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SYSTEM OVERVIEW

Once the installing technician sets up the Interchange system at a
site, an on site system supervisor must be appointed to perform day-
to-day system maintenance tasks. This manual defines the tasks that
you, the System Supervisor, may need to perform. It also provides
information about how to complete each task.

Before you attempt to perform any system supervisor functions, you
must be familiar with the basic capabilities and structure of the
Interchange system.

What Does Interchange Do?

In its simplest form, Interchange acts like a telephone receptionist. It
answers incoming calls and transfers them to the appropriate
extension. If the called extension is not available (busy or no
answer), Interchange offers to take a message or try an alternative
extension.

Interchange functionality includes:
» Automated attendant features

¢ Voice mail features

These two functions work together to provide smooth call coverage at
an Interchange site.

What Does Interchange Do? (continued on next page)

-1-



SYSTEM OVERVIEW

Interchange Supervisor’s User Guide

What Does Interchange Do? (continued)

WHAT IS AN AUTOMATED ATTENDANT?
The automated attendant features perform the tasks of a live

attendant.

Live Attendant

Interchange Automated

Attendant

Answers an incoming call by
lifting telephone.

Answers an incoming call by going
“off-hook.”

Greets the caller with a phrase
such as, “Welcome to [XYZ
Company].”

Greets the caller by playing a pre-
recorded greeting such as,
“Welcome to [XYZ Company].”

Asks to whom the caller wishes
to speak.

Plays a pre-recorded greeting that
prompts the caller to either:

dial the extension of the party they
are trying to reach, or

choose from a list of voiced
options.

Listens to the caller’s response.

Listens to the digits dialed by the
caller.

Says, “Please hold.”

Plays a pre-recorded phrase,
“Please hold...”

Calls the required extension by
hook-flashing and dialing the
extension number.

Calls the required extension by
hook-flashing and dialing the
extension number.

Listens for busy tone, ring tone,
answer, etc.

Listens for busy tone, ring tone,
answer, etc.

If the extension is busy, offers to
let the caller hold. If the
extension does not answer,
offers to take a message or try
another extension.

If the extension is busy, plays a
pre-recorded prompt offering the
option to hold. If the extension
does not answer, plays a pre-
recorded prompt offering to take a
message or try another extension.

What Does Interchange Do? (continued on next page)
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What Does Interchange Do? (continued)

WHAT IS VoIcE MAIL?

The term voice mail refers to systems that can record a voice
message and treat it like a mail message.

In a typical office environment, the live attendant takes a message
from a caller and writes it down on a piece of paper. The attendant
then places the slip in the recipient’s in-box or mailbox. The box
owner then retrieves and reads the message placed in the box.

In contrast, the Interchange records a message from a caller and
places it in a voice mailbox. The mailbox owner can later retrieve the
message by calling into the system and listening to the recording.
The following table compares how Interchange processes voice
messages compared to a live attendant.

Live Attendant

Attendant listens as the callers
dictates their messages, writing it
down on a piece of paper.

Interchange Voice Mail

Interchange records the message
as the caller speaks.

Attendant places the message slip
in a mailbox belonging to the
recipient.

Interchange stores the voice
message electronically in the
recipient’s voice mailbox.

Attendant dials the code to turn on
message waiting lamp on the
recipient’s telephone.

Interchange dials the code to turn
on the message waiting lamp on
the recipient’s telephone.

Recipient sees the message
waiting lamp is on, and retrieves
message slips from the message
mailbox.

Recipient sees the message
waiting lamp is on and dials
Interchange to retrieve messages.

Recipient reads messages left on
message slips.

Interchange plays messages
recorded by callers in the voice
mailbox.

What is Voice Mail? (continued on next page)
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What is Voice Mail? (continued)

Interchange is designed using the Box concept. A box contains a set
of instructions that tells the program what to do with a call it is
handling. By sending calls to different boxes created on the system,
the system effectively processes calls—including playing certain
prompts or greetings to callers, collecting information and messages
from callers, and routing calls to certain extensions based on digits
dialed by callers.

When you use the automated attendant capabilities in Interchange,
the system uses routing boxes to answer incoming calls, play a listing
of options to callers, and route each call to a specific mailbox (or
another type of box on the system) based on either digits dialed by
the caller, or on other criteria the technician defined when the system
was set up.

The mailboxes transfer calls to their associated extensions and store
messages for system mailbox owners. Each mailbox can also be set
up to forward calls to another phone or extension number, deliver
messages to another phone or pager, play one of 10 pre-recorded
greetings to callers, screen calls, queue calls when the extension is
busy, or record call conversations.

In addition to routing boxes and mailboxes, the Interchange provides
several other types of boxes:

* Question box

* Directory box

¢ Account Number box
e Group box

¢ Customer Service box.

This document discusses how you can make modifications to
mailboxes and routing boxes, which are the two most commonly used
box types.

Because the other types of boxes are used in conjunction with more
intricate system setups, adjusting their functionality is best left to a
certified Interchange technician. Therefore, if you need to adjust the
operation of any boxes other than mailboxes or routing boxes, contact
your Interchange technician.




Interchange Supervisor’s User Guide SYSTEM OVERVIEW

Understanding Supervisor Responsibilities

You can perform most administrative functions over the telephone, by
simply calling into the system and logging into a supervisor mailbox.
Other functions, however, must be performed from the Interchange
PC because they require you to make adjustments to fields on
Interchange program screens.

CREATING, MODIFYING,
AND DELETING MAILBOX OWNER MAILBOXES

All employees are assigned a mailbox in the system. They can use
Interchange to record voice mail messages in a mailbox, or to forward
calls to other phones or extension numbers. As employees join and
leave the company, you must create or delete their associated
mailboxes.

If employees’ need to access certain system features changes, you
may need to modify their mailboxes. You must also modify mailboxes
when employees want to change numbers the system uses with its
message delivery and pager notification features.

While you can perform most modifications by calling into the system
over the telephone, certain modifications require you to use the
Interchange PC (such as modifying the second through fifth phone or
pager numbers for message delivery).

CREATING AND MAINTAINING GROUP DISTRIBUTION LISTS

Group distribution lists provide mailbox owners an easy way to send
one message they record to multiple individuals, without specifying
each individual recipient’s extension.

Though mailbox owners can set up one to four personal distribution
lists specific to their needs, many organizations also set up group
distribution lists that can be used by all company employees.

A group list a company maintains may contain, for example, the
names of all company employees, of all employees in a particular
department, of all employees that work a specified shift, etc. You
must update these group distribution lists as employees join or leave
your organization.

You must create and maintain group distribution lists using the
Interchange PC (you cannot call into the system over the telephone to
create/modify them).

Understanding Supervisor Responsibilities (continued on next page)
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Understanding Supervisor Responsibilities (continued)

ISSUING BROADCAST MESSAGES

The broadcast message feature allows you to easily distribute
informational messages to all mailboxes on the system. Only a
system supervisor has access to this feature.

You must issue broadcast messages by calling into the system over
the telephone.

DISABLING PORTS AND RE-ENABLING PORTS

Should a telephone line or port be malfunctioning, the Interchange
system technician may ask you to disable the line until it can be
serviced.

You can only disable ports by calling into the system over the
telephone.

TEMPORARILY FORCING THE SYSTEM INTO DAY, LUNCH, OR
NIGHT SERVICE MODE

Interchange can be set up to play different greetings and to process
calls differently according to the time of day each call is received.
Three different modes can be set up on the system: Day Service,
Lunch Service, and Night Service.

Each service mode is assigned a specific time segment of the day.
Calls received within a mode’s time segment are routed to a particular
box, which plays a particular greeting. Many systems, for instance,
have calls route to a different box that plays an Office Closed greeting
during the Night Service hours.

Occasionally, you may need to force Interchange to temporarily
process calls according to a service mode that is other than the
current mode (to extend the Lunch hour mode for example).

You can only temporarily change the service mode by calling into the
system over the telephone.

Understanding Supervisor Responsibilities (continued on next page)
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Understanding Supervisor Responsibilities (continued)

CHANGING DESIGNATED COMPANY BUSINESS HOURS

You may need to permanently change the hours associated with the
Day Service, Lunch Service, and Night Service modes. If, for
example, your company extends its business hours from 5:00 PM to
6:00 PM during a particular time of the year, you may need to extend
the Day Service hours (during which the system routes calls to a box
that plays an Office Open greeting) to last until 6:00 PM.

To permanently adjust the business hours you must use the
Interchange PC to access the Business Hours screen.

CHANGING DESIGNATED COMPANY HOLIDAYS

Up to 20 holiday dates can be defined on the system. On each
holiday, calls can be routed to a special Routing box, in which you can
record a specific holiday greeting. From time to time, especially from
year to year, you may need to add, modify, or delete specified holiday
dates.

You must use the Interchange PC to modify the holiday dates. (You
can record holiday greetings over the telephone, however.)

CHANGING THE GREETING PLAYED BY A ROUTING BOX

When a call comes into Interchange, it is processed by a routing box,
which plays a greeting to the caller and may offer the caller options on
how the call can proceed (“Press 2 for Sales,” for example). You may
need to modify the greeting played by a particular routing box. For
example, you may want to customize the greeting played by the
routing box that answers calls on a particular holiday. Or, you may
need to add or eliminate a routing option voiced to callers (such as,
“Press 5 for Customer Service”).

You may use either the Interchange PC to modify the holiday dates or
you can call in over the telephone.

Understanding Supervisor Responsibilities (continued on next page)
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Understanding Supervisor Responsibilities (continued)

CHANGING THE ROUTING IN A ROUTING BOX

At times you may need to add or eliminate a routing option available
to callers (such as, “Press 5 for Customer Service”). Or, you may
need to modify the box to which the call is routed when callers select
the option (you may want to send the call to mailbox 399 instead of
395, for example). Remember that when you change single-digit key
routing, you must also change the greeting voiced by the routing box
(as described in Changing the Greeting Played by a Routing Box
(continued)).

You may use either the Interchange PC to modify single-digit call
routing or you can call in over the telephone. However, you can only
modify the routing technique (routing based on day of week, call
sequence, etc.), through the screen interface.

CONTROLLING MAILBOX OWNER ACCESS
TO SYSTEM FEATURES

You can modify the features to which a group of mailbox owners is
permitted access by modifying the class of service assigned to the
mailbox owners. Making class of service modifications allows you to
also prevent the system from dialing certain phone numbers, such as
long distance numbers, when making outgoing calls from a mailbox
owner’s mailbox.

Outgoing calls may be made by the system to deliver messages to a
mailbox owner, page a mailbox owner, or to have the system place an
outgoing call (when the mailbox owner calls into the mailbox and
selects this option).

You must use the Interchange PC to adjust the Class of Service
screen.




SUPERVISOR FUNCTIONS BY PHONE

To access system supervisor functions by calling into the system, you
must log into a supervisor mailbox. A supervisor mailbox is any
mailbox that has been assigned supervisor privileges in the mailbox’s
assigned class of service. The mailbox’s assigned class of service
defines the features and options to which the mailbox owner is
permitted access.

Consult with the technician who installed the Interchange system for a
list of which mailboxes have been assigned supervisor privileges.

Accessing the Supervisor Menu

To log into a supervisor mailbox from the telephone, and access
supervisor functions, perform the following steps.

1) Call into voice mail and log into a supervisor mailbox.
e The system voices the Main Menu: “To listen to your
messages press 1. To send a message press 2. To
change your options press 3.”

2) Press 6 to hear the Supervisor menu options:
e The system does not voice this option

SUPERVISOR MENU

For Mailbox Administration Press 1
For Routing box Administration Press 2
For Question box Administration Press 3
For Port Administration Press 4

To Change the System Broadcast Message | Press 5

To Change the voice mail Day / Night Service Press 6

To Change the System Time Press 7
To Change the System Date Press 8
To Modify System Parameters Press 9
To Perform First Time Setup Press 0
To Exit Press #
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Quick Reference Voice Mail Menu Map
The following illustration shows the structure of the Supervisor

menus.

1 Mailbox Functions
2 Routing Box Functions

3 Question Box Functionsf

4 Port Functions

5 Broadcast Functions
6 Night/Day FUNCtiON S
7 Systemtime*

8 Systemdate*

9 Systemparameters*
0 First Time Setup*

!

!

Enter box
number.

Enterport .
number.

# Exit

1 Day Service
2 Night Service
3 Lunch Service

# Exit

1 Disable a Port
2 Enable a Port

v

1 Hear Current
2 Re-record

3 Delete

# Exit

v

1 Modify Greeting
2 Modify Routing+
# Exit

Record
message.

CAUTION
Select and modify these options ONLY

}

Enter box
number.

v

1 Add

2 Delete
3 Modify
4 Suspend
5 Restore
6 Reset

# Exit

Enter
greeting
number.

- >

v

under the guidance of your system
technician. Using these options
incorrectly may keep the system from
effectively processing calls and

performing messaging functions. This

guide does not include information on
working with these options.
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Creating, Changing, or Deleting a Mailbox

You can create, modify, or delete a mailbox using options on the
Mailbox Administration menu. Specifically, you can use this menu to:

¢ add or delete a mailbox

¢ change a mailbox greeting (the mailbox owner can also perform
this function by logging into the mailbox),

* change a mailbox password (the mailbox owner can also
perform this function by logging into the mailbox)

* change the call transfer, pager, and message notification
numbers (the mailbox owner can also perform this function by
logging into the mailbox)

¢ suspend a mailbox (making it inaccessible to the mailbox owner)
and restore access to a suspended mailbox

From the Supervisors menu:
1) Press 1 for Mailbox Administration.

When prompted:

2) Enter the number of the mailbox you want to add, modify, or
delete.
e The system repeats the number back to you.

When prompted:
3) Press 1to confirm the number or press # if the number you
entered was incorrect.

Once you confirm (i.e., press 1), the system gives you the Mailbox
menu options that allow you to:

* Add a mailbox: press 1. (Also see page 12)

* Delete a mailbox: press 2. (Also see page 12)
* Modify a mailbox: press 3. (Also see page 12)
* Suspend a mailbox: press 4.

* Restore a mailbox: press 5.

* Reset a mailbox: press 6.

e Exit a mailbox: press #.

Create, Modify, or Delete a Mailbox by Telephone (continued on next page)
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Create, Modify, or Delete a Mailbox by Telephone (continued)

CREATING A NEW MAILBOX (PRESS 1)

* All default settings in the mailbox are set to the default
parameters settings specified in prototype mailbox 9994.

* The default password for the mailbox is the same as the mailbox
number.

DELETING A MAILBOX (PRESS 2)

The system immediately deletes the mailbox from the mailbox
database when this option is selected.

MODIFYING A MAILBOX (PRESS 3)
The system offers the following options when modifying a mailbox:
* Record your name: press 1. (Also see page 13)
* Record a greeting: press 2. (Also see page 14)
e Change your password: press 3. (Also see page 14)
e Change your transfer setup: press 4. (Also see page 15)

e Change your message
notification setup: press 5. (Also see page 16)

e Change your pager setup: press 6. (Also see page 16)

* Review messages scheduled
for future delivery: press 7. (Also see page 17)

* Change your personal distribution lists:press 8.
* Retrieve a message previously sent: press *.
¢ Return to the Main Menu: press #.

Modifying a Mailbox (continued on next page)
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Modifying a Mailbox (continued)

Recording Your Name

If you press 1 from the Options menu to record a name in the
mailbox, the system plays the current recording of the name and
prompts you to:

* Replay your name: press 1.
- Ifyou press 1, the system plays the current recording of the
name, then plays the menu again.

* Re-record your name: press 2.

- Ifyou press 2, the system asks you to record your name
after the tone. Say the name, then press # to end the
recording.

If you do not press #, the system will record a few seconds
of silence before ending the recording. This will slow the
progression of calls to the mailbox. Once the name has
been recorded, the system plays the above menu again.

* Delete your name: press 3.
- If you press 3, the system deletes the current recording of
the name.

e Exit: press #.
- If you press #, the system returns you to the Options menu.

Modifying a Mailbox (continued on next page)
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Modifying a Mailbox (continued)

Recording a Greeting

You can record up to ten personal greetings for the mailbox
(numbered 0 through 9).

=y NOTE
This is NOT a “Supervisor Only” task (i.e.,
each mailbox owner can also log into the
mailbox and complete this task—this does
not need to be performed by a system
SUpervisor).

1) Press 2to access the Greeting option and hear a list of
options.

When prompted:

2) Select one of the following options to:
* Replay the greeting: press 1.
* Re-record the greeting: press 2.

Delete the greeting: press 3.
* Choose a New greeting: press 5.
o Exit: press #.

Changing Your Password

1) Press 3to access the Change Password option and hear a
prompt that asks you to enter the current password.

=y NOTE
This is NOT a “Supervisor Only” task (i.e.,
each mailbox owner can also log into the
mailbox and complete this task—this does
not need to be performed by a system
supervisor).

Changing Your Password (continued on next page)
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Changing Your Password (continued)

When prompted:

2) Enter the current password to hear a prompt to change the
password.
e By default, the mailbox password is the same as the
mailbox number.

3) Enter the new mailbox password.
¢ You will be prompted to enter the new password again as
confirmation (to make sure you have entered it the way you
want it).

4) Enter the new password a second time to confirm.
e The system will let you know that the new password will be
in effect the next time the mailbox is accessed.

Changing Your Call Transfer Setu

1) Press 4 to access the Call Transfer option and hear the
current setup, then a list of options.

=y NOTE
This is NOT a “Supervisor Only” task (ie.,

each mailbox owner can also log into the
mailbox and complete this task—this does
not need to be performed by a system
SUpervisor).

When prompted:

2) Select one of the following options to:

e Change the number: press 1.

* Turn the feature on/off: press *.

e Exit: press #.

Modifying a Mailbox (continued on next page)

-15 -



SUPERVISOR FUNCTIONS BY PHONE Interchange Supervisor’s User Guide
-

Modifying a Mailbox (continued)

Changing Your Message Notification Setu

1) Press 51to access the Message Notification feature and hear
the current setup, then a list of options.

NOTE

This is NOT a “Supervisor Only” task (i.e.,
each mailbox owner can also log into the
mailbox and complete this task—this does
not need to be performed by a system
SUpervisor).

When prompted:

2) Select one of the following options to:
* Change the number: press 1.
¢ Turn the feature on/off: press *.

e Exit: press #.

Changing Your Pager Setu

1) Press 6to access the Pager feature and hear the current
setup, then a list of options.

=y NOTE

This is NOT a “Supervisor Only” task (i.e.,
each mailbox owner can also log into the
mailbox and complete this task—this does
not need to be performed by a system
supervisor).

When prompted:

2) Select one of the following options to:
e Change the number: press 1.
* Turn the feature on/off: press *.

e Exit: press #.

Modifying a Mailbox (continued on next page)
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Modifying a Mailbox (continued)

Reviewing Messages Scheduled for Future Deliver

1) Press 7to hear any messages identified as scheduled for
future delivery, then a list of options.

=y NOTE
This is NOT a “Supervisor Only” task (i.e.,

each mailbox owner can also log into the
mailbox and complete this task—this does
not need to be performed by a system
SUpervisor).

When prompted:

2) Select one of the following options to:

¢ listen to the message: press 1.

¢ Hear the next (scheduled) message: press 2.

* Cancel the message: press 4.

e Exit: Press #.

-17 -
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Creating a Broadcast Message

* A broadcast message is heard by all mailbox owners when they
open their mailboxes.

* The broadcast message can only be recorded by a mailbox
owner with supervisor privileges.

* This type of message is different from any other message in the
system in the following ways:

- The broadcast message does not activate any mailbox
notification services (message waiting lamps, pagers, etc.).

- The mailbox owner’s new and old message counts are not
affected by a broadcast message.

- The broadcast message is sent to all mailboxes. It is not
possible to select which mailboxes are to receive the
broadcast message.

* Once you record a broadcast message, the system plays it to all
mailbox owners the next time they open their mailboxes.

* The system plays a broadcast message only one time to
mailbox owners (i.e., it is not repeated when they log in the next
time).

T NOTE:
e Ifyou record a broadcast message, each

new mailbox that you later create will
receive that broadcast message.

e To prevent newly created mailboxes from
receiving a currently recorded broadcast
message, you must first delete the
broadcast message before creating the
new mailboxes.

Creating a Broadcast Message (continued on next page)
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Creating a Broadcast Message (continued)

SENDING A BROADCAST MESSAGE
From the Supervisors menu (see page 9).

1) Press 5 for System Broadcast Message to hear the following
options that allow you to:

* Listen to the current broadcast message: press 1.
* Re-record the broadcast message: press 2.
¢ Delete the broadcast message: press 3.

o Exit: press #.

Recording a Broadcast Message

1) Press 2to access the Broadcast Message feature and hear a
series of prompts.

2) Follow the prompts to complete the procedure.

Disabling or Re-Enabling a Port

* If you want to prevent the system from answering calls on one or
more of its ports (usually because the port is not functioning
properly), you can disable the port(s) over the telephone.

CAUTION
If you disable a port, all calls using that
port will be immediately terminated

* If you want to later re-enable a port that you previously disabled,
you can also perform this function by calling into the system.

From the Supervisors menu (see page 9).
1) Press 4 to access Port Administration.

When prompted:
2) Enter the number of the line with which you want to work.

Disabling or Re-Enabling a Port (continued on next page)
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Disabling or Re-Enabling a Port (continued)

When prompted:

3) Press 1to confirm the number you entered and hear a list of
options (go to step 4).

OR

Press #if the number you entered was incorrect (then repeat
steps 2 and 3).

4) Select one of the following options to:
¢ Disable a port: press 1.
e Enable a port: press 2.
o Exit: press #.

-20 -
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Temporarily Forcing the System into Day,
Lunch, or Night Service Mode

You can override the regular Day Service, Lunch Service, or Night
Service mode by forcing the system into another mode. The system
switches to the new service mode and remains in that mode until the
next scheduled mode change.

EXAMPLE

Assume that Day Service mode runs from
8:00 AM until 5:00 PMm, and Lunch Service
mode runs from noon until 1:00 PM.

If you call in at 9:00 AM (the system is in
Day Service mode) and force the system
into Night Service mode, the system
remains in Night Service mode until noon.

It then automatically switches to Lunch
Service mode.

FORCING INTERCHANGE INTO DAY SERVICE,
LUNCH SERVICE, OR NIGHT SERVICE MODE

From the Supervisors menu (see page 9).

1) Press 6to access the for Day / Night service feature and hear
a list of options.

2) Select one of the following options that allow you to:
¢ Change to Day Service Mode (temporarily): press 1.
¢ Change to Night Service Mode (temporarily): press 2.
¢ Change to Lunch Service Mode (temporarily): press 3.
o Exit: press #.

3) Follow the prompts to complete the procedure.
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Using Routing Box Greetings

By default, Interchange is pre-configured with 3 routing boxes to
process calls. Routing box 800 answers calls during office open
business hours (Day Service), box 801 answers calls after Day
Service hours, and box 821 routes calls after they have already
passed through box 800 or 801.

The Interchange technician who set up the system can familiarize you
with modifications that were made to this routing box structure,
including additional routing boxes that were created.

Up to 10 different greetings can be recorded and stored in each
routing box. The following chart is provided for you to note routing
box greetings set up on your system.

ROUTING BOX GREETING CHART

Greeting
Number

Greeting

Using Routing Box Greetings (continued on next page)
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Using Routing Box Greetings (continued)

ADDING, CHANGING, OR DELETING
ROUTING BOX GREETINGS

From the Supervisors menu (see page 9).

1)

2)

4)

Press 2 to access Routing Box Administration.
When prompted:

Enter the number of the routing box you want to add, modify,
or delete.
e The system repeats the number back to you.

When prompted:

Press 1 to confirm the number you entered and hear a list of
options (go to step 4).

OR

Press # if the number you entered was incorrect (then repeat
steps 2 and 3).

Select one of the following options to:
¢ Add the greeting: press 1.

¢ Delete the greeting: press 2.

* Modify the greeting: press 3.

e Exit: press #.

Recording a Routing Box Greeting

Follow steps 1 to 3 above.

5) Press 3 to select the Modify option.

6)

Press 2 to select the Record a Greeting option.
When prompted:

7) Enter the number of the routing box whose greeting you want

to record.

Recording a Routing Box Greeting (continued on next page)
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Recording a Routing Box Greeting (continued on next page)

When prompted:

8) Press 1to confirm the number you entered and hear a list of
options (go to step 9).

OR

Press #if the number you entered was incorrect (then repeat
steps 7 and 8).

9) Select one of the following options to:
* Replay the greeting: press 1.
* Re-record the greeting: press 2.

Delete the greeting: press 3.
* Choose a new greeting: press 5.
* Exit: press #.

Re-Recording a Routing Box Greeting
Follow steps 1 to 3 on page 23.

4) Press 3 to select the Modify option.
5) Press 2to select the Record a Greeting option.
When prompted:

6) Enter the number of the routing box whose greeting you want
to re-record.

Re-recording a Routing Box Greeting (continued on next page)
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Re-recording a Routing Box Greeting (continued)

7) Press 1 to replay the existing greeting.

HINT
@ By replaying the greeting, you can:

* Be sure you are re-recording the greeting
you intended to modify, and

e Be aware of all the call routing options
that are currently provided in the greeting,
S0 you can make sure the same routing
options are available in the new greeting
(e.g., “...Press 2 for Sales...”).

If you need to change the call routing options
(single-digit), see Changing the Single-Digit Call
Routing in a Routing Box (continued).

8) Press 2to hear a prompts asking you to enter the number of
the greeting you want to re-record.

9) Enter the greeting number (0 through 9).
10) Follow the prompts to complete the procedure.

Adding, Changing, or Deleting Routing Box Greetings (continued on next page)
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Adding, Changing, or Deleting Routing Box Greetings (continued)

Choosing a New Greeting

You can easily choose a new greeting to play as the currently active
greeting.

Follow steps 1 to 3 on page 23.
4) Press 3 to select the Modify option.

5) Press 5to hear a prompt asking you to enter the number of
the greeting you would like to activate.

OR

Press * to hear the currently active greeting, and a list of
options:

* Replay the greeting: press 1.

* Re-record the greeting: press 2.

* Delete the greeting: press 3.

* Choose the new greeting: press 5.

e Exit: press #.

= NOTE
Once you press 5 and enter a new

greeting number, the system confirms the
greeting number and plays the now-active
greeting.
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Changing the Single-Digit Call
Routing in a Routing Box

* Interchange can be set up to play greetings to callers that
include single-digit call routing options, such as, “Press 2 for
Sales...”.

* In this setup, a call is transferred to a specific mailbox when the
caller presses 2 during or after the greeting.

* You can control the digits callers can dial, and the path their calls
subsequently take using the following procedure.

NOTE

If you change the single-digit call routing
set up, you must also update the routing
box greeting to relay new instructions to
the caller. See Using Routing Box
Greetings (continued) to update the
greeting as necessary.

From the Supervisors menu (see page 9).

1)

2)

Press 2 to access Routing Box Administration.
When prompted:

Enter the number of the routing box you want to add, modify,
or delete.
e The system repeats the number back to you.

When prompted:

Press 1 to confirm the number you entered and hear a list of
options (go to step 9).

OR

Press #if the number you entered was incorrect (then repeat
steps 7 and 8).

Changing the Single-Digit Call Routing (continued on next page)
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Changing the Single-Digit Call Routing (continued on next page)

4) Select one of the following options to:
e Add: press .
¢ Delete: press 2.
* Modify: press 3.
e Exit: press #.
5) Press 3to hear another list of options.
* Change the greeting: press 1.
¢ Change the routing: press 2.
o Exit: press #.

CHANGING THE ROUTING STRUCTURE

1) Press 2 to access the Routing Structure feature and hear a
prompt asking you to press the appropriate button.

When prompted:

2) Press the digit that represents the routing setup that you want
to change.
e The system identifies the current call routing set up for the
digit.
¢ Also see “Special Routing Options” on page 29
When prompted:
3) Press 1to access the Change Routing option.
When prompted:

4) Enter the number of the box to which you want callers to be
routed.

Changing the Routing Structure (continued on next page)
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Changing the Routing Structure (continued)

Special Routing Options

You can make special call routing refinements by pressing * in
step 2 (on page 28). These special options allow you to:

¢ Change the destination for the star digit: press *.
* Change the destination for the pound digit: press #.
¢ Change the No Digits Destination: press 1.
¢ Change the Invalid Digit Destination: press 2.
¢ Change the Voice Detected Destination: press 3.
CAUTION
e Once you access this menu, DO NOT
press # to exit it, since the # key invokes
a change to the destination for the pound
key.
e [f you want to return to the previous

menu, simply make no entry when you
hear the special routing options prompt.
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SUPERVISOR FUNCTIONS VIA PC

To access program screens on which you can perform supervisor
functions, you must log onto the Interchange PC using the
Administrator password. The technician who installed the system can
provide this password to you.

CAUTION
A e [t s critical that you do not modify any field
on any screen or any file on the system
unless you are directed to by this guide or
by the Interchange System Technician.

e Incorrect modifications you make may
impair the system’s
ability to perform call processing and
messaging functions.

Accessing Interchange via Your PC

From the Windows desktop:

1) Double-click the Database Administrator icon to display the
password screen.

2) Enter the Administrator password (as mentioned above).

3) Press Enterto log on to the system and display the main
screen.
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Interchange System Menu Structure

NOTE
Depending on the type of system installed and

=

the password you entered to log on, you may

or may not have access to all menus and

options.
MAIN MENU
File »| EXIT
Boxes
—+System
Diagnostics
Hele
v v v
BOX MENU SYSTEMMENU | | DIAGNOSTICS
_ MENU
Mailbox General
Question Box Lines Trace Setup
Routing Box Business Hours Clustom
Gfoup Box Holidays Flags
Directory Box IMAP4 Servers
Customer Service Box Class of Service
Acc_ount Box PBX Information
Optional Features Optional Features
System Prompts
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Working with Mailboxes

ACCESSING THE MAILBOX SCREEN
From the main menu of the main screen:

Go to Boxes P Mailbox to display the Mailbox screen.
e The screen opens to show the General tab options.

G Mail box M= B3
<« + 0O B o /e @
Frev Mext Mew  Delete  Select Cancel | Save Record greeting
Bow number [1] Name Fsamplg [Mail box
General ]l.‘.al transfer | Recording | Message delivery || Pages | Distriution lists | Hotel | Enhanced | eMail |
Pasaword IIEI

Clazs of sevice [0, - Review Class of semvice | @
Record name

Uselangusge [1 | [ Message Plavback I Uses Clent & Non- UM
i+ Fistin, first out [FIFO) deskbop " Dual Message Store
 Lastin, first out [LIFO) applcations " Single Message Store
| = FTU B rawser
™ Resinicted access [™ Mailbox Suspended
Sequence to lun on message-waling lamp |sesial New messages |
Sequence to lun off message-wating lamp |sesial Dld messages I,—

[~ Use lamp for voice messanss
I~ Use lamp fer email messages

From here you can make settings for:

- General operations (see page 34)
- Call Transfers (see page 44)

- Follow Me (see page 51)

- Recordings (see page 44)

- Message Delivery

- Pages

- Distribution Lists

- Hotel

- Enhanced features

- e-Mail

Working with Mailboxes (continued on next screen)
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Working with Mailboxes? (continued)

MAKING GENERAL MAILBOX SETTINGS

What’s on the Mailbox General Tab (General Tab

The following is a listing of descriptions for each field, option, and
button on the General tab of the Mailbox screen (see screen shown
on page 33).

Box Number

Shows the mailbox which setups you are currently viewing. Every
box has its own unique box number, which can range from 1 to 9899.

s NOTE
Ié You cannot edit this field. To view a different
mailbox, press Prev (previous mailbox), or
Next (next mailbox). If you want to add a new
mailbox, press New (add).

The box number is the number an outside caller dials to reach the
mailbox owner. The system looks inside the mailbox specified for the
owner’s extension number and transfers the call to that number.

The mailbox number can be the same as its owner’s extension
number, or it can be different. For example, an arbitrary range of
mailbox numbers 5100 through 5109 can transfer.

HINT

oo For setup and system maintenance ease,

' create mailboxes with numbers that match the
extensions to which they transfer calls.

What'’s on the Mailbox General Tab? (continued on next page)
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What’s on the Mailbox General Tab? (continued)

Name (first)

This field contains the first name of the individual to which the mailbox
is assigned. Interchange uses this name for record-keeping, and it
appears on the database listing.

Prior to initiating a transfer, in standard operation the system plays
the system prompt “Please hold while I transfer your call to [name],”
inserting the called party’s name.

HINT
@ e Ifyou insert the @ symbol before the name
in this field (@Mary), the recorded name is
substituted with the system prompt “that
extension.”

e If you insert the & symbol before the first
name (&Mary), the system does not play
either the name or “that extension.”

Name (last)

This field contains the last name of the individual to which the mailbox
is assigned. Interchange uses the last name in conjunction with the
Directory box feature. It also appears on the database listing.

The mailbox is not included in the system directory the system
provides to callers if you inset the @ symbol before the first letter of
the last name (@4Jones) - see HINT on previous page.

Interchange also does not include the mailbox in the system directory
if the name prompt has not been recorded for the mailbox.

Password

When mailbox owners try to open their mailboxes to retrieve
messages, the system asks for a password. Enter this password. It
can be up to 10 digits long, and can consist of the digits 0 through 9
and the character *.

Password (continued on next page)

-35-



SUPERVISOR FUNCTIONS VIA PC Interchange Supervisor’s User Guide
-

Password (continued)

For security reasons, it is recommended that box owners use
passwords at least 4 characters long, and that they change them
regularly.

If you set the password to 0000 (four zeros), the system allows
access to the mailbox without asking for a password.

CAUTION
A e Use this feature with caution, as it can allow
unauthorized access to a mailbox.

e If you enclose the password in brackets [ ],
it cannot be changed remotely over the
telephone.

Record Name
This button indicates whether mailbox owners have recorded their
own names. The system indicates an existing recording by a
displaying a red light on the button.
* The system uses the mailbox owner’s name in the following
instances.

- When the system initiates a transfer:
“Please hold while | transfer your call to [name].”
- When the called party is busy:
‘[Name] is busy. You are number [number] in line.”

- When the called party does not answer and there is no
personal greeting recorded:

‘IName] is not available right now. If you would like to leave
a message press 1.”

- When the system calls owners to deliver their new
messages (message notification):

“Message for [name]. Press 1 if you would like to hear your
messages.”

- When another mailbox owner uses the send message
feature to send a message to this box. The system plays
the name for this box and asks for confirmation:
‘[IName]—if this is correct, press 1.”

Record Name (continued on next page)
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Record Name (continued)

- When callers use the directory feature. The system plays
each name that matches the letters entered by the caller.
‘[Name]—if this is the person you want, press 1.”

- When mailbox owners open their mailboxes.
‘IName]—You have [number] new messages.”

=g NOTE '

.é If there is no name recorded for the mailbox,
the system does not include the mailbox in the
system directory and uses “that extension”
instead of the name in various phrases.

* You can record the name by clicking on the Record Name
button, then using the controls on the Sound Recorder dialog
box.

» At the lower right of the dialog, click on the red circle button to
begin recording. Click on the rectangle button (to the left of the
circle button) to end the recording.

What'’s on the Mailbox General Tab? (continued on next page)
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What’s on the Mailbox General Tab? (continued)

Class of Service

This field allows you to assign a class of service to the current
mailbox. A class of service is a set of privileges that are assigned to
the mailbox owner. There are 32 classes of service available,
numbered 0 through 31. For more information, see Review of Class
Service below.

Review Class of Service

Use this button to view and modify the available classes of service
(see Class of Service above for more information)

EXAMPLE
@ Let’s say you use class of service 7 for
supervisor privileges. You would assign this

class of service only to mailboxes whose
owners are to be provided access to the
supervisor menu functions.

Then, you assign class of service 1 to
mailboxes that are issued to temporary
employees. As such, you could set up class of
service to provide its mailboxes with access to
only one personal greeting and no other
additional privileges.

Suppose you assign class of service 3 to most
“average” employees. You could set up this
class of service to provide its mailboxes
access to a certain set of features, such as call
queuing and P.A. call announce capabilities.

You could also assign class of service 4 to
company executives. This class of service
could provide all the features allowed for the
“average” employee, plus additional features
pertaining to immediate access and high
amounts of travel, such as Find Me Follow Me.

What’s on the Mailbox General Tab? (continued on next page)
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What’s on the Mailbox General Tab? (continued)

Use Language

This field indicates the language that callers hear when a call is
routed to this mailbox via direct in dial. This entry is required, since
the direct-in-dial digits are received before the system is able to ask
callers which language they want to use.

s NOTE
.é Consult your Interchange System Technician
for information on completing this field.

Message Playback

Use one of these options to specify the order in which messages are
played to the mailbox owner. The options available include the

following.

Option Order of Playback

First In First Out Any urgent messages are played first (oldest

(FIFO) first), then any non-urgent messages are
played (oldest first).

Last In First Out Any urgent messages are played first (newest

(LIFO) first), then any non-urgent messages are

played (newest first).

Mailbox Suspended

This field tells you whether this mailbox is currently in a lock-out state.
Interchange suspends a mailbox when a caller has tried to log in
three times unsuccessfully because of a password failure. This is a
safeguard to prevent unauthorized access to a mailbox.

The suspension can last from 0 to 7 days (the default is 30 minutes).
If mailbox owners are reporting they are locked out of their mailboxes,
you can check if the system has suspended the mailbox by looking at
this field.

If the mailbox is currently suspended, the system displays a
checkmark here. You can reinstate the mailbox by removing the
checkbox.

What'’s on the Mailbox General Tab? (continued on next page)
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What’s on the Mailbox General Tab? (continued)

Uses Client Desktop Applications

This field indicates whether the mailbox owner is permitted to use the
VCM feature, the Mailbox Administration/Call Control feature, and/or
the Unified Messaging feature.

= NOTE ' o

.g e These client desktop applications are
available as optional add-on features to
Interchange. Access to these features is
sold on a per-dedicated-seat license.

e Do not exceed the licensing by activating
these features for more boxes than are
licensed.
Interchange will monitor system usage to
ensure licensing requirements for each
desktop application are not exceeded. If
they are, the system will de-activate feature
access to mailboxes exceeding licensing
limits.
Though you can check the Uses Client desktop applications field on
as many user mailbox setup screens as you like, the system will not

permit access to the feature by more users than the number of
licenses purchased with the system.

If, for example, a 5-seat unified messaging license was purchased
with the system, only 5 users can have the unified messaging feature
running with their desktop Inbox at one time.

Similarly, access to the e-mail reader feature is sold on a by-port
license. If a 2-port license is purchased, for example, up to 2 users
can access use the e-mail reader feature to hear their e-mail over the
telephone at one time.

What’s on the Mailbox General Tab? (continued on next page)
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What’s on the Mailbox General Tab? (continued)

Non-UM, Dual Message Store, and Single Message Store

These fields indicate whether the mailbox owner is permitted to use
the unified messaging feature, and if so, how the mailbox owner’s
voice mail and faxmail messages are to be stored.

¢ Non-UM

The mailbox owner is not permitted to use the unified
messaging feature.

* Dual Message Store

The mailbox owner’s voice mail and fax mail messages are
stored on the Interchange system PC and the client PC. The
mailbox owner can access these voice mail and fax mail
messages, along with e-mail messages, from a Microsoft
Outlook e-mail inbox application.

The system unified messaging client software must be properly
configured on the mailbox owner’s client PC.

¢ Single Message Store/TUI Browser option

The mailbox owner’s voice mail and fax mail messages are
copied and sent to an e-mail address. These messages are
accessible, along with e-mail messages the mailbox owner
receives, from any client PC e-mail inbox application.

s NOTE
i e You must also complete the e-Mail tab an
" Y( I lete the e-Mail tab and

the System IMAP4 Configuration screen for
this option to work. See Setting Up e-Mail
Features (continued) further details.

e Consult your Interchange Technician if you
have any questions about how to complete
these fields.

Restricted Access

If a valid mailbox number is entered into this field, the mailbox can
receive messages only from other mailbox owners (also see “Client of
Mailbox” on page 42).

What’s on the Mailbox General Tab? (continued on next page)
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What’s on the Mailbox General Tab? (continued)

Client of Mailbox

Related to the Restricted Access option, you can use this field to
enter a mailbox number if you want the restricted mailbox to send
messages to its host mailbox only. A restricted mailbox cannot
perform any other mailbox functions.

Sequence to Turn on/off Message-Waiting Lamp

These fields indicate the sequence of digits the system uses to turn
on/off the message-waiting lamp at the extension associated with this
mailbox. Consult your Interchange System Technician for information
on the entry that must be made in this field.

New Messages

This field indicates the number of new messages in the mailbox, and
is a read-only field (you cannot change it). A message is new if the
mailbox owner has not yet listened to it.

Once the owner has listened to the message, it becomes an old
message. A mailbox can hold a maximum of 200 messages.

Old Messages

This field indicates the number of old messages in the mailbox, and is
a read-only field (you cannot change it).

Once the owner has listened to and/or saved a message, it becomes
an old message. A mailbox can hold a maximum of 200 messages.

CREATING, CHANGING, OR DELETING A MAILBOX

You can make intricate technical modifications to the mailbox using
the PC that you cannot make through the telephone interface. This
guide includes instructions on making entries in fields that do not
require an in-depth knowledge of the system.

Before making changes to fields other than those documented here,
contact your Interchange System Technician.

Creating a Mailbox
From the Mailbox screen (see page 33):

1) Click on the New to display the box number prompt.

2) Enter the number of the box you want to create.
» The system makes a copy of prototype mailbox 9994 and
displays the new box.

Creating, Changing, or Deleting a Mailbox (continued on next page)

-42 -



Interchange Supervisor’s User Guide SUPERVISOR FUNCTIONS VIA PC

Creating, Changing, or Deleting a Mailbox (continued)

CHANGING AN EXISTING BOX
From the Mailbox screen (see page 33):
1) Click on the Selectto display a drop down list.

2) Select the box number for the box you to which you want to
make changes.
e The system then displays the specified box.

3) Make changes as needed.

HINT
@ » For further details on how to change the
setups for a specific mailbox, see “What’s
on the Mailbox Transfer Tab?” on page 44
through “Setting Up e-Mail Features” on
page 75.

e You can also use the system’s help file at
any time by pressing F1.

4) Click Save to store the changes.

DELETING A MAILBOX
From the Mailbox screen (see page 33):
1) Click on the Selectto display a drop down list.

2) Select the box number for the box you want to delete.
e The system then displays the specified box.

3) Make sure that the currently displayed box is the one you
want to delete.

4) Click Delete to display a prompt asking you to confirm that
you want to delete the designated box.

5) Click Yes to delete the specified box.
OR
Click No to cancel the deletion.

Working with Mailboxes? (continued on next page)
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Working with Mailboxes (continued)

USING CALL TRANSFER OPTIONS

Interchange provides you with the capability to set up call transfers for
each mailbox owner.

From the Mailbox screen (see page 33):

1) Click on the Call Transfer tab (see below) to display the
available call transfer settings.

2) Set options as appropriate (see field and option descriptions
on next page).

What’s on the Mailbox Transfer Tab?

The following is a listing of descriptions for each field and option on
the Transfer tab of the Mailbox screen.

g Mail box [_ (O] <] I
<« =+ 0 @ = @ @
Frew Next Mew Delete Select Cancel Save Fecord greeting

B nmber |1022 Mame |Sample IMa\I box

General  Call transfer | Follow-MeI Flacordingl Mezzage deliveryl Fager I Diistribution Iistsl Hotel I Enhancedl e-Mail I

Tranzfer ta IE during this schedule IA\ways ‘l Wiew schedules
Transfertype——————— | ¥ Currently enabled
= Mo transfer
= Blind
£~ Wfait for ring
& 'Wwiait for answer [~ Get caller's name
" Screen the cal
[ FRecord every call

Agzume no-answer after |4 rings. [ Use 3-way caling

I Owenide Class of Service Operator

Operator box [day) ID
Operator box [night] ID

Transfer to

This field contains the number to which the system transfers incoming
calls from the auto attendant menu (in most cases, this is the
extension number).

Transfer to (continued on next page)
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Transfer to (continued)

If mailbox owners are working in a different location, they can specify
another extension number or an external phone number instead of
their office extensions.

Mailbox owners can also call in and remotely change the number in
this field (unless you enclose the number in brackets). Valid entries
for this field are 0 through 9, *, #, and ten special characters shown in
the following chart:

VALID “TRANSFER TO” FIELD CHARACTERS

Character Description
P pulse (rotary) dialing
T tone dialing (default)
, (comma) short pause
% medium pause (= 4 commas)
L long pause (= 8 commas)
! hook-flasH
\F
(back slash and long hook-flash
“F7)
N no progress tones (must be last character)
[] no call in change capability (enclose number

(left AND right | jnside square brackets)
square brackets)

{3 specify line group (enclose line group inside

(left AND right | cyrly brackets)
curly brackets)

IMPORTANT!
A * Interchange ignores all other characters, so
you can use them for punctuation.

» To dial an external number, you must enter
an E as the first character and then the
phone number.

What'’s on the Mailbox Transfer Tab? (continued on next page)
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What’s on the Mailbox Call Transfer Tab? (continued)

during this schedule

Use one of these options to specify when calls are transferred for the
mailbox.

s NOTE
.é If the mailbox transfer type is set to No transfer
or if the Currently enabled? field is unchecked,
the system does not transfer calls no matter
what you enter in this field (instead it plays the
greeting and takes a message).

The schedule options are as follows.

SCHEDULE OPTIONS

Schedule Description
Always Calls are transferred at all times.
Day service Calls are transferred only during Day Service,

as defined in the Business Hours screen.

Night service Calls are transferred only during Night Service,
as defined in the Business Hours screen.

SCHEDULE A, B, | Calls are transferred only during the schedule,
C,orD as defined by pressing the View Schedules
button.

Transfer type

When the system routes a call to the mailbox, it transfers the call to
the number specified in the Transfer to: field. Interchange offers
several transfer options in the Transfer type field.

* No transfer—Interchange does not transfer the call. It plays the

personal greeting immediately (instead of attempting to transfer
the call and then playing the greeting).

=g NOTE ' ) _

.é If you select this option, the system will not
ring the mailbox owner’s extension for
incoming calls. Interchange also turns off the
Find Me Follow Me (FMFM) mode.

Transfer type (continued on next page)
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Transfer type (continued)

e Blind—Interchange transfers the call by dialing the number,
then dropping out of the call. Interchange does not wait to
determine if there is an answer, if the line is busy, etc. before
releasing the call.

The caller will hear the busy signal, or ring no answer, or will be
routed to the messaging solution for that number.

EXAMPLE
Mailbox owners could use this option if they

want all their calls to end up at their cell phone
or home phone (and routed to their cell phone
mailbox or home answering machine) instead
of their the system mailbox.

T NOTE

.g If you select this option, the system stops the
FMFM mode after dialing this number on
mailbox owners’ lists.

* Wait for answer—Interchange transfers the call by dialing the
number, and monitoring the line. If the system detects an
answer, it performs a blind transfer and drops out of the call.

If the receiving line is busy or does not answer, the system pulls
the call back and attempts the next valid number on the FMFM
call list (if enabled).

If there are no other valid numbers on the FMFM call list,
Interchange offers options to the caller (hold, leave message,
call another extension, etc.).

Transfer type (continued on next page)
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Transfer type (continued)

» Screen the call—Interchange transfers the call by dialing the
number, and monitoring the line. If the mailbox owner answers,
it gives the owner the following screening options that allows
him/her to.

* Accept the call: press 1.

* Play the currently active greeting: press 2.

¢ Transfer a call to a Follow me number: press 3.

* Select a personal greeting (number 0-9): press 4.

¢ Enter an extension number for transfer of a call: press 5.
¢ Accept the call while remaining connected™: press 6.

*Interchange remains connected and records the conversation
as a message in the mailbox owner’s mailbox

If the receiving line is busy or does not answer, the system pulls
the call back and attempts the next valid number the FMFM call
list (if enabled).

If there are no other valid numbers on the FMFM call list,
Interchange offers options to the caller (hold, leave message,
call another extension, etc.).

Transfer type (continued on next page)
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Transfer type (continued)

» Wait for ring—Interchange transfers the call by dialing the
number and monitoring the line. If the system detects a ring, it
releases the call.

If Interchange detects a busy signal, it pulls the call back and
attempts the next valid number on the FMFM call list (if
enabled).

If there are no other valid numbers on the call list, the system
offers options to the caller (hold, leave message, call another
extension, etc.).

EXAMPLE
Mailbox owners may use this option when

they want all their calls to end up at their cell
phone or home phone (and routed to their cell
phone mailbox or home answering machine
instead of their Interchange mailbox) AND
they want the system to make sure the line is
not busy before releasing the call.

Currently Enabled

Use this field to turn the call transfer service on or off. Mailbox
owners can also call in and remotely change their call transfer setup.
If you check this field, the system transfers calls to the specified
number. If you do not check this field, the system does not transfer
calls, but takes messages instead.

Get caller’s name

If you check the field, the system prompts callers for their names
before transferring calls (if the callers do not speak a name, the
system transfers the call anyway).

If the transfer type is set to Screen the call, when the called party
answers, the system prompts:
“I have a call from [caller’'s name] for [mailbox owner’s
name]. Press 1 to take the call, press 2 if you would
like me to take a message...”

If the transfer type is set to Wait for answer (see page 47), when the
called party answers, the system simply announces the caller’s name
and connects the call.

What'’s on the Mailbox Transfer Tab? (continued on next page)
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What’s on the Mailbox Call Transfer Tab? (continued)

Record every call

If you check the field, the system remains on the line after completing
the transfer and records the conversation. The system then stores
the recorded conversation as a message in the mailbox.

Use 3-way calling

This field allows three-way calling for this mailbox. Three-way calling
is simply a conference call involving three parties, where one of the
parties is an Interchange mailbox.

If your system is connected directly to a residential (R1) line, a single
business (B1) line, or multiple business lines assigned to a multi-line
hunt group, it is likely that the call transfer service is not available. If it
is available, do not use three-way calling.

When in doubt, consult your Interchange System Technician for
information on completing this field.

Assume no-answer after X rings

If the transfer type is Wait for answer or Screen the call, the Assume
no-answer after X rings field tells the system how long to wait for the
called party to answer before abandoning the transfer.

== NOTE
.é Units indicated are rings, except in certain
integrations when the units are in seconds.

Override Class of Service Operator

When enabled, this field overrides the operator designated by the
mailbox’s class of service, allowing you to specify an operator on a
mailbox by mailbox basis. To designate an operator other than the
operator specified by the mailbox class of service, enter the alternate
operator’s extension number in the Operator Box.

Operator Box

This field works in conjunction with the Override Class of Service
Operator (see above)

Working with Mailboxes? (continued on next page)
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Working with Mailboxes (continued)

SETTING UP FoLLow ME MoODE

Interchange allows you to control the Find Me Follow Me (FMFM)
feature for each mailbox owner.

From the Mailbox screen (see page 33):

1) Click on the Follow Me tab (see below) to display the
available Follow Me mode settings.

2) Set options as appropriate (see field and option descriptions
below)

What’s on the Mailbox Follow Me Tab?

The following is a listing of descriptions for each field and option on
the Follow Me tab of the Mailbox screen.

ligy Mail box [_ O] =] I
- > O T | = @ @
Prew Mext MNew Delete Select Cancel Save Fecord greeting

Box nurber |1U11 Mame IJohn ISmith

Generall Call transfer  Folaw-Me | Hecordingl Message deliveryl Pager I Distribution Iistsl Hatel | Enhancedl e-Mail |

" Do not Follow-Me

Transfer to IX during schedule IAIways + Follow-Me automatically

i~ Fallow-Me only when caller requests to

Nurber Transfer Type Rings Get Password Caller's Name Schedulz ﬂ

[]

T Remove Mave Up Move Down View Schedules

Transfer to
Should already be set up under the Call Transfer tab (see page 44).

during this schedule
Should already be set up under the Call Transfer tab (see page 46).
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FORWARD THE MAILBOX OWNER’S CALLS TO ANOTHER LOCATION
¢ Do not Follow Me—turns FMFM mode off.

* Follow me automatically—when a specified number of rings
go unanswered on the mailbox owner’s extension. The number
of rings is set in the Assume no-answer after X rings field on the
Transfer Configuration screen.

* Follow me only when caller requests to—when the caller
presses 4 while listening to the personal message. This option
allows mailbox owners to transfer only those calls most
important to them, such as ones from a boss, co-worker, etc.
They can choose to tell the person beforehand that they will
have the FMFM mode on (and how to activate it by pressing 4
during the personal greeting), or mailbox owners can add the
instructions to their active personal greeting.

If owners do not include the instructions in their active personal
greeting, all other callers will not know that the FMFM mode is

on, will not press 4, and so will be sent to owners’ voice mail if

they are unable to take the call.

SETTING THE FIRST TRANSFER MADE WHEN FMFM IS ENABLED
1) Select the first row of the table.

2) Click this button to display the Transfer Configuration screen.

[ Transfer Configuration H=] 3

Tranzfer ta I'IDD'I during schedule IAIwa_l,Js 'I
[ Transfer Type Azsume no answer after |3 j lings.

= o Transfer

 Blnd [~ GetCaller's Hame

= Wait for Ring

£ WWait for Answer " Prampt for Password

% Screen the Cal [ Disable Call Progress:

Cancel digits: I
Ok, Cancel |

Setting the First Transfer Made when FMFM Is Enabled (continued on next page)
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Setting the First Transfer Made when FMFM Is Enabled (continued)

Transfer to

If mailbox owners are working in a different location, they can specify
another extension number or an external phone number instead of
their office extensions.Therefore, you can enter the number for the
call transfer in this field.

HINT
@ e Mailbox owners can also call in and

remotely change the number in this field
(unless you enclose the number in
brackets).

e Valid entries for this field are 0 through 9, *,
#, and ten special characters. See Valid
“Transfer To” Field Characters chart on
page 45.

during this schedule

Use this field to select the schedule during which you want the
system to forward the incoming call. See Schedule Options chart on
page 46 for more information.

Transfer type
Use this field to specify how you want calls processed.

* No transfer—Interchange does not transfer the call. It plays
your personal greeting immediately (instead of attempting to
transfer the call and then playing the greeting). If you select this
option, you are turning off the FMFM mode.

* Blind—Interchange transfers the call by dialing the number,
then dropping out of the call. If you select this option, the
system stops the FMFM mode after dialing the this number on
your list. Interchange does not wait to determine if you answer,
the line is busy, etc. before releasing the call. The caller will
hear the busy signal, or ring no answer, or will be routed to the
messaging solution for that number. For example, use this
option if you want all your calls to end up at your cell phone or
home phone (and routed to your cell phone mailbox or home
answering machine) instead of your Interchange mailbox.

Transfer Type (continued on next page)
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Transfer Type (continued)

* Wait for answer—Interchange transfers the call by dialing the
number, and monitoring the line. If the system detects an
answer, it performs a blind transfer and drops out of the call. If
the receiving line is busy or does not answer, Interchange pulls
the call back and attempts the next valid number on your FMFM
call list. If there are no other valid numbers on your call list, the
system offers options to the caller (hold, leave message, call
another extension, etc.).

» Screen the call—Interchange transfers the call by dialing the
number, and monitoring the line. If you answer, it plays a
system prompt giving you six screening options (Press 1 to
accept the call, Press 2 to play currently active greeting, Press 3
to transfer this caller to the number in the Follow me only when
the caller requests to field [on the Follow-Me tab], Press 4 to
play a personal greeting [number 0-9], Press 5 to enter an
extension number to which the system will transfer the caller., or
Press 6 to accept the call. Interchange remains connected and
records the conversation as a message in the mailbox.). If the
receiving line is busy or does not answer, the system pulls the
call back and attempts the next valid number on your FMFM call
list. If there are no other valid numbers on your call list,
Interchange offers options to the caller (hold, leave message,
call another extension, etc.).

» Wait for ring—Interchange transfers the call by dialing the
number and monitoring the line. If the system detects a ring, it
releases the call. If Interchange detects a busy signal, it pulls
the call back and attempts the next valid number on your FMFM
call list. If there are no other valid numbers on your call list, the
system offers options to the caller (hold, leave message, call
another extension, etc.). For example, use this option if you
want all the calls to end up at the mailbox owners cell phone or
home phone (and routed to their cell phone mailbox or home
answering machine instead of their Interchange mailbox) AND
you want the system to make sure the line is not busy before
releasing the call.

Setting the First Transfer Made when FMFM Is Enabled (continued on next page)
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Setting the First Transfer Made when FMFM Is Enabled (continued)

Assume no-answer after X rings

Use this field to enter the number of rings you want to allow before
the system considers the attempted transfer a no answer. The Follow
me mode field and the Wait for Answer and Screen the Call options
on the Transfer type field use this number.

If you selected Screen the Call or Wait for Answer as the type of
transfer, you can enter further instructions for the transfer in the Get
Caller’s Name, Record Conversation, Prompt for Password, Disable
Call Progress, and Cancel digits fields.

s NOTE

.g If you selected No Transfer, Blind, or Wait for
Ring as the transfer type, Interchange does
not let you select any of these other fields.

Get caller’s name

This field is used for Wait for Answer and Screen the Call transfer
types only. If you set this field on (checked), the system asks callers
for their name and then announces the name to you before
connecting the call.

Record Conversation

This field is used for Wait for Answer and Screen the Call transfer
types only. If you set this field on (checked), Interchange remains on
the line after completing the transfer, records the conversation, and
stores it as a message the mailbox owner’s mailbox.

Prompt for Password

This field is used for Screen the Call transfer types only. If you set
this field on (checked), the system prompts mailbox owners to enter
their mailbox password before transferring the call.

Disable Call Progress

This field is used for Screen the Call transfer types only. If you set
this field on (checked), Interchange does not try to detect call
progress tones (i.e., ringing) after dialing the FMFM number.
Select this option if the FMFM number the system must call has
unusual ringing patterns that the system may not recognize.

Otherwise, if Interchange does not effectively detect ringing, it will not
wait for an answer to connect the caller to the number, and will
proceed instead with attempting to dial the next Follow Me number
entered on the screen.

Setting the First Transfer Made when FMFM Is Enabled (continued on next page)
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Setting the First Transfer Made when FMFM Is Enabled (continued)

Cancel digits

This field is used for Screen the Call transfer types only. If you enter
a string of numbers in this field, the system sends the DTMF tones for
those digits to the calling number if the system does not detect a
keypress response after playing the screening options. These cancel
digits prevent the calling number from recording a message of
Interchange’s voice prompts.

EXAMPLE
Most mailbox owners want to avoid a blank

message in their cell phone mailbox. Enter
the appropriate stop message code in this
field. Once the system detects no response to
the screening options, it sends out the DTMF
tones to their cell phone number (which stops
their cell phone mailbox from recording a
message). It then pulls the call back to
continue on with the Follow Me mode.

If you do not know the DTMF code for

stopping a message recording in the cell
phone mailbox, have the mailbox owner
contact their cell phone service provider.

SET UP ANY ADDITIONAL TRANSFERS

After you set up the initial transfer option (as described on previous
pages starting on page 52), you can now set up any additional
transfers that you want Interchange to attempt when FMFM is
enabled (up a maximum of ten transfers).

In the subsequent rows of the table, complete the fields in the same
manner as for the first transfer. Interchange will attempt each transfer
in the order you set them up on the Transfer page, and based on
whatever schedule you associate with any given number.

Set up any additional transfers (continued on next page)
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Set up Any Additional Transfers (continued)

If the system cannot reach the mailbox owner at any of the alternate
numbers (no answer), it will return the caller to the owner’s personal
mailbox and instruct the caller to leave a message.

o NOTE
.é Mailbox owners can only use the FMFM
feature if you permit them to use it.

If FMFM is allowed for an owner’s class of
service, owners can change their FMFM
settings at will using the Personal
Administration Tool or using the phone menus.

If you want to turn off FMFM for a specific
mailbox owner, change the owner’s class of
service to one that does not allow FMFM.

If you do not change the class of service, and
only check the Do not Follow Me field, the
mailbox owner will still have access to the
FMFM settings and can turn FMFM back on.

Working with Mailboxes? (continued on next page)
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Working with Mailboxes (continued)

SETTING UP RECORDING

Interchange allows you to control the Recording feature for each
mailbox owner.

From the Mailbox screen (see page 33):

1) Click on the Recording tab (see below) to display the
available recording settings.

2) Set options as appropriate (see field and option descriptions
below).

What’s on the Recording Tab?

The following is a listing of descriptions for each field and option on
the Recording tab of the Mailbox screen.

G Mail box o=
+« =+ 0 o = 4] @
Prev Mext MHew Delete Select Cancel Save Record greeting

B number |1022 Mame ISampIe IMaiI box

Generall Cal transferl Follow-bde  Recaording |Message deliver_l,ll Pager I Distribution Iistsl Hatel | Enhancedl e-Mail I

—after playing greeting

o e If caller chooses "other options" IGD to bow j |821

= Page immediately
i~ Record message then page

After recording message IGD ta o j |821

Wiew schedules

[ Automatically IMDVE 'l new messages to box/SMTP address ISSSS

after |999 hours, during this schedule IAIways ‘l Email Subject:

What'’s on the Mailbox Recording Tab? (continued on next page)
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What’s on the Mailbox Recording Tab? (continued)

After Playing Greeting

This area of the screen shows the options available to the caller after
the system plays the mailbox owner’s greeting. When callers have
been routed to a mailbox and are listening to the greeting, they
always have various options available by dialing the appropriate digit.

If the caller does not dial a digit by the time the system finishes
playing the greeting, the system immediately takes whatever action is
specified in this field. If the caller does dial a valid digit from the
fa_v%ilable options, his/her selection overrides the action entered in this
ield.
* Record Immediately - If you select this option, the system plays
the prompt, “Please speak after the tone,” and records the
caller’'s message.

g NOTE

o If the caller hangs up while the system is

playing the mailbox greeting, the system might
begin recording a message before it detects
that the call has ended.

When this happens, the mailbox ends up
containing a short, blank message. You can
eliminate these false messages by selecting
the Wait for a Digit option rather than Record
Immediately.

* Wait for a digit - If you check this option, the system gives the
caller more time to enter a digit. Use this option only when the
mailbox owner, in the personal greeting, instructs the caller to
choose an option.

If the caller does not enter a digit, the system then takes
whatever action is specified in the After Leaving Message field.

If the caller hangs up while the system is playing the mailbox
greeting, the system might begin recording a message before it
detects that the call has ended.

When this happens, the mailbox ends up containing a short,
blank message. You can eliminate these false messages by
selecting the Wait for a Digit option rather than Record
Immediately.

After Playing Greeting (continued on next page)
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After Playing Greeting (continued)

* Page Immediately - If you select this option, the system looks at
what type of pager this mailbox is using.

If the Pager Type field is set to None or the Pager Number field
is blank, the system takes whatever action is specified in the
After Recording Message field.

If the Pager Type field is set to Tone, the system takes a
message and calls the mailbox owner’s pager.

If the Pager Type field is set to Display/Digital, the system asks
the caller to enter his/her own telephone number then calls the
mailbox owner’s pager and relays that number (no message is

taken).
S NOTE
Ié If the Pager Type field is set to Display/Digital

and the Pager notification service is currently
turned off (either manually or due to the call
schedule), callers hear the system prompt,
“I'm sorry, | am unable to page that party right
now,”. The call then continues by taking
whatever action is specified in the After
Recording Message field (see page 62).

* Record message then page - If you select this option, the
system looks at what type of pager this mailbox is using.

If the Pager Type field is set to None or the Pager Number field
is blank, the system records a message, but does not activate
the pager.

If the Pager Type field is set to Tone, the system takes a
message and calls the mailbox owner’s pager.

If the Pager Type field is set to Display/Digital, the system
records a message, then calls the pager. It sends the mailbox
number to the pager display.

After Playing Greeting (continued on next page)
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After Playing Greeting (continued)

* If caller chooses “other options” - This field gives callers
more options, if they press 3 during the mailbox greeting. These
other options include the following.

IF CALLER CHOOSES “OTHER OPTIONS” OPTIONS

Option Description

Go to box Allows the call to route to another box. The new box
number is entered in the next field to the right. This
box is usually a routing box containing a greeting or
menu, or it is the mailbox number of an individual
taking calls for this mailbox owner.

Say goodbye | The system says, “Good-bye,” and hangs up.

Return The system goes back to the previous box that
handled this call (usually a routing box).

Hang up The system immediately terminates the call by going
on-hook.

What'’s on the Mailbox Recording Tab? (continued on next page)
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What’s on the Mailbox Call Recording Tab? (continued)

After Recording Message
This field gives callers more options after they record a message.
These other options include the following.

AFTER RECORDING MESSAGE

Description

Go to box

Allows the call to route to another box. The new box
number is entered in the next field to the right. This
box is usually a routing box containing a greeting or
menu, or it is the mailbox number of an individual
taking calls for this mailbox owner.

Say goodbye

The system says, “Good-bye,” and hangs up.

Return

The system goes back to the previous box that
handled this call (usually a routing box).

Hang up

The system immediately terminates the call by going
on-hook.

The system follows the action specified here when:

e Callers have recorded their message, pressed # for further
options, and pressed 7 to send or 4 to cancel the message.

* The After Playing Greeting field is set to Wait for digit, and the

caller did not enter a digit.

* The After Playing Greeting field is set for a paging option, but the

pager’s Enabled field is set to No (in this case, the caller first

hears the system prompt, “/ am not able to page that party right

now.”).

What'’s on the Mailbox Recording Tab? (continued on next page)

-62 -

Interchange Supervisor’s User Guide




Interchange Supervisor’s User Guide SUPERVISOR FUNCTIONS VIA PC

What’s on the Mailbox Call Recording Tab? (continued)

Automatically X new messages to box/SMTP address X after X

hours, during this schedule

If a message has been in a mailbox for the number of hours specified

in this field, but has not yet been listened to by the owner, the system

Lorwards/moves/copies the message to another mailbox or to a group
0X.

To disable the auto-forward/move/copy feature, leave this field blank.

o NOTE
.é If you have this field set to forward, the system

automatically deletes the original copy from
the original mailbox.

When a mailbox receives a message that the
system has auto-forwarded, the system
informs the mailbox owner by saying, “This
message was automatically forwarded from
[name of original recipient].”

You can specify when you want the system to automatically forward/
move/copy new messages. Your options include the following.

AUTOMATICALLY FORWARD/MOVE/COPY NEW MESSAGES

Schedule Result

Always Automatically forward/move/copy is available at all
times.

Day service Automatically forward/move/copy is available only
during Day Service, as defined on the Business Hours
screen.

Night service Automatically forward/move/copy is available only
during Night Service, as defined on the Business Hours
screen.

Schedule A, B, Automatically forward/move/copy is available only

C,orD during the schedule, as defined on the View Schedules
button.

Working with Mailboxes (continued on next page)

-63 -



SUPERVISOR FUNCTIONS VIA PC Interchange Supervisor’s User Guide
-

Working with Mailboxes (continued)

SETTING UP MESSAGE DELIVERY

Interchange allows you to control the Message Delivery feature for
each mailbox owner.

From the Mailbox screen (see page 33):

1) Click on the Message Delivery tab (see next page) to display
the available message delivery settings.

2) Set options as appropriate (see field and option descriptions
on next page).

A

IMPORTANT!
You must have the Currently Enabled box

checked on the Transfer Tab if you want to
use message delivery. If you do not check
that box, the system ignores whatever settings
you enter on this screen.

HINT

A mailbox owner can call in remotely and turn
the message delivery feature on or off, or
change the first number to be called. The
other telephone numbers, if in use, cannot be
changed remotely.

Setting Up Message Delivery (continued on next page)
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Setting Up Message Delivery (continued)

What’s on the Message Delivery Tab?
The following is a listing of descriptions for each field and option on
the Message Delivery tab of the Mailbox screen.

) Mail box [ (O] <] I
- > O T = @ @
Prew Mext Mew Delete Select Cancel Save Record greeting

Box humber |1 022 Mame ISampIe I M ail bax

Genarall Call transfell FDIIow-MeI Recording  Message delivery |F'age| I Distribution Iistsl Hatel | Enhancedl -t ail I

Call Il |3_ times, at intervals of lW minutes, during ISChEdl’"EA jv
Call I |3— times, at intervals of lW minutes, during IScheduIe B j'
Call I |3_ times, at intervals of lW minutes, during ISChEdUIE C jv
Call I IB_ times, at intervals of lT minutes, during IAIwa_ps jv
Call I |3— times, at intervals of lW minutes, during I"'S‘I""a}'S j'

Deliver these messages Fan mail deliven
W Voice messages Wiew schedulesl [ Enabled
[~ Email messages

[Dual Message Stare anly) ER e |-|_ times, | oend fasmais to I

%) [mmediately iEom receimt
[~ Orly when marked Urgent " Gt
{01 et untl b Biber cantains: (0 fax

Email Subject:
I meszages, [maximum IU minutes].

Call

In this field, enter the telephone number you want the system to call
to inform the mailbox owners that there are new message in their
mailboxes. This field can contain the DTMF digits 0-9, the characters
* and #, and other special characters. Consult your Interchange
System Technician for information on completing this field.

The owner of a mailbox can call in and remotely change only the first
Call number, and cannot indicate special characters.

Xtimes

Use this field to specify the number of successful attempts that the
system is to make to each telephone number. A successful attempt is
generally defined as one where the system has seized an available
line port, dialed the number, and detected ringing.

If the attempt is not successful (for example, the called number was
busy) the system automatically re-tries every few seconds up to
twenty times.

What'’s on the Recording Tab? (continued on next page)
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What’s on the Recording Tab? (continued)

At intervals of

Use this field to specify the interval (in minutes) between calls to this
number and/or the interval before proceeding to the next call number
sequence.

during X
Use one of these options to specify when the system is to deliver
messages to this number. The options are as follows:

DURING X OPTIONS

Schedule Result
Always Message delivery is available at all times.
Day service Message delivery is available only during Day Service,

as defined on the BUSINESS HOURS screen.

Night service Message delivery is available only during Night Service,
as defined on the BUSINESS HOURS screen.

Schedule A, B, Message delivery is available only during the schedule,
C,orD as defined on the View Schedules button.

Run this cycle Xtimes

Use this field to specify the number of times the system is to run the
message delivery sequence. Once the system calls every number
listed, it has run the message delivery sequence one time.

What'’s on the Recording Tab? (continued on next page)
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What’s on the Recording Tab? (continued)

Deliver These Messages

Use one these options to specify which messages the system is to
deliver. Your options include the following.

DELIVER THESE OPTIONS

Description
Voice The system delivers voice messages received in the
mailbox.
e-Mail The system delivers e-mail messages received in

the mailbox via the unified messaging feature.

Only when marked | The system delivers only messages voice mail and/
urgent or e-mail messages marked as urgent. Non-urgent
messages are not delivered.

SETTING UP PAGER NOTIFICATION

Interchange allows you to control the Pager Notification feature for
each mailbox owner.

From the Mailbox screen (see page 33):

1) Click on the Pager Notification (see next page) to display the
available pager notification settings.

2) Set options as appropriate (see field and option descriptions
on next page).

Setting Up Pager Notification (continued on next page)
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Setting Up Pager Notification (continued)

What’s on the Pager Notification Tab?

The following is a listing of descriptions for each field and option on
the Pager Notification tab of the Mailbox screen.

@ Mail box M= B I
- > D il =i @ @
Prew Mext MNew Delete Select Canicel Save Fiecord greeting

Bor number |1 022 MName S ample | Mail box

Generall Call tlansferl Follow'Mel Flecordingl Message delivery Pager |Distribution Iistsl Hatel I Enhancedl etail I

@ FPager number I

il only [ho display] Deliver these messages— |
" Dizplay ¥ Voice messages
I Email messages

[Dual Meszage Store only)

FPag

‘ I Only when marked Urgent

Call the pager |1_ tirnes, at intereals of ID minutes.

¥ Currently enabled Activate pager during these times | Alwayps 'l
Wiew schedulesl

Pager type

When a caller asks the system to page a mailbox owner, the system
looks for a free line on which to call the paging service. If no lines are
free to make the call, the system queues the request and re-tries
every 10 seconds for about 10 minutes.

This area of the screen allows you to choose what type of pager the
mailbox owner has:

* None - no pager
e Tone only - if the pager has no display
* Display - for using pagers that DO have a display

What'’s on the Pager Notification Tab? (continued on next page)
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What’s on the Pager Notification Tab? (continued)

Pager Number

Use this field to enter the telephone number of the paging service.
The mailbox owner may change this number remotely. Normally,
access codes for outside lines are not required here.

To restrict pager calls to use lines in a particular line group, enter the
letter (A, B, C, or D) of the line group in braces { } before the
telephone number (for example, {A}5551212). Consult your
Interchange System Technician for more information.

You can set up tone or voice pagers in the Message Delivery portion
of this screen. Consult your Interchange System Technician for more
information.

The pager number can contain the digits 0 through 9 and the

characters * and pound #, as well as the several special characters.
Consult your Interchange System Technician for more information.

Call the pager X times

The system calls the pager the number of times indicated in this field.
This can be useful in circumstances when the pager is turned off for a
period or is temporarily out of pager range.

At intervals of

Use this field to specify the interval (in minutes) between calls to this
number and/or the interval before proceeding to the next call number
sequence.

Activate pager during these times

Use one of these options to specify when you want the system to
deliver pager notification to this number. The options are as follows:

ACTIVATE PAGER DURING THESE TIMES

Schedule Result
Always Pager notification is available at all times.
Day service Pager notification is available only during Day

Service, as defined on the Business Hours screen.

Night service Pager notification is available only during Night
Service, as defined on the Business Hours screen.

Schedule A, B, Pager notification is available only during the
C,orD schedule, as defined on the View Schedules button.

What'’s on the Pager Notification Tab? (continued on next page)
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What’s on the Pager Notification Tab? (continued)

Currently enabled

Use this field to turn the service on or off from the keyboard. If this
field is set checked, the pager feature for this mailbox is currently on.
If this field is unchecked, the pager feature is off.

HINT

e The mailbox owner also can call in and
remotely turn the pager notification service on
or off.

IMPORTANT!
A Leaving this option “unchecked” forces the

system overrides the call schedule set in the
previous field.

SETTING UP DISTRIBUTION LISTS

Interchange allows you to control the Distribution Lists feature for
each mailbox owner. Each mailbox owner can create up to four
personal distribution lists, each containing up to 20 mailbox numbers.

From the Mailbox screen (see page 33):

1) Click on the Distribution Lists (see next page) to display the
available distribution list settings.

2) Set options as appropriate (see field and option descriptions
on next page).

Setting Up Distribution Lists (continued on next page)
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Setting Up Distribution Lists (continued)

What’s on the Distribution Lists Tab?

The following is a listing of descriptions for each field and option on
the Distribution Lists tab of the Mailbox screen.

[ Mail box M= B3 I
- - e} il = @ @
Pres Mext Mew Delete Select Canicel Save Fiecord greeting

Box number [1072 Name |Sample |Mailb0x

General | Call transfer | Follow-Me | Recording | Message delivery | Pager  Distribution lists | Hotel | Enhanced | eMail |

I~ Enabled I~ Enabled [~ Enabled
9339 9399 9393 9339 9339 9399 9399 9339
9339 95999 95993 9999 9339 95999 95999 9999
9333 9333 9333 9333 9333 9333 9333 9333
9339 9399 9393 9339 9339 9399 9399 9339
9339 95999 95993 9999 9339 95999 95999 9999
9333 9333 9333 9333 9333 9333 9333 9333
9339 9399 9393 9339 9339 9399 9399 9339
9339 95999 95993 9999 9339 95999 95999 9999
9333 9333 9333 9333 9333 9333 9333 9333
9339 9399 9393 9339 9339 9399 9399 9339

Enabled

Use this option when you want to specify when the corresponding
distribution list below the field is available to the mailbox owner.

Q'\ NOTE

.é If Enabled is checked, the list is active for the
mailbox owner; if Enabled is not checked, the
list is not active for the mailbox owner.

The table below the Enabled field indicate the mailboxes currently
included as part of the distribution list. Only mailboxes can be
members of a personal distribution list (you cannot include a group
box on the list).

Working with Mailboxes (continued on next page)
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Working with Mailboxes (continued)

SETTING UP HOTEL FEATURE

Interchange allows you to control the Hotel feature for each mailbox
owner.

From the Mailbox screen (see page 33):

1) Click on the Hotel tab (see below) to display the available
hotel settings.

2) Set options as appropriate (see field and option descriptions
below).

What’s on the Hotel Tab?

The following is a listing of descriptions for each field and option on
the Hotel tab of the Mailbox screen.

i Mail box |_ (O] x| I
+ = D L @ @
Frew Mext Mew Delete Select Cancel Save Fecord greeting

Bax number |1 02z Mame ISampIe I I ail box

Genelall Call transferl Follow-MeI Flacordingl Mezzage deliveryl Fager I Distribution lists ~ Haotel |Enhanced| e-Mail I

‘wake-up time | 7:00

I Curently scheduled

What'’s on the Hotel Tab? (continued on next page)
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What’s on the Hotel Tab? (continued)

Hotel guest privileges only

If you check this field, the system restricts the options available to the
mailbox. When the mailbox owner opens the mailbox, the only
options are listening to messages or scheduling a wake-up call.

Wake-up time

Use this field to specify a time for a call to be placed to the extension
listed in the Transfer to field. Interchange does not actually place the
call at the time specified here unless the wake-up time is currently
scheduled. The mailbox owner can also schedule a wake-up call by
calling into the system.

Currently Scheduled

If you check this field, the system calls the extension listed in the
Transfer to field, at the time specified in the Wake-up time field.

SETTING UP ENHANCED FEATURES

Interchange allows you to control the Enhanced features for each
mailbox owner.

From the Mailbox screen (see page 33):

1) Click on the Enhanced (see next page) to display the
available enhanced settings.

2) Set options as appropriate (see field and option descriptions
on next page).

Setting Up Enhanced Features (continued on next page)
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Setting Up Enhanced Features (continued)

What’s on the Enhanced Tab?

This screen contains fields that are functional only with certain phone
systems that provide call recording capabilities. The following is a
listing of descriptions for each field and option on the Enhanced tab of
the Mailbox screen.

& Mail box I ] |
- O i) e 4] @

Prew Mext Mew Delete Select Cancel Save Record greeting

Box number |1U Marmne IJohn ISmith

Eenerall Call transferl Fnllnw-MeI Hecnrdmgl Meszage dE|IVEI_I,II Pager I Digtriibution listz | Hotel ~ Enhanced |e-Ma|l I

F i

Jv During recording, play beep on line every |3U seconds.
Dizcard recarding if less than IU seconds.

Max time to record IT 5 minutes.

|¥ Play ringburst when caller begins to leave a message

Allowed to record calls

This field allows you to specify if the mailbox owner is permitted to
use the record call feature.

During recording, play beep every...

This field allows you to specify how often a beep (audible to all
conversation participants) is to sound during recordings. If you do not
specify a time, no beep will be sounded.

Discard recording if less than...

This field allows you to specify the minimum length in seconds a
recording must be to be retained on the system.

What'’s on the Enhanced Tab? (continued on next page)
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What’s on the Enhanced Tab (continued)

Max time to record

This field allows you to specify the maximum number of recording
minutes allowed per call

Play ringburst when caller begins to leave a message

and whether, when a caller is prompted to leave a message in the
mailbox, a short ringburst is to sound on the mailbox owner’s phone.

‘--\- NOTE
.é Each recorded call is stored as a new
message in the mailbox owner’s voice
mailbox.

SETTING UP E-MAIL FEATURES

Interchange allows you to control the e-Mail features for each mailbox
owner.

From the Mailbox screen (see page 33):

1) Click on the e-Mail (see next page) to display the available
e-mail settings.

2) Set options as appropriate (see field and option descriptions
on next page).

Setting Up e-Mail Features (continued on next page)
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Setting Up e-Mail Features (continued)

What’s on the e-Mail Tab?

The following is a listing of descriptions for each field and option on
the e-Mail tab of the Mailbox screen.

If the mailbox owner has more than one e-mail account, the e-Mail tab
can include information for up to three different accounts.

Once all fields are completed on this screen for the first e-mail
account, you can access a second and third e-mail tab to enter
information for additional accounts by clicking on the left and right
arrow buttons next to the Account number field.

Click the arrows here to access and enter
information for additional e-mail accounts.

[GMaibes ——— / EEK|
- > O i} 47] @
Prew MHext New Delete Cancel Save Record greeting
Box number [1022 | Mail box

Generall Call transferl Follow-MeI ;cordingl Message deliveryl Pagerl Distribution Iists| Huotel | Enhanced &-Mail

r~Outgoing b ait
Account number: |1_ of3 <= Hnina At _ _
. [efault sceount fan outaaing ma ~
W |z account active?
Account Information Account Type: I SMTP j'
Friendly Name.l Host name: I
e-Mai Addrass'l Incoming Mail
Account Type: IPDP3 j
Host name.l
Lzer name'l
Password:l Advanced... |

g NOTE

" The e-mail reader will not be able to play e-
mail over the telephone for any account that is
not set up on the mailbox owner’s desktop.

What'’s on the e-Mail Tab? (continued on next page)
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What’s on the e-Mail Tab (continued)

Is account active?

Use this option to specify when the account is active for the mailbox
owner. The e-mail reader will not access voice and e-mails for
inactive accounts.

Friendly Name

Use this field to specify the name you want the system to display in
the From field, on messages recipients receive in their e-mail Inbox
from this mailbox owner. Typically, the Friendly Name is simply the
mailbox owner’s first and last name.

e-Mail address

Enter the e-mail address you want the system to use to send the
mailbox owner’s e-mail messages in this field.

Default account for outgoing mail field

This option only applies if more than one e-Mail account is active for
this mailbox owner. Check the field on the appropriate e-Mail tab to
indicate which account you want the system to use when sending
outgoing e-mail.

Account type (outgoing)

This field in the Outgoing Mail section is used for Unified Messaging
and Single Store Messaging; it tells the system what method to use
when sending messages to the e-mail server.

Your input in this field should correspond to what message store
options you chose on the General tab of the Mailbox menu (i.e., non-
UM, Dual Message Store, or Single Message Store).

Consult your Interchange System Technician if you have any
questions about how to complete this field.

Host name

This field in the Outgoing Mail section indicates the name assigned to
the e-mail server that is to be used to send the mailbox owner’s
outgoing e-mail.

Account type - incoming

This field in the Incoming Mail section is used for Unified Messaging
and Single Store Messaging (see next page). It tells the system what
method to use when communicating with the e-mail server.

Account type - incoming (continued on next page)
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Account type - incoming (continued)

Your input in this field should correspond to what message store
options you chose on the General tab of the Mailbox menu (i.e., non-
UM, Dual Message Store, or Single Message Store - see page 41).

* When a mailbox is set up to use Single Message Store,
Interchange communicates with e-mail servers via POP3 or
IMAP4 technology.

e When TUI Browser is enabled, the system must use IMAP4

technology.

[ 5

“

Host name

NOTE

You will tell the system how to log into the
mailbox owner’s e-mail account on the e-mail
server in the User name and Password fields.

* Although you can select POP3, IMAP4, or

IMAP4 WITH ADMINISTRATOR ID from
this drop down menu, Vertical recommends
IMAP4 WITH ADMINISTRATOR ID.

If you select POP3 or IMAPA4 in this field,
you must update the Password field
manually each time mailbox owners
change their e-mail login passwords.

If you do not update it, e-mails can no
longer be retrieved for the mailbox owner.

To avoid the issues associated with
password changes, select IMAP4 W/
ADMINISTRATOR ID in this field and set up
a user with Administrator login rights on the
IMAP4 e-mail server. Consult your
Interchange System Technician if you need
more information.

Use this field in the Incoming Mail section indicates the name
assigned to the e-mail server that receives the mailbox owner’s

incoming e-mail.

What'’s on the e-Mail Tab? (continued on next page)
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What’s on the e-Mail Tab (continued)

User name

Use this field in the Incoming Mail section to specify the user name
the mailbox owner uses to log on to the e-mail server that receives
the mailbox owner’s incoming e-mail.

Password

Use this field in the Incoming Mail section indicates the password the
mailbox owner uses to log on to the e-mail server that receives the
mailbox owner’s incoming e-mail.

= NOTE

.é Alert mailbox owners that if they change their
e-mail server access password at any time,
you must update it on e-Mail tab.

If the password is not up-to-date, mailbox
owners attempting a system log in may find
that their computer is locked. This occurs
because when the Inbox is not up and running
on a client PC desktop, the PEC attempts fo
access e-mails from the e-mail server on the
client PC’s behalf.

It must log on to e-mail server using the
password you provide here. If it attempts to
log on with the password you enter in this field
after this password has been changed by the
mailbox owner, after several log in attempts,
the server may lock down the client PC.

Be particularly aware of this in an Exchange
Server environment, since anytime mailbox
owners change their network login password
in this setting, they must inform you.

Advanced

If you click on the Advanced button from the e-Mail tab, the system
displays the Advanced Properties screen. This screen is only
applicable in environments where an Exchange Server e-mail server
is used with the Exchange Service. Do not alter the defaults on this
screen unless authorized to do so by your Interchange System
Technician.

Working with Mailboxes (continued on next page)
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Working with Mailboxes (continued)

SETTING UP SCHEDULES

Interchange allows you to set up schedules for each mailbox owner.
These schedules can be used to allow or disallow certain functions:
call transfers, follow me, recording, message delivery, or pager.

From the Mailbox screen (see page 33):
1) Click on any of the following tabs to access a View Schedules
button: Call transfer, Follow-Me, Recording, Message
delivery, or Pager.

2) Click on the View Schedules button to display the Schedules
window.

G Mail box [oIX]
+« = 0 it o /] @
Prev Mo Hew Dol Seleot Cancel  Save Record greeting

Bognumber [1072 Name  [Sample [ Mailbos

General Collianster | FollawMe | Recording | Message delivery | Pager | Disvibution s | Hatel | Enhanced | e4tal |

Transferto B during this schedule [Always - iew schedules
T'(‘;”S:j' ‘WEF ¥ Cunently enabled
o transfer
£ ind Wit s he ol ez
€ Wait for ring

& Walt for answer
£ Soisenthe cal

I~ Get caller's name

I Record every cal

Bssume no-ansner after [1  rings I Use 3wy caling

[~ Dveride Class of Service Dpeialor

Operator box [day) [
Operator box fright) [0

3) Set options as appropriate (see field and option descriptions
on next page).

Setting Up Schedules (continued on next page)
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Setting Up Schedules (continued)

What’s on the View Schedules Screen?

The four schedules (A, B, C, and D) can be applied to any of five
features: call transfer, find-me-follow-me, pager natification,
automatic forwarding of new messages, and message delivery.

The feature or features assigned to a schedule operate only between
the Begin and End times for the days specified.

The following is a listing of descriptions for each field on the View
Schedules screen.

[ij Schedules M= E3 I
®
Cancel Save
Schedule & Schedulz B Schedule C Scheduls D
Begin  End Begn  End Begn  End Begn  End
Sunday 0:00 | oo oo | 00 0:00 | oo 000 | 00
Morday 0:00 | 000 oo | 00 0:00 | oo 000 | 00
Tuesday 0:00 | oo oo | 00 0:00 | oo 000 | 00
Wednesday | 0:00 | 000 oo | 00 0:00 | oo 000 | 00
Thursday :00 | 00 oo | 0o 0:00 | oo 000 | 00
Fridlay 0:00 | o00 oo | 00 0:00 | oo 000 | 00
Saturday 000 | 00 oo | 0o 0:00 | oo oo | 0o
Begin

This field displays the time at which this schedule begins on the day.
Time is indicated in 24-hour format (for example, 8:00 PM is specified
as 20:00).

End
This field displays the time at which this schedule ends on the day.

Time is indicated in 24-hour format (for example, 8:00 PM is specified
as 20:00).

= NOTE

.é If you want the schedule to be active all day,
enter 00:00 for the Begin time and 24:00 for
the End time.
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Using Class of Service Settings

Each mailbox on the system is assigned a class of service. The class
of service assigned to the box dictates which system features the
mailbox owners have access to and how they can use those features.

To control a mailbox owner’s (or a group of mailbox owners’) access
to certain system features, modify the class of service assigned to the
mailbox. Keep in mind that the class of service modifications you
make affect all mailboxes assigned that class of service.

There are 32 classes of services (0 through 31) that you can set up
and then apply to mailboxes on the system. Two of them are pre-
configured on the system. Class of service 0 is assigned by default to
the prototype mailbox 9994, which serves as a template for every
mailbox that you create on the system. Class of service 7 is assigned
supervisor mailbox privileges by default.

MODIFYING CLASS OF SERVICE

You can view and change the class of service number assigned to a
mailbox by accessing the Mailbox screen for the mailbox. For further
details on changing a mailbox setup, see “Creating, Changing, or
Deleting a Mailbox” on page 42.

Accessing the Class of Service Screen

You can easily make changes to the Class of Service screen to
modify classes of service you assign to mailboxes.

From the main menu of the main screen:

Go to System B> Class of Service to display the Class of
Service screen.

HINT

@ For further details on how to change the
setups for a specific class of service, as
described on the following pages.

Modifying Class of Service (continued on next page)
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Modifying Class of Service (continued)

What’s on the Class of Service Screen?

The following is a listing of descriptions for each field and option on
the Class of Service screen.

[ Class of service M= E3 I
= =+
Prev Mest Save
Class of service number IU_ Class of service name:
Operator box [day] 988 when exiting open Mail box, go to box |821

Operator box [night]  [388
Messages I Greetings | Call holdingl Call restrictionsl

[ Supervisor status M aximum number of messages |200

¥ Access to Group boxes

M aximum meszage length IBD zeconds.
I~ Diakout allowed

T el e e i 8 st ¥ Automatically delete OLD messages after |3D days.

™ Allowed to receive fax-mail [ Automatically delete NEW messages after |99 days.
W Allowed ta use Follow-Me

Class of service number

This field shows the current class of service. Once you assign a class
of service to a mailbox, the mailbox inherits all the privileges and
restrictions defined in the class of service.

Next & Prev
You can use these buttons to change the class of service number.

Class of service name

Use this field to enter a meaningful name for the selected the class of
service. Choose a name to help remind you of the purpose for the
class of service. Sample names include Supervisors, Mailbox
Owners, etc.

What'’s on the Class of Service Screen? (continued on next page)
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What’s on the Class of Service Screen? (continued)

Operator box (day) & Operator box (night)
When a caller is listening to a mailbox greeting, one of the options is
to dial zero to reach an operator. Use these fields to tell the system
where to route the call if the caller dials zero.

e The default setting is 888.

When exiting open Mail box, go to box

When mailbox owners have called in to their boxes, have finished
listening to messages, changing options, etc., and have elected to
exit from the Main Menu, this field tells the system where to send the
call.

* Retain the default setting in this field as 821.

Supervisor status
This option determines whether or not mailboxes belonging to this

class of service should have supervisor privileges. A supervisor can
perform certain actions not available to regular mailbox owners.

EXAMPLE
Supervisor can add a mailbox or delete a

mailbox by calling in from any telephone. The
default setting in class of service 0 is no
(unchecked), and in class of service 7 is yes
(checked).

Access to Group boxes

By enabling this option, you allow mailbox owners assigned this class
of service to access all group boxes set up on the system. If you set
the field off (unchecked), the mailbox owners in this class of service
will not be able to access any group boxes.

* The default setting is for this option to be enabled (on).

Dial-out allowed

Use this field to specify whether or not the owner of a mailbox
belonging to this class of service is allowed to place outgoing calls
from the mailbox.

* The default setting is for this option to be disabled (off).

What’s on the Class of Service Screen? (continued on next page)

-84 -



Interchange Supervisor’s User Guide SUPERVISOR FUNCTIONS VIA PC

What’s on the Class of Service Screen? (continued)

Callers can page via PA system

When a caller is listening to a mailbox owner’s greeting, one of the
features the system offers is the option to have the call announced
over the P.A. system.

Use this option to allow or deny access to the P.A. feature for callers
to mailboxes belonging to this class of service.

e The default setting is for this option to be enabled (on).

Allowed to receive Fax-mail

This option only applies only if your system has the optional FaxMalil
module installed. If you want to allow mailboxes in this class of
service to receive FaxMail, check this field to turn it on. Make sure it
is unchecked if you do not want callers to be able to send fax
documents into these mailboxes.

* The default setting is for this option to be disabled (off).

Allowed to use Follow Me

Use this option if you want the mailboxes in this class of service to be
allowed to use the Find Me Follow Me feature. Make sure it is
unchecked if you want to restrict the Follow Me feature from this class
of service.

* The default setting is for this option to be disabled (off).

Using Class of Service Settings (continued on next page)
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Using Class of Service Settings (continued)

CONTROLLING MESSAGES

You can use these options to control what types of messages are
allowed for a particular class of service.

From the Class of Service screen (see page 82):
1) Click on the Messages tab (see below) to display the
available message settings.

2) Set options as appropriate (see field and option descriptions
below).

What’s on the Messages Tab?

The following is a listing of descriptions for each field and option on
the Messages tab.

[ Class of service HE=E I
= =+
Prew Mext Save
Class of service number IU_ Class of service name
Operator box [day] 838 ‘when exiting open Mail box, go to box |821

Operator box [rnight]  |383
Messages | Greetings | Call holdingl Call restrictionsl

[T Supervizor status Maximum number of messages |2DD
¥ Access to Group boxes

Mazimum meszage length IBD zeconds.
[ Dial-out allowed

] Cxllers e e o E e v Automatically delete OLD messages after 30 days.

[ Allowed to receive fax-mal [~ Automatically delete NEW messages after {99 days.
¥ Allowed to use Follow-Me

Maximum number of messages

The system can hold up to 250 messages per mailbox. However, to
conserve disk space, you may want to restrict some mailboxes to a
lower limit. Use this field to set the maximum number of messages
that can be stored in mailboxes assigned this class of service.

Once the limit is reached for a particular mailbox, callers attempting to
leave more messages in the mailbox are told that the box is full.

* The default setting is 200.

What'’s on the Messages Tab? (continued on next page)
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What’s on the Messages Tab? (continued)

Maximum message length X seconds

The value in this field defines the maximum length of a message (in
seconds) that a caller can leave for mailboxes belonging to this class
of service.

e The default setting is 60 seconds.

Automatically delete OLD messages from system after X days

The system deletes old messages from mailboxes belonging to this
class of service after the number of days you specify in this field. An
old message is one the mailbox owner has listened to, but has not yet
deleted.

If you enter Oin this field, an old message is deleted at midnight on
the day the message became old. If you enter 1 in this field, an old
message is deleted at midnight on the day following the day the
message became old.

To disable deletion of old messages, enter 99 in this field. However,
do this with caution, since accumulating messages may create disk
storage problems.

* The default setting is 30.

Automatically delete NEW messages from system after X days

The system deletes new messages from mailboxes belonging to this
class of service after the number of days you specify in this field. A
new message is one the mailbox owner has not yet listened to.

If you enter Oin this field, a new message is deleted at midnight on
the day the message was received. If you enter 1 in this field, a new
message is deleted at midnight on the day following the day the
message was received.

CAUTION
A e Use this field with caution. Improper use
may cause important messages to be lost.

e To disable the deletion of new messages,
retain the default setting of 99 in this field.

e If you enter a number other than 99 in this
field, remember that messages are deleted
whether or not the mailbox owner has
listened to them.

Using Class of Service Settings (continued on next page)
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Using Class of Service Settings (continued)

CONTROLLING GREETINGS

You can use these settings control how many greetings are allowed
for a particular class of service.

From the Class of Service screen (see page 82):
1) Click on the Greetings tab (see below) to display the
available greetings settings.

2) Set options as appropriate (see field and option descriptions
below).

What’s on the Greetings Tab?

A mailbox can have up to 10 pre-recorded personal greetings. The
mailbox owner may record these greetings, store them in the mailbox,
and choose the greeting that is to be active at any specific time.

The following is a listing of descriptions for each field and option on
the Greetings tab.

[ Class of service M=l 3= I
- ~ ....... 0
Prew Mext Cancel Save
Class of service number IU_ Class of service name I
Operator box [day] a8s ‘When exiting open Mail box, go to box |821

Operator box [night)  |388
Messages Greetings | Call holdingl Eallrestrictionsl

Supervisor status . .
IS F aximum number of greetings |1 0

¥ Access to Group boxes

I Dial-out allowed aximum greeting length IBU seconds.

Iv Callers can page wia P& system .
[ Play system menu after personal gresting

I Allowed to receive fas-mai

[+ Allowed to use Follow-Me

What'’s on the Greetings Tab? (continued on next page)
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What’s on the Greetings Tab? (continued)

Maximum number of greetings

You may want to offer use of all 10 greetings to users, or you may
want to restrict them to fewer greetings. Use this field to define how
many personal greetings users with this class of service should be
allowed to record.

If you set the field to O, callers who route to a mailbox belonging to
this class of service always hear the pre-recorded system prompt,
“That extension is not available...” .

e The default setting is 1.

T NOTE

.g In class of service 7, this field must be set to
allow at least 2 greetings. Class of service 7 is

assigned to mailbox 70, the supervisor

mailbox that by default controls the routing

boxes on the system.

Because you usually set up routing boxes with
at least 2 greetings, this parameter must be
set to at least 2 in the supervisor mailbox class
of service.

Maximum greeting length

When a mailbox owner calls in to re-record his/her personal greeting,
the system limits the length of the new greeting to the value you enter
in this field.

* The default setting is 60.

Play system menu again after personal greeting

If an extension is busy or does not answer, the system plays the
mailbox owner’s personal greeting. After playing the greeting, it can
announce the options available to the caller (for example, “If you
would like to leave a message, press 1. To try another extension,
press 3, or to speak with an operator, press 0.").

If the mailbox owners do not record these options as part of their
greetings, enable this option so that the system plays the menu. If
you want to allow your mailbox owners to decide which options to
offer, do not check this field and instruct them to include the options in
their personal greetings.

* The default setting for this setting is disable (off).

Using Class of Service Settings (continued on next page)
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Using Class of Service Settings (continued)

CONTROLLING CALL HOLDS

You can use these settings control make settings for calls on hold for
a particular class of service.

From the Class of Service screen (see page 82):

1) Click on the Greetings tab (see below) to display the
available greetings settings.

2) Set options as appropriate (see field and option descriptions
below).
What'’s on the Call Holding Tab?

The following is a listing of descriptions for each field and option on
the Call Holding tab.

[G Class of service H[=] I
= =
Prew Mext Save
Class of service number IU_ Class of service name
Operatar box [day] a8a When exiting open Mail box, go ta box |821

Operator box [night) |22
Messages | Greetings Cal hD|E|ing|EaII restrictionsl

[~ Supervisor status P awimum number of lines allowed to hald for this Mailbox |2

Digitz caller can dial while holding I

Try extension |3 times before going back ta caller.

W Access to Group boxes

[~ Dial-out allowed

¥ Callers can page via PA system
(] e et e [ While queueing, announce position in line

v Allowed to use Fallow-ke

What’s on the Call Holding Tab? (continued on next page)
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What’s on the Call Holding Tab? (continued)

Maximum number of lines allowed to hold for this Mailbox

You can use this field to limit the number of lines that can
simultaneously hold for a mailbox belonging to this class of service.

EXAMPLE

If you set the field to 3, and lines 1, 3, and 6
are holding for a mailbox, subsequent callers
are not offered the option to hold.

Instead, they hear the personal greeting
recorded for the box, so they can leave a
message, try another extension, etc.

=3 NOTE
.é If you want to disable the call queuing feature
for the class of service, set this field to 0.

e The default setting is 2.

Digits caller can dial while holding

While callers are in the queue holding for an extension, they can
press a digit to leave the queue and process the call differently. By
default, the options open to the caller are the same as those available
when the caller hears the personal greeting (“If you would like to
leave a message, press 1. To try another extension, press 3, or to
speak with an operator, press 0.”).

If you want to restrict the caller to fewer choices while in the queue,
use this field to specify which digits are allowed. All other digits are
ignored by the system while the caller is in the queue.

EXAMPLE
If you enter 13 in this field, the only options

available to the caller are:
* Press 1 To leave a message
* Press 3 To try another extension

Try extension X times before going back to caller

The entry in this field applies only if the Max lines allowed to hold field
is greater than 0. If the caller chooses to hold, the system plays a
series of hold prompts to the caller (these are typically music or
commercials).

At the end of each hold prompt, the system tries the extension again.
If it is busy, the system plays the next hold prompt to the caller.

Try extenstion X times before going back to caller (continued on next page)
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Try extenstion X times before going back to caller (continued)

After the defined number of hold prompts have been played, the
system goes back to the caller and offers the options to remain on
hold, try another extension etc. This field allows you to specify the
number of hold prompts that should be played before the system
offers these options to the caller.

Interchange is shipped with only one hold prompt recorded.
Therefore, if you enter 3 in this field, a caller queued to a busy station
hears this same prompt three times before being offered the options
again.

If you record the second hold prompt (147), the caller hears prompt
146, 147, 146 again before being offered the options. You may
record up to 100 different hold prompts, which are played in
sequence.

Remember, at the end of each hold prompt, the system tries the
extension again). After the system plays the highest number hold
prompt recorded, it returns to the lowest number after the next try.
The default setting is 3.

g NOTE

" The time between tries to a busy extension is

determined by the length of each hold prompt
recorded. The prompt supplied with the
system (prompt 146) is approximately 30
seconds.

While in queue announce position in line

While callers are in the queue and holding for an extension,
Interchange can keep them informed on the progress of their call.

* If you check this field, Interchange announces to the caller:

“That extension is still busy. You are number [#] in line.
If you would prefer to leave a message, press 1, or to
speak with an operator, press 0.”

* If you do not check this field, the system says:

“That extension is still busy. If you would prefer to
leave a message, press 1, or to speak with an operator,
press 0.”

e The default setting for this option is disabled (off).

Using Class of Service Settings (continued on next page)
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Using Class of Service Settings (continued)

RESTRICTING CALLS

When mailbox owners call in to change their call-transfer number,
follow-me numbers, pager number, or message notification number,
you may want to prevent them from changing it to certain numbers,
such as long-distance numbers.

You can use these settings to restrict calls for a particular class of
service.

From the Class of Service screen (see page 82):

1) Click on the Call Restrictions tab (see below) to display the
available call restriction settings.

2) Set options as appropriate (see field and option descriptions
below).
What’s on the Call Restrictions Tab?

The following is a listing of descriptions for each field and option on
the Call Restrictions tab.

[ Class of service M=l I
<+ =+
Prew Mext Save
Class of service number ID_ Class of service name
Operatar box [day) 833 when exiting open Mail box, go to box |821

Operator box [night) 938
Messagesl Greetings | Call holding  Call restrictionsl

Mailbox awner cannat transfer ta numbers which begin with
I~ Supervisor status these digits:

¥ &ccess to Group boxes I

I Diakout allowed

I Allowed to receive faw-mail

|

| |

¥ Callers can page via P system I I
| |

¥ &llowed to use Follow-Me

What's on the Call Restrictions Tab? (continued on next page)
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What’s on the Call Restrictions Tab? (continued)

Mailbox owner cannot transfer

to numbers which begin with these digits

This fields allow you to define digit sequences that Interchange
blocks on system-generated outgoing calls. Interchange looks at
each of these digits fields to determine if any of them match the
number entered by the mailbox owner.

If the number entered by the caller begins with the digits specified in
the digits field, the system defines the number entered as a match.

EXAMPLE

If you enter the digits 1900 in one of the Digits
fields, the system considers the telephone
numbers 1-900-555-1212, 1-900-123-4567, 1-
900-111-2222 to be matches. Telephone
number 1-901-555-1212 would not be
considered a match.

If you enter the digit 0 in one of the Digits fields, the system considers
all numbers beginning with 0 to be matches. This would include calls
to the operator (0), calls to the long-distance operator (00),
international calls (011), and any operator-assisted call (0 followed by
telephone number).

If the mailbox owner enters a number that matches one of the digit
strings you enter here, Interchange informs the owner that the
number is not acceptable and does not allow the owner to change the
existing call transfer setup.

These blocking digits are used to block Interchange from making
automated calls; they do not block the mailbox owner from dialing the
numbers directly from their own extensions.

EXAMPLE
A mailbox owner can dial 911 from their

extension and complete the call, even though
you have entered 911 here in a digits field.
The block here keeps Interchange from dialing
911 (e.g., mailbox owners have listed 911 in
their call transfer field, as a follow-me number,
as a pager number, etc.

IMPORTANT!
A The 911 block is delivered with the system as a

default. It is highly recommended that you
keep this 911 block to avoid your voice mail
system calling an emergency line, and the
fines that may result if this occurs.
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Working with Group Boxes

Group distribution lists, which are defined in a group box, provide
mailbox owners an easy way to send one message they record to
multiple individuals, without specifying each individual recipient’s
extension.

Though mailbox owners can set up one to four personal distribution
lists specific to their needs in their mailbox, many organizations also
set up group distribution lists that can be used by all company
employees.

A group list a company maintains may, for example, contain the
mailobx numbers of all company employees, of all employees in a
particular department, of all employees that work a specified shift, etc.
When mailbox owners want to send a message to a group box, they
log into their mailbox, then select the option to send the message. At
the prompt, “Please enter the box number,” the mailbox owner enters
the number of the group box containing the mailboxes to which the
message is to be sent.

ACCESSING THE GROUP BOX SCREEN
From the main menu of the main screen screen:

Go to Boxes P Group Box to display the Group Box screen.
e The screen opens to show the General tab options.

Working with Group Boxes (continued on next page)
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Working with Group Boxes (continued)

MAKING GENERAL GROUP BOX SETTINGS

What’s on the Group Box Screen?

The following is a listing of descriptions for each field, option, and
button on the Group Box screen.

% Group box ME &
+« |+ | 0O B | @ ©
Frev | Mest Mew | Delete| Select| Cancel| Save Frecord grestitg
Blox number lﬁ Box name ||
M ax mezzage length IBD geconds. 9999 (9993 9999 9999 9999
9399 9993 9993 9999 9993
Mumnber of messages cumently in box IEI 9999 9399 9999 9993 9399

9933 93993 9993 9933 9339

@ 9933 9933 9393 9933 9999

R 9933 9995 9993 9933 9995
ecord name

9933 9995 9993 9933 9995

99393 9999 9993 9993 9939
9933 93993 9993 9933 9339
9333 9393 9333 9333 9333

Box number

This field displays the group box number. A box number can be any
number between 1 and 9899 (boxes 9900 - 9999 are reserved for the
system). You cannot change the box number on the screen.

Next & Prev

You can use these buttons to display information for another box
number.

New

Use this button to create a new group box (see “Creating, Changing,
or Deleting a Group Box” on page 98).

What’s on the Group Box Screen? (continued on next page)
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What’s on the Group Box Screen? (continued)

Record name

This button shows whether or not the name of the group box has
been recorded. The system plays the name as soon as a caller
elects to send a message to the group box.

Interchange signifies an existing recording by displaying a red light on
the button.

HINT
oo See “Recording a Name for a Group Box” on

page 99 for more information.

Number of messages currently in box

This field cannot be changed from the keyboard. It indicates the
number of messages in the group box.

Max message length X seconds

Messages can be sent to and from a Group Box. However, you can
limit the length of messages that are sent to this group box. To do so,
enter the lenght (in seconds) in this field.

The member fields on the right side of the Group box menu show the
current members of the group box.

HINT

o0 See Adding a Mailbox to a Group Box and “Sending
Messages to Multiple Mailboxes” on page 100 for
more information.

Working with Group Boxes (continued on next page)
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Working with Group Boxes (continued)

CREATING, CHANGING, OR DELETING A GROUP BOX

Creating a Group Box
From the Group Box screen (see page 95):
1) Click on the New to display the group box number prompt.

2) Enter the number of the grop box you want to create.
e The system displays the new group box.

Changing an Existing Group Box
From the Group Box screen (see page 95):

1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to make
changes.
e The system then displays the specified box.

3) Make changes as needed.

HINT
e e For further details on how to change the
setups for a specific mailbox, see “What’s
on the Group Box Screen?” on page 96
e You can also use the system’s help file at
any time by pressing F1.

4) Click Save to store the changes.

Creating, Changing, or Deleting a Group Box (continued on next page)
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Creating, Changing, or Deleting a Group Box (continued)

Deleting a Mailbox
From the Group Box screen (see page 95):

1) Click on the Selectto display a drop down list.

2) Select the box number for the box you want to delete.
e The system then displays the specified box.

3) Make sure that the currently displayed box is the one you
want to delete.

4) Click Delete to display a prompt asking you to confirm that
you want to delete the designated box.

5) Click Yes to delete the specified box.
OR

6) Click No to cancel the deletion
ADDITIONAL GROUP BOX SETTINGS

Recording a Name for a Group Box
From the Group Box screen (see page 95):

You can use the Record Name button on the Group Box screen (see
page 97) to record a name for the group box.

1) Click Record Name to display a recording dialog box.
2) Click on button with the circle to begin recording.

3) Click on the rectangle button (to the left of the circle button) to
end the recording.

Adding a Mailbox to a Group Box
A group box can contain up to 50 mailboxes.
From the Group Box screen (see page 95):

Enter a mailbox number to the table shown on the Group Box
screen to add it to the specified group box.

Ad(ditional Group Box Settings (continued on next page)
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Additional Group Box Settings (continued)

Adding a Mailbox to a Group Box
A group box can contain up to 50 mailboxes.
From the Group Box screen (see page 95):

1) Move the cursor to the mailbox number to be deleted.

2) Press the delete key on your keyaboard to delete the number.

Sending Messages to Multiple Mailboxes

To send messages to groups containing more than 50 mailboxes, use
one of the following methods:

* Use the Send to Multiple Mailboxes option - to send the
message to additional group boxes. After selecting the first
group box and recording the message, press the # key for more
options. From the menu that plays, choose option 6 to send the
message to several mailboxes or group boxes.

Connect a group box to a text file - which can contain an unlimited
number of members. Create a text file in the c:\vM\ directory with the
name Gbox XXXXXXXXX.LST, where xxxxxxxxx is the number of an
existing group box.

=3 NOTE

-. that if the existing group box number is less
than nine digits, you must include leading
zeros before the mailbox number in this
filename.

EXAMPLE

To create an extended member file for group
box 601, create a text file named
Gbox000000601.LST and list each additional
mailbox on a separate line in the file (do not
duplicate members in the group box screen
and the text file).
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Changing Company Business Hours

Interchange allows you to set up or change the business hours your
company uses, including Day Service and Lunch Service. By default,
any period not defined as part of Day Service or Lunch Service is
considered part of Night Service mode.

The system automatically switches between Day Service, Night
Service, and Lunch Service based on the times you enter in these

fields.

From the main menu of the main screen:
Go to System W Business Hours to display the Business

Hours screen.
O]
47}
Cancel| Save

HINT

See Understanding Supervisor Responsibilities
on page 5 for more information on how the
system uses service modes and the hours you
designate.

% Business hours

Day zervice Day service Lunch zervice  Lunch service
beqirz ends begiriz ends
Sunday W W W W
tanday W W W W
Tuesday W W W W
Wednesday W W W W
Thursday W W W W
Friday W W W W
Saturday W W W W

Changing Company Business Hours (continued on next page)
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Changing Company Business Hours (continued)

1) Enter the opening and closing times for the business for each
day of the week into the appropriate fields (i.e, Day service
begins and Day service ends fields).

HINT
e e All times must be entered in 24-hour
format—for example, enter 8:00 PM as
20:00).

e [fthe business is closed all day, enter 00:00
in both the Day service begins and Day
service ends fields. This places the system
in the Night Service mode for that entire
day.

e If your business is open 24 hours on a
particular day, enter 00:00 for the Day
service begins and 24:00 for Day service
ends times.

2) Click Save to store the changes.
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Changing Company Holidays

In addition to answering calls differently during different times of day,
Interchange can answer calls in a special way during various
holidays.

EXAMPLE
On New Year’s day, your company may be

working with a smaller staff, so you may want
the system to greet customers with:

“The XYZ Company wishes all its customers a
Happy New Year. Our service personnel are
not available today, but will be back as usual
tomorrow. For Sales, press 1, or press 0 to
speak to an operator.”

You can pre-define up to 20 holiday dates. For each holiday, you can
specify a different routing box to which calls will be sent. During the
holiday, Interchange uses the greeting and call routing scheme you
have defined in that routing box.

From the main menu of the main screen:

1) Go to System W Holiday Schedule to display the Business
Hours screen.

% Holidays

1.

On Iﬁ I_ angwer calls by routing to box I_
On Iﬁ I_ angwer callz by routing to box I_
On Iﬁ I_ angwer callz by routing to box I_
On Iﬁ I_ angwer callz by routing to box I_
On Iﬁ I_ angwer callz by routing to box I_
On Iﬁ I_ anzwer callz by routing to box I_
On Iﬁ I_ anzwer callz by routing to box I_
On Iﬁ I_ anzwer callz by routing to box I_
On Iﬁ I— answer callz by routing to box I—
On Iﬁ I_ answer callz by routing to box I_
On Iﬁ I_ answer calls by routing to box I_
On Iﬁ I_ anzwer calls by routing to box I_
On Iﬁ I_ anzwer calls by routing to box I_
On Iﬁ I_ anzwer calls by routing to box I_

Changing Company Holidays (continued on next page)
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Changing Company Holidays (continued)

2) Modify the company holidays on the Holiday Schedule

screen.

T NOTE
.g Holiday greetings are in effect for the entire
24-hour period of the calendar day.

3) Click on the Save button to save your changes.

EXAMPLES
The following example shows how to set up a

New Year’s holiday greeting to play on

January 1.

A)

B)

C)

D)

E)

Access the Holiday Schedule screen and
select January as the month, then enter 1
to indicate the first day of the month.

In the Inital box field, enter a spare box
number. In this example, box number
8500 is used.

Interchange is now advised of the New
Year’s holiday. Each time a call arrives on
January 1, the system routes the call to
box 8500.

To complete this example, you must
create routing box 8500. You add routing
boxes by accessing the Routing Box
screen. Click on Add and type 8500 in the
window that displays.

Once you create a routing box, you can
record a greeting in it (in this example, a
New Year’s specific holiday greeting) and
set up the various routing options as
described in Changing the Routing in a
Routing Box.
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Making Changes to the Routing Box

You can easily make changes to the Routing box features (e.g.,
routing, greetings, etc.)as described below and on the following

pages).
ACCESSING THE ROUTING BOX SCREEN
Go to Boxes W Routing Box to display the Routing Box screen

(see page 110)

What’s on the Routing Box Screen?
The following is a listing of descriptions for each field, option, and
button on the Routing Box screen.

[E Routing box - 10O] %]
« =+ | 0| @ | = @ @
Frev Mext Mew | Delete | Select Cancel | Save Fecord greeting
Box number ISUU Box name IMain Gresting
Ownier I?U

Play greeting |1_ times, then wait |4_ seconds for a digit

[~ iIF digit received, wait far mare digits befare routing calt

(e eksedar Destination for dialed digits

(+ Digt dialed

At e Digi 1 [3359 Digit 5 [3339 Digit 9 [300
= Call sequence number

! Digt 2 [3933 Digits [3395 Digito [22

= Day of week

i Digit 3 [3339 Digit 7 [3993 Digit = [3398
" Dat

=e Digit 4 [3359 Digit 8 [3002 Digit # [3332
= Time of day
= Database lookup Voicz I9999
" Day / Night servi

= seniee lfnodigtdaled  [Gotobor. ] [958

I irvealid digit dialed, go to box IBDD

Box number

This field displays the routing box number. A box number can be any
number between 1 and 999999999 (boxes in the range 9970 - 9999
and 0 are reserved for the system). You cannot change the box
number field.

What'’s on the Routing Box Screen? (continued on next page)
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What’s on the Routing Box Screen? (continued)

Next & Prev

You can use these buttons to display information for another box
number.

Box name

This field contains the name assigned to the routing box. The name
appears on the database listing and is used for record keeping.

If you want the system to announce the current time after it plays the
routing box greeting, insert the word Time inside brackets before the
box name (for example, if the box name is New Products, change it to
[Time] New Products.

If you want the system to play the current date, insert [Date] before
the box name. A single routing box can play the time or the date, but
not both.

By connecting two routing boxes together, however, you can play
both the time and the date to the caller.

Ask your Interchange System Technician if you would like more
information on how to do this.

Owner

This field contains the mailbox number of the owner of the routing
box. The owner has the ability to call in to the system to re-record the
routing box greeting or select a different active greeting.

If you do not want to provide this remote administration option, or if
not more than one greeting is required for the routing box, leave this
field blank.

Play greeting X times

While Interchange is playing the greeting for the routing box, it also
listens for the caller to enter a digit.

If the system gets to the end of the greeting without detecting a digit
from the caller, it waits the amount of time specified in the wait X
seconds for a digit field (see below).

If no digits are detected before this time has elapsed, the system
repeats the routing box greeting the number of times specified in this
field.

wait x seconds for a digit
In this field, enter the number of seconds you want Interchange to
wait to detect the first digit from the caller. Once the system receives
the first digit, it either waits for additional digits or immediately routes
the call based on the other fields in the routing box.

What'’s on the Routing Box Screen? (continued on next page)
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What’s on the Routing Box Screen? (continued)

If digit received, wait for more digits before routing call
If the caller dials a digit, the system checks this field:

* If this field is not checked, the system immediately attempts to
route the call based on the single digit dialed.

e If the Destination for dialed digit field contains a valid box
number, the call is immediately sent to the new box. This
means that menu selections take priority over extension
numbers.

EXAMPLE
If the destination for digit 1 is a valid box, the

caller cannot dial mailboxes beginning with a
1, as the system routes the call as soon as it
receives the first 1 in the extension number).

e If this field is checked, the system waits to see if the caller is
dialing a sequence of digits (for example, entering a box
number).

¢ If the system detects additional digits, and they correspond to a
valid mailbox, routing box, etc., it routes the call to that box.

* If the system detects only one digit, it consults the Destination
for dialed digits fields and routes the call to the box specified.
Since the system must wait for additional digits, call routing is
not executed as quickly as when this field is unchecked.

What'’s on the Routing Box Screen? (continued on next page)
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What’s on the Routing Box Screen? (continued)

Route call based on

This area allows you to specify how you want Interchange to route a
call to this box. The fields on the right side of the menu will change,
based on what you select in the left side of the menu.

There are seven techniques you can use to route calls based on the:
* Digit(s) dialed by the caller
 Call's sequence number (first call goes to box [number], second
call goes to box [number], etc.)
¢ Day-of-week (Sunday, Monday, etc.) the call is received
* Date that the call is received
» Time of day the call is received
* Results of a database lookup
* Based on whether the system is in Day Service, Lunch Service,

or Night Service or whether the call is received on a defined
holiday.

CHANGING THE ROUTING IN A ROUTING Box

Interchange uses routing boxes to send (route) calls to boxes
throughout the system. Typically, routing boxes are set up to play an
announcement (greeting) to callers that prompts them to select a
single-digit choice from a list of options.

EXAMPLE
“You have reached our service department. If

you are calling to inquire about the status of a
repair, please press 1. For all other inquiries,
please press 2. If you need assistance,
please press 3.”

When a system set up this way, a call is transferred to a certain
mailbox when the caller presses 2 during or after the greeting. You
can control the digit(s) callers can dial and the route their calls will
subsequently take.

Changing the Routing in a Routing Box (continued on next page)
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Changing the Routing in a Routing Box (continued)

Interchange can also route calls based on certain criteria, such as the
time of day or day of week on which the call is received, the order in
which the call is received, etc.

IMPORTANT!
A e Use caution when changing the routing
boxes set up on your system by your

Interchange System Technician.
e If you have any questions, contact that
technician proir to making changes.

e If you DO change the call routing set up,
you must update the routing box greeting to
relay new instructions to the caller. See
“Changing a Routing Box Greeting” on
page 110 for futher details.

From the Routing Box screen (see page 105):
1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to make
changes.
e The system then displays the specified box.

3) Make changes as needed (see “What’s on the Routing Box
Screen?” on page 105).

Making Changes to the Routing Box (continued on next page)
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Making Changes to the Routing Box (continued)

CHANGING A ROUTING BoXx GREETING

A Routing Box greeting is played as soon as a caller is routed to the
routing box. Once the system has finished playing the greeting, it
may optionally play the time or date, depending on the contents of the
Box Name field.

Before modifying any routing box greetings, refer to “Changing the
Greeting Played by a Routing Box” on page 7 and “Changing the
Routing in a Routing Box” on page 8 for information on the routing
box setups on the system and routing box greetings.

=g NOTE
.é If you use the following procedure to change
the greeting in a routing box, you must update
the routing box call routing structure to relay
new instructions to the caller.

See “Changing the Routing in a Routing Box”
on page 108 for more details.

From the Routing Box screen (see page 105):
1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to
change the greeting.
e The system then displays the specified box.

3) Make changes as needed using the Record Name button.

HINT

@ See “Recording a Name for a Group Box” on
page 99 for information about recording a
greeting. The same method used for recording
for a group box is the same as for a routing
box, except that you MUST do it from the
Routing Box screen.

Changing a Routing Box Greeting (continued on next page)
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Changing a Routing Box Greeting (continued)

4) Click Save to store your changes.
s NOTE '
.é e The greeting can also be recorded remotely
by the owner of the routing box.

e Once a routing box has been assigned an
owner, the routing box is allowed the same
number of greetings as the owner mailbox,
as defined in the mailbox’s assigned class
of service.

ROUTING CALLS BASED ON DIGITS DIALED
From the Routing Box screen (see page 105):
1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to base
calls on digits dialed.
e The system then displays the specified box.

3) Click on the Digit Dialed option (if it is not enabled).
e When you select the Digits dialed field, Interchange
displays the related field on the right of the menu.

* Make Changes to settings as needed.

5 Routing box - -3l x|
« + b @ »| @ ®
Prey Next New Delete Select Cancel Save Record greeting
Box number |23 Bow name ISampIa Routing Box
Dwner 0

Flay greeting IT_ times, then wait |3_ seconds for a digit

|v |f digit received, wait for more digits before routing call

jnuwlllwd Ol ~ Destination for dialed digits

1 6ig" dfd — Digit 1 |1000 Digit 5 |3993 Digit9 [3933
LACalseqance b Digit2 [2000 Digit6 [3939 DigtD [3393
(8 PG Digit 3 [1234 Digt 7 995 Digt * 9938
o Dete Digi 4 [3393 Digit & [2933 Dig # 3389
" Time of day

" Database lookup Vaice 3333

i Day / Night service

If har digit dialed ISay”Goodbya" j |9899

If inwalid digit dialed. go to box |831

Routing Calls Based On Digits Dialed (continued on next page)
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Routing Calls Based On Digits Dialed (continued)

If you select this field, callers can press a key at any time to make a
selection from the menu (or they can dial a mailbox directly) while the
system is playing the routing box greeting.

When the caller presses a key, Interchange immediately stops
playing the greeting and processes the dialed digit.

If the caller does not dial a digit and the system reaches the end of
the greeting, it pauses to wait for a response.

If the system does not detect a response (DTMF or spoken word), the
system performs whatever action is specified in the If no digit dialed
field.

While the system is playing the routing box greeting, the caller can
press a key at any time to make a selection.

When the caller presses a key, the system immediately stops playing

the greeting and consults the Destination for dialed digits fields to see
where the call is to be routed.

IMPORTANT!
A e Traditionally, Interchange uses the # key to

allow mailbox owners to access the voice
mail gateway (box 9992).

e Therefore, it is strongly recommends you
program destination for dialed digit # as
9992 in every routing box so mailbox
owners can access the gateway at any
time.

e Although you may program any other digit
as the voice mail gateway, all user
documentation is written based upon using
the # key.

Routing Calls Based On Digits Dialed (continued on next page)
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Routing Calls Based On Digits Dialed (continued)

If no digit dialed

This field, located just underneath the Destination for dialed digits
fields, allows you to tell Interchange what action to take if the caller
does not enter any digits within the alloted amount of time. Available
options include the following.

IF NO DIGIT DIALED OPTIONS

Option Result

Go to box Routes the call to another box. Enter the
new box number in the next field.

Say goodbye Says, “Good-bye” and then hangs up

Return Goes back to the previous box that
handled this call (usually a routing box).

Hang up Interchange immediately terminates the
call by going on hook.

s NOTE
.é The absence of a digit may mean that the
caller has hung up.

CAUTION
A e If your telephone system does not offer

consistent and reliable disconnect
supetrvision, do not instruct Interchange to
go back to this same box if no digits are
dialed; otherwise it might stay in this box
continually and not disconnect the call.

e Contact your Interchange System
Technician if you have any questions.

Making Changes to the Routing Box (continued on next page)
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Making Changes to the Routing Box (continued)

ROUTING CALLS BASED ON CALL SEQUENCE NUMBER

If you select this option on the Routing box menu, Interchange begins
by playing the routing box greeting. Once the greeting ends, the
system immediately routes the call to the box specified in one of the
Destination based on call number fields, in numerical order.

If the caller dials any digit while the routing box greeting is playing,
Interchange stops the greeting and routes the call according to how
you have set up these fields.

From the Routing Box screen (see page 105):
1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to base
calls on a call sequence number.
e The system then displays the specified box.

3) Click on the Call sequence option (if it is not enabled).
* When you select the Call sequence number field,
Interchange displays the related field on the right of the
menu.

4) Make Changes to settings as needed.

& Routing box =100
+ > O = @ @
Prev Mext MNew Delete Select Cancel Save Record greeting
Box humber | 231 Box name |Samp\e Routing Eox
Owner 70

Play areeting IT_ timzs, thenwat |2 seconds for a digit,

|~ It digit received, wait for mare digits before routing call

Route call based on
' Digt diged Destination based on call number
- -
i+ Call sequence number
N — o First call {1050 Call #5 |9999
(‘E}lufweek
" Date Call#2 |1060 Call #7 ISSSS
" Time of day
Cal 3 [1070 Call 48 ISSES
" Databage lokup @ °
(" Day / Might service Cal#4 1080 Cal 89 IHHEH
Cal#5 [1090 Ca\IﬂWDISSSS

Routing Calls Based On Call Sequence Number (continued on next page)
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Routing Calls Based On Call Sequence Number (continued)

Call Number Box to Which Call is Routed

First call to this box

Box specified in the First call field.

Second call to this box

Box specified in the Call #2 field.

Third call to this box

Box specified in the Call #3 field.

Fourth call to this box

Box specified in the Call #4 field.

Fifth call to this box

Box specified in the Call #5 field.

Sixth call to this box

Box specified in the Call #6 field.

etc.

etc.

ROUTING CALLS BASED ON DAY oF WEEK

If you select this option, the system plays the routing box greeting.
Once the greeting ends, the system immediately routes the call to the
box specified in the Destination for each day fields that corresponds

to the day of the week.

If the caller dials any digit while the routing box greeting is playing,
Interchange stops the greeting and routes the call according to how

you have set up these fields.

From the Routing Box screen (see page 105):

1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to base
calls on a day of the week.
e The system then displays the specified box.

Routing Calls Based On Day of Week (continued on next page)
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Routing Calls Based On Day of Week (continued)

3) Click on the Day of the week option (if it is not enabled).
e When you select the Day of Week field, Interchange
displays the related field on the right of the menu.

4) Make Changes to settings as needed.

% Routing box ol x|
- + O @ @ @
Prev Mest MHew Delete Select Cancel Save Fecord greeting
Box number |83‘I Box name ISampIe FRouting Box
Ovaner I?U

Flay areeting IW_ times. then wait |3_ zeconds for a digit.

|w If digit received, wait for more digits before routing call

—Ruoute call based on
(" Digt disled Destination for each day
(" Call sequence number Sunday IS‘”—
T (:'_ - _ N Monday W
» " Date Tuesday IW
" Time of day Wednesday lw
(" Database lookup Thursday IW
" Day / Night service Fiiday W
Saturday 241

Day Call Received Box to Which Call is Routed

Sunday Box specified in the Sunday field.
Monday Box specified in the Monday field.
Tuesday Box specified in the Tuesday field.
Wednesday Box specified in the Wednesday field.
Thursday Box specified in the Thursday field.
Friday Box specified in the Friday field.
Saturday Box specified in the Saturday field.

Making Changes to the Routing Box (continued on next page)
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Making Changes to the Routing Box (continued)

ROUTING CALLS BASED ON DATE

If you select this option, the system begins by playing the routing box
greeting.
From the Routing Box screen (see page 105):

1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to base
calls on the date.
e The system then displays the specified box.

3) Click on the Date option (if it is not enabled).
e When you select the Date field, Interchange displays the
related field on the right of the menu.

4) Make Changes to settings as needed (see field descriptions
on next page).

% Routing box = [l 5
Prew Mext MHew Delete Select Cancel Save Record greeting
Box number |831— Box name ISampIe Fiouting Box
Oaner I?U
Flay aieeting |1_ times. then wait |3_ zecands for a digit.
| IF digit received, wait for more digits before routing call
i et e Destination bazed on date
(" Digit dialed Starting on Ending an
o this date thiz date Gio to box Treat as
Call b
= SEAUETIGE TRt [1-12003 | [21-2008 [1o00 [DaySenice 7]
" Day of week
— [212003 | 312008 [z000 [DaySemice =]
(+ Dah
§ (:'_T'ae_fd - [+12003 | [4 12008 [3000 [DaySenice 7]
e el e [-12003 ] [5120m [2000 [DaySemice =]
(" Database laok
siahass BakR [s-12003 | [5 12008 [5o00 [DaySemice =]
(" Day / Might i
2 Ha e [6-12003 | [1212003 [Eo00 [DaySemice 7]
Othenwise, outside these dates - go to box ISSS

Routing Calls Based on the Date (continued on next page)
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Routing Calls Based on the Date (continued)

Go to box

Once the greeting ends, the system immediately routes the call to the
box specified in this field that corresponds with the date range during
which the call has been received.

Starting on this date
Ending on this date
You can specify up to six date ranges in these fields.

Treat as

You also specify the box to which calls should be routed for each date
range, and whether each date range should be treated as Day
Service, Night Service, Lunch Service, or Holiday Service in this field.

If you select the default No Change in the Treat As field, the system’s
service mode will be determined by those defined on the Business
Hours screen.)

Otherwise, outside these dates - go to box X

You can also specify a box to which calls should be routed if they are
received during a date range that is not specified in this field.

ROUTING CALLS BASED ON TIME OF DAY

If you select this option, the system begins by playing the routing box
greeting.

From the Routing Box screen (see page 105):
1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to base
calls on the time of day.
e The system then displays the specified box.

Routing Calls Based Time of Day (continued on next page)
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Routing Calls Based On Time of Day (continued)

3) Click on the Time of Day option (if it is not enabled).
e When you select the Time of Day field, Interchange
displays the related field on the right of the menu.

% Routing box B [l 5
* > O i} 1= @ . ]
Frev Mext New Delete Select Cancel Save Fecord greeting
Box numbes |831 Box name ISampIe Routing Box
Cwner I?U
Play greeting |1_ tirnes, then wait |3_ seconds for a digit.
|v IF digit received, wait far more digits befare routing call
e el s o Destination based on time of day
" Digit dialed Treat as
(" Call sequence number . "
From [3:00 | unlil[3:00 | gatabox 1000 [Day Service 7
(" Day of week ’
e From [%:00 | unil [10:00 | gota bax [2000 [Day Service 7]
" Dat ’
—_a f ~ Frarm ITU:UU until I‘I‘I:DD ga to box |3EIEIEI IDay Service j
(o ’
< L i From Iﬂ;gg unitil |12;UU go to box |4DDD IDay Service j
" Database look ’
siahase ek From [12.00 | untl [14:00 | goto box [5000 [Day Service ]
(" Day / Might servi ’
ay / Might service i IM:UU until |1?:3D go to box IBDDD IDay Service j
Othenwize, outside these times - o to box |841

go to box

Once the greeting ends, the system immediately routes the call to the
box specified in this field that corresponds with the span of time
during which the call has been received.

From
until
You can these fields to specify up to six time spans.

Routing Calls Based Time of Day (continued on next page)
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Routing Calls Based On Time of Day (continued)

Treat as

Use this field to specify the box to which calls should be routed for
each time span, and whether each time span should be treated as
Day Service, Night Service, Lunch Service, or Holiday Service

=g NOTE
.é If you select the default No Change in the
Treat As field, the system’s service mode will
be determined by those defined on the
Business Hours screen.

Otherwise, outside these times - go to box X

You can specify a box to which calls should be routed if they are
received during a time span that is not specified in this field.

ROUTING CALLS BASED ON DATABASE LOOKUP

Interchange accepts up to 20 digits from the caller and uses these to
look up a specified database entry (see “Database filename” on
page 121).

From the Routing Box screen (see page 105):
1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to base
calls on a designated database lookup.
e The system then displays the specified box.

Routing Calls Based on Database Lookup (continued on next page)
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Routing Calls Based On Database Lookup (continued)

3) Click on the Database lookup option (if it is not enabled).
e When you select the Database lookup field, Interchange
displays the related field on the right of the menu.

& Routing box I [lm] 4
+« =+ O i) = @ @
Prew Mext Mew Delete Select Cancel Save Record greeting
Baox nurmber |331 Box name ISampIe Fiouting Box
Owner I?U

Play greeting |1_ times, then veait |3_ seconds for a digit

|v If digit received, wait for more digits before routing call

~Route call based on
(" Digit dialed Destination based on database lookup

(" Call sequence number

(" Day of week If no digit dialed ISay"Goodbye" j Igggg
" Date

(" Time of day .

—— — Database flename ISampIe

(+ Databaze lookup

— o
(" Day / Night service

Review file

Database filename

The system uses digits (up to 20) entered by the caller to to look up a
the database entry file name entered in this field. The system
converts these digits to a box number, based on the contents of the
database. The system then routes the call to that box.

Routing Calls Based on Database Lookup (continued on next page)
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Routing Calls Based On Database Lookup (continued)

If no digit dialed

This field allows you to tell the system what action to take if the caller
does not enter any digits within the allotted amount of time. Available

options include the following.

IF NOT DIGIT DIALED OPTIONS

Option Action System Takes

Go to box Routes the call to another box. Enter the
new box number in the next field.

Say goodbye Says, “Good-bye” and then hangs up

Return Goes back to the previous box that
handled this call (usually a routing box).

Hang up Interchange immediately terminates the
call by going on hook.

HINT

@ For more information on routing calls based on
database lookup, contact your Interchange
system technician.

ROUTING CALLS BASED ON DAY/NIGHT SERVICE

If you select this option, Interchange begins by playing the routing box
greeting.
From the Routing Box screen (see page 105):

1) Click on the Selectto display a drop down list.

2) Select the box number for the box to which you want to base

calls on day/night service.
e The system then displays the specified box.

Routing Calls Based Time of Day (continued on next page)
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Routing Calls Based On Time of Day (continued)

3) Click on the Day/Night service option (if it is not enabled).
e When you select the Day/Night service field, Interchange
displays the related field on the right of the menu.

% Routing box o ] 3
<+ > D i} 15} @ @
Frev Mext Mew Delete Select Cancel Save Record greeting
Box number |331 Box name ISampIe Fiauting Box
Owner I?U

Flay greeting |1_ times, then wait |3_ zeconds for a digit

|w If digit received, wait for more digits before rauting call

Route call bazed on
£ Digit dialed Destination based on Day /7 Might service
(" Call zequence number
(" Day of week

(" Date

Diuring day. zend call to box 1000

(" Time of day
(" Databaze lookup
—

(+ Day / Might service
~

Druring night, send call to box |841
Dwring lunch, send call to box |2EIEIEI
Diwring holiday, send call ta box |851

Destination based on Day / Night service

Once the greeting ends, the system immediately routes the call to the
box specified in one of these fields, based on the system’s current
service mode.

If the caller dials any digit while the routing box greeting is playing,
Interchange stops the greeting and routes the call according to how
you have set up these fields.
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SYSTEM REPORTS

Interchange includes an extensive reports package that allows
system administrators to generate reports and view them on any PC
installed with Microsoft Excel.

=g NOTE
.é Microsoft Excel is not included with
Interchange.

The reports package software is automatically included during the
Interchange installation on the system PC. If Microsoft Excel is also
installed on the system PC, you can both generate reports and view
reports on the Interchange system PC.

In addition, you can view reports on a networked client PC, whether
or not Excel is installed on the system PC. To do so, however, the
Interchange system installation technician must install the reports
package client software on the client PC. Contact your Interchange
system technician for details.

IMPORTANT!
A To show reports effectively, client computers
must be Pentium 166 PCs or better with at

least 32 MB RAM. Set monitor resolution to a
minimum of
800 x 600 for best viewing.

Generating Reports

* Each night, Interchange automatically compiles system report
data in a Microsoft Access database file named
DBREPORT.MDB. This file stores data for each day, up to one
year.

* In the first week of January each year, the system renames the
DBREPORT.MDB file to DBREPORT.[YEAR].MDB (where
[year] is the four-digit year such as 2003).

* The system then clears the DBREPORT.MDB file and begins
tabulating the current year’s data.
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Accessing Reports

You can select to view reports from client PCs where both the reports
package client software and Microsoft Excel have been installed, or
from the Interchange system PC if Microsoft Excel is also installed on
the PC.

VIEWING REPORTS
1) Click on the Start button.

2) Go to Programs P>Voice Processing System »Reporting
Features PView CS Reports.

T NOTE '

.é e When Excel opens the workbook, it
prompts you to enable the macros within
the file. Select the option to Enable Macros,
otherwise data within the report cannot be
tabulated.

* No matter how you select to view reports,
you are prompted to enter your System
Administrator password before you can
view the system information.

3) Enter the Administrator password that was valid the last time
the report data was compiled.

» Once you enter the password, Interchange reads the data
in the Microsoft Access database file DBREPORT.MDB,
and opens a Microsoft Excel workbook file containing
several worksheets.

e EFach worksheet presents data for a specific report.
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Setting Up Report Defaults

Enter the name of your company on the first page of the

workbook.

e This name will appear on all subsequent report worksheet
pages on-screen, and on printed reports.

e The Started and Last Updated fields on the first page
identify the dates for which report data is available. You
cannot change these fields.

System Information

Under this heading on the first workbook page, the report identifies
the number of ports on the system and the total length of messages
that are currently stored, in hours and minutes.

This area also displays the amount of time free for additional voice
and fax message storage. This figure helps you quickly identify if the
system is low on available storage space.

Defaults

Under this heading on the first workbook page, you can modify
settings that determine the report time-frame information that will be
included by default on report worksheets the next time you select to
view reports.

Although you modify the default view settings on this page, you can
modify the view settings on a report-by-report basis as many times as
you like as you view specific report worksheets. You make these
report-specific modifications using fields in the upper-right portion on
the worksheet screens.

When you modify report time-frame settings on a particular screen,

you must also select the Update button on the screen to re-draw it
using the new settings you specified.
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Viewing and Working with Reports

You can sort specific data on report worksheets and print the entire
workbook, or print specific report worksheets using standard Excel
commands. You can also use the Save As command on the file
menu to save the file to a drive or diskette.

HINT

@ Refer to the Microsoft Excel documentation
if you need additional information on
saving files.

Remember that while you view and work with the report, the system
is reading the data in the workbook from the Access database file
DBREPORT.MDB on the system PC.

If you use the Save As command to save the report under a different
drive, directory, or filename, the workbook will no longer be reading
the Access database file, so you cannot modify report time-frame
dates and re-generate screens within the report.

When you close the Excel file, the system prompts you to save your
changes. If you select the Yes option, Interchange saves the name
you entered for the company and the default view settings you
indicated on the first page of the workbook.

Customizing Reports

Once you access the report workbook, you can customize the
presentation of data in each report by changing options on the
Reports Customization worksheet (see next page).

By changing information in the Revised column of this worksheet, you
can adjust the presentation of dates and times in the report and the
names assigned to fields on report worksheets.

Customizing Reports (continued on next page)
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Customizing Reports (continued)

The Default column indicates the standard settings shipped with the
Report Generation package.

Report Customization Worksheet (EXAMPLE)

S vP Reports - Reports.sds

(S ek £ vew Inoert Fomot Tods [ata Wndow teo =l8] ]
(DFEa @B 4@ @ b G Y|~ w_=|[w] £ 0 E T O
0] =l | Warkbook
Reports Customization
=
a5 of November 7, 2002
Default Revised Field Worksheet
MMy Yy MMy YY short date format [ Workbeok ]
MMM @, iy MMMM d, vy miedium date formsn
i, MMMM , yyy dddd, MMM d, yryy lorig date farmat
hirnim AMPM homin AWPM tire formnat Logr Faiure, Defaull Password,
Hourly Fepart
s of us of date prefix
from fom stan witerval prefin
1o 10 end wterval prefin
Yes Yes
Mo Mo
Totss Totas
| ragi | Auriragi
an an Chaet title date profis Charts
Mo oms are curmenily found Na items are cureenily and Empty tablos
Confidantial Confidentusd addtion to page footer Primtar
[upeste Update Euflen captions Butions
Feports Reports Sheet name = Tele Reports sheet
Lug Slart Dt Log Start Date
Last Updated Last Updated
System lafumation System ifeemation z
44 ¢ m 7 v é ré  Legh ke DRraE Paiword ) Customization Kl I
Ready | e | ] ] e e
|ﬂmljmﬂi‘ah # | [[E] w9 Reponts - Reportsn Bl B zam

CHANGING A FIELD NAME OR DATE/TIME PRESENTATION
On the Reports Customization Worksheet:

1) Follow the instructions below to change the field name or
date/time presentation on a particular worksheet

2)

containing the field you want to change.

3)
4)

Scroll down the Worksheet column to locate the worksheet

Look in the Field column to locate a reference to the field.

Enter the change you want to make in the Revised column.

Changing a Field Name or Date/Time Presentation (continued on next page)
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Changing a Field Name or Date/Time Presentation (continued)

5) Click Update at the top of the screen to apply the change.

=g NOTE
.é Be sure to review the worksheet with your

revised entry. In some instances, you may find
you need to adjust the revision you make
because the revised entry does not fit properly
onto the worksheet.

Customizing the Format of Date and Time Displays

To following table shows how you can customize the format of date
and time displays.

To display: l:srn:::;s
Months as 1-12 M
Months as 01-12 MM
Months as Jan-Dec MMM
Months as January-December MMMM
Days as 1-31 D
Days as 01-31 dd
Days as Sun-Sat ddd
Days as Sunday-Saturday dddd
Years as 00-99 vy
Years as 1900-1999 yyyy
Hours as 0-23 h
Hours as 00-23 hh
Minutes as 0-59 m
Minutes as 00-59 mm
Seconds as 0-59 s
Seconds as 00-59 ss
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Report Types

Interchange provides two types of reports:

System Reports

These provide detail and summary statistics on port usage and call
activity (see below).

Mailbox Reports
These provide detail and summary statistics on individual mailbox

usage (see page 140).
SYSTEM REPORTS

System reports allow you to look at system level information. There
are six types of system reports:

* Class of Service (see below)

* Hourly Statistics (see page 133)

* Port Activity (see page 135)

* Port Contention (see page 137)

e Port Contention Trend — Monthly (see page 138)
* Port Contention Trend — Weekly (see page 139)

Class of Service Report

The Class of Service report displays the current setting for each
feature included in each of the 32 available classes of service
(numbered 0 through 31), including any out-dialing restrictions as well
as digits that can be dialed while holding.

Class of Service Report (continued on next page)
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Class of Service Report (continued)

Use this report to review the contents of all classes of service on a
single screen (or paper).
Top of Screen (EXAMPLE)

=16 Edt e foet Famet Tock Qeta ek oo : =le)x
(D@ Ha AT SB[ £ 0007w D= e = m- s
date =] = 1B -
Sunset Travel Services, Inc. =]
Class of Service Report ] e |
0% Hama Restricted Diges Digete While Holding
Humber Name Restricted Digits Digits While Helding
0 Hon UM
1 Dual Masgage Stors 081 19m
2 0511 1900
3 05111900
4 o9 1Em
5 0511 1900
1] EIRRE ]
7 Supenisee
a o9 19m
a 09111900
10 0911 190
T 0811 1200
2 0511 1500
13 EIRRE ]
14 0811 1900
15 o9 19m
16 0511 1900
” 081 19m
" 0511 1900
15 05111900
a o9 1Em
21 0511 1900
n EIRRE ]
b3 0811 1900
M o9 19m
= 09111900
b3 0911 190
Fl 0811 1200
Ray [

|| A @ %0 = | cmmneums | Wik oot b |[Fve meports -Reports.— DI BOE vem
2 - Bottom of Screen (EXAMPLE)
[H) gt ot o Joert Fgmet Tock Gwa edow b

DeHa @Ry | an @« e i@ o O] - o |
dite ¥ = 1152002 ' -

Clags of Senvice Number

L 1 2 3 4 5 3 7
Operater Box Day o 855 688 o 853 £88 s B33
Operater Box Hight e o ooa e i oa Lo oo
Exit - Gto Hox el &1 B £ g1 B2 o a1
Supendsor Status No Mo o Mo Mo N Mo Yes
| Access to Group Yes Yoz Yas Yes Yoz Yas Yes Yes
Dial Out Mizasnd Yes Top Mo ™ o o Mo o
Callers Can Page e Yes Yes e Yes Yes Tes Yes
| Alower 1o Recelve FaxMall Yoz Yoz Yes Yoz Yoz Yes ez Yos
Limps Allnwed ta Hold 2 2 2 2 2 2 F 2
[ Try Extension X Times o o 0 o o 0 o o
(Anneunce Positlon In Oueue L Yoz Yes Yoz Yoz Yes Yoz No
Mawimum Meszage Langth B0 &0 & B0 &0 & B0 &
Maximam Humber of Messages a0 m 0 a0 m 00 20 00
n m Greeting Length &0 & ] &0 & &0 &0 &
Mazimam Hambar of Grastings 0 0 1 1 1 1 2
[Butodebete Hew Days »| k=] ) k] k] | 8 n
[ Butodetete Ol Days [} o ] [} [} 0 o [}
Play Menu Miae Gronting ™ m Mo ™ o Mo ™ o

Clins: of Service Numbos

[ L] n " 7w 1 " “
Operator Box Day E 85 B8 o) o] B88 B8 838

[ wn 0] [y wn T [ wn

&2 am BN & am & & B
Supendsor Status No Mo Mo Mo Mo Mo Mo No
[ focess 1 Group Yes s Yo Yes Ton Yos Tos s
Dial Ot Ml ™ m [™ ™ Ho [™ He [
Callers Can Page Yes Yeos Yas Yes Yeos Yes Yes Yos
[ Minwer 1n Hecaive FaxMall Yes Toe Yas Yes Tos Yas Yer Tos

I s s (A o e e o et o oo i iy oo N »
] ] ] | |} ]

Rady
|!m||magg*|’!:=m¢w EDiebecs- Marossht Ouslook ||§u-mwu-u.wu_ Sijcost.bove -Pure | D 2R sem

System Reports (continued on next page)
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System Reports (continued)

Hourly Statistics Report

The Hourly Statistics report provides the average system call activity
by hour. You can optionally exclude weekends or Sundays from the
report.

Use this report to identify peak traffic periods (and potential
bottlenecks).

EXAMPLE
A spike in the number of calls processed

between a certain time period during the day
may identify increased traffic resulting from
callers experiencing longer than normal hold
times, and thus tying up system ports for
extended periods of time.

If a review of the Port Contention report shows
that during that same period 100% of the
Interchange system ports are in use, it is likely
that additional callers are receiving a busy
signal instead of being processed by the
system.

Possible solutions

* Increase the number of people answering
calls during that period.

e Adjust call routing or provide additional staff
training so calls are handled more
efficiently and ports are freed more quickly.

* Increase the ports on the system.

Hourly Statistics Report (continued on next page)
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Hourly Statistics Report (continued)

Hourly Statistics Report (EXAMPLE)

12:00 AM
1:00 AM
2:00 AM
3:00 AM
4:00 AM
5:00 AM
6:00 AM
7:00 AM
8:00 AM
9:00 AM

10:00 AM

11:00 AM

12:00 PM
1:00 PM
2:00 PM
3:00 PM
4:00 PM
5:00 PM
6:00 PM
7:00 PM
8:00 PM
9:00 PM

10:00 PM

11:00 PM

Average
a day

Average
Calls
Processed

ocooon

10
B4
17
138
142
118
131
145
153
152
a0
kil

- =W

1335

Average Average
Failed

Calls
Made

OO0O0OMNME - OUIDNEUO® 000000 =

95

Sunset Travel Services, Inc.

Hourly Statistics Report

Average excluding weekends

Calls

from Qctober 1, 1998
to QOctober 31, 1998

Number of Calls
o 50 100 150 200

12:00 &b

2:00 Ah

4:00 At

6:00 Abd

2:00 LM e

10:00 Ahd

B
12:00 Pht E
=

200 P ‘E

BOOPM
fp

1000FPM [

= Processed O Made

Hourly Report
from 10/1/1898 to 10/31/1998
Average excluding weekends

System Reports (continued on next page)
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System Reports (continued)

Port Activity Report

The Port Activity report provides call information for each Interchange
system port. As you view the report, you can modify the range of
dates to be included.

Use this report to monitor overall system performance, such as:

Are there enough ports to handle all outbound activities?

These might include wake-up calls, message waiting lamp calls,
message delivery calls, etc.

What is the typical average call length?

If this number is exceptionally high or low, there may be a technical
problem (such as a bad voice board) or a design issue (such as
increased call length resulting because callers are using a new
question box or IVR application).

This number could also be high if prompts in a routing box are
confusing, causing callers to take a long time to navigate through
them.

Port Activity Report (continued on next page)
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Port Activity Report (continued)

Port Activity Report (EXAMPLE)

Sunset Travel Services, Inc.
Port Activity Report fram October 1, 1998
o Cctober 31, 19938
-
Paort Activity fom 10/1/1998 1o 10/31/1998
7000
6000
L]
™ 5000
o
s 4000
s
b 3000
E 2000 B
=
1000 Hh— !
0 l 1 M \ | M =
3 g T a El 10 " 12
|n Incoming | 5178 | 6162 | 4517 | 376 | 2237 | 1423 1054 | 583 | 306 | 1303 | 360 | 150
[moubouna | 0 | o 1 1
Port
-
Port Incoming  Average Outhound Awverage Average Failed
Calls Incoming Calls Outhound Call Outcalls
Length Length Length
(m:ss) {m:ss) (m:ss)
1 4178 1:585 o 0:00 185 o
2 B162 1:25 o 0:00 125 o
3 4517 1:29 1 257 129 o
4 3178 1:35 1 0:18 135 o
5 23 1:40 1 0:32 1:40 o
<] 1423 1:44 1] 0:00 144 1]
7 1054 1:39 990 0:05 0:54 1]
g 583 1:41 <] 1:56 1:41 1]
9 306 1:45 99 1:00 1:34 3
10 1303 1:36 263 1:00 1:30 10
1 365 223 B17 0:20 1:06 9
12 150 1:.47 70 0:25 049 5
Total 26457 2348 i 28305
Average 1:42 0:45 1.24

System Reports (continued on next page)
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System Reports (continued)

Port Contention Report

The Port Contention report graphically displays the total amount of
time Interchange experiences 50%, 75%, and 100% port contention,
meaning all ports are busy or in use simultaneously. (If a range of
days is specified, the information for the busiest day during that range
is shown, and the date of that day is identified above the graphic.)

Use this report to identify peak traffic time periods.

If port contention at any hour is nearing or at 100%, some callers to
the company may be hearing a busy signal. This indicates that either
additional ports need to be added, or that staffing, call routing, or
other adjustments need to made as discussed in “Hourly Statistics
Report” on page 133.

Port Contention Report (EXAMPLE)

Sunset Travel Services, Inc.

Port Contention Report from October 1, 1993
to October 31, 1998

Total time (hh:mm)

All ports in use 338
maore then 75% of ports in use 2314
more then 50% of ports in use 50:35
'a ™
Port Contention  from 10/1/1998 to 10/31/1998
on the busiest day: Monday, October 05, 1998
12 1212
12 B e |
1010 _
9 :
®
@
2 \\5\
c
i \
= i
5 :
o 3
3 ! '
E 1 1
I 0
0 L s s s s e
moo13 s AT e 21 23
Hours
h o

System Reports (continued on next page)
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System Reports (continued)

Port Contention Trend by Month Report

The Port Contention Trend by Month report displays a graph that
shows, by month, the total amount of time Interchange experiences
50%, 75%, and 100% port contention, meaning all ports are busy or
in use simultaneously. This report displays to the right of the Port
Contention report.

Use this report to identify annual traffic trends or patterns (such as
seasonal peaks and valleys in call traffic, a gradual or dramatic
growth pattern, etc.).

Port Contention Trend by Month Report (EXAMPLE)

Sunset Travel Services, Inc.

Port Contention Trend

Jan Feb Mar Apr May Jun  Jui Aug  Sep Oct Nov Dec Total

100% 115 016 058 124 OB 431 338 13:03
>79% B03 248 549 1442 822 1549 2314 7945
>50% 2285 30002 3544 49115 3831 498E S0:35 27789
' ™y
Port Contention Trend
80:00
48:00 —
v
3
£°' 36:00 —
@
E
= 2400
]
o
g
12:00 +
0:00 +
Jan Feh Mar Apr May Jun Jul Aug Sep Oct MNov Dec
0, . o, . 0,
\ =50% W =75% B 100% y

System Reports (continued on next page)
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System Reports (continued)

Port Contention Trend by Day of Week Report

The Port Contention Trend by Month report displays, by day, the total
amount of time Interchange experiences 50%, 75%, and 100% port
contention, meaning all ports are busy or in use simultaneously. (This
report displays to the right of the Port Contention Trend by Month
report.)

Use this report to identify daily traffic trends or patterns (such as
which days the business generally experiences peaks and valleys in
call traffic).

Port Contention Trend by Day of Week Report (EXAMPLE)

Sunset Travel Services, Inc.

Port Contention Trend

Sun  Mon Tue Wed Thu Fri Sat  Total

100% 000 4200 248 316 OO O 000 1303
>75% 000 IE14 1802 1745 IT01 Sdd 000 7948
»50% 000 A3 BOAD B2A7 5RO 474 000 2FTA9
¢ ™y
Port Contention Trend
7200
B0:00
w
5 4800
<
=
E 36:00
T A4
8 2400
fid
1200 — t t t t —
0:00 +
Sun han Tue Wed Thu Fri Sat
L | =50% m>75% m100% | )

Report Types (continued on next page)
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Report Types (continued)

MAILBOX REPORTS

Mailbox reports allow you to look at information about all mailboxes
on your system. There are five mailbox reports:

¢ Mailbox Information (see below)
* Mailbox Usage (see page 142)
* Message Delivery (see page 143)

Login Failure (see page 144)

Default Password (see page 145)

Mailbox Information Report

The Mailbox Information report provides general information about all
mailboxes on the system. (Using Excel 97/98 features, you can sort
the report by name, box number, or number of messages.)

Use this report to view a summary listing of all mailboxes in the
system. The report can also serve as an administration and
troubleshooting tool. You can:

* compare at a glance the classes of service assigned to different
users

 confirm that a group of mailboxes has been given access to
VCM or see how many more VCM licenses remain to be
assigned (for example, if the total VCM users shown on the
report is 48 and 50 licenses have been purchased, two licenses/
seats are available)

* identify potential opportunities for freeing storage space on the
hard drive (by identifying mailboxes with exceptionally large
numbers of saved messages that may be able to be deleted)

Mailbox Information Report (continued on next page)
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Mailbox Information Report (continued)

* identify old mailboxes that are no longer in use and can be

deleted.
Mailbox Information Report (EXAMPLE)
Sunset Travel Services, Inc.
Mailbox Information Report as of October31, 1998
Name Box # Extension Class of New Old VCM Last
Service Messages Messages User? Login
Anderson, George 362 362 4 u] 22 Yes 10/30/1998
Brown, %incent 310 310 il 2 19 Yes 10/30/1998
Black, Ann 305 305 4 0 0 Mo 10/3011995
Carter, Jeff 342 342 4 i} 2 Yes 10/19/41998
Donaldson, Robert 345 348 5 u] 16 Yes 10/25/1995
Green, Elizabeth 326 326 3 o 18 Mo 10/23/1998
Jones, Thomas 303 303 5 u] 19 Yes 10/30/1998
O'Brien, Pat n In 4 1 4 Yes 10/30/1998
Sanders, Jeff 370 370 4 0 3 Yes 10/16/1995
Sith, John 340 340 4 2 13 Mo 10/30/1998
Thomas, Dave 321 321 i 0 13 Yes 10/30/1995
White, Shirley 302 302 g 53 43 Yes 10/30/1995
WWright, Evelyn 34 314 4 1 5} Yes 10/30/1995
Boxes New Old VCM
Messages Messages User?
Total 135 a3 485 45

Mailbox Reports (continued on next page)
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Mailbox Reports (continued)

Mailbox Usage Report

The Mailbox Usage report provides detailed information on the use of
system mailboxes for the current and previous month. (On-screen
options allow you to sort the report by name or box number.)

Use this report to track specific activity on how mailbox owners are
using their mailboxes. You can also compare activity for the current
and previous month. Data on the report may identify mailbox owner
training requirements. The report identifies:

* how frequently the mailbox owner accesses the mailbox
* total messages received and sent by the mailbox

* the number of faxes received and sent by the mailbox

* who is using VCM and to what extent

* who is using out-calling and to what extent

* how often calls reach voice mail and why (e.g., the mailbox
owner does not answer or is on the phone).

Mailbox Usage Report (EXAMPLE)

Mailbox Usage Report as of Qctober 31, 1998
Sorted by Mbox MNumber Time Farmat: h:mm
Mailbox Mumber: 302 Ext 302
Subscriber: White, Shirley
Date of last use: Oct 30, 1998
Current Previous Total Current Previous Total
ronth Month honth ronth
Subscriber Logins 134 134 Busy Transfer 309 309
Owner Login Time B8:28 B8:28 Mo Answer Transfer 2 2
O calls 3 3 Successful Transfer 362 362
O time 019 019 Outcalls Placed o
Total Outcall Time 0:00
Mailbox Mumber: 303 Ext 303
Subscriber Jones, Thomas
Date of last use: Mov 1, 1998
Current Previous Total Current Previous Total
Month Mlonth Month Month
Subscriber Logins 1 a2 83 Busy Transfer 23 23
Crwwner Login Time 0:02 009 1:01 Mo Answer Transfer [u}
O calls o Successful Transfer 1 2o 202
O time 0:00 Outcalls Placed 3 31 34
Total Outcall Tirme o:02 0:37 n:39
Mailbox Mumber: 305 Ext 305
Subscriber: Black, Ann
Date of last use: Oct 30, 1998
Current Previous Total Current Previous Total
ronth Month honth ronth
Subscriber Logins 121 121 Busy Transfer B7 B7
Owner Login Time 3:37 3:37 Mo Answer Transfer 33 33
O calls o Successful Transfer 171 171
O time 000 Outcalls Placed o
Total Outcall Time 0:00

Mailbox Reports (continued on next page)
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Mailbox Reports (continued)

Message Delivery Report

The Message Delivery Report provides a summary of all message
delivery events by mailbox number.

Use this report to control costs and to help secure Interchange.

EXAMPLE
Consider an employee who leaves the company. As a

field technician who was on the road much of the time,
the employee had his mailbox set up to deliver all his
messages to his current field location (typically a long
distance call).

However, when he left the company, no one deleted his
mailbox. Therefore, box still receives company-wide
broadcast messages, group box messages, etc., and
the messages are still being delivered to his last long
distance telephone number.

You can also use this report to help identify potential
system security breaches that involve the message
delivery feature.

Mailbox Delivery Report (EXAMPLE)

Sunset Travel Services, Inc.

Message Delivery Report fram October 1, 1996
to QOctober 31, 1998

Name Box # Phone to call Answered Busy HNo answer
Anderson, George 362 414-6556-1212 19 1 14
Jones, Thomas 303 922-3500 =] B

Wihite, Shirely 302 419-3500 41
Wright, Evelyn 314 941-925-7278 45

Mailbox Reports (continued on next page)
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Mailbox Reports (continued)

Login Failure Report

The Login Failure report provides a list of all unsuccessful login
attempts to system mailboxes. An unsuccessful login attempt occurs
when a caller enters a mailbox number but fails to enter the valid
password.

Use this report to help identify suspected security breaches of the
system.

Login Failure Report (EXAMPLE)

Sunset Travel Services Inc.
Login Failure Report fiom  October 1, 1998
to October 31, 19938
Name Box# Failed Login
Date Time
Adamson Tom 162 10/16/98 438 PM
Bam Carry 100 1010158 228 PM
Freind Elizabeth 137 10/10/98 434 PM
Letmonn, Tam 124 101158 335 PM
CBrien Larry 120 10/11/98 716 &M
Olster,Bob 147 10/01/98 12:51 PM
Porter Vince 15 10/16/58 214 PM
Sulster Karen m 101658 12:12 P
“ett,Penny 140 1012198 B:05 AM
“idars Jennifer 121 10/11/98 1:45 PM
Weggly Ellen 102 10/10/58 EZ23PM
Woodman Bill 160 10/04/58 10:38 P

Mailbox Reports (continued on next page)
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Mailbox Reports (continued)

Default Password Report

The Default Password report provides information about mailboxes
whose mailbox owners have not changed their password since the
mailbox was originally created or reassigned.

Use this report to identify mailboxes that pose a security risk to the
company, as outside callers may gain user access to the system
more easily.

Default Password Report (EXAMPLE)

Sunset Travel Services, Inc.

Default Mailbox Password Report as of October 31, 1998
Name Box # Initial Last
Password Login

Black, Ann 305 305 10/30/1995
Donaldson, Robert 348 348 10/29/98
O'Brien, Pat 3 311 10/30/958
Sanders, Jeff a7a 370 10/16/98

Total 12
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A

Accessing reports 126

Account type field 77,78

Activate pager during these times
field 69

After Recording Message field 62

Assume no-answer after X rings
field 50

At intervals of field 69

Automated attendant 2

Automatically transfer new
messages 63

B

Begin field 81

Blind transfer type 47, 53
Broadcast messages 6
Business hours 7

Cc

Call holding tab 90

Call restrictions tab 93

Call routing 27

Call the pager X times field 69

Callers can page via
PA system field 85

Changing a group box 98

Changing business hours 7

Changing call routing, single
digit 27

Changing company business
hours 101, 102

Changing company holidays 7

Changing greeting played by
routing box 7

Changing routing used by routing
box 8

Class of Service field 38

Class of service number field 83

Company business hours 7

Company holidays 7

Controlling call holds 90

Controlling greetings 88

Controlling mailbox owner
access to features 82

Controlling mailbox owner access
to system features 8

Controlling messages 86

Creating a group box 98

Creating a mailbox 11, 42

Creating distribution lists 5
Creating mailboxes 5
Currently Enabled field 49
Currently enabled field 70
Currently Scheduled field 73
Customizing reports 128

D

Day mode 6
Day mode, forcing 21
Default account for

outgoing mail field 77
Default password report 145
Defaults, reports 127
Definition, voice mail 3
Deleting a group box 98
Deleting a mailbox 42
Deliver These Messages field 67
Destination based on

call number field 114
Destination based on Day / Night

service fields 123
Destination for dialed

digits fields 112
Destination for each day field 115
Digits caller can dial

while holding field 91
Digits dialed field 111
Disabling a port 19
Disabling ports and

re-enabling ports 6
Dual Message Store field 41
During X field 66

E

E-Mail address field 77
Enabling ports 6
End field 81

F

Forcing system modes 6
Functionality 1

G

Generating Reports 125

Get caller’s name field 49, 55
Go to box field 119

Greeting, routing box 110
Group distribution lists 5
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Hotel guest privileges only field 73
Hourly statistics report 133

If caller chooses “other options”
field 61

If digit received, wait for more digits
before routing call
field 107

If no digit dialed field 122

Interchange functionality 1

Issuing broadcast messages 6

J-K

no entries

L

Login failure report 144
Lunch mode 6
Lunch mode, forcing 21

M

Mailbox owner access 82
Mailbox owner cannot transfer

to numbers 94
Mailbox reports 140
Mailbox Suspended field 39
Mailbox usage report 142
Maintaining group distribution lists 5
Maximum greeting length field 89
Maximum message length X

seconds field 87
Maximum number of lines allowed

to hold for this

Mailbox field 91
Maximum number of

messages field 86
Message delivery report 143
Messages tab 86

N

Name field 35

New Messages field 42

Night service mode 6

No transfer transfer type 46, 53

0)

Old Messages field 42
Operator Box field 50
Otherwise, outside these dates -
go to box X field 118
Override Class of Service
Operator field 50

P

Page Immediately field 60
Password field 35
Play greeting X times field 106
Play system menu again after
personal greeting field 89
Port contention report 137
Port contention trend by day of
week report 139
Port contention trend by
month report 138
Port, disabling 19
Port, re-enabling 19
Prompt for Password field 55

R

Record every call field 50
Record Name button 36
Re-enabling a port 19
Report

mailbox information 140
Report defaults 127
Report types 131
Reports 125

default password 145

hourly statistics 133

login failure 144

mailbox usage 142

message delivery 143

port contention 137

port contention by month 138

port contention trend by day of

week 139
Reports, customizing 128
Reports, viewing 128
Responsibilities, supervisor 5
Restricted Access field 41
Restricting calls 93
Route call based on field 108
Routing box, changing greeting 110
Routing box, changing routing 8,
108

Run this cycle X times field 66
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Screen the call transfer type 48, 54

Sequence to Turn on/off Message-
Waiting Lamp fields 42

Single Message Store field 41

Supervisor functions 31

Supervisor responsibilities 5

System features, controlling
mailbox owner access to 8

System reports 125, 131

System supervisor tasks 1

T

Times field 65

Transfer to field 44, 53
Transfer type field 46, 53
Types of reports 131

U

Use 3-way calling field 50

Use Language field 39

Uses Client desktop
applications field 40

v

Viewing reports 128
Voice mail definition 3

w

Wait for a digit field 59
Wait for answer transfer type 47, 54
Wait for ring transfer type 49, 54
Wait x seconds for a digit field 106
Wake-up time field 73
When exiting open Mail box,

go to box field 84

X

X times field 65
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