One Voice for Microsoft® Skype for Business™

Fax Server & Auto Attendant

Mediant™ 800/1000 Gateways and SBAs

Fax Server & Auto Attendant
Administrator’s Guide

Ia-l Server Aute Altendanl

(S) Skype for Business Version 2.1
""(-/?s March 2016
Micresoft Partner
Gold Unified Communications Document #: LTRT-28866
ay
k
VOICE

by AudioCodes

£ S AudioCodes







Administrator's Guide Contents

Table of Contents

1 Introducing AudioCodes’ Fax Server & Auto Attendant..........ccccccceeeeeeeeeenn, 11
L1 FBX SV ..ttt a et 11
1.1.1  FeatureS and BeNEFitS. .. ..ot 11

O UL (o N 1 (=T oo F= o | PSP 11
1.2.1  Features and BeNEfitS. ... .ot 12

R B N o o101 8 1 01 S U] [o [ PSPPI 12
2 Introducing the Application Web Administration ...........ccccvvvvvviiiieeceeeeeceninns 13
2.1 Accessing the Application Web AdmINIStration ..................euveiiiiiimiiiiiiiiins 13
2.2 Getting Acquainted with the Application Web Administration ................ccccccvveeeenne. 14
A N o o] o= | TR 14

2.2.2  NAVIQALION BA ...eiiiiiiiiiiiiiiii ettt e ettt e e e e e et e e e e e e e annn e eeaaae s 15

223 HOME PAQe ..o 15

3 Configuring the APpPliCatioN .......cooviiiiieie e 17
3.1 Configuring AdmINIStrator SEINGS .......uuiiiieeeiiiece e e e eeeans 17
3.2 Enabling the Server's License FeatUres ...........c.uuiieiieeeiiiiiiiii e 18
3.3 Configuring NetWOrk SEHINGS ......ccovvviiiiiie e e eeeeeeaaes 20
3.3.1  Configuring SMTP SEtINGS ...eceeeiiiriiiiie e e e e e e e e snnrrareeeee s 20

3.3.2  Configuring LDAP SEHINGS . .vieeiiiiiiiiiiiee e e e iiiieie e e s st e e e e e s st n e e e e e s snnnnaneeee s 24

3.4 Backing up and Restoring the Application’s Configuration Settings ...................... 26
3.5 Backing up Auto Attendant’s Configuration Settings...........cccveeieiieeivviiiiiiineeeeee, 27
4 Managing the APPlICAtION ......coii e 29
4.1  Modifying SYStem SettiNgS .....ccoeeeiiiiiii e 29
4.1.1  Modifying General SELHNGS ... .cceiiiiiiiiiiiiiee et a e 29

4.1.2  Modifying AdVanCed SeHINGS ......cooiiiiiiiiiieaae e 30

4.1.3  Modifying FaX IN SELHNGS .. ..uueiiiiieiiiiiiiiie e a e 31

4.1.4 Modifying Fax Out (Mail to Fax) SettiNgS ........cccvvriireeeiiiiiiieeee e esieee e e e 32

4.2 Modifying Fax In (Fax To Mail) Settings...........uceiiiieiiiiiiiiiii e, 33
4.2.1  Modifying NUMDEIS ...coiiiiiiiiii et e e e es 34

4.2.2  Importing Fax To Mail NUMDEIS ...t 36

4.3 Managing Fax Out (Mail t0 FaX) SEIVICE..........uuiiiiiieeiiiiiiaee e 37
4.3.1 Managing FaxX OUL USEIS........uuiiiiiiiiiiiiiie ettt e e e e e 37

4.3.2 IMporting Mail TO FaX USEIS ....ciiiiiiiiiiiiiiea ettt e e 38

4.3.3 Managing Mail t0 FaxX Gat@WAYS ..........uueeiiiiiiiiiiiiieie et e e a e 38

4.3.4 Managing Fax Out Outgoing RUIES ..........coiiiiiiiiiiii e 39

4.4 Managing Auto ATENAANT ..........ooiii e 41
441 OVEIVIEW OF IVR ...ttt e e e e et e e e e e e e annbeeeeas 41

4.4.2  Modifying General SELHNGS ... .cceiiiiiiiiiiiiie e e e 42

S B Y oo 113/ T aTo I = €o 11 Y ) S J ST URRTTTT 45

4.4.4  Modifying MUSIC ON HOIG.......ooiiiiiiiii e a7

4.45 Modifying BUSINESS HOUIS .....eeiiiiiiiiiiiiiiii et 48

T Y oo 11 Y/ TaTo I Fo T - VSRR 49

S A\ o To 11 1Y/ Ta o T VA = =t o o] ] | SRR 51

T Vo To 11 1Y/ 1T TN Y &SR 52
4.4.8.1 Modifying the IVR TrE...cccciiiiciiieieee et e e 54

4.4.8.2 Adding a New IVR NOE .......cccuvriiiieeeeiiiiieie et e e e e e e 55

4.4.8.2.1 AddingaMenu NOAE ......cccuuuiiiiiiieeeiieee e 57

Version 2.1 3 Fax Server and Auto Attendant



Va -

(™ | AudioCodes Fax Server & Auto Attendant
4.4.8.2.2 Adding a Play Prompt NOE .....c.eevevuiiieiiiie et 63

4.4.8.2.3 Adding a Transfer NOAe .......ccecciiiiiiiiie it 65

4.4.8.2.4 Adding a Disconnect NOGE......ccvvvvieuiieeiiiiie e 66

4.4.8.2.5 Adding an ACD NOGE......cccuieeeeiieeeeiiieeectee e e ere e eeae e e e e e eere e e eaneeas 67

4.4.8.2.6 Adding a Holidays and Business Hours Node........cccccceeveeeeciveeenneen. 68

4.4.8.2.7 Adding an Advanced Script NOde.......cccccvveeevivieeciee e 71

4.4.8.2.8 Adding a Connect Calls NOde ........cccuveeiiiiieeiiee e 73

4.4.8.2.9 Adding a Callout NOAE ....c.evveeeeiiiiieieee ettt e 74

4.4.8.2.10 Adding a Record NOE .......ueeeeeiiiiiiiiieeecieee ettt 76

4.4.8.2.11 Adding a Send DTMF NOE .....cc.eevevuirieiiiiee e svee e 78

Virtual (AULO) NOGES......evieeeeiiie ettt e e et e e st e e e snaa e e e enaaeas 79

4.4.8.3 Committing ModifiCatiONS .........uuviiiiiieiiiiie e 80

4.4.8.4 Reverting to the Pre-Commit Configuration ..............ccccceeiiiiiiiiiineeennnns 80

4.4.8.5 Refreshing the IVR DiSplay ..........ccouiaiiiiiiiiiiaiiiieeee e 80

4.4.8.6 Overriding Default Auto Attendant General Settings ............ccccveeeeeeennnns 80

4.4.8.7 Managing PrOMPLS ......eeiiiiiiiiiiiieii ettt a e e e e e e e 80

4.4.8.8 Managing MOH .........uiiiiiiiiiit e 80

4.4.8.9 Displaying FUll SCrEEN.......ccii ittt e e 80

4.5 MaNAQING ACD ... 81
451 ACD OVEIVIEW ..cceveieiiieieeeeeee ettt ettt ettt ettt et e e e et et e e e e e et e e e e e e e e et e e e e e e e e e e e e e e e e e e e aaaaaeas 81

A.5. 1.1 AGENES .o 81

T N €1 (0101 o 1 J 81

4.5.1.3  QUEUES .....uttieieiee ettt e ettt e e e et e e e n e a e e s 81

A5.1.4  ACD FIOWS ..ottt ettt et e et e e nnbeee e 81

4.5.1.5 ACD FIOW PrOCESS ....eeiiiiiiiiieiiiiiie e iitieie ettt ettt e et e e snbeeee e 82

4.5.2  MOAIFYING AGENTS ...eeiiieiiiiie ettt e e sttt e e s st e e s snbe e e e s snbeeeessnbeeeeens 82

R T Y oo 11 1Y/ 1o T o 10 o SR 84

454  MOAIfyiNg QUEUES .....coiiiiiiii ettt ettt e st e e st e e st e e s snbe e e e s nnbeeeessnbeeeenans 86

455  Modifying ACD FIOWS ...ttt e e e e e e e e e e eaneee s 88

4.6 Managing IMPOITING ........uu i e e e e e e e e e e e e eeeeennns 91
4.6.1 Importing / Exporting ACD and IVR ENtItI€S ........cuvvvieeeiiiiiiiiiiee et e e 91

4.6.2  LOAAING SAMPIES .. .eviiieiiiiie ettt e e et e et e et e e e s eeeae 93

5 Diagnosing Application and Determining Status ..........ccooovvviiiiiiiiineeeeeeeeeiinns 95
5.1 Using Logs to TroubleShoot ISSUES.........cooi i 95
oI I A VA =LY T o N e T £ PP UTTTTOPTPR 95

5.2  Viewing Received Faxes and MailS ............cooiiiiiiiiiiiic e 97
5.2.1  Viewing RECEIVEA FAXES ....couiiiiiiiiiiiiiiie ettt e e aeea e e 97

5.2.2  VIEWING SENE FAXES ...ttt e e e et e e e e e e e e e eaaae s 99

5.3 Viewing Application SyStem STatUS.........ccoeeiiiiiiiiiii e 100
6 Adding a New Language PacK .........cooouiiiiiiiiiiiee e 105

Administrator's Guide 4 Document #: LTRT-28866



Administrator's Guide Contents
List of Figures
Figure 2-1: Application Web Administration = LOGIN ........ccuuiiiieeeee e s e eieeee e e e e s sninen e e e e e e snneneees 13
Figure 2-2: AppliCation HOME PAQE ....uuuiiiiiieiiiiiieie ettt e st e e e e s et e e e e e e s e nnnanan e e e e e e annnnneees 14
Figure 3-1: AdMINIStrator PASSWOIT ........cuuiiiiiiiiiiiiiiee e e iesiiiie e e e e e s st e e e e e e s s snsteee e e e e e e sesnnnnnaneeeeeesnnnenneees 17
Figure 3-2: LiCeNSE INfOIMALION.........c..viiiiiiie e s e e e e e e e e e e e e s e st e e e e e e e s e nnnnaneneeeeeeannenneees 18
Figure 3-3: LICENSE ACHVALION .....cceiiiiiiiiiie e e ettt e s et e e e e e e st e e e e e e s s s st e e e e e e e snnnnrenneeeeeeannenneees 19
FIQUIE 3-41 SMTP SEHINGS ...eeeeiiiieii ittt ettt e e e e ettt et e e e e e e st b et e e e e e e e aanbbbeeeeaeeeeannnenneeas 20
FIQUIE 3-50 SIMT P T oSO ... eetiiiiie ettt ettt e e e e ettt et e e e e e e e abbe et e e e e e e e nnbbbeeeeaeeeeannrenneeas 21
Figure 3-6: hMailServer AAMINISITALOL. .........oiii it e e e e e e e e e e e e e e snneeeeeas 22
Figure 3-7: hMailServer Administrator - Domains > Accounts > General tab ..........ccccoccveeiiieeciiiieeens 23
FIQUIE 3-8: LDAP SOHINGS ... ttteeeieeie ittt ettt ettt e e e e e sttt et e e e e e e sanb b et e e e e e e e aannbbeeeeaaeeeannnnnneeas 24
1o T IR R T = - V] (U o NSRS 26
1o U LT Rt O T J ) (] = SRR S 27
1o U T Rt I = Tl (U o J RSSO 28
FIQUIe 4-1: GENETal SEHINGS ..veiviieieiiiiiii it e e e s e e e e e e e st e e e e e e sesnsbe e e e e aeeesasssanereeeeeeansnnneees 29
Figure 4-2: AAVANCEA SELHNGS ...iieeiiiiiiiiiii e e e e e ie et e e s e st r e e e e e s st e e e e e e s s sasbeaeeeaeeesnssssbeaneaeeesannsenneees 30
FIQUIE 4-3: FAX INM SEHINGS ...eeeiiiiiiie ittt ettt e e e e ettt et e e e e e e s a b b et e e e e e e e aannnbbeeeeeaeeeannnnnneeas 31
FIQUIE 4-4: FaX OUL SEHINGS ...eeiiieiiiiiiiiiei ettt ettt e e e e e st ettt e e e e e e e snbbe et e e e e e e aannbbeeeeaaeeeannnenneeas 32
FIQUIE 4-51 NUMDEIS ...ttt e e e e ettt e e e e e e e e bbb et e e e e e e e e nbbbbe e e e e e e e e annnenneeas 34
Figure 4-6: Modify NUMDET ...ttt e e e e e e e e e e enneene s 34
FIQUIE 4-7: AAd NUMDET ...ttt e e ettt e e e e e e st et e e e e e e e e nnbbbe e e e e e e e e annnenneeas 35
Figure 4-8: Import Fax to Email NUMDEIS .......c..uuiiie e 36
FIQUIE 4-9: Malil 10 FAX USEIS ..eiiiiiiiiiiiiiiii e e e e e ettt e e et s sttt e e e e e e st e e e e e e s s snstaaeeeaeeesnnsssbeaneeeeeesnnnnnnees 37
FIQUIE 4-10: AQA NEW USET ...uveiiieee e ittt e e e s e ettt et e e e s e sttt a e e e e s sssste e e eeeeassnstaaeeeaeesansssnnaeeeeeesansnnneees 37
Figure 4-11: IMmport EMail t0 FAX USEIS ...uiiiiiiiiiiiiiiiie e s et ee e e st e e e e e s e st e e e e e e e s nnnnntnnaeeeeeesnnnnneees 38
FIQUIE 4-12: GAEWAYS .eeiiveeeeieeeeeeieiitieeeeee et e astaeaeeaeeesasststeeeeeeeas s ssteteeeeeeeaeannsteeeeeaeeesasssanaeeeeeeeansnnnees 38
Figure 4-13: Add NEW GAEWAY .......ccuvvrriiieeeiiiiiiieieeteeesaststeeereeessssststeeeeeeesssnsstaaeeeaeessassssseaneeeesssnsnnneees 39
Figure 4-14: Add NEW GAEWAY .......c.uuueiiiieeiiiitiiit e e e e e e ettt e e e e e s bbbt et e e e e s s anbbeseeaaeeaaaanbsbeeeeaaeesansenneeas 40
Figure 4-15: Add New OULgOING RUIE ......cciiiiiiiiiii ettt e e e ee s 40
FIQure 4-16: GENEral SEHINGS ...coooiiiiiiiiiiie ettt e e et et e e e e e e et be et e e e e e e aanbebe e e e e e e e e annnenneeas 42
Figure 4-17: General SettingS (CONT'A.) .. uuii ittt e e e e e e e snneeaeeas 43
FIQUIE 4-18: PrOMPES LISt .. ..eiiiiiiiiiiiiiiiti ettt e ettt et e e e e e e st et e e e e e e e s e nbbbe e e e e e e e e annnneneeas 46
Figure 4-19: Prompt TYPE — TeXE FIlE..uuuiiiiiiiiii ettt e e e e e e e e e e e e e e e e e e snnnnneees 46
Figure 4-20: Prompt Type — TexXt File - Edit.......c.uuviiiiieeiiiiiee e e e e 46
FIgure 4-21: MUSIC ON HOIG ....veiiiiii it e e e e s e e e e e s e s e e e e e e s s e nanaeaeeeeeeeannnennees 47
Figure 4-22: Add MUSIC ON HOIG..........uiiiiiiie it e e e e e e e e e s e e e e e e e e e snnennees 48
Figure 4-23: BUSINESS HOUIS LIST .......uuiiiiiiiieiiiiiiiii s e s ettt e e e e s st e e e e e s e st e e e e e e e sn s an e e e e e e snnnennees 48
Figure 4-24: Edit BUSINESS HOUF ........uuiiiiiiii ittt ettt e e ettt e e e e e e e st e e e e e e e e e annenneeas 49
FIQUIE 4-25: HOLIAAY SEES ... .eeeiiiiiiie ittt ettt e e e e ettt e e e e e et b et e e e e e e e e nnbbbe e e e e e e e e annnenneeas 49
Figure 4-26: Add HONIAY S ....ccoiiiiiiiiiii ettt e e e ettt e e e e e e e nbbb e e e e e e e e annenneeas 50
FIQUIE 4-27: AAd HONIOAY ... .eeeeeieeeee ittt ettt e e e e e ettt e e e e e e e bbb b e e e e e e e e e annnenneeas 50
Figure 4-28: IVR ENAPOINES LIS ..ottt ettt e e e e e et e e e e e e e anneeeeeas 51
Figure 4-29: Add IVR ENGPOIN ...iciiiiiiiiiec et e e e e e e st e e e e e s s st e e e e e e e s s nsnnenneeeeeeannnnnnees 51
Figure 4-30: Add IVR Endpoint — Filter and FINd ...........oociiiiiieieciciee e 51
1o LU R I L I SRRSO 52
FIQUre 4-32: Edit N IVR ... s e e e e e e e sttt e e e e e e s s ans e e e e aeeean s anrenreeeeeennnrnreees 52
FIQUIE 4-33: A0 NEW IVR....eiiiiiiee ittt e e e e e s e st e e e e e st e e e e e e s s sns e e e e e aeessnsssaeaeeeeeeeannnnnees 53
FIQUIE 4-34: IVR TTEE TOO . .uuueiiiiei ittt s et e e e e e s e e e e e e s s sns e e e e aeesanssnannneeeeeeannnnnneees 54
Figure 4-35: Add NEW IVR NOGE ... ...ttt ettt e e et e e e e e e e nbbb e e e e e e e e e annenneeas 55
Figure 4-36: Add MENU NOGE ......cooiiiiiiiiiiee ettt e e e et e e e e e e e e nbb b e e e e e e e e e ennneneeas 57
FIQUIE 4-37: IVR IMIBINU ...ttt ettt ettt e e e e e ettt et e e e e e st b et e e e e e e e e nnbbbe e e e e e e e e annnenneeas 58
Figure 4-38: Add New Play Prompt NOGE .......c.uuiiiiiiieeii ettt e 63
Figure 4-39: Add New Play Prompt NOGE ...ttt e 64
Figure 4-40: Add NeW TranSfer NOUE .......cieeiiiiiiiiiiiee st ee e e e st e e e e e e s e e e e e e e s e snnaaeae e e e e e e annnnnneees 65
FIgure 4-41: TranSfer Call.........uuii oot e e s e e e e s e s e e e e e e s annataeereeeeeeannennees 65
Figure 4-42: Add New DiSCONNECE NOUE ......ccoiuiiiiiieie e e s et e e e e e e st e e e e e e s e st e e e e e e e s e snnnaeaeeeeeeesnnenneees 66

Version 2.1

Fax Server and Auto Attendant



Va -

(™ | AudioCodes Fax Server & Auto Attendant
Figure 4-43: Add New Disconnect NOAe - HANQUP ...veeeiiieiiiiiieeeeecciiiieee e e e s seeeee e e e e e s snninan e e e e e e snnnnneees 67
Figure 4-44: Add NEW ACD NOUGE .......uuuiiiiieeiiiiiiiir et e e s et e e e e e sste e e eeeesssnsbeaeeeaeessanssaanereeeessannsenneees 67
1o LU R A G 5 RSSO 68
Figure 4-46: Add a New Holidays & Business HOUIrS NOUE ...........cccvriiiieeeiiiiiiiiieeee et e e 68
Figure 4-47: Check Holidays & BUSINESS HOUIS .....ccciiiiiiiiiiiiiie ettt 69
Figure 4-48: Add a New Advanced SCrPt NOGE. ........cooiiiiiiiiie e 71
FIQUIE 4-49: RUN @ SCHIPE ..uetitiiiieee ettt e ettt e e e e e sttt et ea e e s e aaab b e et e e e e e s aanbbbeeeeaaeeaannnenneeas 72
Figure 4-50: Add @ ConNECt CallS NOUE......cciiiiiiiiii et e e e 73
Figure 4-51: Connect the Incoming and OutgoiNg CallS .........ccooiiiiiiiiiiiii e 73
Figure 4-52: Add a NeW CalloUt NOUE........ccciiiiiiiiiiie e st s st e e e e s e e e e e e e s e ennnreee e e e e e e annrnneees 74
Figure 4-53: Call @ GIVEN DESHNALION ....uvviiieiiiiiiiieeee e e s esie e e e e e e st e e e e e s e st e e e e e e e sesnnnrneeeeeeeesnnnnnneees 75
Figure 4-54: Add a NeW RECOI NOUE .......ccciiiiiiiiiiiie st s e e e e e s e e e e e e e e e e e e e e e e snnnnneees 76
FIgure 4-55: RECOI @ MESSAQE ......ccuuvviiiiieeeiiiiiteitete e et aste et e e e e s ssste e eeeeeesesassteaaeeaeessassaaeareeeeesannsnnneees 77
Figure 4-56: Add a New Send DTMF NOUE ........ouuiiiiieiiiiiiiiiiee et e e s e e e e e s e e e e e e e e snnnneees 78
FIgure 4-57: SENA DTME TONES .. oottt ettt e e e ettt e e e e e e st be et e e e e e e s e nbbbeeeeaaeeeannbnneeas 78
Figure 4-58: Send DTMF TONES — PAr@metersS ........ccooiiiiiiiiiiieae ettt e et e e 79
FIQUIe 4-59: VIrUAI NOAES......eeiiiieii ittt ettt e e e et e e e e e e e et b e e e e e e e e e annneeneeas 79
FIQUIE 4-60: AQENES LIST .. ..iiiiieiiiieee ittt e e e e e sttt et e e e e e e saab b et e e e e e e e e e nnbbbeeeeaaeeeannnnnneeas 82
(o [ LR I Ao [0 I [T o | TP PP RPN 83
Figure 4-62: Add Phone NUMDET ........uiiiiiiii ettt ettt e e e e e e st e e e e e e e e anneeneeas 83
Figure 4-63: Add an Agent from @ LiSt - FING .......uuiiiriooiiiicec e e e e e e e 83
Figure 4-64: Add Agent from TabIE .......uuiiiiiiiiiie e e e e e s r e e e e e e annanaeees 84
FIQUIE 4-65: GIOUPS LiSt....uuuiiiiiiiieis ittt e e e e s e st e e e e e s st e e e e e s st e e e e e e s s snsbe e e e eaeesannssnanareeeeeeannnnnneees 84
FIQUIE 4-66: AOU NEW GIOUP...eeiieeesiiteiieeeeeesasttteeeeeeeessassasteeeeeeesssssststeeeaeessasssseereeeessaassssseneeesssannsesneees 85
FIQUIE 4-67: QUEUES LIST ... uuiiiiiiieei ittt e e e s e ettt e e e s s e e e e e s st e e e e e e s e snns e e e e aeeesnssnananeeeeesnnnsenneees 86
FIQUIE 4-68: QUEBUES. ...ce i ittt e ettt ettt e e e e a4 e ettt et e e e e e o s h bbbt e e e e e e e e aan b be et e e e e e e aanbbbbeeeeaeeesannrenneeas 86
FIQUIE 4-69: ACD FIOWS ...ttt ettt e e e e ettt e e e e e e s aabbe et e e e e e e aannbbbeeeeaaeeeannnanneeas 88
Figure 4-70: Edit ACD FIOW — General SEHINGS ......ccuia ittt a e 88
Figure 4-71: Edit ACD Flow — Outside of Business HOUrs tab..............coiiiiiiiiiiieieee e 89
Figure 4-72: Edit ACD FIOW — HOlIdAY tab..........cueiiiiieeie e 89
Figure 4-73: Edit ACD FIOW — QUEUE 1A .....cii ittt e s e e e e e e e e e e e nnnnnees 90
1o U LRy S [ o1 o T o SRRSO 91
1o [ LRy AT I e T To IS T= U 4] o] SRRSO 93
1o [0 ISR A o] o] 1o o T o N0 Yo £ SRR 95
Figure 5-2: Application LOgS — EMAl SEIVICE.......uuuiiiieeiiiiiiiiiiee e sttt e e s st e e e e e e s e n e e e e e e annnneees 96
FIQUIE 5-3: RECEIVEU FAXES ...eeiiiiiiiiiitiiii ittt ettt e e e e ettt et e e e e e e s ab b et e e e e e e e s e nnbbe e e e e e e e e annnenneeas 97
Figure 5-4: Received Faxes — Filter Search RESUIS...........uuiiiiiiiiiii e 97
FIQUIE 5-51 SENE FAXES ...ttt e e e e e e bbbttt e e e e e e ab b et e e e e e e e s nnbbbeeeeaeeeeannnenneeas 99
FIQUIE 5-6: SYSTEM STATUS .....eeeeiiiie ettt ettt e e e e ettt et e e e e e e s bbb bt e e e e e e e e snnbbneeeaaeeeaannnes 100
FIQUIE 5-7: LaSt TESE CaAlIS ....eeeeiiiieeiiieeei ettt e e e e et e e e e e e e e annbbe e e e e e e e e aannnes 101
FIgure 5-8: TSt Call - DELAIIS.....ccceiiiiiiiiiiii et e e e e e et e e e e e e e e annbbeaeeaaeeeaannnes 101
1o U IS Tte T I =TS A - | O PEER 102
Figure 5-10: TSt Call RESUILS ......ccciiiiiiieii i e e e e e e e s s e e e e e e e e snnaaneeeeeeennnnnes 103

Administrator's Guide

Document #: LTRT-28866



Administrator's Guide Contents

List of Tables

Table 2-1: Description Of TOOIDAr BULIONS ..........uuiiiiieiiiiiiiiie e s s e e e e e e e e e e e e e e e e nneeaeees 14
Table 2-2: NavIgation Bar TabS.......c.c.uuuiiiieeiiiiiiiii s e e e s s e e e e e e st e e e e e e s snsnsaneeeeeeesannnnneees 15
LI o1 L= Ol o 4 L= - Vo 1= SR 15
LIz o] L= I I 1 A Y Y ] o SR 25
Table 3-2: LDAP Filter MaPPING «..coceeeieeeeeee e ittt e e e s s ettt ee e e e e s s st eeaeeeassnastaeeeeeeeesnnnsnneeeeeeessnsrnnnees 25
Table 4-1: Fax Out Settings — Advanced SEttiNGS .......ooiuuiiiiiiieaiie e 33
Table 4-2: Modify Number Parameter DeSCHPLIONS ......o.uuieiiiiieaiaiiiie et 34
Table 4-3: Add NeW USEI - PAramMeEterS ........ccviiiiiiiiiiiiieieeeeeeeee ettt 37
Table 4-4: Add New Gateway - PAramMeters. .........cciii ittt e e e e 39
Table 4-5: Add New Outgoing RUIE - ParametersS.........ocuuieiiiiieiiiiiiiie et 40
LIz o] L= G =T o 1= LIRS = 1] o S 44
Table 4-7: Prompt Type — Text File — Edit Parameters..........ueceiiiiiiiiieie e e 46
Table 4-8: MUSIC 0N HOIA - PAramMeErS.........uiiiiiiiie ettt et 48
Table 4-9: Edit BUSINESS HOUT - PAramMeterS........uuiiiiiiiee ittt e 49
Bench 4-10: HOliday - PAramMEterS .......uuuiiiieei it e e s ettt e e e e ettt e e e e e e s s st e e e e e e e s e snnnananeeeeeesnnnenneees 50
Table 4-11: Add NeW IVR - PAr@mMeEtEIS........coviiiiiiiiiiieieeeeeeeeeee ettt 53
Table 4-12: Add NEW IVR NOUE ......ooiiiiiiiieieeeee ettt 55
Table 4-13: IVR MENU = PAraMELEIS .....ooiiiiiiiiiiiieieeeeeee ettt ettt ettt 60
Table 4-14: $ ValueS - DESCIIPLONS ...ccuviiiiiiiiiieiiiie ettt te et ettt et e stb e e sbe e e sabe e ssbeeabeeesabeeeabeeeaneeas 63
Table 4-15: New Play Prompt NOde - Parameters ........oc.uveeiiiiiiiiiieeie et 64
Table 4-16: Transfer Call - PArameterS.........ouviiiiiiiiiiiiieeeeeeeeeeeee e 66
Table 4-17: Add New Disconnect NOde - PArameters ..........coooiiiiieiiiiiee e 67
Table 4-18: NeW ACD PaAramMEterS........uoei it e et e ettt sttt e e sttt e e et e e e e bbe e e e abbe e e s abeeeeeannees 68
Table 4-19: Holidays and Business HOUIS - PArameters ..........ccooiiuvuiiiireeeiiiiiieeeeee e e sseenieeee e e e s snnsnnees 70
Table 4-20: RUN @ SCrIPL - PaAraMELEIS. ...cccci i e e s e e s s r e e e e e s et e e e e e e s s nraareeeeeeeeannrnaeees 72
Table 4-21: ConNect CallS - PArameEterS ... ...ooiiiiiieiiiiiee ettt ennees 74
Table 4-22: Call a Given Destination - Parameters...........ouviviiiiiiiiiiiiiieeeeeeeeeeeeeeeeeeeeeeee e 75
Table 4-23: Record a MeSSage ParameEtersS .........ccii ittt e e e e e e e e anneeae s 77
Table 4-24: NeW Group - PAr@QmMELEIS .....cocoiiiiiiiiiiiie ettt e e e e e st e e e e e e e s nbb e e e e e e e e e annreneeas 85
Table 4-25: QUEUES - PAr@MELEIS.......cciiiiiiiieieieeeeeee ettt 87
Table 4-26: ACD FIOW — General SEINGS .........uuiiiiiaaiiiiiiie ettt e e e e e aeeeaees 88
Table 4-27: ACD Flow — Outside of Business HOUrs Parameters..........ccoocuvvveiiiiiieiiiiiee e 89
Table 4-28: ACD FIow — HOliday PArameters .........cccciiiiiiiiiieie e iiiiiieie e ee e e sssiiree e e e e e e snnnnaeeae e e e e e snnnneees 90
Table 4-29: ACD FIOW — QUEUE ParamMEtEIS.......cccvviiiiiiiiiiieieeeeeeeee ettt 90
Table 5-1: APPIICALION SEIVICES .....iiiiiiiiie ettt e e e e e s e e e e e e s e e e e e e s ansba e e e eeeeesannenneees 96
Table 5-2: Received Faxes Filter - Parameters. ... ..ot 98
TabIE 5-3: SEIVICE STALUS ....oeiiiiiiiiiieieieeeeeee ettt ettt e e e e e e e e e e e e e e e e e e e e e e e e e 100

Version 2.1 7 Fax Server and Auto Attendant



/%
[ ¢ ‘ AudmCodes Fax Server & Auto Attendant

This page is intentionally left blank.

Administrator's Guide 8 Document #: LTRT-28866



Administrator's Guide Notices

Notice

This guide shows administrators how to manage AudioCodes' Fax Server and Auto
Attendant through the Web interface.

Information contained in this document is believed to be accurate and reliable at the time of
printing. However, due to ongoing product improvements and revisions, AudioCodes cannot
guarantee accuracy of printed material after the Date Published nor can it accept
responsibility for errors or omissions. Before consulting this document, check the
corresponding Release Notes regarding feature preconditions and/or specific support in this
release. In cases where there are discrepancies between this document and the Release
Notes, the information in the Release Notes supersedes that in this document. Updates to
this document and other documents as well as software files can be downloaded by
registered customers at http://www.audiocodes.com/downloads.

© Copyright 2016 AudioCodes Ltd. All rights reserved.
This document is subject to change without notice.
Date Published: March-03-2016

Trademarks

AudioCodes, AC, HD VolP, HD VolP Sounds Better, IPmedia, Mediant, MediaPack, What's
Inside Matters, OSN, SmartTAP, VMAS, VolPerfect, VolPerfectHD, Your Gateway To
VolP, 3GX, VocaNOM and CloudBond 365 are trademarks or registered trademarks of
AudioCodes Limited All other products or trademarks are property of their respective
owners. Product specifications are subject to change without notice

WEEE EU Directive

Pursuant to the WEEE EU Directive, electronic and electrical waste must not be disposed
of with unsorted waste. Please contact your local recycling authority for disposal of this
product.

Customer Support

Customer technical support and services are provided by AudioCodes or by an authorized
AudioCodes Service Partner. For more information on how to buy technical support for
AudioCodes products and for contact information, please visit our Web site at
www.audiocodes.com/support.

Abbreviations and Terminology

Each abbreviation, unless widely used, is spelled out in full when first used.

Microsoft has rebranded Lync as Skype for Business and therefore, whenever the term
Skype for Business appears in this document, it also applies to Lync Server 2013

Documentation Feedback

AudioCodes continually strives to produce high quality documentation. If you have any
comments (suggestions or errors) regarding this document, please fill out the
Documentation Feedback form on our Web site at http://www.audiocodes.com/downloads.
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1

1.1

111

1.2

Introducing AudioCodes’ Fax Server &
Auto Attendant

Fax Server

AudioCodes' Fax-to-Mail application and Mail-to-Fax application (referred to in this guide
as 'the Fax Sever') is a powerful and flexible software application used for managing
inbound and outbound fax calls and delivering them efficiently to their correct destination.

As part of AudioCodes’ One Voice for Skype for Business offering, the Fax Server can be
deployed on AudioCodes’ Mediant 800/1000 Gateways and Survivable Branch Appliances
(SBASs) in branch offices of distributed enterprises.

As a pure software application, the application can also be deployed on a standard server.

For enterprises with multiple branch offices, the application can be deployed per local
branch, or as a centralized application in the datacenter that serves all remote branches.

Features and Benefits

The Fax Server application supports:
B Corporate fax, Fax DID per user, or one number for both Voice and Fax.
B Always-available service 24/7/365

B Reliable, no fax machine maintenance required, no more ‘Out of paper’, ‘Out of
toner™, ‘Paper Jam’ or ‘Faxes Getting Lost’ notifications

B Go Green: Eliminates massive paper consumption and annoying piles of spam faxes

B Savings on DID lines: One DID per user for both voice and fax calls

B AudioCodes’ Mediant 800/1000 SBA platforms

B Faxis received as email with PDF attachments and can be viewed on PCs and
smartphones and printed, archived and forwarded to others

B Incoming faxes can be routed to one or multiple destinations

B Automatic Fax Detection supporting T.38 and T.30 fax protocols

B Send Faxes from your PC or Mobile

B Easy-to-use web interface for managing system service

B Easy to set up: Integrates with the enterprise’s Active Directory (LDAP) and the
enterprise’s mail server (SMTP)

B Scalable from a few fax ports to dozens of fax ports

B Archiving — all in and out faxes are automatically archived on users mail

Auto Attendant

AudioCodes' Auto Attendant is an Interactive Voice Response (IVR) system that provides
enterprises with a powerful and flexible tool to manage inbound calls and deliver them to
intended destinations, based on buttons pressed by callers, using DTMF detection or
speech activated.

Auto Attendant supports advanced Call Queue for Automatic Call Distribution (ACD) based
on different routing modes and agents availability.

As part of AudioCodes' One Voice for Skype for Business offering, Auto Attendant can be
deployed together with AudioCodes' Survivable Branch Appliances (SBAs) in branch
offices to replace Skype for Business’'s Response Group Service (RGS) when the
connection with the central Skype for Business is lost.

Auto Attendant is a pure software application which can also be deployed on standard
server hardware.

Version 2.1 11 Fax Server and Auto Attendant



A .
[ ¢ d AudmCodes Administrator's Guide

The ACD routes and queues incoming calls to a group of people, called agents, such as for
a help desk or a customer service desk.

The ACD comprises:
Agents

Groups
Queues

ACD Flows

IVR

Holidays

Business Working Hours
For a detailed description of each, see under Section 4.5, Managing ACD, on page 81.

1.2.1 Features and Benefits

Features:

Automatically plays voice prompts to callers.

Transfers callers to additional menus and extensions based on caller input.
Supports different IVR behavior for working hours, non-working hours and holidays.
Automatic Call Distribution (ACD) to Skype for Business agents.

Multi-Language support and localization.

Allows direct extension reach with minimal DID.

Graphical User Interface for managing IVR menus and call flow.

Voice activation and Text to Speech.

Benefits:

B Maximizes employee productivity by automating inbound enterprise call routing.

B Reduces Direct Inward Dialing / Direct Dial-In (DID / DDI) requirements through direct
extension dialing.

Increases customer satisfaction through reduced waiting times.
Suitable for main offices and remote branches.
Supports application survivability at branch offices.

Replaces Skype for Business Response Group Service (RGS) as a standalone
solution.

Multi-language support for global enterprise Skype for Business deployments.

Saves on operational costs by reducing the number of operator calls.

1.3 About this Guide

This guide provides administrators instructions on how to manage AudioCodes' Fax Server
and Auto Attendant (AA) using AudioCodes' Application Web Administration, a web-based
management interface that enables system administration, user management, viewing
system online status, producing historical reports, and other functionalities.

This guide presents both services. If your system is licensed with a partial license,

f Note: Fax Server and the Auto Attendant are licensed using AudioCodes license key.
some features or services will be unavailable.
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2

2.1

Introducing the Application Web
Administration

The Application Web Administration makes setting up and managing the Fax Server and
Auto Attendant simple. Use the tool to change your administrator password, load a new
license, view server alarm and log files, manage users, configure other system
configuration parameters, and more.

The Application Web Administration is a secured Web client that runs on any standard
Web browser, such as Internet Explorer, Firefox or Chrome. No pre-installation is
necessary to use it.

To access it, you must be an authorized system administrator.
The tool provides three major functionalities:

B Configuration: First-time configuration such as license and security. Used by the
system administrator during first-time configuration.

B Management: Enables the system administrator to manage the services
functionality, settings and more.

B Status and Diagnostics: Enables the system administrator to view system logs and
status.

Accessing the Application Web Administration

This section shows how to access the Application Web Administration tool.

» To access the Application Web Administration tool:

1. Open port 8090 to enable system management.

2. In your browser, browse to the URL of the Application Web Administration, e.g., IP
address>:8090/ -OR- http://10.1.10.11:8090

Note:
e The tool uses port 8090 when the standard port 80 is used by another application
installed on the same server.

e The tool uses HTML5. Browsers without HTML5 support will not be able to use all
features.

e Set the gateway to support T.38 on the Fax Server side.

7

Figure 2-1: Application Web Administration - Login

£ 3 AudioCodes Application Web Administration
f« ~N
[
Welcome to the
Web atio
Username: |
Password:
| Login
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3. Enter your Username and Password (default = Admin and Admin) and click Login;
the login information is verified and the application is launched; the Welcome to
Application Web Administration (home) page is displayed.

/'\ Note: For security reasons it's advisable to modify the password after first-time login.
L]

Figure 2-2: Application Home Page

£ 9 AudioCodes Application Web Administration @ Home @ @ Help t} Log oft
C — T
) g f Welcome to App Web
Manage VR's IVR Counters General
) IVE. Calls m Progress

2 | Secunty Settings
FidlLicense

FLlnetwork Settings
Hilirax Backup FaxIn
®L8 Auto Attandat Backup

IVE. Total Counters

Fax Out

Messages n Progress

ssfully

2.2  Getting Acquainted with the Application Web
Administration
The Application Web Administration interface includes:
B Toolbar (providing commonly used command buttons)

B Navigation pane (comprising the Navigation Bar and Navigation Tree)
B Configuration pane (in which the configuration is displayed and modified)

2.21 Toolbar

The toolbar displays the following buttons:

Table 2-1: Description of Toolbar Buttons

Button Description
Home Navigates to the Application Web Administration tool's Home Page
Restart Restarts the system services
Help Displays online context-sensitive Help topics
Log Off Enables you to log off the Web Admin client
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222

Navigation Bar

The Navigation Bar tabs enables quick access to Navigation Tree options:

Tab

Configuration

Management

Status & Diagnostics

223

Home Page

Table 2-2: Navigation Bar Tabs
Description

Enables you to view and change Application configuration settings
(see Section 3 on page 17).

Enables you to manage Application users, Auto Attendant IVR,
Automatic Call Distribution, and specific settings (see Section 4 on
page 29).

Enables you to view current Application system status and archived
system logs (see Section 5 on page 95).

Displayed after login, the Home Page displays the status of IVR Counters, Fax In, Fax Out,
and General. See Figure 2-2 above.

Item

IVR Counters
IVR Calls in Progress
IVR Total Counters

Fax In

Processing ‘n’ new
message(s)

Mails Sent
Successfully

Failed Messages

Fax Out
Messages in progress

Faxes Sent
successfully

Table 2-3: Home Page

Description

The number of IVR calls currently in progress.

IVR counters (number of calls, total time, etc.) since the last time the
service was up. For information on the different total counters, see "In
Calls", "Current Calls" and 'Out Calls" and "Session Duration" in this
table below.

The number of messages (‘n’) that are currently being processed.

The number of mails successfully sent. Click this line to show a list of
mails, including these details: Time sent, from which phone number, to
which e-mail address.

To display a detailed Received Faxes screen, click one of the lines.
The number of mails that failed to be sent. Click this line to show a list

of failed mails, including these details: Time sent, from which phone
number, to which e-mail address.

To display a detailed Received Mails screen, click one of the lines.

The number of Fax out currently in progress.

The number of faxes successfully sent. Click this line to show a list of
faxes, including these details: Time sent, from which phone number, to
which e-mail address.

To display a detailed Received Faxes screen, click one of the lines.
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Item Description

Failed Messages The number of faxes that failed to be sent. Click this line to show a list
of failed faxes, including these details: Time sent, from which phone
number, to which e-mail address.

To display a detailed Received Faxes screen, click one of the lines.

General

Services Status Displays the status of all services: Fax Engine, Fax Server, Email
Service, System Watchdog, and Simple Mail Transfer Protocol (SMTP).

Fax Server Displays additional information about the Fax Server: The number of
faxes received since last start-up and the maximum number of fax ports
handled by this system.

System Displays additional system information: IP address, server name, and
free disk space on C: drive.

Fax License Displays fax license information: Number of days left to license
expiration, the expiration date, and the maximum number of fax ports.

IVR License Displays Auto Attendant license information: Number of days left to
license expiration, the expiration date, and the maximum number of
Auto Attendant ports.

Version Displays system version information: System version, e-mail service
version, and the system watchdog version.

In Calls

Total in calls Total incoming calls to the IVR.

Total in calls Total incoming answered by the IVR.

answered

Current Calls

Total current Number of established calls.

established calls

Total current active Number of IVR sessions (a session in an incoming call and optional
session outgoing call, for example to an ACD agent).

Out Calls

Total out calls initiated | Total out calls initiated by the IVR (for example to an ACD agent)

Total out calls Total out calls initiated by the IVR (for example to an ACD agent) and
answered answered.

Total out calls timeout | Total out calls initiated by the IVR (for example to an ACD agent) and

timed out.
Total out calls Total out calls initiated by the IVR (for example to an ACD agent) and
canceled canceled by the IVR.
Total out calls failed Total out calls initiated by the IVR (for example to an ACD agent) and
failed due to error (for example invalid number).
Total out calls Total duration of all out calls initiated by the IVR (for example to an
duration ACD agent).

Session Duration

Total session duration Total duration of all call sessions.
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3 Configuring the Application

The navigation tree under the Configuration tab lets you to easily manage Application
issues such as licensing and administrator security.

3.1  Configuring Administrator Settings

The Administrator Settings navigation tree lets you change the administrator password.

Tip: For security reasons, it's advisable to change the default password. Write
down the new password and keep in a safe place. It's not possible to restore a

forgotten password.

The default Username and Password are Admin and Admin.

» To change administrator password:

1. Click the Configuration tab in the navigation pane and under Security Settings, click
Administrator Password.

Figure 3-1: Administrator Password

Change Password

Web Admin Password

Current Password H ‘

New Password

Re-type New Password

Note: Password maximum length = 19

2. Inthe 'Current Password' field, enter your current password.

3. Inthe 'New Password' field, enter the new password. Then re-enter the new password
in the 'Retype New Password’ field.

4. Click Submit.
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3.2 Enabling the Server’s License Features

This section shows how to view and activate the server’s license. When the application is
shipped pre-installed on an AudioCodes gateway, the application license is already
activated. When the application is installed on a customer server, the license can only be
activated after the installation. To obtain a permanent license, the application system ID

must be provided. The application system ID is the Client to Vendor (*.c2v) file.

Note: The application license is associated with the installed system's serial number.
An installed and licensed application system must not be cloned to a different Virtual
Machine (VM) instance. Cloning it will disable the application license. Moving the VM to
another virtual system that uses different hardware is also considered a clone. When
moving the OS to another virtual machine (e.g. for maintenance), there's an option to
install an external license server (not virtual). For more information, contact
AudioCodes support.

The application can be activated with a temporary license for a period of 90 days for
two fax ports and two Auto Attendant ports. The temporary license can be activated
only once and can be used for evaluation purposes or for using the system until the
permanent license is activated.

» Toview system license information:

1. Click the Configuration tab in the navigation pane and under License, click License
Information:
Figure 3-2: License Information
FaX License Information
Max Fax In Users 10

Max Fax In Ports

Max Fax COut Ports

Max Fax Out Users 10
Expiration date 01/01/2030
Days Left 5692
Type expiration

Attendant License Information
License version 1
MNumber of ports ]
HASP Key ID 266326907008
Expiration date 01/01/2030
Davys Left 5692
Type expiration

You can extend system capabilities by uploading a new license. First make sure you have
the new license file. The server license is a Vendor to Client (*.v2c) file.
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> Toload anew license file:

1.

License Activation

Access the License Activation page (Configuration > License > License
Activation):

Figure 3-3: License Activation

Changes required Fax Server restart.

Step 1:Download Client to Vendor file

Click here to download Client to Vendor - use it in step 2

Step 2:Get Vendor to Client file

Ask you vendor to provide you a "vendor to client{v2c)" file by sending him your "client to vendor{c2v)" file you download in step 1.

Step 3:Activate License

Enter the file name and location in the Upload License File field or click the Browse button to locate and select the license file. Then click the Submit button. The new license will be verified and
saved in the system database.

Choose File | Mo file chosen

2.
3.

If you already have the new license file (Vendor to Client *.v2c), skip to Step 3.

Under Step 1 in the screen above, click the here link and then save the Client to
Vendor file to your PC.

Send the .C2V file with the application purchase order (PO) number to the following
e-mail address: SPS_License@audiocodes.com.

AudioCodes will generate a valid license according to your order and will send it to
you via an e-malil reply. The license is a Vendor to Client (.V2C) file.

When you receive a valid Application License Key (Vendor to Client file) from
AudioCodes:

a. Navigate to the License Activation page (Configuration tab > License menu >
License Activation).

b. Load the Vendor to Client file that you received from AudioCodes.
Click Submit.
After the license is applied, restart the Fax Server and Fax Converter services.
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3.3  Configuring Network Settings

This section shows how to configure SMTP and Lightweight Directory Access Protocol
(LDAP), an application protocol for accessing and maintaining distributed directory
information services over an IP network.

3.3.1 Configuring SMTP Settings

The Fax Server uses standard SMTP to send fax emails to users. To allow the Fax Server
to send emails and to allow the mail server to get incoming email from the Fax Server, the
enterprise’s mail server SMTP address must be defined in both directions.

This section shows how to configure SMTP settings in both directions (Fax-to-Mail and
Mail-to-Fax) so SMTP authentication is enabled.

» To configure SMTP settings for Fax-to-Mail:
1. Access the SMTP Settings page (Configuration > Network Settings > SMTP

Settings):
Figure 3-4: SMTP Settings
SMTP Settings
Server IP Lacchid iong
Port 25

In the ‘Server IP’ field, enter the enterprise’s mail server IP address.
In the Port field, enter the SMTP’s port number (usually 25).

To use default credentials, check the ‘Use Default Credentials’ box.
To enable SSL, check the ‘Enable SSL’ box.

If a secured SMTP connection is required, enter the SMTP user name and password
in the ‘User Name’ and ‘Password’ fields.

7. In the ‘Retry Count’ field, enter the number of times the application should retry to
send e-mails.

8. In the ‘Retry Timeout' field, enter the timeout after which to stop retrying sending the
e-mail. The retry mechanism is specified in seconds. The default is 30 seconds.

o gk wN

9. To test the SMTP settings, click the here link; the SMTP Tester page opens.
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Figure 3-5: SMTP Tester

SMTF Tester

SMTF Tester

Mail Server:
From Address:
From Mame:
To Address:

Subject:

Mes=zage:

o

Send E-Mail

10. Configure the e-mail information and click Send E-Mail. Make sure the e-mail was
received.

» To configure SMTP settings for Mail-to-Fax:

After a regular setup, no additional configuration is required. Additional configuration
is only required in order to perform specific tasks, such as change fax domain,
configure SMTP security, and access hMail.

For example, to access the hMailServer Administrator application:

1. First access the Fax Server via remote desktop, and then access the hMailServer
(Start > All Programs > hMailServer).

2. In the hMailServer Administrator window that opens, click Settings > Advanced > IP
ranges:
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Figure 3-6: hMailServer Administrator

‘. hMailServer Administrator - [localhost] [_ (O] =]
File  Help
[ ‘welcome |Internet |
W Status
=¥ Domains General
= 5 faxcomlocal
= Accounts Mame Pricrity
B audincodes@ax com local Ilntemet |1U
2 Exch fax.com.local
< Euel ange(@fax. com local Lower [P Upper P
Aliases
Distiibution lists Jonoo | 255, 256, 265,265
Fules
-4 Settings I Expires
+ -5y Protocols
- 2007-01-01 00:00:00 -
+- 8 Anti-spam I _I
W Anti-vius Allow connections Other
Logging
-8, Advanced IV sMTP 7 Anti-gpam
- Auto-ban” ¥ POP: IV Antivius
S5L certificates
= IP Ranges M IMap
T My computer
™ Internet Allow deliveries from Require SMTF authentication
Incoming relays
e Mirror g e ¥ Laocal to local e-mail addresses ¥ Lacal to local e-mail addresses
B Performance ¥ Local to extemal e-mail addresses ¥ Local to extemal e-mail addresses
5 . .
* — Sz:i\;zmessages ¥ Esternal to local e-mail addresses ¥ Extemal ta local e-mail addresses
+ TCRAP ports V| Eutenal to external e-mail addresses IV Extermal to extemnal e-mail addresses
+ - Ultilities

Help | Save

Exit

i

3. Select the External to local e-mail addresses option.

4. Click Save.
5. Inthe tree, click Domains > Accounts, and then click the General tab.
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Figure 3-7: hMailServer Administrator - Domains > Accounts > General tab

l‘ hMailServer Administrator - [localhost] [_ O] x]
File  Help
- Welcome |Exchange@fax.cum.lucal |
W Status
=144 Domains General |Aut0-repl}l| Forwardingl Signature | External ac:c:ountsl Fules I Active Directory | Advanced
- 5 fax.comlocal
= Accounts Address
B audiocodes@fax com.local IExchange [C] Ifax.com.local
£ Exchange@fax.com.local
dliases Pazzword
Distribution lists I’“‘“’T
Rules
- Seftings Size [MB] M aximum size [MEB]
+- 5y Protocols ID.D‘I |D
+- 9 Anti-zparm
@ Anti-vinue Adrministration level
Loaging IUser j
-8, Advanced
® sutoban Last lagon time
S5L certificates |D4.-"05.-"2D1 415:08:50
] IP Ranges
7 My computer ¥ Enabled
T Intermet
Incoming relaps
= Mirmor
& Performance
+ Server messages
= Scriptz
+ TCPAP ports
+ . Utilities
Help | Save

Exit

_swe |
_o |

6. Inthe 'Address' field, enter the account’s name to assign to the Mail-to-Fax user.
In this example it's Exchange.

7. Inthe 'Password' field, enter the password to assign to this account.
8. Click Save.

Note: Notify your user that when using the Fax-to-Mail application they must use this
account’s name and password.
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3.3.2

A\

Configuring LDAP Settings

The Fax Server uses the enterprise’s Active Directory record to determine the owner of an
incoming fax. The Fax Server queries the enterprise’s Active Directory using LDAP. For
each received fax, the Fax service tries to find the user’'s email address in the enterprise’s
directory according to the dialed number.

Note: The Fax Server first tries to find the user's email in the Fax Server predefined
table (see Section 4.1.4 on page 32). If no match is found, it tries to search for a match
in the Active Directory.

Before you start configuring LDAP settings, make sure you have an LDAP user account
with read permission having access to all users in the enterprise. Make sure the LDAP user
used has a fixed password that does not occasionally change.

Note: If the Fax Server is unable to query the Active Directory, incoming faxes may not
reach their destination.

» To configure LDAP settings:
1. Access the LDAP Settings page (Configuration > Network Settings > LDAP

Settings):
Figure 3-8: LDAP Settings
LDAP Settings
Active Enable ¥
LDAP bind has succeeded )
Enable Fax In Enable ¥
Enable Fax Out Enatle ¥ Fax Out users does not have a license to search in LDAP.
Company Phone Number
LDAP Address 101111
Port 389
Password ~ [wem
User (bind DN) 4100 73]
Base DN _(Search base) OU=AudioCodes DC=corp,DC=audiocodes, DC=com
Test LDAP Faxin Browse LDAP
Filter Mapping
Search number in fields telephonenumber
Display Name displayname
Email Address mail
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2. Configure the parameters using the descriptions in the table below as reference, and
then click Submit.

Table 3-1: LDAP Settings

Parameter Description

Active From the drop-down menu select Enable.

Enable Fax In From the drop-down menu select Enable to allow LDAP search for
users for Fax In operation.

Enable Fax Out From the drop-down menu select Enable to allow LADAP search
for users for Fax Out operation.

Company Phone Number The company's default fax number that will be assigned for Fax
Out operations.

LDAP Address Defines the IP address or URL of the LDAP server.

Port Defines the LDAP service port. The default is 389.

Password Defines the password of the search requester.

User (bind DN) Defines the user name used for the LDAP search request.

Base DN (Search base) Defines the start access point on the active directory tree structure.

3. To test LDAP connectivity and to test that you configured LDAP search settings
correctly, click the Test LDAP button, enter the user number, and see if the fax finds
the user.

4. To browse the LDAP, click Browse LDAP.

Note: The application support either “anonymous” or “Simple” type of LDAP
authentication mode only.

» To configure LDAP Filter Mapping:

1. Configure LDAP Filter Mapping parameters using the descriptions in the table below
as reference.

Table 3-2: LDAP Filter Mapping

Parameter Description
Search number in fields Defines in which field to look for the number of the fax recipient
(usually configured to telephonenumber)
Display Name Defines the field that contains the name of the fax recipient (usually
configured to displayname)
Email Address Defines the fax recipient’'s email address (usually configured to
mail)
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3.4 Backing up and Restoring the Application’s
Configuration Settings

The application provides a quick and easy way to back up and restore configurations. It's
advisable to perform a backup before making any major changes, when the application is
functioning correctly. Backups provide you with a safety net.

The backup mechanism backs up all your application settings, including architecture,
users, administrators, and configuration. It's advisable to store the backup file in a safe
place.

The system supports a separate backup tool for the Fax Application and for the Auto
Attendant application.

Note:

A e The application automatically makes a backup once a day.
e The application holds backup files for 30 days.

e Older backup files are automatically deleted from the application.

» To perform afax application backup:
1. Access the Backup page (Configuration > Fax Backup > Backup):
Figure 3-9: Backup
Backup

Backup

Note: the backup files will be saved for 30 days

Backup Mow

+ Last Backup

2. Click the Backup Now button.
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Restore

» To perform a Fax Application Restore:
1. Access the Restore page (Configuration > Fax Backup > Restore):

Figure 3-10: Restore

Step 1: Upload File

The first step involves uploading your latest backup file to the system.
Click the Browse button, locate the file, and then click the Upload File button.
When file upload is complete, yvou will see the meszage: The file has been uploaded successfully.

Choose File | Mo file chosen
Upload file

Step 2: Restore

When the file has been uploaded successfully, vou can perform the restore.
Thiz action restores your system settings to the same values as when the system backup was executed.
This process may take several minutes.

Click here to restore all the system

3.5

2. Click Choose File to locate your backup file.
3. Click Upload File to upload your backup file.
4. Click here to restore the system.

Backing up Auto Attendant’s Configuration Settings

The application provides a quick and easy way to back up your Auto Attendant
configurations and to restore them. It's advisable to perform a backup before making any
major changes, when the application is functioning correctly. Backups provide you with a
safety net.

The backup mechanism backs up all your Auto Attendant settings, including IVR and ACD
settings, and prompts. It's advisable to store the backup file in a safe place.

Note: If you back up a configuration and no changes to the configuration have been
made since the previously backed up configuration, then one of the identical backups is

automatically deleted and therefore not counted in the number of backups to save.
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» To perform an Auto Attendant backup:

1. Access the Backup page (Configuration > Auto Attendant Backup > Backup /
Restore):

Figure 3-11: Backup
Backup

Manual Backup

Backup Mow

Auto Backup

I
[y
(%]

Backup Hours: 0 Save
MNum of Backup Saved: |3 Save
Enable Backup: <+ Save

Restore

Upload backup file to the list: WERSoacENey Mo Me dwacn

Last Backup

2014-06-02_02-58-28_IvrBackup_Auto.zip Download Restore

2. To manually back up your configuration now, click the Backup Now button.

3. To set the Auto Backup parameters, enter in ‘Backup Hours’ the time you want the
system to make a daily backup, enter in ‘Num of Backup Saved' the number of
backups you want to save, and check the ‘Enable Backup’ box.

To perform an Auto Attendant restore:

B Upload the backup file by clicking the Choose File button
-OR-

B Download the last backup file by clicking the Download button of the requested file.
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4

Managing the Application

This section shows how to manage the application. The navigation tree under the
Management tab enables administrators to easily manage general service settings and
application users. Management menu options include:

System Settings (see Section 4.1 below)

Fax In (Fax to Mail) Settings (see Section 4.2)

Fax Out (Mail to Fax ) Settings (see Section 4.3)
Auto Attendant (see Section 4.4)

Automatic Call Distribution (ACD) (see Section 4.5)
Colored icons displayed in the fields:

51 . i .
B = restart the Email Server after modifying this parameter.

S - restart the Application after modifying this parameter.

4.1  Modifying System Settings
This section shows how to modify the System Settings, i.e., General (System) Settings and
Advanced (System) Settings.
4.1.1 Modifying General Settings
» To modify General Settings:
1. Access the General Settings page (Management > System Settings > General
Settings):
Figure 4-1: General Settings
General Settings
From Email Address | user@audiocodes.com
Attachment name %PH_from%_%PH_to%_%PH_id%
MNote: Available attachment name place holders:
%PH_id%, %PH_from%, %PH_to%
Archive <
Save archive (days) 365
MNote: The save archive for ¥ days need to be between 1-999 days.
2. In the ‘From Email Address’ field, enter the email address that the fax recipient will
see.
3. In the ‘Attachment name’ field, enter the name of the attachment that the fax recipient
will see.
4. Select the ‘Archive’ option for the system to archive outgoing and incoming faxes.
5. In the ‘Save archive (days)’ field, enter the number of days you want the system to
save the archive for.
6. Click Submit.
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4.1.2 Modifying Advanced Settings

» To modify Advanced Settings:

1. Access the Advanced Settings page (Management > System Settings > Advanced

Settings):
Figure 4-2: Advanced Settings
Advanced Settings
Save backup for 30 ~| days.
Savelogsfor 30 +| days.
Run test every 19 ~| minutes.
Restore default settings

You can modify the following Advanced Settings:

2. In the ‘Save backup for’ field, enter the number of days you want the system to save
the fax application backup files for.

3. Inthe ‘Save logs for’ field, enter the number of days you want the system to save the
services logs for.

4. In the ‘Run test every’ field, enter how often (in minutes) you want the system to
perform a self-test.

5. To restore default settings, click the Restore default settings button.
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4.1.3 Modifying Fax In Settings

This section shows how to modify fax-in settings.

» To modify Fax In Settings:

1. Access the Fax In Settings page (Management > System Settings > Fax In

Settings):
Figure 4-3: Fax in Settings
Fax In Settings
Default Email kairatziman@audiocodes.com
Fax Server Settings
Fax ID AudioCodes

Email Settings

From Display Name  Faxto Mail service

Subject Fax message from: %PH_from% - %PH_faxid%

Administrator Email

Subject Failed to process Fax from: %PH_from% - %PH_faxid%

2. In the ‘Default Email’ field, enter a default email address. The Fax To Mail will use this
e-mail address as the default destination when the application cannot determine
where to send a specific incoming fax.

3. Inthe ‘Fax ID’ field, enter the fax ID that the fax sender will view on their fax machine
as the fax number destination.

Note: The Fax Server uses the following two Email Settings to send fax emails to
{ j } users.

4. Inthe ‘From Display Name'’ field, enter the name that the fax recipient will see.
5. Inthe ‘Subject’ field, enter the subject that the fax recipient will see.

Note: The Fax Server uses the following two Administrator Email settings to display a
message if fax processing fails.

6. In the ‘Subject’ field, enter the message you want displayed to the fax recipient if
there's a failure.

7. Click the Submit button.
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4.1.4 Modifying Fax Out (Mail to Fax) Settings

This section shows how to modify fax-out settings.

» To modify Fax Out Settings:

1. Access the Fax Out Settings page (Management > System Settings > Fax Out

Settings):
Figure 4-4: Fax Out Settings
Fax Out Settings
Add Cover Page 0
Max Fax Recipients 10

Fax Display Name AudioCodes
Display Remote ID td

Retry Attempts 3w

Retry Interval 120,240,600

Mote: Retry interval values must be separsted by comma: 120,180,300, 600
Laszt interval value will correspond to all other attempls.

Mote: Relry interval values must be separated by comma: 120,180,300 600
Lazt interval value will correspond to &l other attempts.

2. Configure the parameters using Table 4-1 as reference.
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Table 4-1: Fax Out Settings — Advanced Settings

Parameter Description

Add Cover Page Select the option to add the default cover page template to the fax.

Max Fax Recipients | Maximum number of fax recipients for the Fax Out operation.

Send Email Select this option to allow the Fax Out application to send an automatic
Confirmation email confirmation notifying the user that the Fax Out request was received

by the server and that it will be processed.

Fax Display name The name that will be displayed on sent faxes.

Display Remote ID Select the option to display the remote ID of the fax out device in the email.

Retry Attempts The number of attempts to send a fax.

Retry Interval The time interval in seconds between consecutive attempts to send a fax.

The time intervals must be separated by commas. The last time interval
corresponds to all intervals of the send attempts that follow up to the
number of Retry Interval. For example, if Retry Attempts=5, and Retry
Interval=120,240,600, then the application tries to send the fax 5 times.
After the first attempt, the application waits for 120 seconds and then
makes the second attempt. After the second attempt the application waits
for 240 seconds and then makes the third attempt. Then, for the fourth and
fifth attempts, the interval is 600 seconds.

Retry Interval (no The time interval in seconds between consecutive attempts to send a fax if

answer)

4.2

the receiving fax doesn’t answer. The time intervals must be separated by
commas. The last time interval corresponds to all intervals of the send
attempts that follow up to the number of Retry Interval.

3. Click Submit.

Tip: Users can override system cover page settings and opt for a self-created
cover page to be sent as the first page of the outgoing fax. Any file attachment with a
name containing the word coverpage (e.g., coverpage.txt or coverpage.doc will used as
the first page of the fax, and the system cover page will not be used for the fax
operation.

Modifying Fax In (Fax To Mail) Settings

The Fax Server lets you add predefined Fax In (Fax to Mail) entries. These override the
LDAP query mechanism for finding user destination.

Example:

A predefined Fax In entry is defined as follows:
Phone Number: 1234567

Email address: Userl@company.com

If an incoming fax call is sent to 1234567, Fax to Mail does not try to search for the
destination address of this number in the enterprise’s Active Directory but rather
automatically sends the fax to Userl@company.com.

You can manually or by importing a file, create a ‘Phone number to Email Address’ and a
‘Phone number to Display Name’ conversion table.
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421 Modifying Numbers

You can modify fax numbers.

» To modify fax numbers:
1. Access the Numbers page (Management > Fax In > Numbers):

Figure 4-5: Numbers

Numbers
Add Mumber
Sort By: | Phone Number £ Order: | ASC v Filter: @
‘ Phone Number ‘ Email Address | Display Name | Printer Name | |
‘ 123456 ‘ a@bc.com |Test1 | Microsoft XPS Document Writer | @ @ |

2. To sort the list of Numbers by a specific parameter, click the arrow in the 'Sort By'
field, and select the required parameter: Phone Number, Email Address, Display
Name, or Printer Name.

3. To sort by Order, select ASC (Ascending) or DESC (Descending) in the 'Order’ field.
4. To modify a fax number, click [ and edit the required parameters displayed in
Figure 4-6 using Table 4-2 below as reference.
Figure 4-6: Modify Number
Modify Mumber : 123456

Phone Mumber 123456

Display Name Test1
Send To Frinter v
Printer Name Microsoft XPS Document Writer L J Status

Note: The fax will be zent to thiz email addres

[

in caze =end o printer action failed.

Email Address a@bc.com

Table 4-2: Modify Number Parameter Descriptions

Parameter Description
Phone Number The phone number.
Display Name The name displayed.
Send To Select from the dropdown where to send the fax: Email or Printer.
Printer Name If you select to send the fax to printer, enter the printer name or select the
printer from the pop-down list.
Status Click the Status button to see the status of the selected printer.
Email Address The email address of the fax recipient.
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5. To delete a fax number, click ®.
6. To add a new fax number, click Add Number:

Figure 4-7: Add Number

Add Number

Phone Number

Send To Email

7. Enter the ‘Phone Number’, ‘Display Name’, ‘Send To’, and ‘Email Address’, fields.

8. Click Submit.
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4.2.2 Importing Fax To Mail Numbers

You can import large numbers of predefined Fax to Email entries into the application using
the Import Numbers feature. The feature uses a csv (Comma Separated Value) file format
that can be edited using Notepad or Excel. For the complete csv file format, click the here
link in the sentence To create a complete CSV template file...shown in the figure below.

» Toimport a large number of Fax To Mail numbers:

1. Access the Import Fax to Email Numbers File page (Management > Fax In > Import
Numbers):

Figure 4-8: Import Fax to Email Numbers

Impart Fax to Email

The import fax to email feature allows yvou to import new fax to email into the system.
The import feature makes it easy to add a large amount of fax to email information from a CSV file into the system.

Click Browse to select a file to import:

Choose File | Mo file chosen

Click here to import the file.

The export fax to email feature allows you to export fax to email of the system to C3V file.

To export fax to email to a CSV file click here.

Use an empty CSV template file as a starting point for a new Import cperation.
To create a complete C3V template file click here (This template contains all available fields).

Import Results:

2. Click the Choose File button, and then select the file to import.
3. Click here to import the file.
4. To exportto a CSV file, click the second here.
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4.3 Managing Fax Out (Mail to Fax) Service

The navigation tree under the Management tab lets administrators easily manage Mail To
Fax users, the gateways through which the outgoing faxes will be routed, and the rules for
routing these outgoing faxes.

43.1 Managing Fax Out Users

» To mange Mail To Fax users:
1. Access the Mail To Fax users page (Management > Fax Out > Users ):

Figure 4-9: Mail to Fax Users

Users

Add User
Sort By: | Mumber v Order: | ASC v Filter: Q, ‘

| Number | Email ‘ Display Name | Fax Display Mame | |

| 12345 | Useri@abc.com ‘ Userl | User | ] @ |

®

2. To modify or delete a user, click either Eor accordingly, and edit the

required parameters.
3. Toadd a new user, click Add User:
Figure 4-10: Add New User
Add Mew User

Mumber

Tig: To support all domain vsers use: “@domain.com

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

Tip: To use the "Display Mame” available in the email FROM field use: *

___________________

4. Configure the parameters using the table below as reference.
Table 4-3: Add New User - Parameters
Parameter Description
Number Enter the user's phone number.

Email Enter the user's unique email address.
To support all domain users use: *@domain.com

Display Name Enter user display name.
To use the "Display Name" available in the email FROM field, use: *

Fax Display Name Enter the user's fax display name.

5. Click Submit.
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4.3.2 Importing Mail To Fax Users

You can import Mail To Fax users.

» To import Mail To Fax users:

1. Access the Mail To Fax import users page (Management > Mail To Fax > Import
Users):

Figure 4-11: Import Email to Fax Users
Import Email to Fax Users

The import email to fax feature allows you to import new email to fax into the system.
The import feature makes it easy to add a large amount of email to fax information from a CSV file into the system.

Click Browse to select a file to import:
Choose File | Mo file chosen
Click here to impaort the file.

The export email to fax feature allows yvou to export email to fax of the system to CSV file.
To export email to fax to a CSV file click here.

Use an empty CSV template file as a3 starting point for 3 new Import operation.
To create a complete CSV template file click here (This template contains all available fields).

Import Results:

Click the Choose File button and select the file to import.
Click here to import the file.
To export email to fax to a CSV file, click the second here.

ok DN

To create a complete CSV template file, click the third here.

4.3.3 Managing Mail to Fax Gateways

After the system prepares the fax content for the Fax Out operation, it directs it to a correct
AudioCodes Gateway/E-SBC. The gateway will then transmit the fax to the required
destination.

The Fax application will determine the Gateway according to the destination Fax Outgoing
Rules (see Section 4.3.4 on page 39).

» To manage Mail To Fax Gateways:

1. Access the Mail To Fax Gateways page (Management > Fax Out > Gateways):

Figure 4-12: Gateways

Gateways.

Add

Name 1P Part Description
Default 1.1.1.1 Default gateway. Editable only.

-

)

Loop 10.21.0.103 5060 Loop test = @
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2.  To modify or delete a gateway, click [ or ® accordingly, and edit the required
parameters.

Note: The Default Gateway cannot be deleted and can be used as the default Gateway
entry in cases where the system includes only one Gateway address.

3. To add a new gateway, click Add:
Figure 4-13: Add New Gateway

Add New Gateway
Add Mew Gateway

Mame

1F

Rart

Description

4. Configure the parameters using the table below as reference.
Table 4-4: Add New Gateway - Parameters
Parameter Description

Name Enter a uniqgue name for the gateway.
P Enter a unique IP address for the gateway.
Port Enter the gateway's port number.
Description Enter a description for the gateway.

5. Click Submit.

434 Managing Fax Out Outgoing Rules

The Outgoing Rules define the way the system recognizes and directs the users’ numbers
to the required gateway.

Using multiple rules definitions pointing to different Gateways, the enterprise can define
Least Cost Routing (LCR) rules based on contrary codes for example.
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» To manage Mail Out Outgoing Rules:

1. Access the Mail To Fax Outgoing Rules page (Management > Mail To Fax >
Outgoing Rules ):

Figure 4-14: Add New Gateway

Outgoing Rules
Add
MName Mumber Starts With |[Rest of the number is between|Gateway Name
1| Loopl 0544888 0 and 10 digits Loop &+
2 | UsA 001 10 and 10 digits Default & &
3| UK 044 10 and 10 digits Loop 4 5] ®
2.  To modify or delete Outgoing Rules, click Eor ® accordingly, and edit the
required parameters.
3. To change the search order of an Outgoing Rule, click either i to increment the
rule’s priority, or “¥ to decrement the rule’s priority.
4. To add a new outgoing rule, click Add:
Figure 4-15: Add New Outgoing Rule
Add New Outgoing Rule
Name
Fax Number Condition
The prefix is
%)
and the REST OF THE NUMBER is between 0 0 digits.
Gateway B
Click here to test the rule
5. Configure the parameters using the table below as reference.
Table 4-5: Add New Outgoing Rule - Parameters
Parameter Description
Name Enter a unique name for the Outgoing Rule.
The prefix is Enter the fax destination prefix this rule is relevant to. You can add

multiple prefixes using the + button.
REST OF THE NUMBER The number of digits after the 'Prefix' parameter defined previously.
Gateway Select the gateway to which the outgoing fax will be routed.

Rule Test After clicking here, a Rule Test page appears. Enter the fax number
you want to test, and click Test. The system checks if this fax
number exists in its data base.

6. Click Submit.
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4.4  Managing Auto Attendant

This section shows how to manage the Auto Attendant application. The navigation tree
under the Management tab lets administrators easily manage Auto Attendant IVR
(Interactive Voice Response) and Automatic Call Distribution (ACD) settings.

441 Overview of IVR

IVR is used to obtain information from callers, play company announcements, and navigate
callers to the appropriate user / departments.

You can specify question-and-answer pairs that you use for call navigation.

Depending on the caller’s response, the caller either hears a follow-up question or is routed
to the appropriate user / departments.

IVR lets callers easily navigate to a specific user, usually using DTMF or using Auto
Attendant's ACD feature to navigate to a system-managed agent according to ACD
settings and agent availability.

Auto Attendant can contain numerous IVR menus for different company requirements,
such as a different IVR per branch, per department, per language, per time of day and
holidays, etc.

Auto Attendant lets the administrator build IVR menus using a graphical tool, and see all
IVR nodes - including nodes interconnection - as a map.

Each IVR node represents an IVR action such as Disconnect, Menu, Play prompt, transfer,
ACD, etc.

The IVR consists of these elements:

General Settings

Prompts

Music On Hold

Business Hours

Holidays

IVRs

The sections below provide a description of each element.
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4.4.2 Modifying General Settings

Use the General Settings screen to set Auto Attendant's various default parameters.

Note: Most General Settings are already defined with default values so it isn't
necessary to change.

Some General Settings can be overridden and changed per different IVR tree or specific

IVR node.

» To modify General Settings:

1. Access the General Settings page (Management > Auto Attendant > General

Settings):

Figure 4-16: General Settings

General Settings List

Speech and voice recognition language

Speech synthesizer voice name

DTMF timeout

Speech completion timeout

Initial silence timeout

Maximum silence errors

Silence error prompt

Escalated silence error prompt

Microsoft Server Speech Textto S5p ¥

4000

3000

®

SilencePrompt v @

@

SilenceEscalatedPrompt r @
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Figure 4-17: General Settings (Cont'd.)

Barge In

DTMF Pre-Flush

DTMF termination key

Enable speech number input

Music file

Blind transfer

TTS rate

A45SR Confidence

Maximum out call establish time in seconds

Run this action on out call

Time in milliseconds to wait after each DTMF send

Maximum time in seconds for a recording

Enable menu ambiguity

o]

T
e ]

music-default v

a0

=%
n

2. Configure the parameters required, using Table 4-6 as reference.
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Parameter

Speech and voice
recognition
language

Speech
synthesizer voice
name

DTMF timeout

Speech completion
timeout

Initial silence
timeout

Maximum silence
errors

Silence error
prompt

Escalated silence
error prompt

Maximum
recognition errors

Recognition error
prompt

Escalated
recognition error
prompt

Barge In

DTMF Pre-Flush

DTMF termination
key

Enable speech
number input

Music file

Table 4-6: General Settings
Description

Select the speech and voice recognition language. If empty, then 'en-US'
will be used, if it's installed. Otherwise the first installed language will be
used. To add supported language packages, see the Auto Attendant
Installation Guide.

Select the speech synthesizer voice name. If empty, then the first installed
voice for configured language will be used.

Enter the maximum time to wait between DTMF tones before terminating
recognition. The value is in milliseconds.

Enter the length of silence required following user speech, before the
speech recognizer finalizes a result. The value is in milliseconds.

Enter the maximum time to wait for initial user input. If this time is exceeded
then the silence error counter is incremented. The value is in milliseconds.

Enter the maximum number of silence errors (no input from the caller)
allowed.

Select the prompts to be played after silence error.

Select the prompts to be played after maximum allowed silence errors.

The maximum number of recognition errors allowed.

The prompts to be played after recognition error.

The prompts to be played after maximum allowed recognition errors.

This option determines whether or not the prompt can be interrupted by the
user.

When selected, recognition begins with the start of the prompt playback.
When cleared, recognition begins after the prompt has finished playing.

This option determines whether or not the DTMF buffer is flushed before
recognition starts.

When selected, any buffered digits are lost.
When cleared, users can type ahead.

Enter a DTMF key that will terminate DTMF recognition immediately, e.g., *
or #

Select this option to allow speech recognition for menu number input, in
addition to DTMF input. If selected, then the numbers can be voiced by
pronouncing each digit. Note that expressing the whole number is not
supported. For example, if the number required is ‘142’, then ‘one four two’
is accepted but ‘one hundred forty two’ is not accepted.

Enter the name of the music file played in various IVR scenarios, such as
call transfer.
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Parameter

Blind transfer

TTS rate

ASR Confidence

Maximum call
establish time

Run this action on
out calls

Time in
milliseconds to

wait after each
DTMF send

Maximum time in
seconds for a
recording

Enable menu
ambiguity

Description

Select this option to activate blind (unattended) transfer, otherwise the
transfer is attended.

Note that if the transfer is blind, then the IVR doesn’t wait for the transfer
result so transfer failures can’t be handled.

Enter the speaking rate of the Text-To-Speech (Speech Synthesizer),
from -10 through to 10.

Speech recognition confidence. The speech recognition engine accepts
phrases with confidence scores above or equal to this threshold, and
rejects phrases with confidence scores below this threshold. A value in the
range of 0-100 sets the phrase confidence rejection threshold to the
specified value. A value of -1 causes the engine to use its default value.

Enter the maximum time, in seconds, to establish a new outgoing call.

Run this action on the outgoing call.

This time is in addition to delay time defined in the DTMF tones string.

Maximum time in seconds for a recording.

If selected, then a number input can begin with one of the menu choice
values. This implies that a menu choice is not identified immediately (the
IVR can't know if input 1 is a menu choice of the beginning of the 123
number).

3. After modifying a parameter, a Save button appears to the right of the modified
parameter. To save the modification, click it.

4.4.3 Modifying Prompts

Use the Prompts screen to create a new prompt, edit or delete an existing prompt. A
prompt is the message played to the caller while the IVR system waits for the caller's next
input. A prompt can be a voice recorder file or a Text To Speech (TTS) sentence. It's
always recommended to use pre-recorded voice files as the sound is superior to a TTS
announcement generated by the Auto Attendant machine.

Note: The Prompts format should have these parameters:

f e WAV files
[ ]

Sample rate: 8000Hz
e Bits per sample: 16
e Channels: Mono
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» To modify Prompts:

1. Access the Prompts List page (Management > Auto Attendant > Prompts):

Figure 4-18: Prompts List

EscalatedNotRecognized default

NotRecognized default

Prompts List

Add New Prompt

Name Description Language Actions

EN-US, FR-FR Add language | | Details

EN-US Add language | Details

2. To edit a Prompt's parameters, click Details; additional details are displayed
depending on the prompt type — Text or WAV file.

a. Text
Figure 4-19: Prompt Type — Text File
MotRecognized default EN-US Add language
TEXT EN-US Er?,'rragalns.ld not understand you. Please Edit Delete
b. To edit the text file, click Edit.
Figure 4-20: Prompt Type — Text File - Edit
MName: EscalatedrotRecognized
Description;  default
Language; EN-US ¥
Type: Text File
Sarry, | cannot understand you.
Text:
s
Click 8 for system options or use SSML Helper
c. Modify the parameters required using the table below as reference.
Table 4-7: Prompt Type — Text File — Edit Parameters
Parameter Description
Name Enter a descriptive name for the prompt.
Description Enter a description for the prompt.
Language Select the language that you want to use for text-to-speech.
Select the type of the prompt’s source: text file or a WAV file.
Type o For Text — enter the requested text.
o For File - Select the file to be uploaded.
Text Enter the requested text.

File

Upload the prompt file.
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Parameter

SSML Helper

Description

Speech Synthesis Markup Language. SSML provides speech applications
a standard way in which to control speech synthesis and text processing

parameters. Click the SSML Helper button. Using SSML allows TTS to
sound more natural.

Speech Synthesis Markup Language (SSML) Helper

SSML provides speech applications a standard way in which to control
speech synthesis and text processing parameters

Fill the speech control and copy it to the prompt text

Break for | none (10 ms) v ‘

Say

as type:  date:mdy v

m Copy to clipboard

Configure the parameters as described below, click Copy to clipboard,
and then copy it to the prompt Text field (shown in Figure 4-20 above).

&

3. Click Submit.

4. To delete a Text or WAV prompt, click Delete and confirm the action in the Delete
Prompt page that opens.

4.44  Modifying Music On Hold

Use the Music On Hold screen to create a new Music On Hold entry, edit, or delete an
existing Music On Hold entry.
Music On Hold is the music or announcement that the caller hears while waiting in the ACD

Queue until the call is transferred to the agent. Music On Hold is the music played to the
caller when the Auto Attendant system puts the caller on hold.

Note: The Music On Hold format should have these parameters:

é o WMA files
e Bits per sample: 16

e Channels: Mono

» To modify Music On Hold:

1. Access the Music On Hold List page (Management > Auto Attendant > Music On

Hold):
Figure 4-21: Music on Hold
[ Music on Hold list )
Add New Music on Hold
Name Description Creation Time Last Write Time Length
play » | music-default 15 Bach, Brandenburg Concerto Mo. & in B flat major, BWV 1051 12.29.13, 16:50 12.29.13, 16:50 3IMB Ei] ®
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2. To edit the parameters of a Music On Hold entry, click mand modify the
parameters required.

®

3. To delete a Music On Hold entry, click and confirm the delete action in the

Delete Music On Hold page that opens.
» To add anew Prompt:
1. Access the Add Music On Hold page by clicking the Add New Music On Hold button:
Figure 4-22: Add Music on Hold

Mame:

Description:
Select a File to Upload

File: Choose File | Mo file chosen

2. Modify the parameters required using the table below as reference.

Table 4-8: Music on Hold - Parameters

Parameter Description
Name Enter a descriptive name for the Music On Hold.
Description Enter a description of the Music On Hold.
File Select the file to be uploaded.

445 Modifying Business Hours

Use the Business Hour screen to create a new Business Hour, edit, or delete an existing
Business Hour rule. Business Hours define the working days and hours. A Business Hours
collection consists of the ranges of times for each day of the week. Different sets of
Business Hours can be used for different IVR and ACD definitions.

» To modify Business Hours:

1. Access the Business Hours List page (Management > Auto Attendant > Business
Hours):

Figure 4-23: Business Hours List

Business Hours List

Add New Businass Hours
«|1]»

Name Description

1 Business Hour 1 [E] ®

2. To edit the parameters of a Music On Hold, click 4 and modify the parameters
required.

®

3. To delete a Business Hour, click and confirm the delete action in the Delete

Business Hours page that opens.

4. To add a Business Hour, click Add New Business Hours; the Edit Business Hour
page opens.
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Figure 4-24: Edit Business Hour

Edit Business Hour Business Hour 1

Name:

Description:

Start: 08:00

End: 17:00

Busingss Hour 1

Regular

¥l sun ¥ mon + ¥ Tue ¥ wed ¥ Thu [ Fri
L+ @ + [+ [+ ' + I

08:00 08:00 08:00 08:00

17:00 1700 1700 17:00

4. Managing the Application

5. Modify the parameters required using the table below as reference.

Parameter

Name

Description

Start

End

Table 4-9: Edit Business Hour - Parameters
Description
Enter a descriptive name for the Business Hour.

Enter a description for the Business Hour.

Enter the 'Start' time for each day. Express time as 24-hour time notation,

for example, 20:00=8:00 P.M.

Enter the 'End' time for each day. Express time as 24-hour time notation,

for example, 20:00=8:00 P.M.

6. Click Submit.

A Note: You can use the & icon to add an additional time frame to a specific day.

E.g., Monday: 08:00-12:00 and 14:00:-20:00 are working hours.

446 Modifying Holidays

Use the Holidays screen to create a new Holiday, edit, or delete an existing Holiday.
Holidays define the days on which the company does not work and whose employees are

therefore not available to take calls. Holiday sets are collections of holidays.

Holidays define a set of dates representing collections of holidays. Holidays settings are
used by the IVR and ACD settings to activate a different ACD Flow of IVR for holidays.

» To modify holidays:
1. Access the Holiday Sets page (Management > Auto Attendant > Holidays).

Figure 4-25: Holiday Sets

Name

1 Holiday 1

Holiday Sets

Add Holiday Set
« | 1] »

Description Holidays List

Holiday 1 (christmas), holiday 2 (thanksgiving)
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2. To edit a Holiday, click [ of the specific Holiday and edit the required parameters.

®

3. To delete a Holiday, click and confirm the delete action in the Delete Holiday

page that opens.
» To add a new Holiday:
1. Access the Add Holiday page by clicking the Add New Holiday Set button:
Figure 4-26: Add Holiday Set

Add Holiday Set

Name: [Holiday 1]

Description:

Add Holiday

Name Description Start Date End Date Recurring Active

There is no entry

2. Enter the 'Name' and a 'Description’ of the new Holiday.
3. Click Add New Data:

Figure 4-27: Add Holiday

Add Holiday main_frame

Name:
Description:
Start Date:

End Date:

Is Reccuring: [ |
Is Activated: [

"o [l concer

4. Configure the parameters using the table below as reference.
Bench 4-10: Holiday - Parameters

Parameter Description
Name Enter a descriptive name for the Holiday.
Description Enter a description for the queue.
Start Date Enter the start date and time of the Holiday.
End Date Enter the end date and time of the Holiday.
Is Recurring Select this option if the Holiday is recurring.
Is Activated Select this option to activate the Holiday.

5. Click OK, and then click Submit.
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4.4.7 Modifying IVR Endpoints

The IVR endpoint is a Skype for Business endpoint number created by the Skype for
Business administrator. It is used by Skype for Business to send calls to Auto Attendant.
Each SIP URI or Line URI is associated with a different Auto Attendant IVR tree.

Use the IVR Endpoints List screen to edit and delete Skype for Business Endpoints for the
IVR.

» To modify an IVR endpoint:
1. Access the IVR Endpoints List page (Management > Auto Attendant > IVR

Endpoints):
Figure 4-28: IVR Endpoints List
IVR Endpoints List
Add Mew IVR Endpoint
«|1]»
Display Name SIP URI Tel URT

1 sha02 sip:sba02@QA-DC.local tel:+4492 ®
2 sps103 sip:sps103@QA-DC.local tel:+97237674103 ®

2. To delete an IVR Endpoint, click ® and confirm the delete action in the Delete IVR
Endpoint page that opens.
» To add a new IVR Endpoint:
1. Access the Add IVR Endpoint page by clicking the Add New IVR Endpoint button:
Figure 4-29: Add IVR Endpoint

Add IVR endpoint from existing Lync users

Filter | Find

Eg: ivri, auto-att*

2. To search for an existing Skype for Business user, enter a letter(s) in the 'Filter' field

and click Find.
Figure 4-30: Add IVR Endpoint — Filter and Find
[ Add IVR Endpoint )

Add IVR endpoint from existing Lync users

Fiter |} Ed

Eg: ivri, auto-att*
Search results for ¢

Sip URL Tel URL Display Name Status }-’) !

1 sip:cactest1@QA-De.local tel:+97237672001 cactest1 oK @ Add
2 sip:cactest2@QA-De.local tel:+07237572002 cactest2 oK @ Add

3. To add a specific user to the IVR Endpoints list, click “Jor Add.
4. Inthe User Details screen that opens, click Submit.
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Note: An IVR endpoint can be either a Skype for Business user endpoint or a common
area phone. The benefit of using the common area phone is that it is sometimes easier
for an organization to create. For more details on how to create the common area
phone endpoint, see the Fax Server & Auto Attendant IVR Installation Guide.

448 Modifying IVRs

Use the IVRs screen to create a new IVR, edit, or delete an existing IVR. The IVR process
originates in an incoming call event, performs various actions, and transits to a new state
depending on user input or other external input.
» To modify IVRs:
1. Access the IVRs List page (Management > Auto Attendant > IVRS):

Figure 4-31: IVRs List

IVEs List
Import / Export Add New IVR
«|1]»
Name Description IVR Endpoint
1 i IVR testl sba01 (sip:sbad1@QA-DC.local - tel: +4491) VR Tree & ®
2 IVR2 IVR for testing the silence prompts. 10002 (sip:10002@QA-NEW-AD.local - tel:+97237710002) IVR Tree £ ®

The IVR status is displayed by optional icons on the left side of the IVR’s Name.
The possible icons are:

# The system failed to log in to this user's Skype for Business endpoint

VR is not committed to the server and IVR changes will not take effect

“ IVR is disabled

2. To edit an IVR, either directly access the IVR tree of the required IVR, or access the
Edit IVR screen and then continue via the Manage IVR Flow button, or Import/Export
an IVR.

3. To directly edit an IVR, click the IVR Tree button adjacent to the specific IVR (see
Figure 4-30):

Figure 4-32: Edit an IVR

Refresh Settings Prompts MOH 22}

4. To modify the IVR tree, see Section 4.4.8.1 on page 54.
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» To add anew IVR:
1. Access the Add IVR page by clicking the Add New IVR button:
Figure 4-33: Add New IVR

Name:
Description:

IVR Endpaoint: spslabl (sip:spslabl@QA-DC local - tel+872f ¥

Manage VR Flow

Diuplicate

2. Enter the parameters using the table below as reference.
Table 4-11: Add New IVR - Parameters

Parameter Description
Name Enter a descriptive name for the IVR.
Description Enter a description for the IVR.

Select the required SIP URI from the drop-down list. SIP URI is a Skype for
Business Endpoint or a number used as the access number to the IVR, i.e.,
each call destination to the SIP URI is answered by this IVR tree definition.
SIP URI end points are named by Skype for Business and can be created
and managed by the IVR Endpoint screen. For detailed information on the
IVR Endpoint Tool, see Section 4.4.7, Modifying IVR Endpoints.

IVR Endpoint

Manage IVR Flow Click this button to access the IVR tree.

Click this button to duplicate the existing IVR tree, and then manage the
Duplicate IVR Flow according to your requirements. The button is useful for modifying
a complex IVR tree instead of starting a new IVR tree from nothing.

3. Click Submit.

» To modify an IVR:

1. To edit an IVR via the Edit IVR screen, click 4 of the specific IVR and modify the
required parameters.
2. Click Submit.

3. To delete an IVR, click ®and confirm the delete action in the delete IVR page that
opens.

» To import/export an IVR:

1. To import or export an IVR, click Import / Export. Follow the directions in Section 4.6
on page 91.
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4.4.8.1 Modifying the IVR Tree

The IVR process originates with an incoming call event, performs various actions, and
transits to a new state depending on user input or other external input. Each IVR process is
associated with a single unique SIP URI and phone number. It is made up of building
blocks named IVR nodes. The IVR process begins at the First Answer node. Transitions
to other IVR nodes are performed either by fixed transition, predefined in IVR, for example,
always play a prompt after answering call, or dynamically, according to user input or
external events, for example, ask the user to choose between several options and transit to
the next node accordingly.

An IVR node defines a single IVR operation such as ‘answer call’, ‘play prompt’, etc. Each
IVR node is characterized by a set of properties: Unique ID, Operation type (‘answer call’,
‘play prompt’, etc.), and a map of Configuration Data for the specific node (both mandatory
data, such as the prompt to play, and optional data, such as various timeouts).

The IVR process can be configured and edited by the IVR Tree Tool which is part of the
Auto Attendant Application Web Administration.

To access the IVR Tree Tool, click IVR Tree of the specific IVR, or click Manage IVR Flow:
Figure 4-34: IVR Tree Tool

Commit Revert Refresh Settings Prompts MOH H

The IVR Tree Tool displays tabs that let you quickly access tree options, described in the
following sections.

Note: The IVR designer can move IVR nodes onscreen using drag and drop for better
and easier views of the IVR flow.
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4.4.8.2 Adding a New IVR Node
You can add a new IVR node.
» To add a new IVR Node:

1. Access the Add New Node page by clicking the Add tab.

Figure 4-35: Add New IVR Node
Add new node

g5 o) ©

% @ 6B

B @ ¥ ©

2. Click the requested nodes.
Table 4-12: Add New IVR Node

Icon Action Type Description

IVR menu. Plays a prompt and recognizes user input which

= Menu can be a single DTMF digit, a single spoken word, or a
E number input.
4)) Play Prompt Plays a prompt.
\)) Transfer Transfers a call.
:', Disconnect Disconnects the call.
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Icon Action Type Description
(:‘;& ACD Activates Automatic Call Distribution (ACD).
Holidays and Checks if the organization is on holiday or if it's outside
Business Hours business hours.

I —EI Advanced Script Advanced JAVA script procedure.
=]

Connects the original incoming call with the new outgoing

» 2> 7 Connect Calls

“/' call.
4 oy
t \3 Callout Initiates an outgoing call.

\.r Enables recording input voice that can be used in the same
® Record : ;
IVR session as a special prompt.

Send DTMF Sends DTMF tones.

EEEE
BE0
FEUJ
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4.4.8.2.1 Adding a Menu Node

This IVR node plays a prompt, gets input from the user by DTMF or by speech, and
transfers the caller to another IVR action.

» To add a Menu Node:
1. Click the Menu icon:

Figure 4-36: Add Menu Node

Add New Node

Add Menu node

Mame |

Description

2. Inthe 'Name' field, enter a name for the menu.
3. Inthe 'Description' field, enter a description for the menu.
4. Click Save; the screen shown in Figure 4-37 is displayed.
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Figure 4-37: IVR Menu

& IVR Menu - Menu1

Mame Menu
Description
D Menud49394

@

Main Prompt

@ Add Menu Choice

Condition Action Data

When user selects 0 r

ar says

If no choice is selected and

input is between and digits
ar
input matches regular expression (sample input ]

-

and optionally ends with | #

Then go to | ———— .

Regex match replace
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on Error

Initial silence timeout 3000

Maximum silence errors 3

Silence error prompt @

Escalated silence error prompt @

Maximum recagnition errars 3

Recognition errar prompt @

Escalated recagnition errar prompt @

2n silence or no recognition error gotg, ———— ¥
2n silence error goto — ¥
2n no recognition error goto m—— ¥

Advanced options

Speech and voice recognition language| ———— ¥
Speech synthesizer voice name - ¥
DTMF timeout 4000
Speech completion timeout 500

Barge In [+

OTMF Pre-Flush O

Enable speech number input O
TTS rate 0
ASR Confidence 80

Blind transfer O

Run this action on out call O

Enable menu ambiguity O

5. Modify the parameters required using Table 4-13 as reference.
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Parameter
Name

Description

Main Prompt

Add Menu Choice

Table 4-13: IVR Menu - Parameters
Description
Enter a name for the menu.

Enter a description for the menu.

Click the @ | icon and select the prompt to play from the drop-down list.
This prompt will be played at the beginning of the menu action.

Click the icon and select/configure the following parameters:
= Condition

v When user selects — Select a digit from the drop-down menu. This
is the button the caller is asked to push on his phone (1 to 0, *,#).
After recognizing this digit, the IVR feature performs accordingly.

v Or says — Enter a name/word. After recognizing this name/word,
the IVR feature performs accordingly.

= Action

Select an action from the drop-down menu. After the IVR feature
recognizes either the digit or the name/word the user enters, it will
perform the selected action.

= Data
This field changes according to the Action selected as follows:

v GOTO node - select the node the system should go to. Optional
parameters can be used in the 'Result Value' and ‘Result Name'
fields.

v GOTO ACD - select the ACD the system should go to.

v' Transfer to - the SIP URI or phone number to which the IVR
system will transfer the caller after recognizing the caller's input. For
example, if the caller enters 1 and Next ID is sip:john@domain or
tel:12345, then the IVR system will transfer the call to John’s
extension.

v' Transfer (return if fail) to - same as above and if fails to transfer,
then return the caller to the same menu.

v Play prompt (disconnect) - select the prompt to be played and
disconnect.

v Play prompt (return) - select the prompt to be played and return
the caller to the same menu.

v Change Language — select the language to be used and the next
note to go to.

If no choice is selected and

Input is between
and

Or input matches
regular expression
(sample input)

And optionally
ends with

Select the minimum number of digits the system expects the caller to enter.

Select the maximum number of digits the system expects the caller to
enter.

Enter a regular expression for the digits the system expects the caller to
enter.

To test the regular expression entered above, enter the digits.

Select a symbol from the drop-down menu.
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Parameter

Regex match
replace

On Error:

Initial silence
timeout

Maximum silence
errors

Silence error
prompt

Escalated silence
error prompt

Maximum
recognition errors

Recognition errors
prompt

Escalated
recognition error
prompt

On silence or no
recognition error
goto

On silence error
goto

On no recognition
error goto

Advanced Options

Speech and voice
recognition
language

Speech
synthesizer voice
name

DTMF timeout

Speech completion
timeout

Barge In

Description

The number input with all regex matches replaced with this specified string.
If not specified, then the number input is not modified.

The replaced result is set to the ‘ResultSemantics’ session variable.

For example, for a given number input regex ‘*4(\d3))$’ and an input of
‘4123’ with a replacement of ‘8%1’, the ‘ResultText’ will be set to ‘4123’ and
the ‘ResultSemantics’ will be set to ‘8123".

Enter the length of time within which if the user does not provide input, it's
considered as the initial silence of the user. Value is in milliseconds.

The number of times no input is allowed.

The prompt to be played when the user does not provide any input within a
specified length of time (SilenceTimeOut).

Click and select the prompt to play from the drop-down list.

The prompt to be played after the maximum allowed number of attempts of
silence (MaximumSilence).

Click and select the prompt to play from the drop-down list.

The maximum number of recognition errors allowed.

The prompt to be played after first recognition error.
Click and select the prompt to play from the drop-down list.

The prompt to be played after maximum allowed recognition errors.

The NextID value in case neither SilenceErrorNextid nor
NoRecognitionErrorNextid are defined.

The node the system should go to in case of MaximumSilence errors.

The NextID value if a MaximumRecognition error occurs.

Speech and voice recognition language. If empty, then ‘en-US’ will be
used, if it's installed. Otherwise, the first installed language will be used.

Speech synthesizer voice hame. If empty, then the first installed voice for
configured language will be used.

The maximum time to wait between DTMF tones before terminating
recognition. The value is in milliseconds.

The length of silence required, following user speech, before the speech
recognizer finalizes a result. Value is in milliseconds.

Determines whether this prompt can be recognized by the user.
When selected, recognition begins with the start of the prompt playback.
When cleared, recognition begins after the prompt has finished playing.
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Parameter

DTMF Pre-

Enable speech
number input

Description

Determines whether the DTMF buffer is flushed before recognition starts.
Flush When selected, buffered digits are lost.
When cleared, the user can go ahead and press DTMF keys.

Determines whether to allow speech user input for menu number input, in
addition to DTMF input. If selected, then the menu number input can be
spoken by pronouncing each digit. Note that voicing the whole number is
not supported. For example, if the number required is 142, then ‘one four
two' is accepted but 'one hundred and forty two' is not accepted.

TTS rate The speaking rate of the TTS (speech synthesizer).
Speech recognition confidence. The speech recognition engine accepts
phrases with confidence scores above or equal to this threshold, and

ASR Confidence rejects phrases with confidence scores below this threshold. A value in the

Blind transfer

range of 0-100 sets the phrase confidence rejection threshold to the
specified value. A value of -1 causes the engine to use its default value.

Select this option to activate blind (unattended) transfer (otherwise the
transfer is attended).

Note that if the transfer is blind, then the IVR doesn’t wait for the transfer
result and therefore transfer failures can’'t be handled.

Run this action on Run this action on the outgoing call instead of the incoming call.

out call
If selected, then a number input can begin with one of the menu choice
Enable menu values. This implies that a menu choice is not identified immediately (the
ambiguity IVR can’t know if input 1 is a menu choice or the beginning of the number
123).
6. Click Save.

A\

Note: In some fields of this and other nodes (e.g. ‘Or says’ in the Menu node), you can
enter one of several variables. To access these variables, type $; a drop-down list
opens containing the values detailed in the table below.
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$ Value

Input result

Associated value

Raw input result

Associated
friendly name

Call Start Time
Caller URI

Caller Phone
Number

Caller Phone URI

Caller Display
Name

Callee URI
Callee Phone URI

Callee Display
Name

Call Accept Time

Record File Name

Table 4-14: $ Values - Descriptions
Description
Menu input result.

Semantic value associated with the input. For example, if you entered
John in the Semantic choice value of the Menu node, the call will be
transferred to John's extension.

Menu raw input result.

Defines a user-friendly name associated with input.

Indicates the time the call was received.
Defines the caller URI.

The caller's phone number.

The caller's phone URI.

The caller's display name.

The callee's URI.
The callee's phone URI.

The callee's display name.

The time the call was answered.

The record file name that can be used as a prompt name.

4.4.8.2.2 Adding a Play Prompt Node

The Play Prompt node plays a prompt to the user and continues to another IVR action.

» To add a Play Prompt Node:
1. Click the Prompt icon:

Figure 4-38: Add New Play Prompt Node

Add New Node

Add Play Prompt node

Mame |

Diescription

Save

2. Inthe 'Name' field, enter a name for the prompt.

3. Inthe 'Description’ field, enter a description for the prompt.
4. Click Save:
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Figure 4-39: Add New Play Prompt Node

4) Play prompt(s) - Prompt1

Mame Prompt1

Description

I PlayPrompt75453

Onsuccess goto —— v

Kain Prompt

Advanced options

Speech and voice recognition language | en-Us v
Speech synthesizervoice name

TTS rate 0

Run this action an out call

5. Modify the parameters required using the table below as reference.

Parameter

Name

Description

On success goto

Main Prompt

Speech and voice
recognition
language

Speech
synthesizer voice
name

TTS rate

Run this action on
out call

Table 4-15: New Play Prompt Node - Parameters
Description

Enter a name for the prompt.

Enter a description for the prompt.

After playing the prompt, the system goes to the next IVR Node (perform
the next action) selected from the drop-down menu.

Click . @ I and select the prompt to play from the drop-down. You can add
multiple prompts.

Speech and voice recognition language. If empty, then ‘en-US’ will be
used, if it's installed. If not, the first installed language will be used.

Speech synthesizer voice name. If empty, the first installed voice for
configured language will be used.

The speaking rate of the TTS (speech synthesizer).

Runs this action on the outgoing call.

6. Click Save.
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4.4.8.2.3 Adding a Transfer Node
The Transfer node transfers the caller to a different user.
> To add a Transfer Node:

1. Click the Transfer icon:
Figure 4-40: Add New Transfer Node

Add New Node

Add Transfer node

Name |

Description

2. Inthe 'Name' field, enter a name for the transfer.
3. Inthe 'Description' field, enter a description for the transfer.
4. Click Save:

Figure 4-41: Transfer Call

¥

> Transfer call - Transfer1

Mame Transfer
Cescription
D TransferG97y7a

Transfer destination

Cn Errar

On transfer fail goto)| —————— ¥

Advanced aptions

Blind transfer

5. Modify the parameters required using the table below as reference.

Version 2.1 65 Fax Server and Auto Attendant



A
[ ¢ d AudmCodes Administrator's Guide

Table 4-16: Transfer Call - Parameters

Parameter Description
Name Enter a name for the transfer.
Description Enter a description for the transfer.

The URI destination of the call to transfer. The value must be a valid SIP
URI in a format of sip:user@domain or “tel:12345".

You can enter in this field a variable named ResultSemantics that points to
Transfer a destination that was predefined in the Semantic choice value of the Menu
destination node. To get to this variable, enter $ in the 'Transfer URI' field and select
ResultSemantics from the page that opens.

For example, if you entered John in the Semantic choice value of the
Menu node, the call will be transferred to John’s extension.

On transfer fail Next IVR tree ID if there's a transfer failure.

goto

Blind transfer Select this option to enable Blind Transfer.
6. Click Save.

4.4.8.2.4 Adding a Disconnect Node
The Disconnect node disconnects the call.
» To add a Disconnect Node:

1. Click the Disconnect icon:

Figure 4-42: Add New Disconnect Node
Add New Node

Add Disconnect node

Mame |

Description

2. Inthe 'Name' field, enter a name for the Disconnect.
3. Inthe 'Description' field, enter a description for the Disconnect.
4. Click Save:
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Figure 4-43: Add New Disconnect Node - Hangup

¥ Hangup - Disconnect1

Mame Disconnectt

Description

D Disconnect23932

On success goto) — ¥

Advanced options

Run this action an out call

Modify the parameters required using the table below as reference.

Table 4-17: Add New Disconnect Node - Parameters

Parameter Description
Name Enter a name for the Disconnect
Description Enter a description for the Disconnect
On success go to The NexID value for IVR actions.

Run this action on Run this action on the outgoing call.
out call

5. Click Save.

4.4.8.2.5 Adding an ACD Node
The ACD node sends the caller to an ACD flow.
» To add an ACD Node:

1. Click the ACD icon:
Figure 4-44: Add New ACD Node

Add New Node

Add ACD node

Name AcD 1|

Description
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2. Inthe 'Name' field, enter a name for the ACD node.
3. Inthe 'Description’ field, enter a description for the ACD.
4. Click Save:

Figure 4-45: ACD

= ACD (Automatic Call Distributor) - ACD1

Mame ACD|

Description

D Rgs75484

ACD workflow | ———— v

Modify the parameters required using the table below as reference.
Table 4-18: New ACD Parameters

Parameter Description
Name Enter a name for the ACD.
Description Enter a description for the ACD.
ACD workflow Enter the name of the requested ACD Flow. This ACD Flow needs to be

defined in the ACD Flow under Automatic Call Distribution.
5. Click Save.

4.4.8.2.6 Adding a Holidays and Business Hours Node

This node sends the caller to a different IVR call flow according to the company's holidays
or business working hours definitions. For example, if a caller reaches the company on a
holiday or outside working hours, they'll be answered by a different IVR call flow than when
calling during working hours.

» To add a Holidays and Business Hours Node:

1. Click the Holidays and Business Hours icon:

Figure 4-46: Add a New Holidays & Business Hours Node

Add New Node

Add Holidays & Business Hours node

Name Holiday 1|

Description

2. Inthe 'Name' field, enter a name for the node.
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3. Inthe 'Description’ field, Enter a description for the node.
4. Click Save:

Figure 4-47: Check Holidays & Business Hours

i, Check holiday and business hours - Holiday1

Name Holiday1|

Description

In] CheckHolidayBH46351

Onsuccess goto — ¥

Holiday

Holidays set | ———— -
Holidays prompt (&)

On holiday goto | ——— v

Qutside Business Hours

Business hours set = ————— v
Cutside business hours prompt G—)

When outside business hours goto| ——— ¥

Version 2.1 69 Fax Server and Auto Attendant



?E AudioCodes

Administrator's Guide

Office Closed

Office closed prompt @

When closed goto

Advanced oplions

Speech and voice recognition language | en-Us

Speech synthesizer voice name

5. Modify the parameters required using the table below as reference.

Parameter

Name

Description
On success goto

Holiday
Holidays Set

Holidays prompt

On Holiday goto

Table 4-19: Holidays and Business Hours - Parameters

Description

Enter a name for the node.
Enter a description for the node.

The Next ID value for the next IVR action if the call is during business
hours. Select from the drop-down menu.

The ID value of the holiday table.

The prompt that will be played when on holiday (it overwrite Office Closed
Prompt in case it defined)

Next node if on holiday (it overwrites Office Closed goto in case it defined).

Outside Business Hours

Business Hours
set

Outside Business
hours prompt

When outside
business hours
goto

Office Closed

Office Closed
Prompt

When closed goto

The ID value of the Business Hours table.

The prompt that will be played outside business hours (it overwrite Office
Closed Prompt in case it defined).

Next node if outside business hours (it overwrite Office Closed goto in case
it defined).

The prompt that will be played when the office is closed due to a holiday or
when it's outside business hours, and no specific prompt was defined in
Holidays prompt or Outside Business hours prompt.

Next node when the office is closed due to a holiday or when it's outside
business hours, and no specific next node was defined in On Holiday goto
or When outside business hours goto.
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Parameter Description

Speech and voice Speech and voice recognition language. If empty, then ‘en-US’ will be

recognition used, if it's installed. If not, the first installed language will be used.
language
Speech Speech synthesizer voice name. The default value is the first installed
synthesizer voice voice for the configured language.
name

6. Click Save.

4.4.8.2.7 Adding an Advanced Script Node

This node is for advanced users with knowledge of and experience with Java scripts. It
gives these users the ability to run scripts to make the IVR perform as required.

» To add an Advanced Script Node:
1. Click the Advanced Script icon:
Figure 4-48: Add a New Advanced Script Node

Add New Node

Add Advanced Script node

Mame

Descripfion

A

2. Inthe 'Name' field, enter a name for the node.
3. Inthe 'Description’ field, enter a description for the node, and then click Save:
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Figure 4-49: Run a Script

Ivr

& Run a script - Adv1
Name Advl
Description
Script File | = A
(&
On success gofo| ———— v
On Error
On erer gote| ————— v
Advanced options
On script false gote | ———— A
¥ default
v default
close
4
4. Modify the parameters required using the table below as reference.
Table 4-20: Run a Script - Parameters
Parameter Description
Name Enter a name for the node.
Description Enter a description for the node.

From the dropdown, select the Java script you require. The IVR offers
Script File different types of Java scripts with built-in examples. You can write your
own script to make the IVR perform specific actions you require.

On success go to From the dropdown, select the next IVR action's ID value.

On Error
On error goto

Advanced Options

On script false
goto

5. Click Save.

From the dropdown, select the next node if an error occurs in the current
node.

From the dropdown, select the next node if the specified condition is met.
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4.4.8.2.8 Adding a Connect Calls Node

The Connect Calls node connects the incoming call with the outgoing call. The incoming
call is the call that started this specific IVR process. The outgoing call is a call that can
optionally be initiated as part of the IVR CALLOUT node.
» To add a Connect Calls Node:

1. Click the Connect Calls icon:

Figure 4-50: Add a Connect Calls Node
Add New Node

Add Connect Calls node
Mame |
Description

2. Inthe 'Name' field, enter a name for the node.

3. Inthe 'Description’ field, enter a description for the node and click Save:

Figure 4-51: Connect the Incoming and Outgoing Calls
v Connect the incoming and outgoing calls - Connect1
Mame Connect
Description
In] Connect74226
Save close
4. Modify the parameters required using Table 4-21 as reference.
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Table 4-21: Connect Calls - Parameters
Parameter Description
Name Enter a name for the node.
Description Enter a description for the node.

5. Click Save.

4.4.8.2.9 Adding a Callout Node

This node initiates an outgoing call as part of the IVR process. Once successful, there are
two different calls associated with the same call session — an incoming call and an
outgoing call. Note that the two calls are not connected at this stage and run as separate
calls. They're connected only after 'Connect Calls' node is activated.

> To add a Callout Node:
1. Click the Callout icon:
Figure 4-52: Add a New Callout Node

Add New Node

Add Callout node

Name Callout|

Description

2. Inthe 'Name' field, enter a name for the node.

3. Inthe 'Description’ field, Enter a description for the node and click Save:
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Figure 4-53: Call a Given Destination

v Call a given destination - Callout1

Marme Calloutd

Description

D Callout59702

Onsuccess goto ——— v

Destination to call

2n Errar

On error goto| ———— v

Advanced oplions

Maximum out call establish time in seconds | 19

4. Modify the parameters required using the table below as reference.
Table 4-22: Call a Given Destination - Parameters
Parameter Description
Name Enter a name for the node.
Description Enter a description for the node.

On success go to

Destination to call

On Error

On error goto

menu.

Advanced Options

Maximum out call

establish time in

seconds

5.

Click Save.

The Next ID value for the next IVR action. Select from the drop-down

Destination to call. The format is SIP URI, TEL URI, or a phone number.

Next node if an error occurs in the current node.

Maximum time, in seconds, to establish a new outgoing call.
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4.4.8.2.10Adding a Record Node

The Record node enables recording of input voice of the incoming call. The recording can
only be used in the same IVR session as a special prompt. The recorded file hame is

accessible via the session variable ${RecordFileName} and can be used later with Play
Prompt node.

» To add a Record Node:
1. Click the Record icon:

Figure 4-54: Add a New Record Node

Add New Node

Add Record node

Mame Record

Crescription

2. Inthe 'Name' field, enter a name for the node.

3. Inthe 'Description’ field, enter a description for the node.
4. Click Save:
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Figure 4-55: Record a Message

e

Mame

]

Record a message - Record1

Crescription

On success goto —— ¥

DTMF termination key & ¥
On Error
On error gotg| ————— v

Advanced options

Run this action on out call

Maximum time in seconds for a recording 50

Record1

Record83940

5. Modify the parameters required using Table 4-23 as reference.

Parameter

Name

Description

On success go to
DTMF termination
key

On Error

On error goto
Advanced Options

Run this action on
out call

Maximum time in
seconds for a
recording

Table 4-23: Record a Message Parameters
Description

Enter a name for the node.
Enter a description for the node.

The Next ID value for the next IVR action. Select from the drop-down
menu.

A DTMF key that will terminate DTMF recognition immediately.

Next node if an error occurs in current node.

Run this action on the outgoing call.

Maximum time in seconds for a recording.

6. Click Save.
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4.4.8.2.11Adding a Send DTMF Node
The Send DTMF node allows the IVR feature to send DTMF tones to a destination.
> To add a Send DTMF Node:

1. Click the Send DTMF icon:
Figure 4-56: Add a New Send DTMF Node

Add New Node

Add Send DTMF node

Name Send DTMF|

Drescription

3. Inthe 'Description’ field, enter a description for the node and click Save:
Figure 4-57: Send DTMF Tones

i Send DTMF tones - Send DTMF1

2. Inthe 'Name' field, enter a name for the node.

Name Send DTMF1

Description

D SendDtmfa2040

Onsuccessgote | e v

Comma separated DTMF tones to send. Add extra comma for ane second delay

Cn Error

Time in milliseconds to wait after each DTMF send 230

Run this action on out call
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4. Modify the parameters required using the table below as reference.

Parameter

Name

Description
On success go to

Comma separated
DTMF tones to
send. Add extra
comma for one
second delay

On Error

On error goto
Advanced Options
Timein
milliseconds to

wait after each
DTMF send

Run this action on
out call

Figure 4-58: Send DTMF Tones — Parameters
Description

Enter a name for the node.
Enter a description for the node.

The Next ID value for the next IVR action. Select from the drop-down
menu.

Comma separated DTMF tones to send. Add extra comma for one second
delay. For example, ‘1,,,2,3" will send ‘1’, wait for two seconds, send ‘2’,
and send ‘3.

Next node if an error occurs in current node.

Time in milliseconds to wait after each DTMF send. This time is in addition
to the delay time defined in the DTMF tones string.

Run this action on the outgoing call

5. Click Save.

Virtual (Auto) Nodes

Virtual node is a node that the menu automatically points to and which the administrator
cannot add manually, for example, auto transfer, auto play prompt, etc. Virtual nodes are
displayed as faded rounded nodes in the tree, as shown in Figure 4-59.

Note: You cannot add, delete or edit these nodes.

A\

Figure 4-59: Virtual Nodes

Add Refresh Settings Prompts MOH ke
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4.4.8.3

4.48.4

4.4.8.5

4.4.8.6

4.4.8.7

4.4.8.8

4.4.8.9

Committing Modifications

Use the Commit tab in the IVR Tree Tool shown in Figure 4-34 for the system to deploy all
your changes and settings.

Reverting to the Pre-Commit Configuration

Use the Revert tab in the IVR Tree Tool shown in Figure 4-34 for the system to return to
the settings and configuration set at the last Commit.

Refreshing the IVR Display

Use the Refresh tab in the IVR Tree Tool shown in Figure 4-34 to refresh the IVR display.

Overriding Default Auto Attendant General Settings

Use the Settings tab in the IVR Tree Tool shown in Figure 4-34 to override the default
Auto Attendant General Settings for the specific IVR tree. These parameters override the
parameters that were defined in 'General Settings' under 'Auto Attendant'. For detailed
descriptions of the parameters, see Section 4.4.2 on page 42.

Managing Prompts

Use the Prompts tab in the IVR Tree Tool shown in Figure 4-34 to modify the prompts
parameters. These prompts are the same prompts that were defined in 'Prompt' under
'‘Auto Attendant’. For detailed descriptions of the parameters, see Section 4.4.3 on page
45.

Managing MOH

Use the MOH tab in the IVR Tree Tool shown in Figure 4-34 to modify the Music On Hold
parameters. These parameters are the same parameters that were defined in 'Music On
Hold' under 'Auto Attendant'. For detailed descriptions of the parameters, see Section 4.4.4
on page 47.

Displaying Full Screen

Use the E tab in the IVR Tree Tool shown in Figure 4-34 to display the IVR application
in full screen mode.
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4.5 Managing ACD

451 ACD Overview

An ACD is a simple or a complex hunt group that plays a greeting to callers, and then
places the call in a queue searches for the first available agent to answer this call.

An ACD may have different routing settings for working hours, non-working hours, and
holidays. Different ACDs may implement different agent search methods and actions to
take once an agent is unavailable.

An ACD must contain the following:

B Agents
H  Groups
B Queues
B ACD Flows

45.1.1 Agents

An agent is the person that answers the call at the end of the Response Group process.
The agent can be a salesperson or a member of the customer support team; an entity that
eventually talks with the call initiator. An agent can be an existing Skype for Business user
or any external number. ACD calls a Skype for Business agent only if their presence is
‘Available’ or ‘Inactive’, unless the ‘Ignore presence’ was selected.

ACD will always call external phone numbers.

An agent is part of an Agent Group.

45.1.2 Groups

An Agent Group is a group of agents that are assigned to this group according to a
specified order. The Group also defines the agents routing method, time, etc.

4.5.1.3 Queues

Queues hold callers until an agent answers the call. A queue routes the call to a group (or
multiple groups) of agents. The group matches the caller to an agent using a variety of
methods such as longest idle routing or round robin routing.

4.5.1.4 ACD Flows

An ACD Flow defines the behavior of a call from the time the phone rings to the time
somebody answers the call. The ACD Flow specifies the queue to use for holding the call.
An ACD Flow also defines settings such as a welcome message, music on hold, different
actions to perform outside business hours and over holidays.

Note: You must create agent, groups, and queues before creating an ACD Flow that
uses them.
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45.15 ACD Flow Process

Following is an example of an ACD Flow process.

1.
2.

5.

[Optional] The caller is greeted by a message.

The holiday and business hours logic runs (holidays take precedence over business
hours). The result depends on the day and time of day.

a. If the business is closed, the caller hears an optional message before the
application transfers the caller to a configured target or disconnects the call.
b. If the business is open, the caller goes to the next step of the ACD Flow.

The caller is put in the appropriate queue.

The caller listens to music while waiting for the Match Making process to locate an
available agent.

a. After an agent is located, the ACD Flow component attempts to transfer the call
to that agent. If the transfer fails, the Match Making component searches for a
new agent. The caller remains on hold with music playing while waiting to be
connected to another agent.

b. If a queue timeout or a queue overflow occurs, the ACD Flow transfers the caller
to a target or disconnects the call, depending on how the administrator configured
the queue. If the transfer to the target fails, the call is disconnected.

The ACD Flow is ended. The media connection is ended.

At any time during the preceding process, the caller can disconnect the call. In this case,
the ACD Flow is automatically ended.

45.2 Modifying Agents

Use Agents to create a new agent, edit, or delete an existing agent.

» To modify Agents:
1. Access the Agents List (Management > Automatic Call Distribution > Agents):
Figure 4-60: Agents List
Agenis Liss
Add New Agent
«|1]»
Display Name stP URL Tel urt

1 eldad sip:eldad @QA-DC.local tel:+972376760830 [E4] ®
2 eran sip:eran@QA-DC.local tel:+97289933052 B ®@
3 avi teli+972312345 & ®

2. To edit the parameters of an Agent, click Eand modify the parameters required.

3. Todelete an Agent, click @’and confirm the delete action in the Delete Agent page

that opens.
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» To add a new Agent:
1. Access the Add Agent page by clicking the Add New Agent button:

Figure 4-61: Add Agent
Add Agent

Add Phone Number

Add Phone Mumber

Add Agent From List

Fiter || Find
Eqg: John Smith, *ohn Smith, John Sm

[[] Hide existing users

2. To add a phone number, click Add Phone Number and enter the 'Display Name' and
"Tel URI'. Use this format for the Tel URI: tel:+972312345

Figure 4-62: Add Phone Number

Display Mame:

TEL:
Example: +2345678

Tel URI:

3. Toadd an agent from a list, enter the full or partial name of the Skype for Business
user you're seeking, and click Find.

Figure 4-63: Add an Agent from a List - Find

Add Agent
‘Filter 5] Find |
Eg: John Smith, *ohn Smith, John Sm
[T Hide existing users
Search results for: s
Sip URI Tel URI Display Name Status Qe
1 sip:sba_new_name_1@QA-DC.local tel: +777779 sba_new_name_1 oK ) Add
2 sip:sba01@QA-DC.local tel: +4451 sba0l oK & Add
3 sip:sha0D2@QA-DC.local tel: +4452 sba0z aK & Add

4. To add an Agent from the table, click Jor Add. In the Add Agent page that opens
with the selected Agent, click Submit.
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Figure 4-64: Add Agent from Table

Display Name: eran
SIP URI: eran@Ca-DC local
Tel URI: tel+97 289933052

[[] Ignore Presence

5. Select the 'Ignore Presence' option to allow call routing to this agent by ignoring
agent’s availability (i.e., transfer calls even if the agent is busy or in Away mode).

45.3 Modifying Groups

Use Groups to create a new agent, edit, or delete an existing agent.

» To modify Groups:

1. Access the Groups List page (Management > Automatic Call Distribution >
Groups):

Figure 4-65: Groups List

Groups List
Add New Group
£j 1=

Name Description

1 group1 & ®

[#

2. To edit the parameters of a group, click and modify the parameters required.

®

3. To delete a Group, click
that opens.

and confirm the delete action in the Delete Group page
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» To add a new Group:
1. Access the Add Group page by clicking the Add New Group button:
Figure 4-66: Add New Group

Add Group
Mame:
Desctiption:
Alert Time (seconds): 0 5
Routing Methed: El
Available Agents Selected Agents
Available Selected
sipitest1@lync2013.net - -

sipitestZ@lync2013.net

==

=

2. Enter the required parameters using the table below as reference.

Table 4-24: New Group - Parameters

Parameter Description
Name Enter an identifying name for the agent group.
Description Enter a description for the group.
Alert time Specify the number of seconds to ring an agent before offering the call to
(seconds) the next available agent.

Select the method for routing calls to agents in the group as follows:

« Serial - to offer a new call to the agents in the order in which they are
listed in the Agent list.

« Parallel - to offer a new call to all available agents at the same time.
The call is sent to the first agent who accepts it.

« Round robin - to offer a new call to each agent in turn.

« Longest idle - to offer a new call first to the agent who has been idle
the longest.

3. Click Submit.

To modify Agents assigned to the Group, move the required Agents from the
'‘Available Agents' column on the left to the 'Selected Agents' column on the right. Use
the arrow buttons for moving Agents from left to right and/or from right to left.

5. Click Submit.

Routing method
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45.4 Modifying Queues

Use the Queues List page to create a new Queue, edit, or delete an existing Queue.

» To modify Queues:

1. Access the Queues List page (Management > Automatic Call Distribution >

Queues):

Name

1 queuel

2. To edit the parameters of a Queue, click

®

3. To delete a Queue, click

page that opens.

> To add a Queue:

1. Click Add New Queue:
Figure 4-68: Queues

Figure 4-67: Queues List

Queues List

Add New Queue

| 1] »

Description

&

and modify the required parameters.

and confirm the delete action in the Delete Queue

Mame:

Description:

[ Enable queue time-out:

Time-Cut Period (seconds):

Call Action:

[] Enable queue averflow:
Maximum number of calls:
Forward the Call:

Call Action:

Available Groups
Available
group

bR

=

Selected Groups
Selected

Administrator's Guide
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2. Modify the parameters required using the table below as reference.

Parameter

Name
Description

Enable queue time-
out

Time-out period
(seconds)

Call Action

Enable queue
overflow

Maximum number of
calls

Forward the Call

Call Action

Table 4-25: Queues - Parameters
Description

Enter an identifying name for the queue
Enter a description for the queue

Check this box to specify a maximum period of time for a caller to wait on
hold before an agent answers the call, and then do the following:

Specify the maximum number of seconds a caller waits for an agent to
answer the call.

Select the action that occurs when a call times out as follows:

- Disconnect to disconnect the call after the timeout.

- Forward to voice mail to forward the call to voice mail, and then in the SIP
address field, enter a voice mail address in the SIP format.

- Forward to telephone number to forward the call to another telephone
number, and then in the SIP address field, type the telephone number in
the right format (for example, sip:+142555501@abc.com).

- Forward to SIP address to forward the call to another user, and then in
the SIP address field, type the URI for the user in the SIP format.

- Forward to another queue to forward the call to another queue, and then
select the queue that you want to use.

Check this box to specify a maximum number of calls that the queue can
hold.

Select the maximum number of calls that you want the queue to hold.

Select which call to forward when the queue is full:
Newest call, or Oldest call.

Select the action that occurs when the overflow threshold is met:

« Disconnect - to disconnect the call after the timeout.

« Forward to voice mail - to forward the call to voice mail, and then in the
SIP address field, enter a voice mail address in the SIP format.

« Forward to telephone number - to forward the call to another telephone
number, and then in the SIP address field, type the telephone number in
the right format (for example, sip:+142555501@abc.com).

« Forward to - SIP address to forward the call to another user, and then in
the SIP address field, type the URI for the user in the SIP format.

« Forward to another queue - to forward the call to another queue, and
then select the queue that you want to use.

3. Click Submit.
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455 Modifying ACD Flows
Use the ACD Flows screen to create a new ACD Flow, edit, or delete an existing ACD
Flow. An ACD Flow defines the behavior of a call from the time that the phone rings to the
time that someone answers the call. The ACD Flow specifies the queue to use for holding
the call, and specifies the routing method to use for hunt groups or the questions and
answers to use for interactive response groups. An ACD Flow also defines settings such as
a welcome message, music on hold, business hours, and holidays.
» To modify ACD Flow:
1. Access the ACD Flow List page (Management > Automatic Call Distribution > ACD
Flows):
Figure 4-69: ACD Flows
Name Description
1 Erez Test = ®
2. To delete an ACD Flow, click ®and confirm the delete action in the Delete ACD
Flow Group page that opens.
3. To editan ACD Flow, click i of the specific ACD Flow.
4. Modify the parameters required using the tables below as reference. The parameters
are grouped under four tabs: General Settings, Outside of Business hours,
Holiday, and Queue.
5. Click the General Settings tab:
Figure 4-70: Edit ACD Flow — General Settings
[ Edit ACD Flow acd 1
General Settings Outside of Business Hours Holiday Queue
Description:
Play message:
Add prompt
-------- - ®
Table 4-26: ACD Flow — General Settings
Parameter Description
Name Enter a descriptive name for the ACD Flow.
Description Enter a description for the ACD Flow.
Language Select the language that you want to use for text-to-speech.
Play prompt From the pull-down menu, select a prompt to be played once the caller

enters the queue.

6. Click the Outside of Business Hours tab:
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Figure 4-71: Edit ACD Flow — Outside of Business Hours tab

Edit ACD Flow acd 1

General Settings Qutside of Business Hours ‘ Holiday | Queue

Business Hour: |~ [~

Outside of business hours, process call as follows:

Play message outside of business hours:

© pisconnect call

O Forward to voice mail
SIP:

Example: jhon@company.com

© Forward to SIP URI
sip:

Example: jhon@ecompany.com

© Forward to telephone number
=l
Example: +7845213353@company com

Table 4-27: ACD Flow — Outside of Business Hours Parameters

Parameter Description
Business hour From the drop-down list, select the schedule you want to use.
Add oromot To play a message outside of business hours, click Add prompt and then

promp select the Prompt from the drop-down list

Specify how to handle calls after the message is played:

Disconnect Disconnect the call.
Forward to voice Forward the call to voice mail, and then type the voice mail SIP address.
mail
Forward to SIP URI Forward the call to another user, and then type the user SIP address.
Forward to Forward the call to another telephone number, and then type the telephone
telephone number number.

7. Click the Holiday tab:
Figure 4-72: Edit ACD Flow — Holiday tab

Edit ACD Flow acd 1

General Settings Outside of Business Hours | Holiday ‘ Queue

Holiday: — E‘

During holidays, process call as follows:

@) Disconnect call

@ Forward to voice mail
SIP:

Example. jhon@company.com

@ Forward to SIP URI
sIP:

Example: jhon@company.com

© Forward to telephone number
TEL:
Example: +14525412452@company.com
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Table 4-28: ACD Flow — Holiday Parameters

Parameter Description
Holiday Select a holiday from the drop-down list.
Add prompt To play a message on Holiday, click Add prompt and then select the

Prompt from the drop-down list.

Specify how to handle calls after the message is played:

Disconnect Disconnect the call.

Forward to voice Forward the call to voice mail, and then type the voice mail SIP address.
mail

Forward to SIP URI Forward the call to another user, and then type the user SIP address.
Forward to Forward the call to another telephone number, and then type the telephone
telephone number number.

8. Click the Queue tab:
Figure 4-73: Edit ACD Flow — Queue tab

Edit ACD Flowacd 1

General Settings Qutside of Business Hours Holiday Queue

Queuse: test g El

Use Default

Music on hold:  Alternate Music: | ———

Table 4-29: ACD Flow — Queue Parameters

Parameter Description
Select the Queue from this drop-down list. This Queue will receive the calls
Queue . ;
until an agent becomes available.
Use Default Select this option to use the default system Music on Hold.
Music on hold: Select the music the caller hears while waiting on hold.

Alternate music

9. Click Submit.
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4.6  Managing Importing
4.6.1 Importing / Exporting ACD and IVR Entities
Use the Import / Export screen to import and/or export the ACD and IVR entities - Agents,
Groups, Queues, ACD Flows, IVRs, IVR Endpoints, Prompts, MOHs, Business Hours, and
Holidays.
» Toimport / export Agents:
1. Access the Import page (Management > Automatic Call Distribution > Import >
Import / Export):
Figure 4-74: Import
Import
Agents
Expart

Import

Create Template

Select a File to Import

Choose File | Mofile chosen

Import Results:

To export the Agents list to a CSV file, click the Export button; the following
ExportAgents.csv file appears on the page:

i4] ExportAgents.csv T

Click it to display the CSV file in Excel.

To create an Agents template, click the Create Template button; an
AgentsTemplate.csv file is created. Use this file to create and edit Agents.

To export an Agents file, click the Choose File button. Select the CSV file you want to
import, and click the Import button; the Import Results pane displays the results of the
import.

To import / export Groups:

Follow the same procedure as for Agents. See above.
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» Toimport / export Queues:

Follow the same procedure as for Agents. See above.

» Toimport / export ACD Flows:

Follow the same procedure as for Agents. See above.

» Toimport / export IVRs:

Follow the same procedure as for Agents. See above.

» Toimport/export IVR Endpoints:

Follow the same procedure as for Agents. See above.

» Toimport / export Prompts:

Follow the same procedure as for Agents. See above.

» To import / export MOHs:

Follow the same procedure as for Agents. See above.

» Toimport / export Business Hours:

Follow the same procedure as for Agents. See above.

» Toimport / export Holidays:

Follow the same procedure as for Agents. See above.
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4.6.2 Loading Samples

Use the Load Samples screen to load a given sample. A sample can include Agents,
Groups, Queues, ACD Flows, IVRs, IVR Endpoints, Prompts, MOHs, Business Hours, and
Holidays.

IVR samples are predefined IVR menus shipped with the system. Using the samples is a
good way to get started after installing Auto Attendant.

» Toload a sample:

1. Access the Load Sample page (Management > Automatic Call Distribution >
Import > Load Sample):

Figure 4-75: Load Sample

Name Description

the name this is the sample description Load sample to the system

Sample 1 this is the sample 1 description Load sample to the system

2. Click the Load sample to the system button adjacent to the sample you want to load.

Version 2.1 93 Fax Server and Auto Attendant



A
[ ¢ ‘ AudmCodes Administrator's Guide

This page is intentionally left blank.

Administrator's Guide 94 Document #: LTRT-28866



Administrator's Guide 5. Diagnosing Application and Determining Status

5

5.1

5.11

Diagnosing Application and Determining
Status

The Status and Diagnostics navigation tree lets administrators view the current status of
the Fax Server and Auto Attendant, and access archived log files and alarms.

If an issue with a specific application feature is encountered, the Status and Diagnostics
functionality can be used to assess the issue and assist Technical Support to troubleshoot
it.

Using Logs to Troubleshoot Issues

Each process in the application generates log files that can be used to troubleshoot and
resolve problems.

B Only qualified technicians should use the log files.

B Old log files are automatically deleted from the application to maintain sufficient disk
space.

B Log files are plain text files that can be viewed in any text editor.

B Each row in the log file contains the action, exact time and date, severity level, and
description.

Viewing Logs

The Application Logs page provides access to the application log files running, including
that of the Application Web Administration.

» To view Application Logs:

1. Access the Application Logs page (Status & Diagnostics > Logs > Application
Logs):

Figure 5-1: Application Logs

Application Logs

@@ Fax In Service (o
@@ Fax Out Service [
G  Auto Attendant Service [
i@  System Watchdog u
@@  Fax Server [
@  Fax Engine (o
@ Wweb Admin (o
@@  Activity (o
[Zd Backup u

Download all current log files

The page displays all applications running in the system.

2. Click the u button adjacent to the application whose logs you want to access, e.g.,
Email To Fax Service.
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The table below describes each application service:

Service
Fax In Service
Fax Out Service
Auto Attendant Service
System Watchdog
Fax Server
Fax Engine
Web Admin

Activity

Backup

Table 5-1: Application Services
Description
Includes the logs of the fax to email service.
Includes the logs of the email to fax service.
Includes the logs of the Auto Attendant service.
Includes the logs of the system watchdog.
Includes the logs of the fax server.
Includes the logs of the fax engine application.
Includes the logs of the Application Web Administration.

Includes records of any changes made to the Application system
from the Application Web Administration.

Includes logs from the backup application.

Figure 5-2: Application Logs — Email Service

Application Logs

Email To Fax Service

l@  Archive Files.

m2fhm.log (24-11-2013 15:45:08) 506.70 KB

T
L_?_ Hide log lines El

Log Level |Trace |z|

The page lists all log files associated with the selected application (Email To Fax
Service, in this example).

3. To open a specific log file, select the number of log lines you want to see and click the
[ button adjacent to the required log file.

4. To open old log files, click the % button adjacent to the (.l Archive Files folder.
5. To save afile, click Save.

Tip: You can download all the latest application log files in a single operation

using the Download all current log files button. The output file is a zip file of all
applications' latest log files.
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5.2  Viewing Received Faxes and Mails

The Application Administrator’s Tool lets you view the received faxes and mails.

5.2.1 Viewing Received Faxes

The Application lets you view a detailed list of all received faxes and to download a
selected fax.

>
1.

To view received faxes:

Access the Received Faxes page (Status & Diagnostics > Call Logs > Received
Faxes):

Figure 5-3: Received Faxes

Select status Al

Create Tima

2013-10-03 08:36:53

Received Faxes
. X s SoL .
L / 5, <-first | prev| next| last-= Showing 0 - 15 out of 228
From (CLI) To Email To Number Display Name  FAXID Pages Server Status Service Status | Notes
234234 shay.harel@audiocodes.com 234234234 OTFFaxSender 1 Timeout OK Time
. , .
To download a selected fax, click the fax’s icon.

To scroll between multiple pages, click first, prev, next or last at the bottom of the
Received Faxes page.

4. To export the Received Faxes to a csv file, click the i.- icon.
5. Tofilter search results according to your requirements, click the Y icon:
Figure 5-4: Received Faxes — Filter Search Results
Create New Filter
Select status
From Date |
To Date ]
From Email
From Number Contains
To Number Contains
Sort By Create Time EI ASC B
Number Rows 15
Status N Filter
Service Status Mo Filter
Cancel
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6. Configure the parameters using the table below as reference.

Table 5-2: Received Faxes Filter - Parameters
Service Description

Select Status Select the status of the faxes to be filtered:
All, Successful, or Failed.

From Date Check this box to set the start date from which faxes will be
filtered, and enter the date.

To Date Check this box to set the date until which faxes will be filtered.

From Email The Email address the fax was sent from.

From Number The phone number the faxes were received from. You can further
filter the phone number according to one of the following possible
criteria:

Contains — The phone number contains the digit(s) entered
Exact — The phone numbers matches fully the number entered
Begins with — The phone number begins with the digit(s) entered
Ends with — The phone number ends with the digit(s) entered
Advanced options — Use the syntax displayed

To Number The destination fax number.

Sort by Sort the faxes according to one of the following possible criteria:

« Create time

e From Email

e To number

e« From Number
« Display Name
« Pages

« Service Status
« Server Status
« Notes

« Download

You can sort the result in ASCending order or DESCending order
Number Rows The number of rows to be displayed in the table

Status Application status

7. Torun the last filtered query, click the % icon.
8. Click Create Filter.
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5.2.2 Viewing Sent Faxes

You can view a detailed list of all sent faxes and download a selected fax.

>
1.

Select status | Al

Create Time

2014-02-02 09:13:38

To view received Mails:
Access the Sent Faxes page (Status & Diagnostics > Call Logs > Sent Faxes):

Figure 5-5: Sent Faxes
Sent Faxes
L ?‘ S%L <-first | prev| next| last-= Showing 0 - 15 out of 18

From Fmail To Number From Number Display Name Pages  Service Status

kairat.ziman@audiocodes.com = 03544857587 039764000 AudioCodes Fax 1 Successful

To download a selected fax, click the fax’s icon.

To scroll between multiple pages, click first, prev, next or last at the bottom of the
Sent Faxes page.

X
To export the sent faxes to a CSV file, click the w== icon.

4,
5. To filter search results according to your requirements, click the W icon and follow
the instructions under Section 5.2.1, Viewing Received Faxes, on page 97.
6. To run the last filtered query, click the % icon.
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5.3  Viewing Application System Status

You can view the status of services and applications, the last test calls, and make a test
call.

» To view system status:

1. Access the System Status page (Status & Diagnostics > System Status > System

Status):
Figure 5-6: System Status
System Status
Service Status Up Time Handles Threads Private Memory/Working Set Version

Fax To Email Service Running Q @ 6 days, 07:31:33 359 15 52.04 MB/13.84 KB 1.0.0.9
Email To Fax Service Running () € 05:35:01 518 16 53.91 MB/16.78 KB 1.0.0.1
System Watchdog Running (3} 2 days, 23:31:46 452 15 52.93 MB/18.46 KB 1.0.0.9
Fax Server Running i) €5 03:37:49 253 12 6.54 MB/4.65 KB

Fax Engine Running () @ 03:39:15 144 & 3.93 MB/3.47 KB

Fax Converter Running () € 06:38:32 86 8 3.26 MB/1.63 KB 6.4
Mail Server Running () €3 19 days, 06:54:26 400 58 245.50 MB/154.84 KB 1.0

The System Status page lists all services. The page enables stopping/starting each
service. Each service displays these attributes:

Table 5-3: Service Status

Attribute Description
Service Defines the service application name.
Status Defines the current status of the process: Running or Stopped.
Up Time Defines the time the service was started.
Handles Defines the handles count used by the service.
Threads Defines the threads count used by the service.

Private Memory / Working | Defines the memory usage used by the service.
Set

Version Defines the version of the service.

The page includes Stop/Start/Restart buttons to quickly control a service.
B Use the Stop button @ to stop a service.

B Use the Start button g’to start a service

B Use the Restart button ‘fﬁ’ to restart a service.

A Note: The Fax System Watchdog service cannot be stopped.
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> Toview last test calls:

1. Access the Last Test Calls page (Status & Diagnostics > System Status > Last

Test Calls):
Figure 5-7: Last Test Calls
Last Test Calls
Session Id Is Finished Finish Time Destination
3264:1 true 2014-03-06 10:45:11.125409 sip:sba01@QA-DC.local B

2. To view details of last calls, click the [ icon:

Figure 5-8: Test Call - Details

Test Call
Test Call was finished at 2014-03-06 10:45:11.125409
Flay Recording 1 »
Time Occurred Event Type Event Data ( Key: Value )
5014-03-06 10:44:12.510510 ) Caller Uri: siporm49@QA-DC.local
00:00 (sec) MNew Incoming
Sip Call 1d: a2a773fe-0db2-4353-9%934-44e18a3c7241
2014-03-06 10:44:12.532087 . i 4
00:00 (sec) Ivr Start Ivr Mame: IVR test1
Mode Name: First Answer node
2014-03-06 10:44:12.549742 .
00:00 (sec) Ivr Start Node Mode Type: Accept
Mode |d: answer
Call Prev State Incoming
2014-03-06 10:44:12.703727 . -
0000 (sec) In Call State Changed Call State: Establishing
Transition Reason Accepted
Call Prev State Establishing
2014-03-06 10:44:13.492291 . -
0001 (sec) In Call State Changed Call State: Established

e

ad (2).wma 7| 4] download (1}.wma T

3. To play the test call recording, click the Play Recording button and then click the
minimized download.wma window located in the page's lower left corner.

> To make atest call:

1. Access the Test Call page (Status & Diagnostics > System Status > Test Call):
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Figure 5-9: Test Call
( Test Call
Use this test call to initiate a call by the VR to any one of its own [VRs.
callto VR VR testd v
Optional caller identity
Caller SIP URI Example: john@domain.com
Caller Tel URI Example: +38765432

OTHF input

Example: 0.1,,,,38

Test Call

From the 'Call to IVR' drop-down menu, select the IVR to call to.

Optionally, enter the caller's identity by defining the caller's 'SIP URI', 'Tel URI', and
'Display Name' fields.

Optionally, enter optional comma-separated DTMF inputs to send to the IVR.

Each input will automatically be sent whenever IVR expects DTMF input.

You may add additional commas to delay input by one second each.

For example, ‘3,55#" will wait for first menu input, send ‘3’, wait for second menu input,
and then send ‘55#'.

‘3,,,,55#" will wait for first menu input, send ‘3’, wait for second menu input, wait three
seconds, and then send ‘55#'.

Click the Test Call button; the Test Call results are displayed, as shown in
Figure 5-10.
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Figure 5-10: Test Call Results

Test Call
onfiguration  Management [%1
\_ Test Call to sip:10001@QA-NEW-AD.local is runnig
&t Just 00:50 to wait
]Logs
]CEH Logs
]5ystam Status
System Status ~
Time Occurred Event Type Event Data { Key: Va
Last Test Calls
Test Call
2014-03-05 15:00:36.855732 Caller Uri sip:ivr-lync-2013-site1@qa-new-ad.ic
00.00 (sec) T New Incoming
Sip Call Id: bhb5ed2c8-aa2b-4e2c-8080-MH608515c:
ggég'{ggéos CEB LR Ivr Start Ivr Name: VR test?
Node Name First Answer node
3853'{25&05 LRI Ivr Start Node Node Type Accept
Node 1d: answer
Call Prev State: Incoming
ggég}ggéos LALIEE L In Call State Changed Call State: Establishing
Transition Reason: Accepted
Call Prev State: Establishing
s I In Call State Changad Call Stats: Established
Transition Reason: Established
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6

Adding a New Language Pack

The IVR installation includes only an EN-US language pack. To add a new language pack,
install the required language from the 'Microsoft Speech Platform - Runtime Languages'.

» To add a new language pack:

Follow the instructions from the below web page:
° http://www.microsoft.com/en-us/download/details.aspx?id=27224

To add a language to Auto Attendant, you must install both a SR (Speech Recognition)
language and a TTS (Text To Speech) language.

For example, to add Italian you must install both MSSpeech_SR_it-IT_TELE.msi and
MSSpeech_TTS it-IT_Lucia.msi.

Note:

e The installation process does not notify you that the installation succeeded.

e You must restart Auto Attendant after installation.
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