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1. iPECS CCS IVR

11

Pre-Installation Requirements

The requirements for CCS IVR are divided into two parts:

1.1 System Requirements and
1.2 Installation of CCS Desk and Dialogic HMP

111

System Requirements

The CCS IVR Server must meet the following minimum specifications.

CCS IVR Recommended Hardware

Install Scope

Up to 100 Calls

Up to 300 Calls

Up to 600 Calls

More than 600

Per Day Per Day Per Day Calls Per Day
Dedicated
Server Yes Yes Yes Yes
Required
Dedicated
SQL Server No No No No
Required
V'““‘?" Server Yes Yes Yes Yes
Possible

Windows 7
Operating Profegrsmnal Windows Server | Windows Server | Windows Server
System : 2008 R2 2008 R2 2008 R2
Windows Server

2008 R2
CPU 132120 3.3GHz | 132120 3.3GHz | 132120 3.3GHz | 13 2120 3.3GHz
RAM 4 GB 4 GB 4 GB 8 GB
Disk Space 40 GB 40 GB 100 GB 200 GB
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1.1.2 Installation of CCS Desk and Dialogic HMP

Before CCS IVR can be configured, the installation of CCS Desk must be completed (or

included). Please consult CCS Desk User Manual Section 2 and Section 5 for more information.
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1.2 Installation
1.2.1 CCS IVR Server

This is for a new install of CCS IVR on a Single Server

Step 1 - Run the CCSinstaller application with Administrator privilege.

CCElnstaller.exe

Step 2 - If Microsoft .NET Framework 4.0 is not already installed, you will receive the message

to install it > Select Yes.

CCSInstaller

lol CCS requires Jnet 4 to be installed.  Install now?

The installation may take a few minutes to complete.

NOTE
You will be prompted to reboot your system once the install completes. Please ensure you do

the reboot before continuing with the install.

CCsInstaller |

[O] The dak net 4 installakion requires a reboak,  Reboak now?
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Step 3 - Once you log back in the CCS Installation will continue and you will receive the Option

to Install the Client or Server - Select Multi-Server Installation - Click Forward.

CcCS

Please selectinstall type

" Client Installation

Installs Client and/or Client Manager Components to
workstation

" Single-Server Installation

Installs ALL Components to a Single Server

& Multi-Server Installation:

Allows the Installer to Choose Components to be installed

-
> @G

ERIC550N

> R

Faorward Cancel

Step 4 - At the next screen you will need to enter your CCS license code and PABX details.

Software Registration Code — the CCS license package code.
PABX IP Address — the IP address of the iPECS MFIM.

PABX Password — the administration password for iPECS.

Enter Software Registration Code

cCS

|>oooooooooc

Enter PABX IP Address

|1D.1IJ.1I}.1

Enter PABX Password

|

-
> @.c

ERICS50N

> 8

Farward Cancel
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Step 5 - Choose the CCS IVR components to be installed - Click Forward.

C1CCE Chat Server
ccs [ICCS Desk Manager

[JCCS PABX

CICCE Announce

[JCCS Recard

CICCs Desk Client

[JCCS Desk Server
CDashboard
[Dashboard Gateway
CIReporing Manager

[JDatabase
CIReporting Web Server
CIReporting Server
-
> @.c
ERICS50N
| > ¢
a o
Got package details, loading ... Back Fomward Caticel

Step 6 - Complete the software registration form.
The iIPECS serial number that will be linked against the license is shown at the end of the form.
- Click Forward.

c c s Cantact Mame I =

Email Address I

Caompany Mame I

‘Web Page I

Street I

Suburb I

State |

g @ LG - Counkry I
ERICSSON L I hd

Got package details, loading ... Back. Fnrward Cancel
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c c s State

Counkry

Phone Murber

PostCode

Reseller Mame

|
|
|
Region|City |
|
|
|

Pabx Serial Mumber 00O0DA4F40301 0680
- .
> @.a6 |
ERICSSON =
Got package details, loading .. Back Forward Cancel

Step 8 - Read and agree to the CCS Software License Agreement - Click Forward.

CCS Software Licence Agreement i|

WAPORTANT - YOU SHOULD READ THIZ AGREEMENT
CAREFULLY BEFORE USING THIS SOFTWARE. BY
VERIFYING AND USING THE SOFTWARE, YOLU INDICATE
YOUR ACCEPTANGE OF THE FOLLOWING SOFTWARE
LICENCE AGREEMENT.

This iz & Software licence agreement between you ('you' or
‘Licensee’) and LG-Ericsson Co., Ltd, [LG-Ericsson’) for use of
the Software. This is not an agreement for sale of the Softweare.
This is a Licence Agreernent only. Please read the terms and

conditions of this agreement before using the Software. By
arifuina andlar neine tha Qafbosarn wa arn aaraaine e ba laaalle LI
= | _ —
- @ LG ¥ 1 hawe read and acceptthis licence;
ERICS50N
Got package details, loading ... Back Fanward Cancel
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Step 9 - Confirm the installation path for the CCS program files = Click Forward to start the

installation.

Install To

ccs C:\Program Files\CCS

-
> @.c
ERICSSON
Got package details, loading ... Back Fanward Cancel

Step 10 - The IVR installation requires configuration to the CCS MSSQL Server - Select Yes.

I¥R Installer |

I."'_."-I Would vou like to set up wour database server settings for the IR
W' Database ¥

Yes Mo

-> Enter the correct settings to connect to the CCS MSSQL Server.
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I¥R Database Installation

Authentication
" windows Authentication

e SOL Server Authentication

SErver name; IM

Uszer name: Isa

Paszword: I““““““““

Cantinue | Cancel

P

Authentication — the authentication mode for SQL Server. Always use SQL Server

Authentication unless a trusted server connection has been configured on the SQL Server.
Server name — the machine name or IP address of the database server machine.

User name — the SQL username.

Password — the password to SQL account

- Click Continue - You will receive confirmation that the database has been successfully
created.

CCS IVR Installer |

Database has been successfully Installed,

Step 11 - A reboot might be required when the installation has finished - Click Yes.

10
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Step 12 - Run the IVR Configuration from Start - All Programs - CCS > CCS IVR >

Configuration.

(= Internet Explarer
“1 Windows Update
| Accessaries
| Administrative Tools
i
{--' ZC5 Dashboard
{53 CCS DESK Manager
|£4 CCS DESK
= CCS Report
| ZC5 Chat
, CCS Report
| CCSIVR
E cosmr

» ‘Configuration

% Member Zonfiguration
M| Maritor
!‘. Scripk Designer

| Ceptah Waorklog

| CwTrack,

, Dialogic HMP

, Maintenance

J Microsoft ASP.NET 2.0 AJAYK Extensions
| Microsoft Office

| Microsoft S0L Server 2005

1 Back.

Administrator

Docurments

Compuker

Metwork,

Control Panel

Devices and Printers

Administrative Tools

Help and Support

Run...

Windows Securiby

=

I |5earch programs and files

E]J Log aff Pl

|f TStart Q%ﬂ E_; ﬂ_d

11
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Step 13 - There are 2 tabs in CCS IVR Configuration that needs to be configured.

Script/Channel Mapping

Script to channel mapping defines which script will run on which Dialogic HMP channel installed
on the CCS IVR Server. The correct analog / SIP extension number connected with the ports
must also be configured here.

CCS Configuration _ O] x|

Seript/Channel Mapping | Server Configuration I

Chaninel | Extenzion | Mumber OFf Rings | Script

1 3 . [~ |
2 3 YRS ampleScript j
3 3 <nomapping: j
4 3 <nomapping: j

Refresh Save Apply Cancel

12
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Server Configuration

CCS Configuration M=l B3

Script/Channel Mapping  Server Configuration |

— ECS Server Detailz

CCS Server Hoztname

IIocthost
CCS Server Port

a4 =]

— CCS Server Type

" Dialogic Core Server
¢ HMP Core Server

Refresh Save Apply Cancel

CCS Server Hostname & Port — the setting for CCS IVR to connect with the CCS Desk Server.
Port can be configured to either 9014 or 9011. It is recommended to set the port as 9014.

CCS Server Type — select HMP Core Server when using Dialogic HMP. Dialogic Core Server

is used when CCS IVR is using the Dialogic Analogue board.

13
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1.2.2 Configure CCS Desk

1.2.2.1 CCSIVR

Step 1 - Open CCS Desk Manager - Select Options - Select Configure.

Step 2 - Go to the Configuration tree >Go into the CCS IVR tab - Click Add button to
create a new CCS IVR integration profile.

Configuration

- Administration CCS VR Server
-- Integration it

B- Configuration 2dd

- BNNOUnCEment Servers
- 25 Call Dialer Settings
- 25 Chat

- CC5 Console

- LS IVR

- ZC5 Record Profiles

- CC5 Record Servers

- Devices

- P&EY Connections

- Queue Assignments

- Services

- SMTP

-~ Syskem

- Walidation

Mutas

Step 3 - Double click on the created profile > Complete the configuration.

CCS I¥R Server Link Editor [
Marme I TvrSwr o] I
ZC5 VR ID I 27793 Zancel |

Extension
Tl
il | 102 (102 - TAPI PAEX)
add
MO169

Name — The name of the profile.

14
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CCS IVR ID — The license number of CCS IVR. This ensures that the correct messages go to
the correct CCS IVR.

Extension — The list of SIP devices connected to CCS IVR.

15
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1.2.2.2 Announcement Server

Step 1 - Open CCS Desk Manager - Select Options - Select Configure.

Step 2 - Go to the Configuration tree - Go into the Announcement Servers tab - Create

an Announcement Server profile to integrate Dialogic HMP with the PBX.

Please consult CCS Desk User Manual Section 6.3.1.1 for detailed information on each

setting.

Configuration

[+ Administration

-- Integration

- Configuration

- dnnouncement Servers
- CCS Call Dialer Settings
- CC5 Chat

- 05 Consale

TS IVR

- 005 Record Profiles

- 005 Record Servers

- Devices

- PAEX Connections

- Quene Assignments

- SErvices

- SMTP

- System

- Yalidation

Announcement 5erver

it
dld

Dialogic Port

TAPI PAEY
TAPI PABX
TAPI PABX

Device

102
103
104

MO127
Direction
Both
Both
Buoth

16
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Step 3 - Double click the Announcement Server to view the Announcement Server

Configuration window.

HMP ]|
" Arnouncement Server  HMP |DTMF| Tonesl In-BandI
HP 5IF Ports W Fart MHurnber Spare
SIP PABX IP Address 102 Mo
| 1 1 103 Mo
104 Mo
Hosgt IP Address to uze
| o1 1 A
Copy Pazsword from first part ko all
ather parts
Set All Pazzwords to extenzion
number
(1] I Cancel |

The important settings are highlighted:
a) HMP
i. HMP SIP Ports must be enabled.
ii. Reguires Spare Channel must remain
disabled.
iii. Double click on each port and configure

the SIP registration settings.

T S > |

HMP Port I i

‘Spare Port! r
3IP Device 101

3IP Username I 101

SIP Password

Cancel

17
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1.2.2.3 HMP Services
Dialogic HMP requires two additional services to be installed.

Step 1 - Open CCS Desk Manager - Select Options - Select Configure.
Step 2 - Go to the Configuration tree - Go into the Services tab - Right click on CCS

Desk HMP Gateway > Select Configure Service - Select Install > Check the Startup

Mode is set to Automatic. Do not start the service.

Configuration E3

- Administration Service | Status | Mode | Frafile | Logs
(- Integration CCS Desk Server Started Automatic Disabled
= Configuration CCS Desk PEX Server Started Manual TAPT PAEX Disabled

Announcement Serfers 5 Repart Engine Started Bukamnatic

Eg E:!Elaler Settings TS Recording Server fanual * required *

- CCS Consale CCS Desk HIMP Gateway : | Disabled

- CCS YR CCS Desk HMP Service Disabled

- CC5 Record Profiles 0C5 5MS Server

-5 Record Servers CC5 Dashboard Gateway Started Aukomatic

- Devices Dialogic HMP farual

-+ PABY Connections TART Started Manual

- Queue Assignments windows II5 (e Publishing Service Started Automatic

- SErvices

- SMTP

- System

- Walidation

" show Disabled Services

Logs [ J

£¥ CCS Desk HMP Gateway =] E3 || % ccs Desk HMP Gateway [_10]

Service Name

File Path

Inztall Statuz

IHmpAnnounceGateway

C:%Program Files [#B65CCSACCS Desk
SHmpdhnouncedateway. exe

|Not Inztalled Irstall

Service Mame IHmpAnnounceG ateway
File Path C:%Program Filez [«86WCCSACCS Desk
SHrpdnhouncel ateway. exe
Install Status |Installed
Startup Mode IAutomatic j
Current Status |St0pped Start |
Close | Close |

18
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Step 3 - Right click on CCS Desk HMP Service - Select Configure Service - Select

Install > Check the Startup Mode is set to Automatic. Do not start the service.

Configuration

Administration
Integration

[= Configuration

- Announcement Servers
- (CIZ5 Call Dialer Settings
205 Chat

- CC5 Console

- CCSIVR

- CC5 Record Profiles

- CIZ5 Record Servers

- Devices

- PABY Connections

Service | Status | IMode | Profile | Logs
CiCS Desk Server Started Aukomatic Disablzd
CiC5 Desk PEX Server Started Manual TAPI PABY Disabled
25 Repoart Engine Started Aukaomatic
CZ5 Recording Server Manual * required *
CCS Desk HMP Gakeway

25 5M3 Server

25 Dashboard Gateway

Dialogic HMP
TAFI

Automatic Disabled
¥ | Disabled

d required *

Settings for CCS Desk HMP Service required *

Manual

Started Manual

- Queue Assignments
- SErYiCes

- System

- Walidation

wWindows II5 (wen Publishing Service Started Automatic

[~ Show Disabled Services

Logs Cy J

$¥ CCS Desk HMP Service =] B3 || £ ccs Desk HMP service M=l E3

Service Mame

IHmpLauncher Service Name

File Path C:\Program Files [«864CCSWCCS Desk File Path
W atchdogl auncher exe

IH mpLauncher

C:\Program Files [#86]%CCSYCCS Desk
W atchdoglauncher. exe

Inztall

Install Status Hat Installed Inztall Status Hat Ihstalled Inztall

Cloze | Cloze |

Step 4 - Go to the new HMP Gateway tab = Configure the correct path to the greeting files.

Configuration [ %]

- CC5 Record Profiles
- CC5 Record Servers
- Devices

- PABY Connections
-~ QUEUE Assigniments
- SBrvices

-~ Systemn

- Yalidation

Administration Service | Skatus | Mode | Prafile | Logs
Integration CC5 Desk Server Started Automatic Disabled
&l Configuration (5 Desk PEX Server Skarted Manal TAPL PABX Disabled
Announcel?nent Ser\.-'ers CC5 Report Engine Skarted &ukomatic
Egg E:!Flaler Settings CiC5 Recording Server Manual * required *
- 5 Console
OS5 IVR CiC5 Desk HMP Service Disabled

Configure Service
Start CCS Desk HMP Gateway

25 5MS Server

CC5 Dashboard Gateway
Dialagic HMP Manual
TAPI Started Manual
Windaows 115 {www Publishing Service Started

Aukomatic

[~ show Disabled Services

Logs (e} J

19
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HMP Gateway E

Announcement Path I CilAnnounce D

QK | Cancel |

Step 5 - Go to the HMP Service tab = Ensure the correct announcement server profile is

selected.
Configuration

[ Administration Service | Status | Iode | Profile | Logs

(- Integration CCS Desk Server Starked Autornatic Disabled

(- Configuration CC5 Desk PER Server Starked Manual TAPT PABK Disabled
Eggoéln"cgmlent:etr:ers CCS Report Engine Skarted Automatic
all Dialer Settings - . —
S Chat CC5 Recording Server Mariual . required .
- £CS Console CCS Desk HMP Gateway Automatic Disabled
-~ CCS VR, *required* | Disabled

- ZCS Pecord Profiles
- ZC5 Record Servers

CC5 5MS Server
S Dashboard Gateway

* required *
Configure Service

Stark CCS Desk HMP Service

- Devices Dialogic HMP
- PABR Connections TAPI Statted Manual
- Queue Assignments
- Services

- SMTR

- System

- alidation

windaws 115 {www Publishing Service Started Autarnatic

™ show Disabled Services

Logs (o} J

Select HMP Announcement Server
Server Selection [ - |

(04 I Cancel |
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Step 6 - Go to the Services tab - Start CCS Desk HMP Gateway and Start CCS Desk

HMP Service.

Configuration

[#- Administration

+- Integration

B- Configuration

- dnnouncement Servers
-5 Call Dialer Settings
-5 Chat

-5 Console

- CCS IVR

- CC5 Record Profiles

- CCS Record Servers

- Devices

- PAER Connections

- Queue Assignments

- Services

- SMTP

- Syskem

- Yalidation

Service | Skatus | Mods | Profile | Logs &
CCS Desk Server Skarted Aukomatic Disabled
CC5 Desk PEX Server Started Manual TAFT PABX Disabled
CC5 Desk Announcement Server Mot installed HMP Undefined
CCS Report Engine Started Automatic
CCS Recarding Server Manual * required *
CCS Desk Email Service * required *

5 Desk HMP Servic
S Desk Lookup Enc
CC5 Desk Gateway
CC5 SMS Server
S Desk Web Gateway
CCS Dashboard Gateway
Dialagic HMP

Logs L]}

Settings for CC5 Desk HMP Gateway

Configure Service

Mot installed

Desk HMP G2

Manual

Disabled
Skarted Aukamnatic
Skarted Manual

L

| | Cisabled
Disabled

* required *

* required * ]

[

¥ show Disabled Services

Configuration E

Administration
Integration

[=]- Configuration

- dnnouncement Servers
- CC5 Call Dialer Settings
- 25 Chat

- 205 Console

- CCS VR

- CCS Pecord Profiles

- CCS Pecord Servers

- Devices

- PABY Connections

- QUEUE Assignments

- Services

- SMTR

- Syskem

- Walidation

Service Status | Maode | Profile | Logs =]
CCS Desk Server Started Autamatic Disabled
CCS Desk PBX Server Started Manual TAPI PAEY Disabled
CC5 Desk Announcement Server Mot installed HMP Undefined
CCS Report Engine Started Aukamatic
CCS Recarding Server Manual * pequired *
S Desk Email Service Mot installed * required *
Autamatic

CCS Desk HMP Gateway

25 Desk Lookup Er
CCS Desk Gateway
2C5 SMS Server
ZCS Desk Web Gateway
CCS Dashboard Gateway
Dialogic HMP

Skart C

Logs i

Settings For S Desk HMP Service

Configure Service

Started Automatic
Started Manual

]

| * required *

* pequired * —

[V shaw Disabled Services

21
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2. Configuring CCS IVR

2.1 Using CCS Script Designer

CCS IVR includes a designer tool so that those businesses that wish to can take on simple

administration tasks and changes and even design their own complex IVR scripts and features.

Multiple scripts can be designed and opened simultaneously and saved to the SQL database for
recall or modification. Each function dialog box contains powerful tabbed controls that can be

configured to meet IVR requirements.

The system automatically draws connecting lines and arrows to show the systematic call flow of

the design in the tool.

Simple to recognize icons with icon descriptions and/or step functions can be toggled on/off for

audit and testing purposes.

The Script Designer can be accessed from the Start Menu shortcuts or from the CCS IVR Control

Panel.

Unified Communication Solution for SMB
= P e : ==

CcCS IVR

z @ LG

Diesign E Configure E Maonitor

Start | Stop I Close

22
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2.2 The Designer Tools

r:‘g Pointer The tool to move steps around the designer.
This function enables a script to vary by evaluating two variables. Example
if? If Expression if the caller has a balance due the system will take a different action. The

evaluation can be any standard SQL Where clause.

Say

The Say function enables the CCS IVR user to

e Have the system speak the typed text (utilizes Text to Speech).

e  The Output may contain session variables.

e Numbers - All types of number formats may be used by the user
(digits, amounts in dollars, amounts in cents, numbers with
decimal points, dates, dates and time, etc.)

e Accepts DTMF (Dual-Tone Multi-Frequency) tones for routing.

e Recorded sound files may be used instead of TTS when desired.

Record

The Record function enables the user to record audio and save it to the
CCS IVR Server for integration into other applications.

A recording finishes when:
e A user-settable timeout is reached.
e Akey that has a path defined for it is pressed.
e The device detects silence for a specified period of time.
e The caller hangs up. System detects a dial tone.
The record function is usually used to allow remote recording of a file which

is used by other parts of a script or other scripts. Messages left by callers
may also be recorded in a Voicemail box.

Ask Number

The Ask Number function allows the user to play sound files and save the
number sequence entered by the caller. It verifies the numbers length and
passes a script-based verification check.

e  Multiple sound files may be selected to play simultaneously.

e Number entered can be of any length.

Assign
Variable

Copies a value to CCS Desk Server so it can be accessed by CCS Desk
client.

Make Call

This standard component enables the user to dial out to any telephone
number to start a conversation. It also allows the user to play messages or
send DTMF tones once the call has been answered.

23
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Hang Up Call Ends the call.
This database module enables the user-based access to the database and
grants rights to modify the information in the database.
The database select also features paging of a large dataset.
Data can be retrieved or updated in the following data sources:
[w Database
» Select e  Microsoft SQL Server
e Oracle
e MySQL
e  Other ODBC data sources
Database The Database Update function allows the script to update remote ODBC
Update databases. Update statements may contain variable information stored
P from previous steps.
The Email function sends an email to a specific recipient. The TO, CC,
Email BCC, SUBJECT and BODY may contain plain text or the values of any
session variables.
Jump Script This function directs the flow of the script to another script, which will return
P P back to the next step once the script jumped to is completed.
Timer End Notes the time the call ended.
Timer Start Notes the time the call started and puts it into a variable.

Transfer to

Transfers a call to a CCS Q.

CCSQ
Send SMS The Send SMS function sends an SMS to a specific recipient.
Payflow Connects with Payflow (PayPal) payment gateway to make financial
Payment transactions.

8 ggiia@@ltﬁﬂ@

(

Alert Member
List

This database function allows for each of the results of a select statement
to launch a new instance of the “success” transition.

It also has a user interface to easily develop a list of members.

&

Alert Monitor

This function is a continuously running function that performs the “success”
transitions at a user defined interval.

=)

Make New
Call

This component allows for a new call to be initiated, it performs the call on
a successful result of a user defined database select statement.

24
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[ﬂ Database This Database module allows for user defined transitions based on the field
Result results from a user defined database select statement.

] . This component allows for user defined transitions base on the field results

l With Row .
of the previous database select statement.
Multi Ste This component allows for two or more steps to be launched

123} P simultaneously each step is run in an individual thread making it

- Launcher

independent.

25
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2.3  Scripting Example

To get started open the designer and choose File = New. This will automatically insert a “Step
Box” of the type “Say” into the design panel. The Say Step is often the Step which works best at

the beginning, but any step can be set as the start step.

CCS Script Designer - [Hello World] =] E3

- S AXK | ABRRIDE X0 S |HSF

Welcome ko IVR Script Designer

26
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The Configuration Screen

Each type of Step has a configuration screen with custom functionality specific to that Step. In the
top right of each Step Box you will find an ellipsis [...] which can be used to open the

configuration screen by clicking on it.

Y

Standard to all configuration screens are the “General Settings” tab, “Transition” tab and the

“Notes” tab.

Special Settings

Staying with the <Say 1> Step, open the configuration screen and go to the “Say Settings” tab
and you will find a number of textboxes, any textbox that is coloured yellow has some special
functionality. As an example of this, type ${ (dollar sign + open curly bracket) and a drop down

box will appear.

<Say 1> - say Configuration

General Settings 5ay Settings | Transition' Mates |

Sound File: I
TTS: I
SESSION_ID
W' Usze Default ||CALLER_ID
EE
Timeout [seconds) I z Murnber of Feplay If Mo Besponse: I i

Ok Cancel

The values in this drop down box will dynamically grow with the results of Steps that are used
within the Step Stream that you are developing. These values can be used in any text box that is

coloured yellow with the following syntax: ${VariableFromDropDownBox}
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<%ay 1> - Say Configuration

General Settings Say Settings | Transitionl Maotes I

Sound File: I J

TTS: |fou have called The ABC %ales Cowpany. For sales press one. For accounts
press two. To lodge a payment press three.
IV Uze Default
EC
Timeout [seconds]: I 2 Mumber of Replay If Mo Response: I a

QK Cancel

The Say Step has two yellow text boxes with the second box type in some text which will be

spoken when an incoming call is first answered (as this is the first step) an example might be:

“You have called The ABC Sales Company. For sales press one. For accounts press two. To

lodge a payment press three.”

With the Say Step you could record a sound file which could be used in place of the typed text, to
reference a sound file enter an address to the file or use the ellipsis button to browse your

directory system for the file.
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Transitions
The Transition tab is where you will tell the script what to do when an input from a caller is
detected, if the “Next Step” column of the transition list is left empty, the call will finish when that

transition is detected, this is the same with all Step Transitions.

«<Say 1 - Say Configuration

General 5 ettings | Say Settings  Transition | MNotes I
Transition When | Mext Step
Drigit 2 <Maonax
Drigit 3 <Maona»
Drigit 4 <Mone:
Drigit & <Mone:
Digit & <Mone»
Digit 7 <Mone»
Digit & <Mone»
Digit 3 <Mone»
Crigit 0 <Mone»
Crigit * <Mone»
Dvigit # <Mone»
Tirneout <Mones
Fail <Money
0K Cancel

Before you can choose what Steps to transition to we must design some more steps.
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Adding Further Steps

To create subsequent steps click on a step icon from the tool box docked to the left of the

designer and then click onto the design panel where you want the step to appear. Do this now for
the Make Call Step.

- A XK ABRBEIDEXD S HS S

Steps Tool

<Make Call 13

1 ; Make Call

Repeat this for a second Make Call Step, and then the same again for the Ask Number Step.

RS AK| A DLDBINE X0 (G HP | F

Steps Tool

<Azk Number 1>

Make Call ! Make Call Ask Humber
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Reopen the Configuration screen for the <Say 1> Step and go to the Transition tab, in the next
Step column for “Digit 1” choose <Make Call 1> from the drop down list, for “Digit 2" choose
<Make Call 2> and for “Digit 3" choose < Ask Number 1>.

<Say 1> - Say Configuration

" Gereral Settingsl Say Settings  Transition I Motes I

Transition ‘When Mext Step
Digit 1 <hake Call 1>
Digit 2 <hake Call 2>
Digit 4 <Mone:

Digit & <Mones

Digit & <Mones

Diigit 7 <Marer

Diigit & <Mones

Digit 9 <Mones

Diigit 0 <Mones

Digit * <Mones

Digit # <Monex
Tireout <Monex

Fail <Monex

QK Cancel

In the <Make Call 1> configuration screen, enter some text into the TTS text box e.g.
“Transferring you to Sales”. Then in the “Number to Dial” text box enter the extension number of
the Sales department.

<Make Call 1= - Make Call Configuration

" Gemeral Settings  Make Call Settings | Transitinnl Motes I

Play File:

Flay TTS: Tranaferring wou to 3Jales.
[+ Lse Default

Retries: I I}
Pavize: I I}
Mumber To Dial: I

ak. Cancel

Do the same for <Make Call 2> to transfer the caller to the Accounts Department.
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With the <Ask Number 1> Step on the “Ask Number Settings” tab of the configuration screen
enter text to be spoken into the TTS text box e.g. “Please enter your Invoice number followed by

the hash key."

<Ask Number 1= - Ask Number Configuration

General Settings  Ask Mumber Settings | Ask Mumnber Ermor Settings | Wariables -Tlansitionl Motes I

#isk Caller Sound File: |

Azk Caller TTS: |Please enter your invoice mumber followed by the hash key.|
¥ Use Default

M awimum: I 1 Mumber of Replay [f Mo Response: ID
Timeout [zecands): I 3 Terminating Ditmf; INnne 'I
0Ok Cancel

In the “Maximum” text box enter the number of digits in the invoice, let's say 8. In the “Terminating
DTMF” dropdown box select “Hash” and in the “Number of replay if no response” text box enter 3.
This will validate that the caller inputs 8 digits followed by the hash key and give the caller three

attempts to get it right.

On the “Ask Number Error Settings” tab enter some text to speak if the caller enters an incorrect

number of digits.
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You will notice that the configuration screen has a “Variables” tab with a text box called “Number

Entered” and a variable name in the text box of “n_AskNumberl”.

<hAsk Number 1= - Ask Number Configuration

General Settingsl Ask Mumber Settings | Ask Mumber Eror Settings  Yariables |Tlansiti0n| Motes I

MHurnber Enterad: In_.t’-‘n.skN urmberl

ak. Canhicel

Now create two more steps another Make Call Step and another Ask Number Step, in the
transitions list of <Ask Number 1> assign <Make Call 3> to the “Fail” and “Timeout” transitions
and <Ask Number 2> to the “Success” transition. Configure the <Make Call 3> Step with

appropriate settings.
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<Ask Number 1= - Ask Number Configuration

Tranzition When

MHeut Step

Success

<Azk Mumber 2

Timeout

<Make Call 3

In the <Ask Number 2> Step we want to ask the caller for their 16 digit Credit Card Number. This

is configured very similarly to the <Ask Number 1> Step.

Create another Ask Number Step which we will use to ask the caller for the 4 digit credit card

expiry date.

Now one more Ask Number Step to ask the caller the amount of the payment they wish to make

— be sure to instruct the caller to enter the amount as digits only e.g.: $123 is simply entered as

123.

The “Fail” and “Timeout” transitions of <Ask Number 2>, <Ask Number 3> and <Ask Number 4>

can all be assigned to the <Make Call 3> Step as in <Ask Number 1> Step.
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Now create an Email Step and transition <Ask Number 4> “Success” to this. The following is an

example of how <Send Email 1> could be configured and uses the information collected from the
caller:

Sender: Sales@abcsales.com

Sender Name:  Sales

Receiver: accounts@abcsales.com

Subject: payment received

Message:

The following payment has been received for Invoice Number ${n_AskNumberl1} on credit card
number ${n_AskNumber2} with expiry date ${n_AskNumber3} for the amount of
${n_AskNumber4}, please process immediately.

<5end Email 1> - Send Email Configuration

General Seftings  Client Settings | Server Settings Transitionl Nates I

Sender; Isales@a.bcsales.com

Sender Name: ISales

Receiver: Iaccounts@abcsales.com
CE: |

ECC: |

Subject: Ipayment, received
Attachment: |

™ Delete Sttachment After Sending

Message: The following payment has been received for Invoice Number §{n AskNumherl} on

credit card number §{n AskMumberZ} with expiry date §{n hskMumber3} for the
amount of §{n_AskNumberd)}, please process im.mediately.|

Test Send Ok Cancel

Be sure to fill in the “Server Settings” tab correctly with the SMTP details.
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<5end Email 1> - Send Email Configuration

Gereral Settings | Client Settings  Server Settings | Transitionl Mates I

I Use Default

SMTP Server: Imail.abc.com

SMTP Port: I 25

v Authenticate

Usemame: Idemo

|

Test Send QK Cancel

This is roughly how your script designer should look right now.

CCS Script Designer - [Hello World] [ O x]

A RBdEx 03 da =)

Make Call Ask Number

Make Call

Ask Humber Number 43

Send Email

Pointer

The above example demonstrates some of the CCS IVR Designer scripting capabilities, there is

of course many more, some of which may require training and/or database knowledge.
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