternate destination".

"To select another location".

"You have selected the option to configure your telephone numbers".
"To exit".

"To accept".

"To disable".

"To enable".

"To turn outcalling off".

"To turn outcalling on".

"To turn outcalling on for all new messages".

"To turn outcalling on for new priority messages only".

"To turn outcalling on for new private messages only".

"To turn outcalling on for new priority private messages only".
"The destination is set to".

"To change the destination".

"To set a number".

"Qutcalling is turned off".

"Outcalling is turned on".

"Qutcalling is turned on for all new messages".

"Outcalling is turned on only for new priority messages".
"Qutcalling is turned on only for new private messages".
"Outcalling is turned on only for new priority private messages".
"Qutcalling is turned on between".

"Outcalling is turned on for all new messages between".
"Qutcalling is turned on only for new priority messages between".
"Outcalling is turned on only for new private messages between".
"Qutcalling is turned on only for new priority private messages between".
"Outcalling is turned off".

"Qutcalling is turned on".

"Outcalling is turned on for all new messages"

"Qutcalling is turned on only for new priority messages".
"Outcalling is turned on only for new private messages".
"Qutcalling is turned on only for new priority private messages".
"For all new messages".

"For all new priority messages".
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G0274
G0275
G0278
G0279
G0280
G0281
G0282
G0283
G0284
G0285
G0286
G0287
G0288
G0289
G0290
G0301
G0306
G0307
G0308
G0309
G0310
G0311
G0312
G0313
G0314
G0315
G0316
G0317
G0318
G0319
G0320
G0321
G0322
G0350
G0351
G0352
G0353
G0360
G0361
G0362
G0363
G0364
G0365

G0366
G0367
G0400
G0401
G0402
G0403
G0404
G0405
G0406
G0410

"For all new private messages".

"For all new priority private messages".

"Enter the time in second and #".

"Enter the new number and #".

"To input a new number".

"To input an outcalling number".

"Enter the number followed by #".

"Anything entered will be interpreted as part of the called number".
"No global commands, such as *4 will be accepted at this time".

"A * or # entered as the first character will result in the * or # being output".
"A * entered as part of the digit string will be interpreted as a pause of one and a half seconds.
"If a longer pause is required, use multiple stars in a row".

"To return to outcalling administration".

"Enter outcalling number and #".

"To exit press *# now".

"Your destination is currently configured to".

"For system outcalling schedules".

"You are specifying your outcalling time period".

"For outcalling during peak time".

"If not press *3 and re-enter time".

"To specify your times".

"To delete own time".

"Peak time is".

"For outcalling ant time press 1".

"The time you specify will be restricted by the times allowed by the system administrator".
"Qutcalling specified to any time subject to administrator restrictions".
"For outcalling during prime time press 2".

"The system allows outcalls from".

"To change outcalling information press 6.

"Qutcalling specified for".

"If correct press #".

"From time".

"To time".

"There is a message for".

"Based on an outcalling time profile which is currently configured as follows".
"Your outcalling time profile is currently configured as follows".

"Your outcalling time profile is not configured".

"You are specifying the time for outcalling time profile".

"To leave the current time profile".

"To change the time profile".

"Is set to".

"Please enter the time".

"The time should be entered as follows: hour, hour, minute, minute, where the hours are given in 24

hour format. For example, 5 past 1 in the afternoon would be entered as 1305".
"You are configuring outcalling time profile".

"The end time should be greater than the start time".
"You are modifying your personal settings".

"You are modifying your callback options".

"You are modifying your do not disturb options".
"You are modifying your email mode options".

"You are modifying your follow me forward options".
"You are modifying your mobile twinning options".
"You are modifying your voicemail transfer options".
"To modify your personal settings".
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G0411
G0412
G0413
G0414
G0415
G0416
G0417
G0418
G0419
G0421
G0422
G0423
G0424
G0425
G0426
G0427
G0428
G0429
G0430
G0450
G0451
G0452
G0453
G0460
G0461
G0462
G0463
G0501
G0502
G0503
G0504
G0505
GO0551
G0552
G0553
G0554
GO0555
G0680
G0681
G0682
G0683

"To modify your callback options".

"To modify your DND options".

"To modify your email mode options".

"To modify your follow me forward options".
"To modify your mobile twinning options".

"To modify your reception transfer options".
"To modify your follow me feature setting".
"To modify your forward unconditional setting".

"To modify your forward on busy and on no answer setting".

"Your follow me feature".

"Your forward unconditional feature".
"Your forward on busy and on no answer is set to".
"Your forward on busy is set to".

"Your forward no answer is set to".

"Your forward on busy and on no answer are inactive".
"Your do not disturb feature".

"Your email mode feature".

"Your mobile twinning feature".

"Your callback option".

"To modify your voicemail transfer on zero".
"To modify your voicemail transfer on 1".
"To modify your voicemail transfer on 2".
"To modify your voicemail transfer on 3".
"Your voicemail transfer on zero".

"Your voicemail transfer on 1".

"Your voicemail transfer on 2".

"Your voicemail transfer on 3".

"A".

"B".

"C".

"D".

"E".

"The first".

"The second".

"The third".

"The fourth".

"The fifth".

"Second".

"Seconds".

"Star".

"Hash".

6.2 English Non-Intuity Prompts

Here is a list of the named .wav files used by Voicemail Lite and Voicemail Pro for US and UK English. These are
predominately, though not exclusively, used for IP Office mode mailbox features and Voicemail Pro custom call flow

actions.

All files are Microsoft WAVE file format (.wav) 8kHz, 16 bit mono.

WAV File Non-Intuity Prompt

a60
aa_01

aa_02

"Please enter extension and # sign".

"Good morning and thank you for calling. Please key in the required extension number or hold the

line for other options".

"Good afternoon and thank you for calling. Please key in the required extension number or hold the

line for other options".
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aa_03 "Good evening and thank you for calling. Please key in the required extension number or hold the
line for other options".

aa_04 "Please hold while we try to connect you".

aa_05 "An operator is currently unavailable".

aa_06 "Please key in the extension number you would like to leave a message for".

aa_07 "Good bye and thank you for calling".

alpha_01 "Press # to accepted data, *1 to hear the data, *2 to delete the data, *3 to delete the last
character, *# to accept the data and continue".

alpha_02 "Data has been deleted".

alrm_1 "You have an alarm call set for".

alrm_2 "Alarm has been deleted press 1 to continue or * to quit".

alrm_3 "Please enter the time for the alarm call in 24 hour clock notation".

alrm_4 "You have set an alarm call for".

alrm_5 "Press 1 to validate press 2 to add a message to the end press # to cancel".

alrm_6 "Your alarm has now been set".

alrm_7 "Press 1 to verify this alarm or press 2 to delete it".

alrm_8 "This time is invalid please try again".

alrm_9 "This is an alarm call please hang up".

AM "AM".

aor_00 "Warning: your call is being recorded".

cmp_01 "The current campaign message has been marked as deleted".

cmp_02 "The current campaign message has been marked as completed".

cmp_03 "The current campaign message has been abandoned".

cmp_04 "Press 1 to start again, press 2 to rewind, press 3 to abandon, press 4 to delete, press 5 to

complete, press 7 for previous field, press 8 for start of current field, press 9 for next field, press #
to forward, press 0 to pause, press * to rewind".

conf_01 "A conference is not currently scheduled".

conf_02 "There was a problem transferring you into the conference".

conf_03 "Please enter your conference id and press # to finish".

conf_04 "Please enter your PIN and press # to finish".

conf_05 "Your conference ID or PIN is not valid".

conf_06 "Your conference ID is not valid".

conf_07 "Your PIN is not valid".

conf_08 "Please try again".

conf_09 "To be announced into the conference please speak your name and press # when you have
finished".

conf_10 "Your name is too short please try again".

conf_11 "Has invited".

conf_12 "To join them in an immediate conference press 1 to accept, 2 to decline and 3 if the delegate is not
available".

conf_13 "Has requested".

conf_14 "To join in an ad-hoc conference press 1 to accept, 2 to decline and 3 if the delegate is not
available".

conf_15 "Has declined the offer to attend the conference".

conf_16 "Is not available".

conf_17 "Has just entered the conference".

conf_18 "Has just left the conference".

conf_19 "An unknown caller".

conf_20 "Has been invited".

conf_21 "No conference selected, thank you and good bye".

conf_22 "Transferring you to the conference now".

conf_23 "Conference not accessible".

conf_24 "You have been invited to a conference".

dbn_01 "There are".

dbn_02 "Press # to play list".
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dbn_03 "To select".

dbn_04 "# for next".

dbn_05 "*# for previous".

dbn_06 "And #".

dbn_07 "Press **2",

dbn_10 "For selection by group".

dbn_11 "For selection by first name".

dbn_12 "For selection by last name".

dbn_13 "For selection by extension".

dbn_14 "Entries that match your selection".

dbn_15 "*3 to clear the list and restart".

dbn_16 "Or enter more characters followed by a # to reduce the size of the list".

dbn_17 "To change name format entry to".

dbn_18 "First name last name".

dbn_19 "Last name first name".

dbn_20 "Enter group name".

dbn_21 "Enter first name".

dbn_22 "Enter last name".

dbn_23 "Enter extension".

dom_01.wav... Day of month ordinal numbers "1st" to "31st".

dom_31.wav

dow_01 "Sunday".

dow_02 "Monday".

dow_03 "Tuesday".

dow_04 "Wednesday".

dow_05 "Thursday".

dow_06 "Friday".

dow_07 "Saturday".

EOC_1 "Warning, your conference will end in".

EOC_2 "Your conference will end in".

int_na "Service not supported".

ivr_01 "The time according to the IVR server is".

ivr_02 "Directory wave table. Enter the number of the caller you want to edit".

ivr_03 "Name wave table. Enter the number of the extension you want to edit".

ivr_04 "Enter form entries with the # sign to terminate each line. Press # at the end to complete the
form".

ivr_05 "Form verified".

ivr_06 "Form entry is complete".

ivr_07 "Press * to abort # to accept or 0 to listen again”.

ivr_08 "Do not disturb".

ivr_09 "Voicemail mode".

ivr_10 "Call forwarding".

ivr_11 "Forward number is set to".

ivr_12 "Follow me number is set to".

ivr_13 "Voicemail reception number is set to".

ivr_15 "Parameter is set to".

ivr_16 "Parameter is enabled".

ivr_17 "Parameter is disabled press 1 to enable".

ivr_18 "Parameter is disabled".

ivr_19 "Parameter is enabled press 2 to disable".

ivr_20 "Press 1 to change press # to cancel".

ivr_21 "Enter new number after the tone".

ivr_22 "Repeat new number after the tone".

ivr_23 "Sorry the numbers you have entered are different".
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ivr_24 "Email options".

ivr_25 "Alert email on incoming message".

ivr_26 "Copy messages to email".

ivr_27 "Forward messages to email".

ivr_28 "Email turned off".

ivr_29 "Service mode".

ivr_30 "In service".

ivr_31 "Out of service".

ivr_32 "Night service".

mc_00 Beep.

mc_01 Short silence.

mc_02 One seconds silence.

misc_24 "Is on holiday until".

misc_25 "Is unavailable until".

misc_26 "Is at lunch until".

misc_27 "Is away on business until".

misc_28 "And will be picking up messages regularly".
misc_29 "And will not be contactable until their return".
misc_30 "List length exceeded".

misc_31 "* cannot access private list".

misc_32 "* list length exceeded".

mnu_1 "You have four greeting options. For standard greeting press 1, for after hours greeting press 2, for

you are in a queue greeting press 3, for you are still in a queue greeting press 4".

mnu_2 "To hear your greeting message press 1, to change your greeting message press 2, to save your
greeting message press 3, to save your message for playing as a continuous loop press 4".

mnu_2a "To hear your greeting message press 1, to change your greeting message press 2, to save your
greeting message press 3, to save your message for playing as a continuous loop press 4, to return
to the previous menu press 8".

mnu_3 "When playing a message to delete the message press 4, to save the message press 5, to forward
the message to email press 6, to repeat the message press 7, to skip the message press 9, at the
end of your messages to play old messages press 1, to play saved messages press 2, to edit your
greeting press 3, to direct all messages to email press *01, to turn off email redirection press *02".

mnu_4 "When playing a message to delete the message press 4, to save the message press 5, for
forwarding options press 6, to repeat the message press 7, to skip the message press 9, to call
back the sender press ** at the end of your messages, to play old messages press 1, to play saved
messages press 2, to edit your greeting press 3, to direct all messages to email press *01, to send
email notifications press *02, to turn off email functions press *03, to change your access code
press *04".

mnu_5 "To forward message to email press 1, to forward message to other extensions press 2, to add a
header message press 3, to send message into your saved messages list press 4, to skip this
forwarding press #".

mnu_6 "User configure options. To edit forwarding number press 1, to edit follow me number press 2, to
set call forwarding press 3, to set voicemail press 4, to set do not disturb press 5, to edit voice mail
access code press 6, to edit voicemail reception press 7, to set voicemail email mode press 8, to
edit voicemail call back humber press 9".

mnu_7. "Hunt group configure options. To set voicemail press 1, to edit voicemail access code press 2, to
set voicemail email mode press 3, to set service mode press 4".

mnu_8 "Invalid entry please try again".
mnu_9 "That destination is unavailable".
MNU_10. "To play your old messages, pressl. To play your saved messages, press 2. To edit your greeting,

press 3. To delete the current message, press 4. To save the current message, press 5. To change
your access code, press *04. For help at any time, press *4".

mo_01 "January"

mo_02 "February"

mo_03 "March"

mo_04 "April"

mo_05 "May"

mo_06 "June"

mo_07 "July"
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mo_08 "August"

mo_09 "September"

mo_10 "October™"

mo_11 "November"

mo_12 "December"

no_ "Number".

no_00.wav ... "Zero" to "Fifty-nine".

no_59.wav

no_24p "More than 24".

noon "Noon".

out_01 "To administer Outlook based greetings, press 5".

out_02 "You are administering Outlook based greetings".

out_03. "QOutlook based greetings are active for all calls".

out_04 "Outlook based greetings are used for the following call types".

out_05 "Outlook based greetings are currently inactive".

out_06 "To deactivate Outlook based greetings".

out_07 "To activate Outlook based greetings".

out_08 "They will be out of the office until".

out_09 "They will be busy until".

out_10 "Due to".

outb_01 "This is an IP Office outbound alert".

outb_04 "Press any key to accept".

pg_0001 "To use this greeting for all calls press 1".

pg_0002 "To use this greeting for all calls press 0".

pg_0003 "For internal calls press 1".

pg_0004 "For external calls press 2".

pg_0005 "To activate for out of hours call press 3".

pg_0006 "If the number is busy press 4".

pg_0007 "For no reply calls press 5".

pin_01 "Enter your current access code after the tone".

pin_02 "Now enter your new access code after the tone".

pin_03 "Now repeat your new access code after the tone".

pin_04 "Your access code has now been changed".

pin_05 "It has been possible to change your access code at this time".

pin_06 "Press # when you have finished".

pin_07 "Access code must contain 4 or more digits".

PM "PM".

que_01 "You are at queue position".

que_02 "In the queue".

que_03 "Call per".

que_04 "Estimated time to answer is".

que_05 "Your call will be answered in".

rec_01 "Warning: this call is being recorded".

RECNAM_01 "As you use IP Office, your name will be included in system announcements that you and other
people will hear. At the tone please say your name. After saying your name, press 1".

RECNAM_02 "To re-record your name press 1, to confirm press #".

RECNAM_03 "Record at the tone".

PressHash "To continue, press #".

sac_01 "Cannot retrieve your messages now due to multiple logins to your mailbox".

sac_02 "Please disconnect".

seconds "Seconds".

ssb_00 "O" (Oh).

ssb_01 "O'Clock".

ssb_02 "No".
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ssb_03 "None".

ssb_04 "Midnight".

ssb_05 "And".

ssb_06 "Date".

ssb_07 "Deleted".

ssb_08 "T number".

ssb_09 "For".

ssb_10 "Forwarded".

ssb_11 "Item".

ssb_12 "Press".

ssb_13 "Quantity".

ssb_14 "Saved".

ssb_15 "Yesterday".

ssb_16 "Hundred".

ssb_17 "Hour".

ssb_18 "0" (oh).

ssb_19 "At".

ssb_20 "1" (Down tone).

ssb_21 "1" (Up Tone).

ssb_22 "1" (Level Tone).

ssb_23 "Function failed to complete".

ssb_29 "Minutes".

svm_02 "Calls have been forwarded to email. New calls will also be forwarded to email until turned off".

svm_03 "Caller was".

svm_04 "Thank you for leaving a message. Mailbox has now stopped recording".

svm_05 "Please enter your mailbox number".

svm_06 "Please enter your access code".

svm_07 "There is no one available to take your call at the moment so please leave a message after the
tone".

svm_08 "For help at anytime press 8".

svm_09 "That was the last message".

svm_10 "New message".

svm_11 "New messages".

svm_12 "Old message".

svm_13 "Old messages".

svm_14 "Saved message".

svm_15 "Saved messages".

svm_16 "Remote access is not configured on this mailbox".

svm_17 "Email is not enabled on this mailbox".

svm_18 "I am afraid all the operators are busy at the moment but please hold and you will be transferred
when somebody becomes available".

svm_19 "Message was recorded".

svm_20 "You're being transferred".

svm_21 "You have".

svm_22 "Unknown caller".

svm_23 "Forwarding to email is now turned off".

svm_24 "Start speaking after the tone and your message will be inserted before the message prior to
forwarding".

svm_25 "To hear the recording press 1, to change the recording press 2, to save the recording press 3".

svm_26 "Enter the extension to which you wish this message to be forwarded, separating each extension
using the # sign. Press # at the end to complete the list".

svm_27 "Message has not yet been recorded".

svm_28 "Start speaking after the tone and press 2 when you have finished recording".

svm_29 "There are no messages".

tim_mO00 "Minute".
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tim_moO1 "One minute".
tim_mO02 "Minutes".
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Chapter 7.
Voicemail Pro Examples
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7. Voicemail Pro Examples
7.1 Using VB Script

@I The VB Script action allows an administrator to construct additional call flow logic using VBScript commands. A
number of predefined methods and system variables are available. Any scripting added can be verified by pressing the
Syntax Check button. Details of the properties and methods supported are given in the VBScript section. For more
information, see VBScript Properties:Overview [29B,

e Use of VBScript requires entry of a valid VM Pro VBScript license in the IP Office configuration.

To add a VB Script action:

1.Click the *ﬁ? Miscellaneous Actions icon and select gVB Script.

2.Select the Specific tab.
Eenerall Enty Prompts  Specific | Hepu:urtingl Hesultsl

—Enter WBScript

Sub Main [digid)
dirn reqigtration
SetWoice = Createl bject( vrprovh. voicescrpt']
registration = Yoice Register(dlgid]
if reqiztration Then

4 o

end if
End Sub

[™ Espand Line: 1 Remaining Characters: 1000 |} Syntax Check

- Enter VBScript
In the Script area enter the VBScript as required. Details of the System variables and COM methods that are
supported are accessible by right clicking in the VBScript area. This script can contain a maximum of 1000
characters.

- Expand
Check Expand to view a larger script area.

- Syntax Check
Click the Syntax Check button to check your input for any errors.

This action has two results for which connections to following actions can be made. The results are
based on the Scripting entered in the Specific tab.

ISuu:-:ess
IFaiIure
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7.1.1 VBScript Properties
7.1.1.1 Overview

The following properties can be accessed within VBScripts. Note that unless otherwise stated they are session based. The
data is specific to a particular Voicemail Pro call and does not persist between calls.

Voicemail contains various state variables that are associated with a specific interaction with voicemail. The system
variables listed map to properties associated with the object:

o $NAM - (read-only). For more information, see Name Property [29%,

e $CLI - (read-only). For more information, see CallingParty Property [292),

o $RES - (read-write). For more information, see Result Property [295),
e $VAR - (read-write). For more information, see Variable Property[296),

e $SAV - (read-write). For more information, see SavedResult Property [298),

e $LOC - (read-write).For more information, see Locale Property [293,,

The following properties are specific to queued and still queued call flows only.

e $QPOS - (read-only).For more information, see PositionInQueue Property[295,,

e $QTIM - (read-only). For more information, see EstimatedAnswer Property[29%,

The following properties are related to the messages within the mailbox.

¢ NewMsgs Property - Returns the count of new messages within the session’s mailbox. For more information, see
NewMsgs Property [298,

¢ OldMsgs Property - Returns the count of old messages within the session’s mailbox. For more information, see
0OldMsgs Property [29%),

¢ SavedMsgs Property - Returns the count of saved messages within the session’s mailbox. For more information,
SavedMsgs Property [298),

o LastAccessedMsg Property — Returns the name of the last recorded or accessed message. For more information,
see LastAccessedMsg Property[293),

Note: VB Scripting will only support variant types.

Internal Variables
Some of the variables that exist within Voicemail Pro can be split into smaller sections using a delimiter.

e Example:
A CLI contains the number 01707364143. If the call flow references the variable as CLI@0,4 then the value 01707
will be returned as they are the first five numbers.
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7.1.1.2 CallingParty Property

The CallingParty property returns the caller id associated with the voicemail session used for VBS interaction with
Voicemail (equivalent to $CLI system variable).

¢ Owning object: vmprov5.voicescript
e String:
e Set: This property is read-only.

e Get: A String object containing the name of the calling party (or $CLI). For example: String = Voice.
CallingParty

e Remarks: The CallingParty property is only valid for the current session to Voicemail.

e Example

Sub Main (dlgid)
dim registration
Set Voice = CreateObject(''vmprov5.voicescript')
registration = Voice.Register(dlgid)
if registration Then
dim callerid
callerid = Voice.CallingParty
end if
End Sub

7.1.1.3 EstimatedAnswer Property

The EstimatedAnswer property returns the $QTIM voicemail system variable. This is the user’s estimated time to
answer within the queue in minutes and is only available for queued and still queued call flows.

e Owning object: vmprov5.voicescript
e String:
e Set: This property is read-only.

e Get: A long containing the current value for $QTIM. For example: Long = Voice.EstimatedAnswer
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7.1.1.4 LastAccessedMsg Property

The LastAccessedMsg property returns the name of the last recorded message. If the IP Office TUI is used then this will
also contain the name of the last played message.

¢ Owning object: vmprov5.voicescript
e String:
e Set: This property is read-only.

e Get: A string object containing the fully qualified name of the last played or recorded message. For example: String
= Voice.lLastAccessedMsg

7.1.1.5 Locale Property
The Locale property gets and sets the $LOC voicemail system variable.

e Owning object: vmprov5.voicescript

e String:
e Set: A string object that contains the new value for the $LOC variable. For example: Voice.Locale = String
e Get: A string object containing the current value for $ LOC. For example: String = Voice.Locale

¢ Example

Sub Main (dlgid)
dim registration
Set Voice = CreateObject(*'vmprov5.voicescript')
registration = Voice.Register(dlgid)
if registration Then
dim locale
DO SOME PROCESSING.
locale = Voice.lLocale
Rem NOW SET LOCALE TO FRENCH
Voice.Locale = “fr”
DO SOME PROCESSING.
Rem NOW SET LOCALE BACK TO WHAT IT WAS
Voice.Locale = locale
end if
End Sub
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7.1.1.6 Name Property

The Name property returns the name of the mailbox associated with the voicemail session used for VBScript interaction
with Voicemail (equivalent to $NAM system variable).

¢ Owning object: vmprov5.voicescript
e String:
e Set: This property is read-only.
e Get: A String object containing the name of the associated voice mailbox. for example:

e String = Voice._Name

7.1.1.7 NewMsgs Property
The NewMsgs property returns the number of new messages contained within the session mailbox.

¢ Owning object: vmprov5.voicescript
e String:
e Set: This property is read-only.

e Get: The number of new messages within the mailbox. For example: Number = Voice.NewMsgs

7.1.1.8 OldMsgs Property
The OldMsgs property returns the number of old messages contained within the session mailbox.

¢ Owning object: vmprov5.voicescript
e String:
e Set: This property is read-only.

e Get: The number of old messages within the mailbox. For example: Number = Voice.OldMsgs
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7.1.1.9 PositionInQueue Property

The PositionInQueue property returns the $QPOS voicemail system variable. This is the user’s current position in the
queue and is only available for queued and still queued call flows.

¢ Owning object: vmprov5.voicescript
e String:
e Set: This property is read-only.

e Get: A string object containing the current value for $QPOS. For example: String = Voice.PositionInQueue

7.1.1.10 Result Property

The Result property gets and sets the $RES voicemail system variable. The $RES variable contains the result property of
a call flow action. The result is action-specific, for example OK, FAILED, BUSY and so on. The call flow action is able to
use the variable to determine logic to be based upon the Result of a preceding Action, or as a temporary variable in the
VB-Script. However the variable will be overwritten after the VB Action is completed. If the values from the VB action
icon need to be passed to subsequent actions, it is advisable to use user variables.

¢ Owning object: vmprov5.voicescript

e String:
e Set: A string object that contains the new value for the $RES variable. For example: Voice.Result = String
e Get: A string object containing the current value for $RES. For example: String = Voice.Result

e Example

Sub Main (dlgid)
dim registration
Set Voice = CreateObject(''vmprov5.voicescript')
registration = Voice.Register(dlgid)
if registration Then
dim result
dim success
DO SOME PROCESSING.
iT success Then
Voice.Result = TRUE
else
Voice.Result = FALSE
end if
End Sub
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7.1.1.11 SavedMsgs Property
The SavedMsgs property returns the number of saved messages contained within the session mailbox.

¢ Owning object: vmprov5.voicescript
e String:
e Set: This property is read-only.

e Get: The number of saved messages within the mailbox. For example: Number = Voice.SavedMsgs

7.1.1.12 SavedResult Property
The SavedResult property gets and sets the $SAV voicemail system variable.

¢ Owning object: vmprov5.voicescript
e String:
e Set: A string object that contains the new value for the $SAV variable. For example: Voice.SavedResult = String

e Get: A string object containing the current value for $SAV. For example: String = Voice.SavedResult

7.1.1.13 Variable Property
The Variable property gets and sets the $VAR voicemail system variable.

e Owning object: vmprov5.voicescript
e String:
e Set: A string object that contains the new value for the $VAR variable. For example: Voice.Variable = String

e Get: A string object containing the current value for $VAR. For example: String = Voice.Variable
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7.1.2 VBScript Methods
7.1.2.1 ForwardMsg Method
The ForwardMsg method is used to forward a file or message to other mailboxes.

Voice.ForwardMsg(
file As String,
mailboxes As String,
ident As String

)

o Parameters

e file - This contains the name of the message file to be forwarded. The following formats are allowable:

e [GREETING]\greeting
Forwards the greeting stored within the greetings directory (the .WAV extension is automatically appended).

¢ [ACCOUNTS]\mailbox\message
Forwards the message stored within the specified mailbox (the .WAV extension is automatically appended).

¢ [CAMPAIGN]\campaign\message
Forwards a campaign message stored within the specified campaign (the .WAV extension is automatically
appended).

o If the fully qualified path is specified (drive:\path\file) then the full specified pathname is used otherwise the file is
relative to the WAVS directory.

« mailboxes - The list of mailboxes to forward the message to (separated by non digits, e.g. 202 203 204).
e ident - The CLI to be associated with the message.
¢ Return Value

This method does not return a value.

7.1.2.2 ForwardMsgToMailbox Method
The ForwardMsgToMailbox method is used to forward a file or message to another mailbox.

Voice.ForwardMsgToMai Ibox(
file As String,
mailbox As String,
ident As String

) As String

o Parameters

o file - This contains the name of the message file to be forwarded. The following formats are allowable:

¢ [GREETING]\greeting
Forwards the greeting stored within the greetings directory (the .WAV extension is automatically appended).

¢ [ACCOUNTS]\mailbox\message
Forwards the message stored within the specified mailbox (the .WAV extension is automatically appended).

¢ [CAMPAIGN]\campaign\message
Forwards a campaign message stored within the specified campaign (the .WAV extension is automatically
appended).

o If the fully qualified path is specified (drive:\path\file) then the full specified pathname is used otherwise the file is
relative to the WAVS directory.

¢ mailbox - The mailbox to forward the message to.
e ident - The CLI to be associated with the message.
¢ Return Value

The name of the new message.
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7.1.2.3 FullFilename Method

The FullFilename method is used to translate the shortcut filename to the equivalent fully qualified pathname for the
file.

Voice.FullFilename(
file As String
) As String

o Parameters
o file - This contains the name of the file to be translated:

e [GREETING]\greeting
The file is relative to the greetings directory.

¢ [ACCOUNTS]\mailbox\message
The file is relative to the accounts directory.

¢ [CAMPAIGN]\campaign\message
The file is relative to the campaigns directory.

o If the fully qualified path is specified (drive:\path\file) then the full specified path name is used otherwise the file
is relative to the specified locale within the WAVS directory.

¢ Return Value
The equivalent fully qualified path name for the specified file.

7.1.2.4 GetCallingParty Method
The GetCallingParty method is used to obtain the $CLI session variable.

Voice.GetCallingParty(
[dlgid As Long = 0]
) As String
o Parameters

e dlgid - The connection ID as passed in to the script.

¢ Return Value
The value of the $CLI session variable associated with the specified voicemail session.
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7.1.2.5 GetDTMF Method
The GetDTMF method is used to return user’'s DTMF input.

Voice.GetDTMF(
[digits As Long = 1],
[timeout As Long = 30],
[dlgid As Long = 0]
) As String
o Parameters

e digits - The maximum number of DTMF digits to capture.
e timeout - The maximum time to wait for DTMF input.
e dlgid - The connection ID as passed in to the script.

e Return Value
The DTMF keys that were pressed.

7.1.2.6 GetEstimatedAnswer Method
The GetEstimatedAnswer method is used to obtain the $QTIM session variable.

Voice. GetEstimatedAnswer (
[dlgid As Long = 0]
) As String
o Parameters

e dlgid - The connection ID as passed in to the script.

¢ Return Value

The value of the $QTIM session variable associated with the specified voicemail session.
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7.1.2.7 GetExtension Method
The GetExtension method is used to obtain an extension.

Voice.GetExtension(
index As Long,
) As String

o Parameters

¢ index - The extension to return. Note: The actual extension number should not be entered as index refers to the
offset number of the extension in the listing.

¢ Return Value
The extension at that position within the list (an empty string if end of list).

¢ Example

Sub Main (dlgid)
dim registration
Set Voice = CreateObject(*'vmprov5.voicescript')
registration = Voice.Register(dlgid)
if registration Then
dim index
dim ext
index = 0
Do
ext = Voice.GetExtension(index)
index = index + 1
Loop Until Len(ext) = 0
end if
End Sub

7.1.2.8 GetLocale Method
The GetLocale method is used to obtain the $LOC session variable.
Voice.GetLocale(
[dlgid As Long = 0]
) As String
o Parameters

e dlgid - The connection ID as passed in to the script.

e Return Value
The value of the $LOC session variable associated with the specified voicemail session.

7.1.2.9 GetMailbox Method
The GetMailbox method is used to obtain a mailbox.
Voice.GetMai Ibox(
index As Long,

) As String
o Parameters

e index - The mailbox to return.

The actual mailbox number should not be entered as index refers to the offset number of the mailbox in the
listing.

¢ Return Value
The mailbox at that position within the list (an empty string if end of list).
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7.1.2.10 GetMailboxMessage Method
The GetMailboxMessage method is used to obtain a message within a mailbox.

Voice.GetMai lboxMessage(
mailbox As String,
msgtype As String,
index As Long,

) As String

o Parameters
¢ mailbox - The mailbox to return messages for.

e msgtype - The type of messages to return.

This can start with an N for new messages, O for old messages and S for saved messages.

e index - The message to return.

¢ Return Value
The message at that position within the list (an empty string if end of list).

7.1.2.11 GetMailboxMessages Method
The GetMailboxMessages method is used to obtain the count of specific messages within a mailbox.
Voice.GetMai lboxMessages(
mailbox As String,
msgtype As String
) As Long
o Parameters

e mailbox - The mailbox to return message counts for.

e msgtype - The type of messages to return counts for.

This can start with an N to obtain the number of new messages, O for old messages and S for saved

messages.

¢ Return Value
The number of messages of a particular type within the mailbox.
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7.1.2.12 GetMessagePriority Method
The GetMessagePriority method is used to determine whether the message was left with priority.
Voice.GetMessagePriority(
mailbox As String,

message As String
) As Boolean

o Parameters
e« mailbox - The mailbox that the message belongs to.
e message - The message to query.

¢ Return Value
True if the message was left with priority, otherwise False.

7.1.2.13 GetMessagePrivate Method
The GetMessagePrivate method is used to determine whether the message was left with privacy.
Voice.GetMessagePrivate(
mailbox As String,

message As String
) As Boolean

o Parameters
e« mailbox - The mailbox that the message belongs to.
e message - The message to query.

¢ Return Value
True if the message was left with privacy, otherwise False.

7.1.2.14 GetMessageStatus Method
The GetMessageStatus method is used to obtain the state of the message within a mailbox.
Voice.GetMessageStatus(
mailbox As String,
message As String

) As String
o Parameters

e mailbox - The mailbox that the message belongs to.

e message - The message to query.

The message name format should be [Accounts]\mailbox\message. for example,. [Accounts]\Extn247

\MSG00004.

¢ Return Value
The state of the message within the mailbox. N for new, O for old, S for saved.
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7.1.2.15 GetName Method
The GetName method is used to obtain the $NAM session variable.

Voice.GetName(
[dlgid As Long = 0]
) As String
o Parameters

e dlgid - The connection ID as passed in to the script.

¢ Return Value
The value of the $NAM session variable associated with the specified voicemail session.

7.1.2.16 GetNewMsgs Method

The GetNewMsgs method is used to obtain the number of new messages contained within the session’s mailbox.

Voice.GetNewMsgs (
[dlgid As Long = 0]
) As Long
o Parameters

e dlgid - The connection ID as passed in to the script.

¢ Return Value
The number of new messages contained within the session’s mailbox.

7.1.2.17 GetOldMsgs Method
The GetOldMsgs method is used to obtain the number of old messages contained within the session’s mailbox.

Voice.GetOldMsgs (
[dlgid As Long = 0]
) As Long
o Parameters

e dlgid - The connection ID as passed in to the script.

¢ Return Value
The number of old messages contained within the session’s mailbox.
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7.1.2.18 GetPositionInQueue Method
The GetPositionInQueue method is used to obtain the $QPOS session variable.

Voice. GetPositionInQueue (
[dlgid As Long = 0]
) As String
o Parameters

e dlgid - The connection ID as passed in to the script.

e Return Value
The value of the $QPOS session variable associated with the specified voicemail session.

7.1.2.19 GetRegister Method

The GetRegister method is used to retrieve a string stored in one of the session sixteen data variables. ($CPO to
$CP15).

Voice.GetRegister(
regnum As Long,
[dlgid As Long = 0]
) As String
« Parameters

e regnum - Data register to use for storage (0-15).
e dlgid - The connection ID as passed in to the script.

e Return Value
The data stored within the specified register.

7.1.2.20 GetResult Method
The GetResult method is used to obtain the $RES session variable.
Voice.GetResult(
[dlgid As Long = 0]
) As String
o Parameters

e dlgid - The connection ID as passed in to the script.

¢ Return Value
The value of the $RES session variable associated with the specified voicemail session.
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7.1.2.21 GetSavedMsgs Method

The GetSavedMsgs method is used to obtain the number of saved messages contained within the session’s mailbox.

Voice.GetSavedMsgs (
[dlgid As Long = 0]
) As Long
o Parameters

e dlgid - The connection ID as passed in to the script.

¢ Return Value
The number of saved messages contained within the session’s mailbox.

7.1.2.22 GetSavedResult Method
The GetSavedResult method is used to obtain the $SAV session variable.

Voice.GetSavedResult(
[dlgid As Long = 0]
) As String
o Parameters

e dlgid - The connection ID as passed in to the script.

¢ Return Value

The value of the $SAV session variable associated with the specified voicemail session.

7.1.2.23 GetVariable Method
The GetVariable method is used to obtain the $VAR session variable.

Voice.GetVariable(
[dlgid As Long = 0]
) As String
o Parameters

e dlgid - The connection ID as passed in to the script.

¢ Return Value

The value of the $VAR session variable associated with the specified voicemail session.
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7.1.2.24 MessageCLI| Method
The MessageCLI method is used to obtain the CLI of the caller that left the message within a mailbox.

Voice.MessageCLI(
mailbox As String,
message As String
) As String

o Parameters
e« mailbox - The mailbox that the message belongs to.
e message - The message to query.

e Return Value
The CLI of the caller that left the message.

7.1.2.25 MessageDisplay Method
The MessageDisplay method is used to obtain the display field associated with the message within a mailbox.

Voice.MessageDisplay(
mailbox As String,
message As String

) As String

o Parameters
e« mailbox - The mailbox that the message belongs to.
e message - The message to query.

¢ Return Value
The display string associated with the message.

7.1.2.26 MessagelLength Method
The MessagelLength method is used to obtain the length of a message within a mailbox.

Voice.MessagelLength(
mailbox As String,
message As String

) As Long

o Parameters
e mailbox - The mailbox that the message belongs to.
e message - The message to query.

¢ Return Value
The length of the message in milliseconds.
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7.1.2.27 MessageTime Method
The MessageTime method is used to obtain the date and time the message was left within a mailbox.

Voice.MessageTime(
mailbox As String,
message As String
) As String

o Parameters
e« mailbox - The mailbox that the message belongs to.
e message - The message to query.

¢ Return Value
The time the message was left in the format: YEAR/MONTH/DAY HOUR:MINUTE. For example 2003/09/23 13:26.

7.1.2.28 PlayDigits Method
The PlayDigits method is used to play the digits specified through voicemail to the active connection.

Voice.PlayDigits(
digits As String,
[wait As Boolean = True],
[interruptables As String = “Any”],
[dlgid As Long = 0]
) As String
¢ Parameters

o digits - This contains the digits to be played (e.g. "12345” plays “one two three four five”).

e wait - This is an optional parameter specifying whether voicemail should return immediately or wait until the digits
have been played first.

e interruptables - This is for future development and should be left as default.
e dlgid - The connection ID as passed in to the script.

¢ Return Value
The key press that was used to terminate the playback.

¢ Example

Sub Main (dlgid)
dim registration
Set Voice = CreateObject(*'vmprov5.voicescript')
registration = Voice.Register(dlgid)
if registration Then

dim key

key = Voice.PlayDigits(‘12345™);

end if
End Sub
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7.1.2.29 PlayLocaleWav Method

The PlayLocaleWav method is used to play a wave file through voicemail to the active connection taking into account
the system locale.

Voice.PlayLocaleWav(
wav As String,
[wait As Boolean = True],
[interruptables As String = “Any”],
[dlgid As Long = 0]
) As String
o Parameters

e wav - This contains the name of the wave file to be played and is of the following format:

e [GREETING]\greeting
Plays out the greeting stored within the greetings directory (the .WAV extension is automatically appended).

¢ [ACCOUNTS]\mailbox\message
Plays out the message stored within the specified mailbox (the .WAV extension is automatically appended).

¢ [CAMPAIGN]\campaign\message
Plays out a campaignh message stored within the specified campaign (the .WAV extension is automatically
appended).

o If the fully qualified path is specified (drive:\path\file) then the full specified path name is used otherwise the file
is relative to the specified locale within the WAVS directory.

e wait - This is an optional parameter specifying whether voicemail should return immediately or wait until the wave
file has been played first.

e interruptables - This is for future development and should be left as default.
e dlgid - The connection ID as passed in to the script.

¢ Return Value
The key press that was used to terminate the playback.
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7.1.2.30 PlayWav Method
The PlayWav method is used to play a wave file through voicemail to the active connection.

Voice.PlayWav(
wav As String,
[wait As Boolean = True],
[interruptables As String = “Any”],
[dlgid As Long = 0]
) As String
¢ Parameters

e wav - This contains the name of the wave file to be played or the name of a system parameter to be spoken. The
following formats are allowable:

« $NAM
Plays the recorded name for the mailbox if one has been recorded. If a name has not been recorded then optional
TTS can be used (providing it has been licensed).
o $TIME:hh[:mm[:ss] [ Y][ dd[/mm[/yy]1]1]1]
Plays out the specified time and date. The hours to speak must always be specified and optional the number of
minutes, seconds, day, month and year.
For example:

$TIME:11
Speaks AT ELEVEN HOUR HUNDRED

$TIME:11:55
Speaks AT ELEVEN HOUR FIFTY FIVE

$TIME:11:55:13
Speaks AT ELEVEN HOUR FIFTY FIVE

$TIME:11:55Y
Speaks YESTERDAY AT ELEVEN HOUR FIFTY FIVE

$TIME:11:55:13 Y
Speaks YESTERDAY AT ELEVEN HOUR FIFTY FIVE

$TIME:11:55 21/09/03
Speaks AT ELEVEN HOUR FIFTY FIVE [1SEC PAUSE] DATE TWENTY FIRST SEPTEMBER

$QPOS [:position]
This plays out “You are at queue position” position “in the queue”.

$QTIM [:eta]
This plays out “Estimated time to answer is” eta "minutes”.

e $MSGN:msgs

Plays out the specified number of old messages (e.g. $MSGN:10 = “You have ten new messages”.
¢ $MSGO:msgs

Plays out the specified number of old messages (e.g. $MSGN:0 = “You have no old messages”.
¢ $MSGS:msgs

Plays out the specified number of old messages (e.g. $MSGS:5 = “You have five saved messages”.

$CID, $CLI, $CP, $DATE, $DBD, $DLG, $ETA, $KEY, $LOC, $POS, $SAV, $TIME, $UUI, $VAR
Plays out the contents on one of the system variables.

If the string just contains numbers, then the digits are played, for example 12345 plays "one two three four five".

[GREETING]\greeting
Plays out the greeting stored within the greetings directory (the .WAV extension is automatically appended).

[ACCOUNTS]\mailbox\message
Plays out the message stored within the specified mailbox (the .WAV extension is automatically appended).

[CAMPAIGN]\campaign\message
Plays out a campaign message stored within the specified campaign (the .WAV extension is automatically appended).

If the fully qualified path is specified (drive:\path\file) then the full specified pathname is used otherwise the file is
relative to the WAVS directory.

wait - This is an optional parameter specifying whether voicemail should return immediately or wait until the wave file
has been played first.

interruptables - This is for future development and should be left as default.

dlgid - The connection ID as passed in to the script.

Return Value
The key press that was used to terminate the playback.

Example
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Sub Main (dlgid)
dim registration
Set Voice = CreateObject(''vmprov5.voicescript')
registration = Voice.Register(dlgid)
if registration Then

dim key

key = Voice.PlayWav(“test”, True, “Any”, dlgid);

end if
End Sub
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7.1.2.31 RecordMsg Method
The RecordMsg method is used to record a user’s speech input to the specified file.

Voice.RecordMsg(
recording As String,
maxtime As long,
[interruptables As String = “Any”],
[appendtofile As Boolean = False],
[dlgid As Long = 0],
[playbeep As Boolean = False]

) As String

o Parameters
e recording - This contains the name of the file for the recording to be stored to and can be in the following formats:

e [GREETING]\greeting
Stores the recording in the specified file within the greetings directory.

¢ [ACCOUNTS]\mailbox\message
Stores to the specified message within the specified mailbox.

¢ [CAMPAIGN]\campaign\message
Stores to the specified message within the specified campaign.

o If the fully qualified path is specified (drive:\path\file) then the full specified pathname is used otherwise the file is
relative to the specified locale within the WAVS directory.
e« maxtime - The maximum recording length specified in seconds.

o interruptables - This is for future development and should be left as default.

o appendtofile - Set to true if the recording should be appended to the file, false to clear the file first.
o dlgid - The connection ID as passed in to the script.

o playbeep - This flag sets whether a beep is played before the start of recording.

¢ Return Value
The key press that was used to terminate the recording.

7.1.2.32 RecordRegister Method
The RecordRegister method is used to record a user’s speech input to the specified file stored in the specified register.
Voice.RecordRegister(
regnum As Long,
[maxtime As Long = 60],
[interruptables As String = “-17],
[dlgid As Long = 0],
[playbeep As boolean = False]
) As String

o Parameters
e regnum - Data register containing file to store recording to.
¢ maxtime - The maximum recording length specified in seconds.
e interruptables - This is for future development and should be left as default.
e dlgid - The connection ID as passed in to the script.
« playbeep - This flag sets whether a beep is played before the start of recording.

¢ Return Value
The key press that was used to terminate the recording.
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7.1.2.33 Register Method

The Register method is used to determine whether the voicemail session that was used to launch the VB script is still
active.

Voice.Register(
dlgid As Long
) As Boolean
o Parameters

e dlgid - An ID that is associated with the Voicemail connection. This is passed as a parameter to the VB script.

¢ Return Value
A Boolean variable indicating whether the specified voicemail session is still active.

¢ Example

Sub Main (dlgid)
dim registration
Set Voice = CreateObject(*'vmprov5.voicescript')
registration = Voice.Register(dlgid)
if registration Then
do something.
end if
End Sub

7.1.2.34 SetLocale Method
The SetLocale method is used to set the $LOC session variable.
Voice.SetLocale(
locale As String,
[dlgid As Long = 0]
)

o Parameters
e locale - The new value for the $LOC variable.
e dlgid - The connection ID as passed in to the script.

e Return Value
This method does not return a value.
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7.1.2.35 SetMailboxMessage Method
The SetMailboxMessage method is used to modify a message within a mailbox.

Voice.SetMai lboxMessage(
mailbox As String,
message As String,
msgtype As String,

)

o Parameters
e mailbox - The mailbox that the return message belongs to.

e message - The message to modify. The message name format should be [Accounts]\mailbox\message. For
example [Accounts]\Extn247\MSG00004.

e msgtype - The new statue type for the message. This can start with an N for new, O for old and S for saved.

¢ Return Value
This method does not return a value.

7.1.2.36 SetRegister Method
The SetRegister method is used to store a string in one of the sixteen session data variables ($CPO to $CP15).

Voice.SetRegister(
regnum As Long,
data As String,
[dlgid As Long = 0]
)

o Parameters

e regnum - Data register to use for storage (0-15).

e data - The data to store within this register.

e dlgid - The connection ID as passed in to the script.
¢ Return Value

This method does not return a value.
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7.1.2.37 SetResult Method
The SetResult method is used to set the $RES session variable.

Voice.SetResult(
result As String,
[dlgid As Long = 0]
)

o Parameters
e result - The new value for the $RES variable.
e dlgid - The connection ID as passed in to the script.

e Return Value
This method does not return a value.

7.1.2.38 SetSavedResult Method

The SetSavedResult method is used to set the $SAV session variable.

Voice.SetSavedResult(
result As String,
[dlgid As Long = 0]
)

o Parameters
¢ result - The new value for the $SAV variable.
e dlgid - The connection ID as passed in to the script.

¢ Return Value
This method does not return a value.

7.1.2.39 SetVariable Method

The SetVariable method is used to set the $VAR session variable.

Voice.SetVariable(
variable As String,
[dlgid As Long = 0]
)

o Parameters
e variable - The new value for the $VAR variable.
e dlgid - The connection ID as passed in to the script.

e Return Value
This method does not return a value.
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7.1.2.40 Speak Method
The Speak method is used to speak out the specified speech provided TTS has been licensed.

Voice.Speak(
text As String,
[wait As Boolean = True],
[interruptables As String = “Any’],
[dlgid As Long = 0]

) As String

e Parameters

o text - This contains the text to be spoken.

e wait - This is an optional parameter specifying whether voicemail should return immediately or wait until the wave
file has been played first.

o interruptables - This is for future development and should be left as default.
e dlgid - The connection ID as passed in to the script.

e Return Value
The key press that was used to terminate the playback.
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7.2 IVR: Connecting Voicemail Pro to a Database

Voicemail Pro call flows can interact, read and write data, with almost any Windows database that supports ODBC (Open
Database Connectivity) and SQL (Structured Query Language) format.

¢ Requirements for Voicemail Pro Database Operation
To use the Database actions within Voicemail Pro, a VM Pro Database Interface must be added to the IP Office
configuration.

The @ Database Actions that can be used in a call flow are:

=
. E’ Database Open
Opens the required database, including any necessary permissions and security options.

. @f Database Execute
Defines a SQL query to either read matching records from the database or to write data to the database. Up to 6 fields
can be defined to be returned in matching database records.

. EE" Database Get Data
Selects the current record from the matches returned by the preceding Database Execute action. The record fields are
then placed into Voicemail Pro variables DBD[0] to DBD[5]. The Database Get Data allows selection of the first, next,
previous or last record.

. Ej{ Database Close
Closes the database connection. This also occurs automatically if the caller disconnects.
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7.2.1 Example
7.2.1.1 Database Scenario

In this call flow example, an auto-attendant has been created to allow callers to order books. The book details are held
within a Microsoft Access database. Callers will be able to enter either the ISBN or Author's name. The title and cost of
the item will be looked up allowing the caller to purchase the item if they wish to. If the caller purchases the book they
will be able to enter their credit card details and a contact number.

Example of the database used in the call flow.

B4 BookList : Table

ISBH Author

=10l x|

Title

Cost |

1001
1002
BEER
BB
il
Bo5g
5955

James Herbert
James Herbert
J D Salinger

J K Rowling

A A Milne
FRudyard Kipling
Jonathan Swift

The Fog

The Rats

The Catcher in the Rye
The Harry Potter Books
Winnie the Poo

The Jungle Books
Gullliver's Travels

£4.30
288
£3.10
£3.50
£2.60
£3.40
£2.350
£0.00

Record: HI 4 II 23 Lk IH |H+| af 23
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7.2.1.2 Retrieving Data from the Database

The Bookshop_Welcome module allows callers to choose to search the database by either the books ISBN number or
the author's name. The screen below shows the call flow module used when a search by ISBN is selected. The database
actions that have been used are shown below the call flow diagram, with details on the following pages.

i Yoicemail Pro Client  { Intuity }- Local

File Edit aActions Administration Help

|EHé& & W@

|

2B ||0-me

“f‘ﬁ'ﬁ’%'ﬁ'ﬁ'&?v/ﬁv@.liﬁ.

=10l x|

[ tﬂ Specific Start Points

Users

% Groups
- [ﬂ Shart Codes
tﬂ Default Start Points

tﬂ Yoicemai Pro Administrators

Modules > BookShop_Search ISBN

Start Point %”5 7 =

ISuccess

o _)gEE Captures ISBM

IFaiIure

A

1

I

ISuccess

|Failure

= T Modules

ﬂ% BookShop_CurrentB ookBuy

'% BookShop_CurentBookSpeak|
25 BookShop Search ISEN

"Eg BookShop_SystemProblem
ﬂ% BookShop Welcome

ISuccess
IAl End
IEmpty

P8 Return

(1]

|Failure

1 1 17

1 ]

R

Free Space:- 4943 GB Total Space:- 9.766 GB

i
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Database Open Action

The Database Open Action is used to link to the bookshop database.

FRLIPA

R

zure DB Still actiy

IS LCCess o
n-

IFaiIure

The specific tab of the action contains the location of the database. Click the browse button to view the Data Link
Properties dialog. The details entered into these screens will depend upon the type of database used. This example uses
a Microsoft Access Database. The example shown below shows the connection to the database. If the database is
available the callers move through the call flow to a menu action that will capture the ISBN number entered.

B3 pata Link Properties 3 x|

Provider Connection I.ﬁ.dvancedl &l I

Specify the following to connect to Access data:

1. Select or enter a database name:

SSCustomt.3rdPartyD BB ook Shop-D ata.mdb _I

2. Enter information to log an to the database:;

I zer name: I.-'i'-.u:lmin

Bazzword: I

¥ Blank password [ Allow saving password

Test Connection |
k. I Cancel | Help |
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Database Execute Action

The Database Execute Action contains a query against the open database, in this example it concerns the ISBN captured
in the previous menu action.

@f Feques N From DE
ISuu:u:ess -

IFaiIure -

If the sequence of numbers entered by the caller matches an ISBN entry in the database, then the Author's name, cost,
ISBN and book title details are captured. This query is entered into the Database Execute Action via the specific tab.

When entering information into the specific tab for the first time you are taken through a series of steps.
1.Select the Database Open Icon required. In this example the 'Make sure Database still active' icon was selected.
2.At the SQL Function window the option to 'Select ...From' was chosen as information from the database is required.

3. Details are then entered into the SQL Wizard, as shown below.

S0QL Wizard

Function: T ables: Field:

|SELECT Bkl izt Selected Fields | > |

I.-i'-.uthl:ur j |= j I I.ﬁ.ND j &00 |

Logical | Field | A elational | [ ata |
ISEM = Fhey

Delete |
todify |

Cancel |

< Back

Select Fields

|pto zix fields may be selected:

[w] itk
Cost
|SEM
Title

ok LCloze
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4.When the query has been entered the SQL wizard is closed. The specific tab of the action will contain the entered
query, see example shown below.

Properties for Request ISBN From DB

il

General | Entry Prompts | Hepnrtingl Hesultsl

—Pleaze enter the SHL command to be executed

SOL Wwizard |
Command to execute:

SELECT &uthar, Cost, [SBM, Title ;I
FROM BookList
"WHERE [ISEM ="$key"]:

Database Get Data Action

The Database Get Data Action is used to return details of any matching entries following a search against a database.

Get Book Detals
NED
ISuu:n:ess

|t End
IEmpt_l,l

IFaiIure

rrYrYy

To retrieve the results an option is selected on the specific tab to select how the data is retrieved from the database. In
this example the option 'retrieve the next item in the list' was selected to allow the caller to step through the results, if
more that one match ISBN occurred.

Propetties for Get Book Details 7] x|

General | Entrye Prompts | Hepu:urtingl Hesultsl

—How dio wow want o retriesve thiz data ikem?

{* Retrieve the next item in the list
" Retrieve the previous item in the list
" Betrieve the first ibem in the list

= Retieve the last item in the list

If a matching ISBN has been found the call flow is routed to another module called
'‘Bookshop_CurrentBookSpeakDetails'.
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7.2.1.3 Returning Data from the Database

The Bookshop_CurrentBookSpeakDetails module tells the caller the book title, the author's name and the cost of the
book matching the ISBN that they entered.

B8 Yoicemail Pro Client  { Intuity ) -

File Edit Actions Administration Help

Lo L |- S m®

|Hé& 4 =@

|

Local

|7 E-g-&-1-2 -9

=101 %]

=l E:] Specific: Start Points

zers
Groups

28 Modules

""" '@ BookShop_CurrentBookBuy
o2 BookShop_Search_ISBN
""" '% BookShop_SystemProblem
""" '% BookShop_Welcome

------ -@ BookShop_Search_duthor

------ -@ BookShop_CurrentBookS peakl

Modules > BookShop CurrentB ook5 peakDetails

|Free Space:- 4943 GB Total Space:- 9.766 GB S
The information from the database is conveyed to the caller using the 'Speak Text Action'.
e To use the Speak Action, the IP Office must be licensed for and have installed Text to Speech.
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Speak Book Title
The Speak Book Title action is used to tell the caller the book title associated with the ISBN that was entered.

=l Speak Book Title
INE:-:I:

The fields selected in the 'Request ISBN from DB' action contain the information retrieved from the bookshop database.
The fields selected were Author, Cost, ISBN and Title.

Select Fields

Ipto =ix fieldz may be zelected:

[wlithior
Cost
[SBM
Title

ok Lloze

Any fields selected in a query will appear in alphabetical order.

$DBD[0] would return details from the field Author

$DBD[1] would return details from the field Cost

$DBD[2] would return details from the field ISBN

$DBD[3] would return details from the field Title.

Each Speak Text action in the call flow returns the values from a different field selected within the database query. The
'Speak Book Cost' action has additional text added so that the currency can be spoken. In this example pounds are used.

il

Properties for Speak Book Cost

General | Enty Prompts | Hepnrtingl Hesultsl

Pleaze enter the text vau wizh to speak:
Tewt to zpeak,

[$DED[1] paunds -
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7.2.1.4 Entering Details into the Database

The caller is given an option to buy the book. If they select to buy the book, the call flow module
Bookshop_ CurrentBookBuy operates. The call flow immediately checks that access to the bookshop database is still

available via a Database Open action.

=0l x|

B ¥oicemail Pro Client  { Intuity ) - Local
File Edit Actions Administration Help

|JH& dm@|2%H- 08/ % I £ B - A0 Y-
E‘ tj Speciic Start Paints Modules > BookShop_CunrentBookBuy

Start Point

- [j Woicemail Pro Administrators

tj Drefault Start Points L

ISuccess
[Failue ’-l Lgﬁﬁ Collect Credit Card Mumber J J{)

i ¥ Store Credit Card E xpiry
= & Modules Is :J_) = LI
'é BookShop_EunentBookSpeakl
a5 BookShop_Search_ISBN
'é BookShop_SpsternProblem $
lé BookShop_'welcome
------ '% BookShop_Search_Authaor [g! [atabase Execute
[Success
[Faiwe
1] | Bl

Confirm Book Details
Generic actions are used to store the ISBN number and cost. The example below shows how the ISBN number is stored
in the system variable CPO.

Properties for Store ISBN Mumber

ﬁenerall Entry F'ru:umpts A | Hepnrtingl Hesultsl

Fleaze enter a genernic: commatnd

Genenc "free farmat'" command
|CPO$DED(2] _|

When the details have been stored the book title and cost are spoken to the caller using a Speak Text action. See the

example below.
il .4

Properties for ConfirmBookDetails

ﬁenerall Ertry Prompts  Specific |Flep|:urting| Hesultsl

Fleaze enter the test you wish to zpeak:

Text to zpeak
|$D BD[3] costing $DBD[1] dollars _I
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Collect Callers Details

Details can be entered into a database by a caller. In this example we collect the caller's credit card number, expiry date
and telephone number. All these details are collected and then the database is updated. The example below shows the
Specific tab entry used to collect the caller's telephone number and assign it to the system variable CP4.

Properties for Store Telephone Number ed |

Eenerall Entry Promptz | Flepu:urtingl Hesultsl

Fleaze enter a genernic: commatnd

Genenc "free farmat'" command

|I:F'4:$key _| ‘

When all the details have been collected, the database needs to be updated. The database Execute Action is used. When
entering information into the specific tab for the first time you are taken through a series of steps.

1.Select the Database Execute icon.

2.At the SQL Function window the option to 'Insert ...values' was chosen as information needs to be added to the
database.

3. Details are then entered into the SQL Wizard, as shown below. When the Database table is selected, the list of fields
contained within the table is inserted.

SQL Wizard

Function: Tables:
INSERT OrderDetails
Field | Walues |
ContactT elephone $CP4
Cost $DEBD[1]
CreditCardE spiry $CP3
CreditCardMumber $CP2
ISEM $DED[2]
Add ‘-.-’aluesl

< Back Cancel

4.When the details have been entered the SQL wizard is closed. The specific tab of the action will contain the command
to execute, see example shown below.

Propetties for Database Execute 7] x|

ﬁenerall Entry Prompts | Flepl:urtingl Hesultsl

Fleaze enter the SOL command to be executed

SOL ‘Wizard |
Command to execute:

IMSERT IMTO OrderD etails ;I
[ContactT elephone, Cozt, CreditCardE spiry, CreditCardiumber, [SBH ]
VALUES [“$CP4", "$DBO1]", "$CF3", "$CP2", "$DED2]™:
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7.3 Dial by Name

The Dial by Name action allows callers to indicate the user or group that they require by dialing the name on their
telephone keypad and then making a selection from the matches found.

To use this feature the caller must use a telephone with DTMF dialing and with ITU alphabet letter keys as shown here.
[ ] [ ABLC ] [ DEF ]
1 2 >
[ GHI ][JKL][MND]
4 5 6
[PDHS] [ TUU][WHYZ]
7 8 o
([« J o) #

The main pre-requisites before a Dial by Name action can be used are:

1.User Names
The user names are set through the IP Office Manager. Either the user's Name or Full Name field can be used for Dial
by Name. If the Full Name field is set then it takes precedence over the Name field.

» Changing Names
Voicemail Pro mailboxes are created to match existing user Name's. If a user Name is changed, Voicemail Pro will
create a new mailbox to match the new Name. Therefore care must be taken to ensure that Name field entries are as
accurate as possible when first setting up users. Using the Full Name field for Dial by Name is recommended as the
Full Name entry can be changed without affecting the existing mailbox entries.

2.User Name Recordings
Each mailbox to be included by the Dial by Name action needs to have had a user name recorded. This can be done in
two ways:

» Intuity Mailbox Mode
By default when the user first enters their mailbox, they will be asked to set their voicemail code password and then
to record their name.

- IP Office Mailbox Mode
In this mode you need to set up a call flow that allows users to record their name. In this document we have
included an example module that can be used for that purpose. The same module can also be used by Intuity mode
mailbox systems to let users re-record their names. For more information, see Adding a Record Name Module[328,
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7.3.1 Example Call Flow

In this example, after selecting a name using the Dial by Name service, the caller is transferred to the matching
extension. If that extension doesn't answer or is busy the caller is transferred to leave a message.

Modules > Dial by Hame

Start Point

I:D Arswer :I—) W
— IFaiIure

1.In Voicemail Pro a new module was added called Dial by Name.
2.From @ Telephony Actions the E Dial by name action was added.

3.From @ Telephony Actions an Assisted Transfer action was also added. In its properties Specific tab the Mailbox
was set as $KEY.

4.The E Dial by name action's True result was connected to the Assisted Transfer action.

5.From % Mailbox Actions a §§ Leave Mail action was added.

Again in its Specific tab the Mailbox was set as $KEY. Links were added from the Assisted Transfer action's No
Answer and Busy results to this action.

To add a short code:

1. In IP Office Manager, a new system short code was added. For this example we chose *75 and then entered the

details as shown below.

Code *75

Feature Voicemail Collect
Telephone Number "Dial by Name"
Line Group Id 0

Locale [Leave blank]
Force Account Code [Leave blank]

2. After merging this back into the IP Office, users can dial *75 to access dial by name. They can also transfer callers
to this call flow.

3. The short code can be added a SoftConsole or DSS button. In addition, an Incoming Call Route could be used to

direct specific external calls direct to the function, for example if you had a specific external number used by
employees to ring in when off site.
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7.3.2 Adding a Record Name Module

This module allows users to record/re-record their mailbox name. This, or a similar module, is necessary if Voicemail Pro
is using IP Office mailbox mode. However it is still useful if the Voicemail Pro is using Intuity mailbox mode as it gives
users quick access to re-record their name.

Modules > Record Hame

Recard Mame
IN et

1.In Voicemail Pro, a new module called Record Name was added.

2.A Record Name action was added.

3.In the General tab of the Record Name action's properties we set the Pin as $. The $ means that caller's must enter
their voicemail code in order to use the action.

Properties for Record Name el B

General | Entry F'rn:nmptsl Specificl Hepn:-rtingl Hesultsl

Token Mame

IHE:::::H:I MHame

Descrption
I

|
Fin
[3

ok Cancel Help

4.The Specific tab was left set to the Caller's Mailbox.

5.The module was saved and made live.

To add a Shortcode:

1.In IP Office Manager, a new system short code was added. In this example, we chose *¥74 and then entered the details

as shown in the table.

Code *74

Feature Voicemail Collect
Telephone Number "Record Name"
Line Group Id 0

Locale [Leave blank]
Force Account Code [Leave blank]

2. After merging this back into the IP Office, users can dial ¥74 at their extension to record their mailbox name.
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7.3.3 Using the Name Table

It is possible to create a service that will allow access to re-record the name of any mailbox. The NameWavsTable does
this by requesting an extension number and then allowing you to play, re-record and submit a name recording for that
extension. It then allows another extension number to be entered and so on.

Naturally if this option is used it should be behind suitable PIN code and other security protection as it allows the
recording of names for any mailbox.

To use the Name table:

1.In Voicemail Pro, create a new module.

2.Add a Goto action and open its properties.

3.In the General tab, enter a unique number in the Pin.

4.1n the Specific tab, in Please select a node to go to enter NameWavsTable.
5.Click OK.

6.Using a short code or other method, create a route to the new module.

7.3.4 Changing Full Names

Users with DS port display phones can set and change the way in which their full name is displayed through their
telephone. This name will then be used for the text matching part of Dial by Name.

To changing your name using a telephone with a menu % Key:

1.Press Menu % twice.
2.Press F and select ProgA.
3.Press F and select Name.

4.Enter the new name. Use the dialing keys and Rotat to enter characters. For example, to enter an L, press the 5 key
and then press Rotat until an L is displayed. You can use the top-left display key to backspace.

5.When the text is as you require, press Done.

6.Press Exit fﬂ
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7.4 Campaigns

A campaign is a series of questions and answers. Callers to a campaign hear the questions and give their responses,
either by speaking or using the telephone keypad.

Call processing agents can access a campaign to hear caller answers which they can then transcribe into a database or
other records. For more information, see Granting Access to a Campaign [335,

e The directory in which campaign files should be stored is specified in the system preferences directory tab. For more
information, see Setting the Location of Voicemail System Folders[108,,

A Web Campaign Component is installed as part of a typical Voicemail Pro installation. If the Web Campaign was not
installed it can be added by doing a custom installation. For more information, see Installing Typical Voicemail Pro Server
and Client[ 28" or Installing Custom Voicemail Pro Server and Client/[ 3™,
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7.4.1 Managing Campaigns

A Campaign Wizard is used to manage campaigns. You can create new campaigns, modify existing campaigns and delete
campaigns.

To start the campaign Wizard:

1.Press F7 or click ﬂi,ig Campaign Editor. The Campaign Wizard Introduction window opens.
2.Select the required activity.

- Create a new Campaign
This option takes you through a series of campaign wizard menus to set the campaigns settings. For more
information, see To create a new campaign/ash,

Modify an existing Campaign

This option displays a list of existing campaigns from which you can select the one you wish to modify. You will then
be taken through the campaign wizard menus for the campaign settings. For more information, see To modify a
campaign[33h.

Delete an Existing Campaign
This option displays a list of existing campaign from which you can then select the campaign to delete. For more
information, see To delete a campaign[3sh.

To create a new campaign:
1.Select the option Create a new Campaign from the Campaign Wizard Introduction page.
2.Click Next. The Campaign Wizard Customer Prompts window opens.

- Click 5P . The Please Edit the Campaign action window opens. For more information, see Customer Prompts[333.

3.Click OK when you have entered the customer prompts. You return to the Campaign Wizard Customer Prompts
window.

4. Adjust the prompts as required.

. % Edit action: - Edit the currently highlighted campaign action.

. ¥ Delete action: - Delete the currently highlighted campaign action.

. +* Move action: - Move the position of an action in the sequence of campaign actions.
5.Click Next. The Campaign Wizard Customer Menu window opens.

- Select which options are available after the prompt is played. For more information, see Customer Menu/33¥,
6.Click Next. The Campaign Wizard Campaign Identification window opens.

Enter the details on identifying the campaign. For more information, see Campaign Identification[335

7.Click Next. The last campaign wizard window opens confirming that a new campaign will now be produced.

8.Click Finish to create the campaign.

To modify a campaign:

1.Select the option Modify an existing Campaign from the Campaign Wizard Introduction page.
2.Click Next. The Campaign Wizard Select an existing Campaign to modify window opens.

3.Click the required campaign and click Next. The Campaign Wizard Customer Prompts window opens.

- Amend the prompts as required. For more information, see Customer Prompts [333,

4.Click Next. The Campaign Wizard Customer Menu window opens.
- Amend which options are available as required. For more information, see Customer Menu/33¥,
5.Click Next. The Campaign Wizard Campaign Identification window opens.

- Amend any details on identifying the campaign. For more information, see Campaign Identification[335

6.Click Next. The last campaign wizard window opens confirming that the campaign will now be updated.

7.Click Finish to update the campaign.

To delete a campaign:

1.Select the option Delete an existing Campaign from the Campaign Wizard Introduction page.
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2.Click Next. The Campaign Wizard Select an existing Campaign to delete window opens.

3.Click the required campaign and click Next. The last campaign wizard window opens confirming that the selected
campaign will be deleted.

4. Click Finish to delete the selected campaign.
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7.4.2 Customer Prompts

The Customer Prompt window of the Campaign Wizard is used to set the sequence of questions that are played to callers
and to record their responses.

« Hr Add action
To add a new campaign action, click ifFAdd action. The Please edit the Campaign action window opens.

. % Edit action
Select the prompt or recording to edit then click %Edit action. The Please edit the Campaign action window opens.

Please edit the Campaign action x|

(=) Play a prampt bo e custarmer,

% Allaw the custarner to imput informationd

What tupe of input da you watt?

+ Record woice i Record key presses

Flease enter the mazimum recording length [in seconds)
5 4

Flease enter a unique name that will describe the input

The following prompt will be played to an agent when the above data iz reviewed

| -

ak Cancel Help |

The Please edit the Campaign action window can be completed with the following information.

e Play a prompt to the customer

Select this option to play a prompt to the caller. Click EI to specify which prompt to play or create a new prompt in
the Wave Editor window. For more information, see Using the Wave Editor|208,,

¢ Allow the customer to input information
Select this option to if you want the action to record the caller's response.

¢ What type of input do you want
This option sets whether the voicemail server should Record voice or Record key presses.

¢ Please enter the maximum recording length or Please enter the maximum number of key presses.
The field name depends on the type of input chosen. The time specified in seconds sets the maximum length of
recording or the maximum number of key presses to record before the next action.

¢ Please enter a unique name that will describe the input
A name to associate with the action. The name should be a single word with no spaces.

¢ The following prompt will be played to an agent when the above data is reviewed
This option allows you to select or create a prompt that is played to agents before hearing the caller's response.

Click to specify which prompt to play or create a new prompt in the Wave Editor window. For more information,
see Using the Wave Editor/[208,,
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7.4.3 Customer Menu

After completing the sequence of questions and responses, the caller can be offered a menu of options. The Customer
Menu window of the Campaign Wizard is used to select the options available.

Campaign Wizard 5 x|

Customer Menu

Fleaze zelect the prompt to be played after the customer has made their recordings

| -

Pleaze zelect which optionz will be available to the customer after the above prompt
haz played

K.ey Presz | Action |
O+ Save the Campaign [and then quit] ﬂ
O: Flay back responzes to Campaign
Oz Resztart the whole Campaign ﬂ
O4 Cuit the Campaign [without saving)
Time out
IV wiait for a key prezs for up ko 30 *+| seconds
Help | <Back Cancel |

¢ Please select the prompt to be played after the customer has made their recordings
You can select or create a prompt that is then played to callers after completing the sequence of questions and

answers. The prompt should inform the customer of which actions selected from the list they can use. Click to
specify which prompt to play or create a new prompt in the Wave Editor window. For more information, see Using the
Wave Editor/[208,,

¢ Please select which options will be available to the customer after the above prompt has played
Check the boxes to select the options that will be available to the customer. The customer then needs to press the
corresponding key.

¢ Save the Campaign (and then quit)
Saves caller responses and then disconnects the caller.

¢ Play back response to the Campaign
Plays back the customers responses to them and then repeats this customer menu.

¢ Restart the whole Campaign
Delete the customers responses and restarts the sequence of questions and answers.

¢ Quit the Campaign (without saving)
Disconnects the customer without saving their responses.

. +* Move options
You can move the currently highlighted option so that the key presses associated with the options differ.

e Timeout
Sets how long the voicemail server should wait for an answer before following the No Answer connection.
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7.4.4 Campaign ldentification

The Campaign Identification window of the Campaign Wizard is used to set a park location for the campaign and to name
the campaign.

¢ Where should this Campaign be parked
Enter a park slot number for the campaign. This number can be programmed under a DSS key. That key can then be
used by agents to access the campaign. If the DSS key also incorporates a BLF lamp, that lamp is lit when new
campaign messages are left.

¢ The name of the Campaign is
Enter a name for the campaign.

7.4.5 Granting Access to a Campaign
A campaign can be accessed by:

e Using the Campaign Action
The Campaign action is used to route calls into a campaign after those calls have been routed to an appropriate start
point on the voicemail server. The action's properties set whether the call is treated as a caller to the campaign or an
agent processing the campaign messages. For more information, see Campaign Action [228,

e Using the Park Slot number/3sé)
Through a Web Browser. For more information, see Using the Web Campaign (337,

When an agent accesses the messages waiting in a campaign using either if the first two methods, they have a number
of telephone controls available.

Go to the start of the call.

Rewind.

Stop processing the message.
Mark call as processed and delete.
Mark call as processed and save.
Previous response.

Start of response.

Next response.

Pause.

Fast forward.

Rewind.

¥ #wlololoNTualw[N]+=
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The Park Slot number assigned to the Campaign can be used with programmable buttons. The advantage is that if the
telephone has a message waiting lamp, the lamp will be lit when there are campaign messages waiting to be processed.

e Phone Manager park slot keys cannot be used for this function.

To assign a campaign to a programmable button:

1.In IP Office Manager, receive the IP Office configuration.

2.0pen the required % User form.
3.Select the Button Programming tab.
4.Select a free button

Right-click in the Action field.

- Select Emulation > Call Park.

Right-click in the Action Data field. Enter the campaign's park slot number.
5.Save the configuration back to the IP Office and reboot.
6. Wait until voicemail services have restarted.

7.The programmable button on the user's telephone will flashing red when there are new messages in the campaigns
park slot.

Press the button to display the campaign name and number of messages.

Press the button again to start processing those messages.

The UnPark Call function can also be used to collect the calls, but this method does not provide any visual feedback when
messages are present.

To use the UnPark Call function:
1.Select a free programmable button

2.Right-click in the Action field.
3.Select Advanced > Call > UnPark Call.
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7.4.6 Using the Web Campaign

The Web Campaign Component allows access to play and change the status of campaign messages through a Web
browser.

¢ Anyone who wants to use the web campaigns must have Microsoft Internet Explorer 5.0 or higher (not Netscape).
Their PC must also have multimedia sound capabilities. The Web campaign user must also have a voicemail mailbox.
The name of their mailbox is requested when the user browses the campaign messages.

e During installation of the Campaign Web Component, the root address of the web server is requested. A folder called
campaign is then added to that root. The web address for browsing will normally be set up as a link from a page within
a company intranet rather than typed directly by users.

e Access must be via http: and not network file routing.

To view open the Campaign Web Campaign:
1.0pen your internet browser.
2.Type the address http://<server address>/campaign/campcgi.html. The log in window opens.

=1o]x|

a Campaign Web Interface - Microsoft Internet Explorer

Voicemail Pro - Web Campaign

User Name

| Version 4.0.4

Continue |

Change
Language
Continue

Sound Prefs
Continue

|@ ’_ I_ I_ (5 Local inkranet A

3. (Optional) To change the language click the language Continue button. A menu containing the countries flag is shown.
If you place your mouse cursor over a flag, the language that it represents in indicated.

- Click the required flag to change the language.
4. (Optional) To change the sound preferences click the Sound Prefs Continue button.

- Select the playback type of either the browser default or as background. The option background is the default
selection.

- Click Back to continue.

5.Enter your mailbox box name in the User Name field.
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6.Click Continue. The Campaign Web interface opens.

a Campaign Web Interface - Microsoft Internet Explorer

=10l x|

Voicemail Pro - Web

User Name Ca mpaign
Janne webb

Version 4.0.4

Select Campaign(s)

Sales Catalogue

Select GQualifier{s)

’F‘I’DCESSEEJ

Subimit |
Logout |

AVAYA

@ 200s

|@j Hold CTRL while selecting For multiple campaigns

7.Select the campaign results that you want to view.

8. Select the type of results that you want to view.
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9.Click Submit to view the results. The details are listed in the main part of the window.

Sales Catalogue

NextMew | NextAcive | NextProcessed |

[dent | State | DateTime |CLI [Customer Name Customer Address
, | New =l 1112006 1714207 $ ooo

5 | ElNew = osiivan06 1715 7 | 0009 & g0

;| New =l 01172008 1745 0o | B 0003

o | (8 [New =l 1112006 17:10 0o {0001

. |G New 111172006 1033 109 ¢ 00.09 { 00:13

;|8 [New =l 12008 1120 o7 | B 0009 o001

o |(ElNew =l 1112008 1346 b | 2 0009 (o~
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8. Appendix
8.1 Installing IMS

Integrated Messaging Service (IMS) is an addition component to Voicemail Pro. It allows users to deal with voicemail
messages through their normal email interface (Microsoft Outlook or Exchange). Voicemail messages can still be handled
conventionally using just the telephone.

With IMS, voicemail messages are presented with a special icon in the user's email inbox. When a voicemail is opened, a
special form appears which enables the user to play back the message on their telephone. The voicemail message itself
remains on the voicemail server.

When a voicemail is read, forwarded or deleted, either from the email or by using the phone, its status is reflected in
both the mailbox and the email inbox.

¢ Playing Messages Through the PC
Normally IMS plays the voicemail messages through the PC user's telephone. IMS can be set up to send the voicemail
messages as wav files which are played using the PC's sound capabilities. However, this creates a heavy load on the
network and servers and so is not recommended. Typically, one minute of speech requires the transfer of a 1MB file
across the network.

¢ Required Network and Exchange Server Knowledge
Installation of IMS requires access to the customer's Exchange server and to other critical components of their
network. The installation should be performed only by an installer with good knowledge of Exchange Server and
Microsoft network setup. The installation should also be performed only in conjunction with the customer's network
manager.
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Appendix: Installing IMS

8.1.1 IMS Limitations

IMS is designed to work in a system that comprises one IP Office and one Microsoft Exchange Server. It can be used in a
system with more than one telephone system as long as that system has centralized voicemail using just one voicemail
server.

IMS cannot be used to:

Compose a new voicemail.

Reply to a voicemail.

Add comments to a forwarded voicemail.

Mark a voicemail as urgent.

Voicemails should not be placed in Public Folders.
Clients that do not use TCP/IP are not supported.

When it starts up, IMS only scans the root inbox for new messages.

IMS does not distinguish between normal messages and those marked as private or priority.
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8.1.2 IMS Components

IMS consists of the following components.

bay be installed on the zame server PC

-
Manager & Feature Key Server

IP Office ?%
=,

Yoicemail Pro & IM5S Server

E Outlook 2000502503

E/ or Exchange Client

-
EEEEEEEE E  jEEEEEEE .

User PC's -

E ﬁ Microzoft Exchange Server
Outlook 2000/02/03 A=
+ M5 Client == Exchanne

5.5/2000/2003

¢ Voicemail Pro
Provides voicemail services to the IP Office users.

o IMS Server
This consists of two services installed on the Voicemail Pro Server PC:

e IMS Voice Service
Handles the delivery of messages when the user selects to play a message from Outlook.

o IMS Gateway Service
Interacts with the Voicemail Pro Server, the Exchange Server and the IMS Clients. Stores the current known status
of voicemail messages and mirrors that status in both user's email and voicemail mailboxes.

¢ Microsoft Exchange Server
The customer's MS Exchange server.

¢ IMS Administration Tool
This tool is used to maintain the association of voicemail mailboxes to email mailboxes.

The following components are required on the user PCs.

¢ Microsoft Exchange or Outlook
Microsoft Exchange Client or Outlook 97 or higher. Outlook 2003 (Cache Mode off)

e IMS Client
Installed on each email user's PC. This provides a voicemail interface within the user's Microsoft Exchange or Outlook
program.
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8.1.3 IMS Client PC Requirements

These are the general requirement for a user PC to run the IMS Client application.

1. Minimum PC specification for an IMS Client PC
These are minimum specifications and in most cases will not meet the customer's expectations for acceptable
performance. The end user's PC should be a newer PC to meet the customer's expectations and will far exceed the
minimum specs listed above.
64MB 160Mb 800MHz Celeron 3 Althon B
800MHz 650Mhz
2. The client must use TCP/IP networking.
3. Users must be members of the same Domain as the IMS/Voicemail Pro Server.
4. The supported email services are MS Exchange 2000 and 2003.
5. The IMS client is supported with Microsoft Outlook 2000/2003 with cache mode off.
6. If you are the installer or system administrator, you must log on to the Client PC as the person who is going to be
using the IMS software and you must have Administrator rights for that PC to install the software.
7. Outlook must already be installed and configured on the user's PC. Test this by using Outlook to send a test
message.
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8.1.4 IMS Server PC Requirements

In addition to the Voicemail Pro server requirements, IMS requires the following.

e The voicemail server to use MAPI.

e Access to a Microsoft Exchange 5.5, 2000 or 2003 (SP1 and SP4) server.

e An Exchange User account for user IMS.

e A list equating Exchange User account names with voicemail box users.

e Use of the Large Fonts setting is not supported. Use of this option may cause options on some screens to become

inaccessible.

Operating System Support

Voicemail Pro with IMS is only supported on the following Windows operating systems:

e  Windows 2000 Server with SP2.
e  Windows 2003 Server with SP1.
¢ Windows 64-bit versions of the above are not supported.

e Variants of the above such as Windows SBC and Windows DataCenter are supported.

e No other operating systems are supported.

Network Requirements

e 100Mbps network card.

e The server PC should be configured and tested for TCP/IP networking.

e We strongly recommend that the voicemail server PC is connected to the IP Office Control Unit directly. If this is

not possible it should be connected via a LAN switch rather than a LAN hub.

e If directly connected to the IP Office control unit, change the settings of the PC network card to match the IP Office
control unit as listed in the table below.

e All IP Office LAN ports are 10Mbps/100Mbps auto sensing but it is recommended that the settings of the LAN
switch port or network card connected to the IP Office are set as listed in the table below.

Small Office Edition
IP406 V2
IP412

IP Office 500

Any LAN port 100Mbps
Any LAN port 100Mbps
LAN1 100Mbps
LAN 100Mbps

Full duplex
Full duplex
Half duplex

Full duplex

e The PC should have a fixed IP address. Although PCs in a DHCP network may retain the same IP address between
reboots this is not guaranteed.

e If the IP Office is acting as the DHCP server, it defaults to using 192.168.42.2 to 192.168.42.201 for DHCP
clients. This leaves 192.168.42.202 to 192.168.42.254 for devices that require fixed IP addresses.

Disk Space Requirements

A Voicemail Pro installation including VPNM and IMS requires the following free hard disk space.

e Up to 2GB of disk space for the software and language prompts

e An additional 1MB of disk space per minute for messages and other recordings.

e For Avaya IP Office Small Office Edition, you can expect to require at least 200 minutes of message recording space

which is 200MB.

e For a busy environment you can expect to require at least 1000 minutes of message recording space, that is 1GB.
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8.1.5 IMS Server Installation
8.1.5.1 Installation Checks
Before proceeding with installation ensure that the following requirements are meet:

1.Preparation

1.1.0 Read the Documentation in Full
Ensure that you have read the documentation for IMS Installation in full and have note all the additional
requirements for the IMS server, domain interaction and IMS client setup.

1.2.00 Read the IP Office Technical Bulletins
Ensure that you have read the IP Office Technical Bulletins relating to the IP Office core software and the Voicemail
Pro software being installed. These can be obtained from http://support.avaya.com and from http://marketingtools.
avaya.com/knowledgebase.

2.Information Required

2.1.0 IP Office Feature Key Dongle Serial Number
This is printed on the Feature Key, prefixed with S/N.

2.2.00 IP Office Licenses
Ensure that the details of the supplied licenses match the Feature Key serial nhumber. The minimum required licenses
for Voicemail Pro with IMS are:

+ [ Voicemail Pro (4 ports) license.
» O Integrated Messaging license.

+ Additional Voicemail Pro (ports) licenses may be required depending of the number of simultaneous voicemail
accesses and users.

For IP Office 500 systems an IP500 Upgrade Standard to Professional license is also required.

2.3.0 IP Office System Details
Service User name and password for access to the IP Office system configuration.

2.4.00 Network Administration Access
Contact details of the network and Exchange server administrator.

2.5.0 User Details
Listing linking email accounts and IP Office user names. Also detailing the location and contact information for the
users.

3.Materials Required
3.1.0 IP Office Administration Applications CD.
3.2.0 IP Office Voicemail Pro CD.

3.3.0 IP Office Application Firewall Batch File
This file can be obtained from http://marketingtools.avaya.com/knowledgebase/tools/firewall.

4.0nly when you have completed the above process should you proceed to Creating the IMS Account/348),
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8.1.5.2 Creating the IMS Account

A domain user and mailbox account must already exist for the account named IMS. For information about creating this
account, see Creating and Configuring the IMS Account. The Voicemail Pro software needs to be installed using an
account with full administrator rights on the PC. The service subsequently runs under that account. We required that a
specific account, IMS is created for this purpose and set so that its password does not expire.

The IMS account must be a member of the administrator’s group on the IMS server PC. Note, it is not necessary to be a
domain administrator, but must be a member of the administrators group on the PC to be able to start the IMS and
Voicemail Pro services.

To create and configure a domain user and mailbox account called IMS:

Do not proceed with this process until you have completed the steps in Installation Checks[34™,

2. Working with the network administrator, create an account called IMS on the domain and an associated mailbox
on the exchange server. Provide a secure password and ensure User Cannot Change Password and Password
Never Expires are checked.

3. Make sure that the server PC that will be running IMS and Voicemail Pro is a member of the same domain as the
Exchange server.

Log on using an account with administrative permissions on the domain.
Right-click My Computer. Select Properties and select the Network Identification Tab.
4. On the server PC, select Administrative Tools > Computer Management > Groups.
5. Select Add. From the Look In list select the domain name.
6. In the Name window, highlight the IMS account and click Add. Click OK twice.
7. Log out and log back in with the IMS account.
8. On the desktop, right-click the Outlook icon and select Properties to configure the IMS Account.
9. On the Mail Properties > General Screen, click Add.
10. Check the Microsoft Exchange checkbox and click Next.

11. Type in the Exchange servers name in the Server field, and IMS account in the Mailbox field. Please note, if
using Outlook 2003 uncheck Cache Mode. Click Next.

12. Select No when asked if you travel with this computer. Click Next.

13. Click Finish.

14. Highlight the MS Exchange Settings and click Properties.

15. Highlight Microsoft Exchange Server and click Properties.

16. Click Check name and ensure the name is resolved.

17. If the name is resolved, select Apply. Click OK twice and then click Close.

18. Do not continue until the name has been correctly resolved with the Exchange Server. If the name is not correctly
resolved, check the Exchange and Mail account details with the Exchange Administrator.

19. Open Outlook and select Yes to register Outlook as the Default eMail application.
20. Verify that you can send and receive emails.

21. Only when you have completed the above process should you proceed to IMS Server Preparation (349,
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8.1.5.3 IMS Server Preparation
1.0 Do not proceed with this process until you have completed the steps in Creating the IMS Account/[348,

2.0 Log on to the server PC using the IMS account and check the follow requirements.

3.0 The Server is a Member of the Domain
The IMS Server MUST be a member of the customer’s domain.

4.0 The Domain Has an User and Email Account IMS
A domain user and mailbox account must already exist for the account named IMS. The Voicemail Pro software must
be installed using this account with full administrator rights on the PC. The services subsequently run using that
account.

5.0 The IMS Account Has Admin Rights on the IMS Server
The IMS account must be a member of the administrator’s group on the IMS server PC. Note, it is not necessary to be
a domain administrator, but must be a member of the administrators group on the PC to be able to start the IMS and
Voicemail Pro services.

6.0 The Server's Outlook Client is Configured for the IMS Account
Check that the Outlook or Exchange client on the server PC is configured to use the same account (IMS).

7.0 Test Email Operation
Log into the PC with this account (IMS) and verify that you can send and receive emails using this account.

8.0 IP Office Manager is Installed
A PC with IP Office Manager and Microsoft .NET Framework 2.0 and Enable network COM+ access are installed on the
IMS/Voicemail Pro server. If .NET 2.0 is not detected, you will be prompted to install it before the Voicemail Pro
installation proceeds.

9.0 Check or Disable IP Office Voicemail Email Settings
In the IP Office Manager, the Voicemail Email settings under the voicemail/user tab are switched off or are set to a
different email account then the one you will be using with IMS. This is because the IP Office configuration settings for
each user do not apply to IMS. They are usually switched off by default but it is advisable to check before you start the
installation. For more information, see the IP Office Manager help. Please note Voicemail to Email can be used in
conjunction to IMS for example to send an SMS alert to your SMS enabled cell phone but if set to the same Outlook
email account as IMS would result in two emails being delivered to the user, one that synchronized with their voicemail
and one that did not.

10.0 Disable any Server PC Power Saving Mode
Switch off any PC and hard disk sleep, power down, suspend and hibernation modes.

Power Options Properties

E Advanced Settings
H Beeps/Alams E Suspend,/Hibemate Options
Power Schemes | Alams | Power Meter | Advanced | Hibemate

e/ W Select the power scheme with the most appropriate settings for
hé} this computer. Note that changing the settings below will modify
the selected scheme.
Power schemes

T

[ Save As. . H Delete ]

Settings for Always On power scheme
When computer is: Plugged in +] Running on
: 2 W% - ? batteries

Tum off monitor: | After 20 mins v | |After 15 mins v
Tum off hard disks:
Systemstandby:  |Never v| [Never | v
Lok ][ cance ][ mpy |
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11.Disable Network Card Power Saving

Disable any Network Card including the power save options for the NIC card under the properties of the installed
network card.

Intel(R) PRO/1000 MT Mobile Connection Properties [ (X

General | Advanced | Driver | Fesources | Power Management

Intel(R) PRO/1000 MT Mobile Connection

[ Jifllow the computer to tum off this device to save power |

Waming: Allowing this device to bring the computer out of standby may
cause this computer to perodically wakeup to refresh its netwonk state.
you travel with this computer or run it on a battery, you should not tum on
this feature as the machine may awaken at inopportune times or consume
the batteny.

[ OK ] [ Cancel

12.1f the server PC is directly connected to the IP Office control unit, adjust the NIC port settings to match the IP Office
as follows. If connected via a LAN switch, check the LAN switch manufacturers documentation for details of the

optimum port settings.

Small Office Edition Any LAN port 100Mbps
IP406 V2 Any LAN port 100Mbps
IP412 LAN1 100Mbps
IP Office 500 LAN 100Mbps

Full duplex
Full duplex
Half duplex

Full duplex

13.0nly when you have completed the above process should you proceed to Entering the IMS Licenses/3sh.
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8.1.5.4 Entering the IMS Licenses

The Voicemail Pro must have licenses for itself, any additional voicemail ports required and for IMS. You must check that
these have been entered into the IP Office systems configuration and that they are valid. IP Office 500 systems will also
require the IP500 Upgrade Standard to Professional license.

Without valid licenses the Voicemail Pro will operate for 2 hours before stopping and IMS will not operate at all.

The licenses supplied must match the serial number of the IP Office Feature Key. This is printed on the Feature Key and
in IP Office 4.0+ systems can be checked through the Feature Key Serial Number field on the System | System tab
in IP Office Manager.

Checking Licenses

1.Do not proceed with this process until you have completed the steps in IMS Server Preparation (343,

2.If not already in place, the IP Office Feature Key must be installed.
2.1.USB or Parallel Port Feature Key

These types of keys can be attached to the same PC as the Voicemail Pro server. The IP Office Feature Key
Server application must be installed on the PC also. Check that the application is running and the key
recognised before proceeding.

3.Serial Port Feature Key

This type of key is connected directly to the DTE port of the IP Office control unit. It does not require the
Feature Key Server software to be installed on any PC.

4.IP Office 500 Smart Card Feature Key

This is the only type of Feature Key supported by IP 500 Office systems. It does not require the Feature Key
Server software to be installed on any PC.

5.Start IP Office Manager and receive the current configuration from the IP Office system.

6.0n the System | System tab, check that the License Server IP Address is set correctly. For USB and parallel port
keys it should be set to the IP address of the PC hosting the key and running the IP Office Feature Key Server
software. For the serial port keys it should be set to 0.0.0.0. For IP Office 500 systems the field is not used.

)

8.If licenses have been entered already, check that their Status is listed as Valid.

7.Select Licence.

9.Click Ef and select License.

10.Enter one of the supplied licenses for Voicemail Pro and IMS.
11.Click OK.

12.Repeat until all the licenses are entered.

13.Click H to send the updated configuration back to the IP Office.

14.Reload the configuration again and check that the Status for all licenses is now Valid.

IP Offices Licence E Integrated Messaging B X v | < | :=l
AR Directary 10 i
y (0} Licence Type Status Licences

/T‘ Time Profile {0} & additional Yoicemail Pro (ports)  Valid
@ Firewal Profile (1 ‘Integrated Messaging Licence Key BUSmbcLogUMEGELRkXnKeew_46EbzpgyrC

R Voicemail Pro (4 Ports) Yalid
IP Route (4) Licence Type Inkegrated Messaging
88 Account Code (0) Licence Status Yalid
‘;_ Licence (3) Instances 255
ﬁ Turnel (03

Ex:piry Dake Mever

., Logical LAN (0}

14.1.This screen shot only shows the licenses for Voicemail Pro and IMS. Additional licenses may be present for other
Voicemail Pro and IP Office features. Do not remove or alter any licenses.

15.1f otherwise do not proceed any further until the issue with license validation is resolved.

16.0nly when you have completed the above process should you proceed to Installing the IMS and Voicemail Pro
Software [352),
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8.1.5.5 Installing the IMS and Voicemail Pro Software
Do not start to install the IMS software before you have completed the necessary pre-installation checks.

To install the IMS and Voicemail Pro Software:

1.Do not proceed with this process until you have completed the steps in Entering the IMS Licenses/[351.

2. Verify that you are logged in with the IMS account and that the account is a member of the Administrator group on PC
or is a domain Admin.

3. Verify that Outlook is installed and setup for the IMS account and that you can send and receive emails.

4.Insert the IP Office Voicemail Pro CD. The installation should auto-start. If it does not auto-start, click Browse to
locate Setup.exe on the CD and then run it. The Choose Setup Language window opens.

5.Select the installation language. This language is used for the installation and for the default language prompts.
6.Click OK. Installation preparation begins.

7.If the following window below opens, Voicemail Pro is already installed.

InstallShield Wizard : x|
Welcome il
bodify, repair, or remove the program. I -

YWelcome to the IP Office Messaging Suite Setup Maintenance program. Thiz program lets you
modify the current installation. Click one of the optionz below.

* dodify
Select new program features to add or select curently installed features to
TEMOvE.

" Repair

ﬁ Fieinztall all program features inztalled by the previous setup,

" Remove

@ Remaove all inztalled features.

[rztalls hield

¢ Back I Mest > I Cancel

7.1.Select Modify and click next to see if IMS has already been installed.

If IMS and Voicemail Pro have already been installed you will need to upgrade rather than install a new version.
For more information, see Upgrading a Voicemail Pro System/37&,

If Voicemail Pro has been installed but not IMS, backup the call flow as described in Upgrading a Voicemail Pro
System/[378) and then uninstall Voicemail Pro and reboot the PC and proceed with the installation of Voicemail Pro
and IMS.

8.In the Welcome window, click Next. The Customer Information window opens.

9.In the Customer Information window, type a user name and the company name or use the default names that are
proposed. These settings do not affect Voicemail Pro when it is installed.

10.In the same window choose the option that determines who should be able to use Voicemail Pro when it has been
installed. The recommended option is Anyone who uses this computer (all users).

11.In the Customer Information window, click Next.

12.The Choose Destination Location window opens. Unless there are specific reasons for changing the location, the
default setting is recommended. Click Next.

13.The Messaging Components window opens. Select Voicemail Pro (Full) and click Next.
14.The Setup Type window opens. In the Setup Type window, select Custom.
15.Click Next.

16.The Select Features window opens so that you can select which additional Voicemail Pro features to install. For IMS
ensure that the settings are as follows:
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16.1.Voicemail Pro Campaign Web Component is not required for IMS but is installed as part of a typical
VoicemailProServer installation. If a web server has already been installed but the Voicemail Pro Campaign Web
Component is not required, uncheck it to remove it. If Voicemail Pro Campaign Web Component is required for other

use, make sure that it is checked so that it is not removed.

16.2.Ensure that Voicemail Pro Client and Voicemail Pro Service are checked.

16.3.Check any additional languages that are required. It is recommended that either English or English US is always
selected (installed by default) in addition to any languages that are required by the customer.

- Important
Do not uncheck any other boxes as this will remove the corresponding software features.

16.4.Scroll down and check Integrated Messaging Service. That should automatically select all the components for

IMS.
16.5.Click Next.

Installshield Wizard

Select Features

Chooze the features Setup will install o

Select the features you want ta install, and clear the features you do not want ta install

=]

— Dezcription

----- [1%¥FMM Receiver

Yoicemaill Pro Campaign ‘web Component Thiz will inztall the Integrated

M ezzaging Services

ging Service
----- [M5 Client Package

El (M5 Server

[45 Databaze Service
M5 Gateway Service
| IMS Yaice Service

“ o] IM5 Adminiztration Tool

Space Reguired on C: 230234 K,
Space Available on C: RE54240

[mztallshield

< Back | M ext > I

Canicel

17.1f you have chosen to install the Voicemail Pro Campaign Web Component, the Select the Web Server root

directory window opens.

17.1.Type the path to the folder where you would like to save the web campaign web pages. Alternatively, use the

default location or click Browse and select a folder to use. Click Next.

17.2.The Select the Destination of the Script directory of Your Web window opens. Type the path to the folder
where the web campaign components are to be installed. Alternatively, use the default location or click Browse and

select a folder to use. Click Next.

18.The Service Account Name window opens. Details of the default administrator account are already filled in.
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19.1In the Service Account Name window, type the User Name and Password for the IMS account created previously
on the domain and Exchange server.

InstallShield Wizard

Service account name

&

Fleaze enter the account and pazsword that the service(s) should uze for execution.

ser Mame: (M5 Browse...

KERENHNK

Paszward:

EEREEEE

Confirm Paszward:

¢ Back | MHest > | Cancel

19.1.Alternatively, click Browse and select from the list of available network accounts. The IMS account should show
up in the list. Verify that you can browse for this account. Make sure the IT manager has not hidden this account for
Exchange or has separated this account in Active Directory.

20.Click Next.

21.The Select Program Folder window opens. It is recommended that you use the default folder, IP Office, which will
already be shown. Click Next.

22.The Start Copying Files window opens. You are presented with a summary of the settings that you have chosen so
far. Review the settings to make sure that they are what you expect. In particular, check that the required languages
are listed. Scroll down if necessary. The minimum requirements for IMS are listed below. If for any reason the details
are not what you expect, click Back and make the necessary changes.

22.1.Voicemail Pro
- Voicemail Pro Client.
- Voicemail Pro Service.

22.2.Integrated Messaging Service.
- IMS Client Package.
- IMS Database Service.
- IMS Gateway Service.
- IMS Voice Service.
- IMS Administration Tool.

23.When you are satisfied that the details are correct, click Next to start copying the files. The Setup Status window
opens to keep you informed while the installation takes place.

24.When the installation is complete, click Finish to restart now.

25.An attempt is made to start all services associated with Voicemail Pro and IMS.

@ Starting service YMProDBService"

26.After the services have started, the installation process continues.

Voicemail Pro Page 354
IP Office 15-601063 Issue 20b (11 July 2008)



Appendix: Installing IMS

27.The IP Office Voicemail Pro - System Settings window opens.

IP Office ¥oicemail Pro - System, Settings

These zettings affect the services when they are running.

|nteqrated Meszaging Gateway Server

Logaging Lewvel Haone e

|nteqrated Meszaging Yoice Server

Logaging Lewvel MHone j

| Hest > |

28.Select the required logging levels. Logging may be useful for fault diagnostics. You can switch logging off after you

have verified that IMS is working correctly. Click Next.

29.The IP Office Voicemail Pro - Path Settings window opens.

IP Office ¥oicemail Pro - Path Settings

E nter the name af the computer on which the Integrated Meszaging Yoice
Server hasz been inztalled.

vOUR-E10107C97E| Erovze

¢ Back | Hest » |

30.Enter the name of the server PC on which Voicemail Pro and IMS have been installed. In most cases the name is
detected automatically and filled in for you. If not, click Browse and provide the name of the Integrated Message
Voice Server. If this fails it is most likely because the IMS Gateway Service is not running.
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31.Click Next. The IP Office Voicemail Pro - Email Settings window opens.

IP Office ¥oicemail Pro - Email Settings

Account Details

|IM5| Browsze

teszage Parameters

The follawing settings are uzed to cantral whether the oicemail
meszzage it zent az a wave file within the email meszage.

| Tranzmit ' ave File
'
')

¢ Back | Hest » |

32.In the Account Details field, type the name of the account IMS. Alternatively, click Browse and find the IMS
account.

32.1.If wav files of voicemail messages are to be sent in emails rather than left just in the voicemail mailbox check
Transmit Wave Files. Sending .wav files across a network creates a high loading on the network and network
servers. A one minute message requires a 1MB .wav file. Choose either:

- Attach wave file to message to allow a recipient to copy a .wav file for use elsewhere.
Embed wave file in message to allow a recipient to embed a file in a message. An embedded file is compressed
and therefore smaller than an attached file.
33.Click Next. The IP Office Voicemail Pro - SMTP Email Settings window opens. Note that IMS uses MAPI so this
setting does not pertain to IMS but Voicemail to Email.

34.Click Finish. An attempt is made to validate the SMTP email settings. If the attempt to connect with the SMTP server
fails, an error message is displayed. This can be ignored if SMTP is not being used (which it is not for IMS services).
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8.1.5.6 Check the IMS Services

If Voicemail Pro has been installed successfully, the voicemail service is started automatically. However it is useful to
check them and to know how to stop-start the services manually.

To check/restart the Voicemail Pro and IMS Services

1.Do not proceed with this process until you have completed the steps in Installing the IMS and Voicemail Pro
Software [353),

2.0pen the Windows Control Panel.

3.Select Administrative Tools > Services.

*%; Services

File Action Wiew Help

« - @ EFRB @

Services (Local) Mame Description Staktus Startup Type Log Q... ”
%TCPJ‘IF‘ MetBIOS Hel... Enables su...  Started Aukomatic Local Service
%Uninterruptible Pawve,,, Manages a... Manual Local Service
%Universal Plugand ... Providess... EEIE Local Service
% WebiClient Enables Wi... Started fukomatic Local Service
%IMS{Gatewaﬂ Started Automatic IMS
%IMS{Restart} Started Automatic IMS
%IMEWDEE} Skarted Autoratic M5
% Yoicemail Pro Service Started Autarnatic M5
“

; Extended } Standard f

4.The Voicemail Pro service and IMS services should be visible. Their Status should be Started and the Startup Type
should be set to Automatic.

5.The details should also show that the services are running under the IMS account.

6.If it necessary to manually restart the services, ensure that the following order is used: VMProDBService (if
installed), Voicemail Pro Service, IMS(Restart), IMS(Voice) and finally IMS(Gateway).

7.Close Services.

8.0nly when you have completed the above process should you proceed to Initializing the Call Flow/358.

Using a Batch File to Start Services

In some instances, certain computers might not respond quickly enough in order to start all of the Avaya services in the
correct order. In this circumstance, it can be advisable to create a batch file which will delay the start of these services
until the PC is fully running.

Avaya IP Office Services can be started successfully at system start-up using a scheduled task that initiates the batch file
below. This batch file ensures that the services will start successfully and in the proper order.

1. Set all Avaya services listed below to Manual start. Do not include Key Server.

2.Create the batch file below and save it to %SYSTEMROOT%. Only include lines for the services which are installed.

@echo off

rem Wait 60 seconds before execute.
timeout /t 60

net start VMProDBService

net start Voicemail Pro Service
net start IMS(Restart)

net start IMS(Voice)

net start IMS(Gateway)

3.Create a scheduled task to start the batch file at system start-up.
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8.1.5.7 Initializing the Call Flow

This stage will check both that the Voicemail Pro Client can connect to the Voicemail Pro Server, and also initialize the call
flows.

To Initialize the Voicemail Pro Call Flow:

1.Do not proceed with this process until you have completed the steps in Check the IMS Services [357,

2.Select Start | Programs | IP Office | Voicemail Pro Client.
3.The Voicemail Pro Client should start and display Connecting to the Local Server.

4.0nce it has connected the various navigation panes should show content.

2.Click the % Save and Make Live icon.
3.Select Yes.
4.Voicemail operation can now be tested from an extension by dialing *¥17.

5.0nly when you have completed the above process should you proceed to Associating Voice Mailboxes with Email
Addresses [35%),
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8.1.5.8 Associating Voice Mailboxes with Email Addresses

When you have installed IMS, started the Voicemail Pro server, you are ready to associate the user voicemail mailboxes
with email mailboxes on the Exchange Server. This is done using the IMS Administration tool.

To associate a voice mailbox with an email address

1.Do not proceed with this process until you have completed the steps in Initializing the Call Flow/358)

2.From the Start menu, select Programs | IP Office | IMS Administration Tool.

3.From the Server menu, if the server is not already populated, select Add. The New Integrated Messaging Server
window opens.

4.In the Server field, type the name of the IMS Server or click Browse and select a server. When the server has been
added, the name is displayed with a [+] plus icon.

5.Expand the [+] icon to show configurable options.

6.Highlight Integrated Messaging Associations. After a few moments the voice mailboxes are displayed in the right-
hand window.

7.Select a voice mailbox to configure and double-click it to see its properties.
8.1In the Associated Email Address field, select Change and select the relevant email address of the associated user.

9.If the mail settings need to be different from the default settings, select the User Properties tab and configure as
applicable and select OK.

10.In the Primary NT Account field click Select Existing and select the relevant domain user account of the associated
user. Note, if the user is opening multiple inbox accounts all have to be added.

10.1.IP Office Integrated Messaging Pro (IMS) clients may appear to respond slowly or even lock up where the IMS
client user has defined one or more delegates in Microsoft Outlook. All delegates of an IMS Client’s Outlook should
have their domain account and email address added into the permissions field, with Access permission selected.

x|

Mailbox Properties

Mailbox Settingz | User Properties

— General Information

Yaoice Mailbox [dentifier : 308
Yoice Malbox Mame I.-'i'-.lez-:F

Azzociated Emal Address I.-'l‘-.gent'l Change |

— Primary MT Account
TEST “Agent]

Select Existing LCreate Mew |

i —
— Permizsions

Account |D|:umain | Access I Audrnin I

fgent] TEST ~ r

k. | Cancel | Smply |

11.When complete, click the Synchronize Mailboxes icon to synchronize the mailboxes. Alternatively, click Selecting
Mailboxes and Synchronize on the menu bar.

12.Close the IMS Administration Tool.

13.Make a call to one of the users that you have just associated and leave a message in their voicemail mailbox. A short
while after hanging up a message should arrive in the user’s mailbox.

14.0nly when you have completed the above process should you proceed to IMS Client Requirements (365,
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8.1.6 IMS Client Installation
8.1.6.1 IMS Client Requirements

During installation of the IMS Server, the IMS Client Installer package is copied to C:\Program Files\Avaya\IP Office
\Voicemail Pro\IMS\Client and is automatically shared as IMSClient. The installer, called IMSClient.exe is
approximately 10.1MB is size. You need to install the IMS Client on the PC of each user who want to use IMS.

1Y CRITICAL WARNING
Do not install the IMS Client on the same PC as the Voicemail Pro / IMS Server.

1.Do not proceed with this process until you have completed the steps in Associating Voice Mailboxes with Email
Addresses [359,

2.Minimum PC specification for an IMS Client PC

These are minimum specifications and in most cases will not meet the customer's expectations for acceptable
performance. The end user's PC should be a newer PC to meet the customer's expectations and will far exceed the
minimum specs listed above.

64MB 160Mb 800MHz Celeron 3 Althon B
800MHz 650Mhz

3.If the client PC is a Windows server, it must:

Meet minimum hardware and operating system requirements for an IMS server, see IMS Server PC Requirements[348)

Not be a Domain Controller.
Not be the Voicemail Pro / IMS Server.
4. Clients must use TCP/IP networking.
5.Users must be members of the same Domain as the IMS/Voicemail Pro Server.
6.The supported email services are MS Exchange 2000 and 2003.
7.The IMS client is supported with Microsoft Outlook 2000/2003 with cache mode off.

8.If you are the installer or system administrator, you must log on to the Client PC as the person who is going to be
using the IMS software and you must have Administrator rights for that PC to install the software.

9.0utlook must already be installed and configured on the user's PC. Test this by using Outlook to send a test message.
10.The Integrated Messaging Server must already be installed and running.

11.0nly when you have completed the above process should you proceed to Adjusting DCOM Settings [361.
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8.1.6.2 Adjusting DCOM Settings

Microsoft have significantly increased the security around many operations included application access to functions such
as email. The following DCOM changes are therefore essential for support of IMS and must be performed before installing
the IMS Client.

The DCOM changes can be done either through a security policy that is then applied to all PC's in the domain, otherwise
the individual settings on each client PC must be adjusted.

To set the Client PC's DCOM Settings

1.Do not proceed with this process until you have completed the steps in IMS Client Requirements (363,

2.Using one of the methods described below, ensure that the DCOM settings of the client PC are adjusted to support
interaction with the IMS server.

B2a. Setting the Changes on a DCOM Security Policy.
B2b. DCOM Settings for a Windows 2000 PC.
B2c. DCOM Settings for XP Pro and Windows 2003 PC's.

3.0nly when you have completed the above process should you proceed to Installing the IMS Client Software[372),
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B2a. Setting the Changes in a DCOM Security Policy

Setting all DCOM security settings for a domain to work with IMS. After setting the DCOM options, this is now a domain
wide policy and when the IMS clients are installed and the computer is rebooted and the user logs on, these settings will
be pushed to the end user. Doing this as a policy simplifies the installation process for IMS.

1.0n the domain controller, open Active Directory Users and Computers, right click on the domain to be administered
and select Properties.

"t Group Policy Object Editor

File gy —_—
i -.? Active Directory Users and Computers
-
|~ |& FEle  Action  Wiew  Window  Help
=h i = b, ) o wl el
ie = BERFRE R eREavaa
@ Active Directory Users and Computer | ACE.com & objects
-] Saved Queries prE—
£ ) rm— ==
2 Delegate Contral. ..
: |:| Find ukers
@ Conneck ba Dormain. ..
-{&] Connect to Domain Contraller, . nCc-ntr.-:-IIerjs )
-1 Raise Domain Functional Level... priSecurityPrincipals
-]  Operations Masters...
e 3
all Tasks 4
Wiew 3
e Window From Here
Refresh
Export Lisk...
Properties
E-¢ Help
1

2.Select the Group Policy tab.
ACE.com Propetties EHE

Eenerall Managed By  Group Policy |

To improve Group Policy management, upgrade to the Group Policy
tanagement Conzole [GPML).

M
Current Group Folicy Object Links for ACE
LS

Group Palicy Object Link, Mo Overide | Disabled

Group Policy Objects higher in the list have the highest priority.
Thiz gt obtained from; mainpdz. ACE .com

e | Al | Edt | |

Options... | Delete... I Properties | [own |

™ Block Policy inheritance

Cloge I Eanzel | Apply |
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3.Double click Default Domain Policy. Drill down to Computer | Windows Settings | Security Settings | Local

Policies | Security Options.

'}'ﬁj Group Policy Object Editor [_ O]
File Action Wew Help
& EY
2} Default Domain Palicy [mainpde . ACE .com] Palicy Palicy Palic =
- @ Computer Configuration fig] Accounts: Administrakor account skatus Mok
+-|_] Software Settings i8] Accounts: Guest account skatus Mot
2 :f_\:_"._'”d':'ws Settings i8] Accounts: Limit local account use of blank passwords ta consale logon only Mot
=] Seripes (Start.upll'Shutdown) i8] Accounts: Rename administrator account Mok
=-Ep SJE':":'W SE:':I':”'QI_S_ 8] Accounts: Rename guest account Hat
T f—g LECDIL': i P'CIEE i8] Awidit: Audit the access of global system objects Mot
'+' ;l;jca.ﬂuduiriclljeoslic i8] Awdit: Audit the use of Backup and Restore privilege Mok
= . Y ! 8] Audit: Shuk down system immediakely if unable ta log security audits Mok
+ ifj User Rights Assignment - o - . . nonoL
ifj Security Optians DIZOM; Machine Access Restrictions in Security Descriptor Definition Language (SDDL) svnkax E_
: jfj E\;ent Log _:E:_']“E)CCEIM: M?Ehine LE!unlch Tastr.icltionls in.Selcurity Descriptor Definition Language (SDOL). .. OB.

4.Search for the DCOM Machine Access Restrictions ... entry and double click on that entry.

DCOM: Machine Access Restrictions in Security Descriptor Defi... ﬂ

Template Security Policy Setting

Iv Define this policy setting

|f the zecurity descriptor iz left blank, after defining the policy setting in the
ternplate, the policy zetting will nat be enforced.

Security deszcriptor:

DCOM: Machine Access Restrictions in S ecurity D escriptar
Definution Language [SODL] syntas

Edit Security... |

e

Cancel | Apply |

5.Check Define this policy setting and then click Edit Security.

Access Permission

Security Limitz l

44
ﬁ Ewernvone

add...

| Hemowve |

Pemizzions for AMONYMOLS
LOGOM

Al

Deny

Local Access
FRemote Access

O
O

Fe

Cancel

6.Add the Everyone and Anonymous Logon users and set them to Allow for remote and local access. Click OK.
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7.Click OK.
8. Repeat this process for all DCOM entries.
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B2b. DCOM Settings for a Windows 2000 PC

- Type the name of a program, folder, document, ar
4 Internet resource, and Windows will open it For wou,

(o] 4 H Cancel H Browse, ., ]

2.Enter DCOMCNFG and click OK.

Distributed COM Configuration Properties

&pplications  Default Properties | Default Security | Default F'ru:utu:u:u:ulsl

v il_E__naI:uIe Distnbuted COM on thiz computes

[~ Enable COM Intermet Services on this computer

This process adjusts the DCOM settings on an individual PC running Windows 2000.

1.Select Start | Run.

— Default Digtibuted COM communication properties

The Authentication Level zpecifies zecurnity at the packet level.

Default Authentization Lewvel:

I [Mone] j

The Impersonation Level specifies whether applications can
determing who iz calling therm, and whether the application can da
operations uging the client's identity.

Default Imperzonation Level:

I Imperzonate j

[~ Provide additional security far reference tracking

] I Cancel Lpply

3.0n the Default Properties tab, set the following:
- Enable Distributed Com on this computer.
- Default Authentication Level set to "NONE”

- Default Impersonation Level set to "Impersonate”.
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4.Click on the Default Security tab.
Distributed COM Configuration Properties 7| x|

Applications | Default Properties  Default Security | Default F'rn:ntn:n::n:nlsl

— Default Azcceszs Permiszions

'ou may edit who iz allowed to access applications that do not
provide ther own zettings

— Default Launch Permizszions

'ou may edit who iz allowed ta launch applications that do not
provide their own zettings.

E dit Default. ..

— Default Configuration Permizsions

'ou may edit the lizt of uzerz that are allowed to modify OLE clasz
configuration information.  Thiz includes installing new OLE zervers
and adjusting the configuration of existing OLE zervers.

Edit Default.. |

k. Cancel | Apply |

5.Click on the Edit Default button for Default Access Permissions.

Registry Yalue Permissions x|

Regizty Yalue:  DefaulthcoezsPemiszion

Owner: Adminiztratar
M arne:

& Evervone

Type of Access: Iﬁllnw Access j

k. Cancel | Hemowve | Help |

6.The Everyone Group should have Allow Access set. Click OK.
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7.Click on the Edit Default button for Default Launch Permissions.

Registry ¥Yalue Permissions : il

Regiztry Yalue:  DefaultlaunchPemmzsion

Owner: Account Unknown

M arne:

B A dministrators Allow Launch

Allow Lavunch

£z INTERACTIVE Allow Launch
ﬁ [USR_EN3I000DOCSAYT [Intermet Guest Ao dllow Launch
§IWﬂM_ENEDDDDDESHU1 [Launch 15 Proce dllow Launch

SYSTEM Allow Launch

Tupe of Access: Iﬁllnw Launch j

k. I Cancel | Add... | Hemowve | Help |

8.The Everyone Group should have Allow Launch set. Click OK.

9.Click on Edit Default button for Default Configuration Permissions.
Reqgistry Key Permissions ll

Registy Key:. HEEY _CLASSES _ROOT

Dwner: Adrminiztrators

M arne;
i—‘ Adminigtrators Full Control
"k CREATOR OWwWHER Full Control
Full Contral
i—‘ Power Users Special Access
g 5vSTEM Full Control
{‘:ﬁ TERMIMAL SERYER USER Special Access
B sers Fead

Tupe of Access:

2k, I Cancel Add... Bemove Help

10.The Everyone Group should have Full Control set. Click OK.
11.Click Apply.

12.Click OK.

13.Reboot the PC.
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B2c. DCOM Settings for XP Pro SP2 and Windows 2003 SP1 PC's

This process adjusts the DCOM settings on an individual PC running either Windows XP Pro SP2 or Windows 2003 SP1.

1.Select Start | Run.
2.Enter DCOMCNFG and click OK.

e Type the name of a program, folder, document, ar
4 Internet resource, and Windows will open it For wou,

Open: | iy e Ee ||

(o] 4 H Cancel H Browse, .,

- Windows XP may attempt to block the Microsoft Management Console. Select Unblock to continue.

3.Click on Component Services. and then Computers.

= Component Services |Z E| [z|

@ File Action Wiew window  Help s E’lJ

¢+ @@ 2 0

[ Console Roat Computers 1 objeck(s)

- @ Camponent Services Me—
+ 'a Computers

+ % Event Yiewer (Local)

+ Services (Local)

My Computer

4.Right click on My Computer and choose Properties.
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5.Select the COM Security tab. Note: Windows XP , Windows XP Service Pack 1 and Windows Server 2003 without SP1
will only have Edit Defaults.

My Computer, Properties

General Options D efault Properties
Default Protocols MSDTLC COM S ecurity

Access Permizzions

You may edit who iz allowed default access bo applications. vou may
alzo =et limits on applications that determine their own permisszions.

Edit Limnits. ..

Launch and Activation Permizzions

ou may edit who iz allowed by default to launch applications or
activate objectz. v'ou may alzo zet limitz on applications that
determine their own permissions.

E dit Limits. .. Edit Diefault...

k. ] [ Cancel
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6. Edit the limits for Access Permissions and Launch and Activation Permissions to allow Remote Access and
Remote Launch/Activation permissions for Anonymous Logon and Everyone. Note: Windows XP, Windows XP

Access Permission

Security Limits l

Group or uzer names:;

ﬁ.ﬁ.NDNYMDUS LOGON

ﬁ Everpone

Add... | Bemove |
Permizzions for Everyone Al Deny
Local Access ]
Remote Access ¥

SP1, and Windows 2000 Server grant the Everyone all Permissions.

] | Cancel |

Launch Permission

Security Limitz l

Group or uzer names:

ﬁ Administrators 30567 0GALLAGHER“Administrators]

ﬁ Eweryone

Permizzionz far Everpone Allaw

Local Launch
Remote Launch
Local Activation

R emote Activation

k. Canicel
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7.0n the Default Properties tab set the following:

My Computer, Properties

Default Protocols MSOTC COR Security
General O pticons Default Properties

[+ Enable Distributed COM on this computer
[ Enable COM Internet Services on thiz computer
Default Digtributed COM Communication Properties
The Authentication Level specifies secunty at the packet level.

Default Authentication Lewvel:

Mone j

The imperzonation level specifies whether applications can determine
whio iz calling them, and whether the application can do operations
uzing the client's identity.

Default Imperzonation Lewvel:

Security for reference tracking can be provided if authentication iz uzed
and that the default imperzonation level is not anonpmous.

r

0k, H Cancel H Apply

Enable Distributed Com on this computer.

Default Authentication Level set to NONE.

Default Impersonation Level set to Impersonate.

8.Reboot the PC.
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8.1.6.3 Installing the IMS Client Software

To install the IMS Client software:

1.Do not proceed with this process until you have completed the steps in Adjusting DCOM Settings/[36h.

2.Copy the IMS Client installer package to a CD or map a network drive to the folder as follows \ \VMProIMSPC
\IMSClient. This is done automatically when you install IMS on the Voicemail Pro/IMS server.

3.Log on to the user's PC using the user's account.

4. Verify that the user has local administrative rights to be able to install the software. Once installed they should not
need administrator rights to use the application.

.Save and close all other applications prior to installing as a reboot will be required.
.Depending on where it is located, double-click the IMSClient.exe file.
.Choose the preferred Language and select OK.

.Click Next until you see the IMS Connection Information window.

O 00 N O un

. Enter the following information:

- Voicemail Mailbox
This is the entry as it appears in the Username field of the IP Office User Profile Screen. This is case-sensitive. If this
information is not entered correctly, the IMS client will not connect to the IMS Server.

- IMS Server
This is the name of the IMS/Voicemail Pro Server.

10.Click Next. The IMS Playback Parameters window opens.
11.Type the extension number of the handset to be used for playing back messages.

12.If required, check Pick Up Automatically for the option to collect messages without the need to pick up the handset.
This is supported on analog extensions.

13.When prompted to Restart the PC, click Finish to restart the PC.

- If you attempt to open Outlook without restarting the computer, you will receive an error to tell you a component
has not been installed correctly. It is therefore recommended that you restart the computer when prompted.

14.Typically when starting Outlook if there is a connection error, a message should be received while Outlook is starting,
asking for a user name and password.

- On the Outlook Menu Bar, Select Tools — Integrated Messaging. If the IMS Client has connected you should only have
the option to Disconnect. If this is the case you have successfully installed the IMS Client on the workstation.

- A further indication will be a Telephone Icon in the mail message. If the Client has not been installed, this icon will
not be displayed.

15.0nly when you have completed the above process should you proceed to Opening the Firewall[373),
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8.1.6.4 Opening the Firewall

It is necessary to create firewall exceptions for the IMS client application after its installation. Even if the user does not
have a firewall or uses a firewall other than the default Windows firewall, it is recommended that the process for the
Windows firewall is applied.

If the firewall being used is the default Windows Firewall, the necessary exceptions can be setup by running the batch file
AvayaFW.bat. This file is available from the http://marketingtools.avaya.com/knowledgebase/tools/firewall. It is
recommended that this file is running even if the user is not using the firewall.

1.Do not proceed with this process until you have completed the steps in Installing the IMS Client Software[37,

2.Unzip AvayaFW.bat from the AvayaFW.zip file.

3.1If the path to which applications are being installed is not the default, modify the %ProgramFiles% setting within the
file.

4.Run the batch file on the user's PC.

Settings for Other Firewalls
If the user's PC uses a firewall other than the default Windows firewall, the method of setting up the necessary
exceptions will vary. For the IMS Client the necessary exceptions are:

e C:\ProgramFiles\Avaya\IMS Client\UMSForm.exe
e UDP Port 67

e UDP Port 69

e TCP Port 135

e TCP Port 2000

e UDP Port 50791

e UDP Port 50799
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8.1.6.5 Testing IMS Client Installation

Typically, when starting Outlook if there is a IMS connection error, a message may be received while Outlook is starting,
asking for a user name and password. Please recheck the DCOM settings and verify that the Windows Firewall exceptions
have been setup properly. Next verify that the IMS client has been installed properly.

1.Do not proceed with this process until you have completed the steps in Opening the Firewall[373,

2.In Outlook, select Tools > Integrated Messaging.

3.If the IMS Client has connected you should only have the option to Disconnect. If this is the case you have
successfully installed the IMS Client on the workstation. If you can not connect:

3.1.Verify that the mailbox is set properly to the user’'s Name in Manager.
3.2.Check that the proper Voicemail Pro machine name was given when installing the client software.
3.3.Check the DCOM settings or the Windows Firewall settings not being modified.

4.If the Integrated Messaging tab does not show up in Outlook Tools > Integrated Messaging or under
Tools>Options>Integrated Messaging, verify that the IMSClient has not been disabled in Outlook.

4.1.In Outlook click Help>About Microsoft Office Outlook.
About Microsoft Office Outlook

Microsoft® Office Cutlook® 2003 (11.8118.8107) SP2
Part of Microsoft Office Professional Edition 2003
Copyright @ 1995-2003 Microsoft Corporation. &l rights reserved.

Partions af International CotrectSpel™ spelling comection swstern & 1993 by Lermnout & Hauspie Speech
Praducts M.\ All rights reservad, French Spelling checker and dictionaties & 1994-2000 SYMAPSE
Déweloppernent, Toulouse (France]. All rights reserved. Spanish Spelling Engine & 1993-2002 by
SISMUM Cia, Leda, Quito, Ecuadar, All rights reserved,

Microsobft@ OFfice OutlookE Cipher Strength 122 bits, Portions based an Entrust™ Secutity Technology
Copytight € 1994-1996, Morthetn Telecorm Limitad.

Microsoft@ Intermet Explorer Cipher Strength 123 bits, Contains security software licensed from RSA Drata
Secutity Inc,

T

8

Security Mode: Dafault

This product is licensed ko

Avaya
Produck ID:  73931-640-2269916-57624

y R

Wiew the End-User License dgresment

Warning: This computer pragran is prokecked by copyright law and inkernational o
kreaties, Unauthorized reproduction or distribukion of this program, or any portion of
it, may result in severe civil and criminal penalties, and will be prosecuted to the
maximum extent possible under the law,

[ System Info...

[ Tech Support. .,

[ Disabled Ikems. ..

4.2.Click Disabled Items. If the IMS Client is listed, select it and click Enable.

Disabled ltems @

The items listed below were disabled because they prevented Cutlook from
functioning correctly,

Flease note that you may have to restart Qutlook for these changes to
take place.

Select the ones you wish to re-enable.
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4.3.You will have to close and reopen Outlook for it to appear.

4.4.You should see a Telephone Icon in the mail message when you have a voicemail message.

2= Inbox - Microzoft Dutlook

File Edit View Go Tools Actiops Help
- §||E w | €oReply €8 Reply to A G Forward | | {=¥{Send and Receive | ZFind iy Organize |

t|0[% @ From |Subject Received / 4|
i) 0 Brad Trower Core switch mins and projects summary Mon 12/04/04 09:48
i) Matthew White WMGRSW-8)20 - Urgent Order Mon 12/04/04 14:48
i) @ Daniel Baihache G@AProduckntSiteoptn 12137 . vm Mon 120404 15:19
B Software Licence ... Tue 13{04/04 12:29
B Software Licence .. Tue 1304/ 04 16:30
i IMs Inkernal voice mail from &lan Jefferies Tue 13/04'0417:04
IIIII ﬁ 1Ms Inkernal vaice mail From Alan Jefferies Tue 13/04/04 17:06
- Internal voice mail from Jools Smith Tue 13/04/04 17:14 |
=l

736 Items, 3 Unread

4.5.If the Client has not been installed, or has not been installed correctly, the telephone icon will not be displayed. Try
uninstalling rebooting and reinstalling. Alternatively you may have to manually install the form as detailed below.

4.6.0nly when you have completed the above process should you proceed to Observing Exchange Operation /377,
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To Manually Install the Form

1.In Outlook select Tools | Options.

2. Select the Other tab.

3.Click Advanced Options.

4.Click Custom Forms and then Manage Forms.

5.Click Install and browse to and select C:\Program Files\Avaya\IMS Client\UMSForm.CFG.

Form Properties

Display name: |I tegrated Messaging Form [ (0]4 l
Category: | Integrated Messaging v [ Cancel ]
Subcategory: | Form w

Contact: |Avaya

Form number; |

Platforms: | WInNT4.0 (ix86), Win35

Design tool: |

|
|
|
|
Version: | 1.3 |
|
|
|
|

Message cass: | IPM, 5eltek, VoiceMessage

Comment: Integrated Messaging MAPI interface.

6.The form properties are shown. Select OK.
7.The IMS form should now be listed.
Forms Manager E'

| COroganization Forms {English) | [Sgt...] | Personal Forms | [Se’g...]

Anti-Virus On-Demand Form e
Anti-Virus Report Form =
Omtool Delivery Report

Orntool Genifax Send Form

Omtoal Genifax Viewer -
Delete
Omtool Mon-Delivery Report
COmtool Mon-Read Repart
Omtool Read Report b
[]Show categories [Clear an:he] [ Install... ] [ Save As...

Description
Integrated Messaging MAPI interface,

Form nurmber: Version: 1.3 Contact: Avaya

| Close |

8.Click Close and then OK, OK, OK.
9.Close and restart Outlook.
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8.1.6.6 Observing Exchange Operation
It is useful to check that the IMS Account has logged onto the Exchange Server correctly.

To check and observe IMS operation:

Do not proceed with this process until you have completed the steps in Testing IMS Client Installation[374),

On the Exchange server, open the Exchange Administration Manager.

Expand the Server Name and Mailbox Store.

Select Mailboxes to view IMS messages being received and sent.

1.

2.

3.

4.Select Logons and locate the IMS account name. Only logged on accounts are displayed.
5.

6.Leave a voicemail message in an IMS user’s voice mailbox.

7.

After hanging up you should notice that for a brief time the Total Items field for the IMS mailbox increases by 1. The
message is then sent from the IMS mailbox to the user’s mailbox, whose Total Items increases by 1. By default, there
should be no messages left in the IMS mailbox.
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8.1.7 Maintenance
8.1.7.1 Upgrading
Upgrade from Voicemail Pro below version 3.2

It is important that the settings of an existing Voicemail Pro are exported before any upgrade. Although folders that
contain prompts and messages are not affected by the upgrade process, the editable version of a customer call flow is
lost.

Make sure you are logged in as the IMS account.
To upgrade from below Voicemail Pro version 3.2 to version 4.0:

1.Export the Database
Before removing Voicemail Pro as part of an upgrade, you must create a backup copy of the call flow database. This
will contain any customizations made to the default call flow.

1.1.Start the Voicemail Pro Client.

1.2.From the File menu, select the option Import or Export.

1.3.Select the option Export call flows and click Next.

1.4.Enter a file path and file name ending in .mdb, for example C:\temp\backup.mdb. Click Next.
1.5.Click Finish to start the export then click Close to complete the export procedure.

1.6.Close the Voicemail Pro Client.

1.7.The next step is to back up the registry so that you do not lose any Voicemail Pro settings from the previous
version.

2.Back up the Registry

Any registry settings that are associated with Voicemail Pro need to be backed up.

3.Insert the Voicemail Pro CD for the new Voicemail Pro and cancel the install wizard that auto runs.
4.Right-click the CD drive and select Open.

5.Locate the file backupreg.bat and double-click it to run the application. The registry settings are backed up.

6.The next step is to remove Voicemail Pro. Verify that the 3 files were created successfully and they have the
appropriate data.

7.Remove Voicemail Pro

Any previous versions of Voicemail Pro must be removed before you start to install the new version.

8.0pen the Windows Control Panel.

9.Select Add/Remove Programs.

10.Select IP Office Voicemail Pro and click Add/Remove.

11.From the options offered, select Remove and click Next.

12.Follow the prompts that you see on the screen during the removal process.

13.When the process has been completed, select the option Yes, I want to restart my computer now and click Finish.
14.Please note is it necessary to reboot the server. Do not skip this step.

15.After the server reboots and you have logged back in as IMS.

16.Restore the Registry
The Voicemail Pro registry that was backed up in step 2 needs to be restored.

16.1.Right-click the CD drive that contains the Voicemail Pro CD and select Open (reinsert the CD if necessary and
cancel the install wizard).

16.2.Locate the file restorereg.bat and double-click it to run the application. This restores the registry settings
previously associated with Voicemail Pro.

16.3.Verify that the registry entries have been restored successfully.
16.4.Start the Voicemail Pro GUIL.

16.5.From the File menu, select the option Import or Export.
16.6.Select the option Import Call Flows and click Next.

16.7.Use the Browse button to locate the backup file then click Next.

16.8.Click Finish to start the import then click Close to complete the import procedure.
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17.Install the New Software
The next step is to install the upgrade software. For more information see Installing Voicemail Pro: Overview above
and then refer to the sections that relate to the type of Voicemail Pro that you intend to install.

18.Restore the Database
The copy of the call flow database that contained any customizations made to the default call flow needs to be
restored.

18.1.Start Voicemail Pro.

18.2.From the File menu, select Import or Export.

18.3.Select Import Call Flows.

18.4.Click Next.

18.5.Click the Browse button and locate the file that contains the backed up call flows.
18.6.Select the file and click Open.

18.7.1In the Import or Export Call Flows window, click Next.

18.8.Click Finish to start importing the database.

18.9.Click Close to complete the import process.

18.10.Click Save and Make Live.

19.The new version of Voicemail Pro has been installed. Test that the system is running by dialing *17 from any
extension. You should hear the mailbox announcement.

Upgrade from Version 3.2

You can upgrade from IP Office Voicemail Pro 3.2 to IP Office 4.0. If you upgrade you can still use a 3.2 Voicemail Client
to update Voicemail Pro 4.0. However, if you want to change any of the new features, for example the Outcalling
preferences or to use the start points for Personal Announcements, you will need to use the latest Client version of IP
Office Voicemail Pro.

To upgrade from version 3.2:

1.Stop the all Voicemail Pro services running. It would be a good idea to make a backup of the registry and the Call flows
and if possible the Voicemail Pro folder before proceeding.

2.Insert the new IP Office Voicemail Pro CD. The installation should auto-start. If it does not auto-start, click Browse
to locate Setup.exe on the CD and then run it. The Choose Setup Language window opens.

3.Select the installation language. The language selected is used for the installation.

4.Click OK. You are asked 'This setup will perform an upgrade of IP Office Voicemail Pro'. Do you want to
continue?

5.Click Yes. The Upgrading the IP Office Voicemail Pro window opens.

6.Click Next to start the upgrade. The setup status window opens. The progress of the upgrade is indicated by a time
bar. When the InstallShield Wizard complete window opens.

7.Click Finish. The Email settings window opens.

8. Enter your email account details and click Next. The IP Office Voicemail Pro Control Panel applet settings window
opens.

9. Enter your settings for each form and click OK.
10.Click Yes when asked if you want to start the Voicemail Pro service.
11.Reboot the PC and verify that the services start properly and that the voicemail is fully functional.

12.The new version of Voicemail Pro has been installed. Test that the system is running by dialing *17 from any
extension. You should hear the mailbox announcement
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8.1.7.2 IMS Service Logging

If IMS is installed the Systems Settings tab is available. You can specify the level of service logging for the IMS Gateway
Server service and the IMS Voice Server service. Four levels of logging are available, with increasing level of detail.

Typically logging is required only if IMS problems are being experienced and diagnosis is required. The information is
logged in the Event Viewer application.

To specify the level of IMS service logging:
1.0pen the Windows Control Panel.
2.Select IP Office Voicemail Pro. The IP Office Voicemail Pro window opens.
3.Click the System Settings tab.
Systemn Settings | Path Settings | Email Settings | SMTP Email Settings

These zettingz affect the services when they are running.

— Integrated Meszaging G ateway Server

Logaging Lewvel

— Integrated Meszaging Yoice Semver

Logaging Lewvel MHone j

4.In the Logging Level boxes, select the level to use for each of the IMS services.
None - No logging recorded.
- Some - A low level of logging recorded where only errors are logged.
Most - A medium level of logging where errors and warnings are recorded.
- All - All errors, warnings and information are logged.
5.Click Check to validate the changes that you have made.
6.Click OK. You are prompted to restart the affected services so that your changes are enabled.

7.Choose Yes. The services that are affected by your changes are automatically stopped and restarted.
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8.1.7.3 IMS Host Server Name

If IMS is installed the Path Settings tab is available. You need to specify the computer name of the server PC that is
hosting the IMS Voice Service. Typically, this is installed on the same server PC as the Voicemail Pro Server.

To specify the name of the host server PC for IMS:
1.0pen the Windows Control Panel.
2.Select IP Office Voicemail Pro. The IP Office Voicemail Pro window opens.
3.Click the Path Settings tab.
Systemn Settings  Path Settings | Email Settings | SMTP Email Settings I

Enter the name of the computer on which the [ntegrated bMeszaging Voice
Server haz been installed.

SERYER Browse |

4.Type the name of the computer on which the IMS Voice Service has been installed.
- Alternatively, click Browse and select the name of the computer.
5.Click Check to validate the changes that you have made.
6.Click OK. You are prompted to restart the affected services so that your changes are enabled.

7.Choose Yes. The services that are affected by your changes are automatically stopped and restarted.
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8.1.7.4 IMS Email Settings

You can configure certain email settings such as the account to use for email and the way in which .wav files are
transmitted.

To configure email settings
1.0pen the Windows Control Panel.
2.Select IP Office Voicemail Pro. The IP Office Voicemail Pro window opens.

3.Click the Email Settings tab.
IP Office ¥Yoicemail Pro : x|

Syztem SEttingsl Path Settings  Email Settings | SMTP Email Settingsl

— Accaount Details
IIMS Browse |

— Mezzage Parameters

The following settings are used to control whether the Yoicemail
meszade i zent az a wave file within the emaill meszzage.

Tranzmit ‘#ave File

€ Attach wave file to message

£ Embed wave file in meszage

Check. | k. I Cancel Apply

4.In the Account Details box, type the name of the MAPI email account (IMS) to use for email messages. Alternatively,
select Browse to display a list of available email accounts.

For IMS you should be using the IMS account setup previously. If Outlook is installed properly you should be able to
browse for this account. If you are able to browse but are not able to see the IMS account, verify that the IT
manager has not hidden the accoun