User Guide




risr

Research Into Intermet Systems

Contents
T (g o (ULt i o] o H PP PP PP PP PRRUPPPPPN 2
First StePSt LOGGING 1N ... ieee e eeenr e e e e e e e s e eeeer e e e e e e e e e e e e nnnnnnees 2
LOOK BN FEEI ...t et e e e e e e rmm e e e e e e e e e e e e e e s mnne s nnne 3
AULO ATEENUANTS ...ttt e e e oo e e mena e et e e e e e e e s s s s e e s enens e e e e e e e e e e e e e s e nnnnnesenansseees 3
AddINg AULO ATEENAANTS ..o rmmee e e e e e e s mn e 3
HOUF DELAIIS ...ttt errr et e e e e e e et e e e emmme e e e e e e e e e e b nnr e e e e e e emmmreeees 5
(1T 1T 1 PP P PO P PPPPPPPPPPPIS 5
Recording a Personal GretiNg.........coouiiiiiiiiiiii e eeemr e e e e 6
(=] o 18 @] 1[0 4 1 TP PPPPPPPPPPPPPP 8.
Creating the MENU ......ccoiiii e e e e e e e e e e e e e e e e e e e e e e e emensesrerrerennrennnes 8
Editing an AUto AEENAANT ..........coooiiiii e e e e e e e e e e e e e e e e e e e e e e e e e anen e 10
DT oY i [o I AU (o I AN (=] Lo F= T | £ 10
o 0T T 0 11 01 PP 11
(1 =T 10T To = 0T € (0T o TR 12
Editing @ HUNE GIOUD ..oiiiiiiiiieieeeeeeeeeeeteeet sttt mnne e e e e e e e e eaaeeaaas 14
Deleting @ HUNT GROUD ...uuueiiiiiiiiieee e ee e e ettt ee e ee e e ettt e ees e e e e e eeeeaaeaaaaeaaaeeeeanansesnssernnennnes 14
(O 1 I I To £ TSP 15
(1 (=T 11T Lo RO 1|1 oo T PP 16
SCNEUUIBS ...ttt e e e e e et e e e e ettt e e e e e s amnne e e 17
Yol g T=To (U= Y o 1T PP P TP PP PPPPPPPR 18
Creating & SCNEAUIE...........ooi e e e e e e e e enenr e e e e e e e e e e annes 18
Creating a SChedule EVENL............uiiiie e eeee e 19
DeletiNng @ SCREUUIE........cooi et eemr e e e 20
Settings and SIGNING OUL ... eeee e ee et e e e e e e s s n e et a e e e e e aeeeas 21
Frequently ASKEd QUESTIONS .......ooiiiiiiiiiiiiiie ettt ettt eeee et e e e e e e s s bbb e e e e s emmmee e e e e e e aannes 22
Y o0 UL S T I P 23

Pagel
Research Into Internet Systems, Lb.C 6 6 6 ®NRAA &2 dO02Y w HnTtpn [ ABAO [/ SyGiSNI SNRA@BSsS { dz



risr

Research Into Intermet Systems

Introduction
With the Front Office Assistant iPad app, businesses can set up and manage IVR systems with

no IT involvement. The app enables small and medium businesses to setup and manage auto
attendants for answering and routing incoming calls using the touch based in terface of the iPad.
With simple drop -down menus and on/off controls, users can present their callers with custom
greetings and options to leave messages, connect to specific people, or transfer to other
departments. Sthedules can be created to route callsdifferently based on business hours, after
hours and even holidays.

First Steps ¢+ Logging In

Logging into the Front Office Assistant application is easy. Before logging in, make sure you
know your Username, Password, Carrier ID, and Broadsoft URL (if applicable) . Once you have
all the information needed, you can log in to the application.

FRONT OFFICE®

ASSIS TANT

Enabling Broadworks

Username
Password

Carrier Id Other
Broadsoft URL

Carrier ID Options :
i Telovations

SimpleSignal
Evolve IP

Broadsoft In-House System

= =_ =4 =4

Pingtone
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M1 Other

Look and Feel

After logging in, you will be taken to the main Auto Attendant page. Here, you will be able to
createand edit Auto Attendants .

9:54 AM

Call Logs J Auto Attendant Details "h"m:;. m m

Auto Attendant Details

RIIS Default AA > Auto Attendant Id * voip. com

MName *

Phone Number * None

Extension *

Calling Line 1D Last Name *

Calling Line 1D First Name *

Add New Schedule +

Department None
After Hours > Language English
Business Hours b Time Zone (GMT-04:00) (US) Eastern Time
Holiday >
Business Hours Every Day All Day
Holiday Schedule None
Scope of Extension Dialing Group
. REE
| \ L L] ]
N Scope of Name Dialing Group
.'P (
r') \ A
. Mame Dialing Entries LastName + FirstName

Auto Attendants

Auto Attendants are usedto provide simple, easy to use voice menus that allow callers to be
quickly transferred to the person or department they are looking for without the intervention of
an operator. Auto Attendants help simplify incoming phone calls while improving customer
satisfaction.

Adding Auto Attendants
To add an Auto Attendant:
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Click on Add New Auto Attendant.
Fill in the Auto Attendant ID. The ID has to be longer than six characters.
Fill in the extension number for the Auto Attendant.
Fill in the Calling Li ne ID Last and First name fields.
If you have already set up Departments, choosea Department for the Auto Attendant.
Choose a Language.

Choose a Time Zone.

=A =4 =/ =4 4 -4 -4 -4 -4

Choose the Business Hoursand Holiday Schedule for the Auto Attendant. These canbe
created under Schedules.

9 If applicable, choose the Scopes of Extension and Name Dialing.

9 Choose Name Dialing options.

1 Finally, click Done in the top right corner. This saves and creates the Auto Attendant.
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11:38 AM

Auto Attendant Details

Not Charging @}

RIIS Default AA b
Business Hours Detail >
After Hours Detail >

Add New Schedule +

After Hours >

Business Hours >

Holiday >

HH

Auto Attendant Details

Auto Attendant Id *

MName *

Phone Number *

Extension *

Calling Line 1D Last Name *

Calling Line 1D First Name *

Department

Language

Time Zone

Business Hours

Holiday Schedule

Scope of Extension Dialing

Scope of Name Dialing

Name Dialing Entries

12483511222

@asmain.voip.telnetww.com

John Smith

None

5555

Smith

John

None

English

(GMT-05:00) (US) Central Time

Every Day All Day

Holiday

Department

Group

LastName + FirstName

Once the Auto Attendant is created, you can now set up personal greetings and menu options.

One of two details is the Business Hours Detail. Here, you can configure the automated greeting
and menu that will be used during business hours. The other option is the After Hours Detail.
Here, you can configure the automated greeting and menu that will be used after business

hours.

You will find the Greetings section under both Hours Details. You have two options when

choosing a greeting: Default or Personal. If you want to use a pre-recorded greeting, choosethe

Default Greeting option . If you would like to record your own greeting, choose the Personal

Greeting option .

Research Into Internet Systems, LbiC ¢ 6 ¢ PNA A 4 PO02Y w
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9:55 AM

J Business Hours Detail “ m m
Add New Auto Attendant + Configure the automated receptionist greeting and dialog menu to be used
during business hours
RIIS Default AA >
Business Hours Greetings
Greeting Personal
After Hours Detail >
Personal Greeting >
e Default Greeting
First Level Extension Diali
Personal Greeting
Add New Schedule + Business Hours Menu >
After Hours > Note: Callers who do not indicate a transfer option will be transferred
to the operator.
Business Hours >
Holiday >
— 5EE
‘ [ I e
ANENENIENTAN TS
/ \ \ x. \ ‘ N A 1N l
AOOIO AN

Recording a Personal Greeting

To record a Personal greeting for the Auto Attendant, choose Personal Greeting from the drop
down list. This will then show a field below called Personal Greeting. Click on this field, and it
will open a Record Personal Greeting window.
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9:55 AM

m Record Personal Greeting

Recording Controls

. ‘ LU

Recording Name (Optional)

[ business hours greeting

When you are ready to record, press the circular red and black button and record your greeting.
When you have finished, click the white square to stop recording. You can listen to your
recording by pressing the green play button. You can also give your recording a unique name .
To do this, click on the recording name text field , press the X at the right side ofthe field (this
will clear the field), and add a name for the recording. When you are satisfied with your
greeting, click the done button in the top left corner to saveand apply the greeting. This will
bring you back to the Hours Detail screen. You should now see the name of your recording next
to the Personal Greeting field. To save your changes, click the done button in the top right
corner.

If you are using a menu for your Auto Attendant, you will want to make sure your personal
greeting reflects this menu. Here is an example of a personal greeting that reflects a menu:
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Thankyoufor calling RIIS. To dial by name, press 1. To dial by extension, press 2. For
sales, press 3. For billing, press 4. For information on career opportunities, press 5. To
repeathis menu, press 6. To speak with an opergi@ss 0 or stay on the line.

Both Business and After Hours Detail have a Menu Options section. Here, you can turn First
Level Extension Dialing on or off, as well as set up a menu for callers to select an option from. If
you enable First Level Extension Dialing, callers will be able to enter an extension at any time,
without having to use the menu.

The menu option allows callers to choose from a list of defined actions. For example, press 0 to
speak with an operator, or press 1 to dial by name. Key options include numbers zero through
nine, as well as the pound (#) sign and the star (*) sign.

Action s include:

Transfer with Prompt *
Transfer without Prompt *
Transfer to Operator*
Name Dialing

Extension Dialing

Repeat Menu

Exit

=A =/ =4 4 4 -4 -4 -4

None

*Note: Transfer with Prompt, Transfer without Prompt and Transfer to Operator all require a
phone number to transfer to.

When you start creating the menu, it is best practice to have an idea of what you want the menu
to accomplish. Once you have that idea in your head, creating the menu will be easy.

1 To start, choose which key you want to start with (0 -9, # or *).

1 Then, create a short description for what the key does.

1 Next, choose which action that key will do (Name dialing, transfer to operator, etc.).

Page8
Research Into Internet Systems, LbC 66 6 ®NAA A PO02Y w HanTpn [/ APGAO / SYyitdSNI 5NAGSsE { dz



rilr
Research Into Intermet Systems

9 If your action requires a phone number, fill in the number in the last column.
1 Repeat the above steps until your menu is complete.

1 When you are finished, click the done button in the top left corner to save your menu.

m Business Hours Menu

Key Description Action Phone Number

0 Operator Transfer To Operator 2481234567

Dial by name Name Dialing

Dial by extension Extension Dialing

For Sales Transfer With Prompt 2487654321

For Billing Transfer With Prompt 2489874563

Transfer With Prompt

Careers 2483217654

Repeat menu Repeat Menu

None

None

None

None

None

Note:
Callers who do not indicate a transfer option will be transferred to the operator.

Above is an example of the menu that corresponds with the personal greeting example. Notice,
at the bottom of the menu, there is a note letting you know th at callers that do not choose a
menu option will automatically be transferred to the operator. We use this option in our
personal greeting example by telling the caller to stay on the line.

We also used Transferwith Prompt for Sales, Billing and Careers since we gave the caller the
option to transfer to these departments.

If you want to delete a menu option, just change the action to None. This will get rid of any
description and phone number added to the key.
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Editing an Auto Attendant
name from the Auto Attendant menu, make your changes, and click the done button in the top
right corner.

Deleting Auto Attendants

TodeOl Ul wEOw UUOw UUI OEEOUOwWxOEETl wabUUwi pOTT UwbOOwWUI
Attendant Menu and slide to the left. This wil | then show a red Delete button to the right of the

attendantz name.

10:07 AM Not Charging @}

Ut Grotns Call Logs J Auto Attendant Details 'j.';. m m
Add New Auto Attendant + Auto Attendant Details
RIIS Default AA b Auto Attendant Id * riistest
Business Hours Detail > Name * riistest
After Hours Detail > Phone Number * None

riistest Extension * 3333

Calling Line D Last Name * test

Calling Line ID First Name * Riis

Add New Schedule + Department -
After Hours > Language English
Business Hours > Time Zone (GMT-04:00) (US) Eastern Time
Holiday >
Business Hours Every Day All Day
Holiday Schedule None
Scope of Extension Dialing Group
iiE
| usn
AN A A . Scope of Name Dialing Group
ASSISTANT
b e e £ Mame Dialing Entries LastName + FirstName

Press the delete button, and confirm that you want to delete the Auto Attendant.
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Extension *

Ealllng Line ID Last Name *

Delete The Auto Attendant

Are you sure you want to delete?

No Yes

(GMT-04:00) (US) Eastern Time

Hunt Groups

A Hunt Group is a way of distributing phone calls to a gr oup of numbers. Hunt Groups allow
several different people the ability to answer a single phone call. For instance, if a caller presses
the menu option for Sales, that caller will be routed to the sales team, orsaleshunt group. The
sales members that are a part of the hunt group will all have the ability to take the call. This
allows for the next available sales member to answer the call.
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9:54 AM

Hunt Groups

RIIS Sales b

Creating a Hunt G roup
To create a Hunt Group:

Fill in the Extension

Choose the language

=A =/ =/ 4 4 -4 -4 -4 -4

Research Into Internet Systems, LbiC ¢ 6 ¢ PNA A 4 PO02Y w

Choose the Time Zone

Hunt Group Details

Hunt Group Id *

Name *

Phone Number *

Extension *

Calling Line 1D Last Name *
Calling Line 1D First Name *
Department

Language

Time Zone

Allow Call Waiting on agents
Hunt Group Policy

Available Users

No Answer Settings

Skip to next agent operator

Forward call after waiting

Click on Add New Hunt Group.

Fill in the First and Last Name fields

Turn Allow Call Waiting on Agents on or off

voip.

None

None
English
{GMT-04:00) (US) Eastern Time

( OFF

Regular

1 Ring

0 Second

Fill in the Hunt Group ID field. This field needs t o be longer than six characters

Create a name for the Hunt Group (Ex. Sales, Careers, Billing, etc.)

If Departments have been set up, choose a Department

HnTpn |/ ABAO / SYGiSNI 5NRGSE
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1 Choose a Hunt Group Policy. Options include:

o Circular ¢ sends calls in a fixed order, starting where the last call left off. If the
EEOOwD U Oz Usserdto thd next feican Britha list, and so on until the call
is answered.

0 Regular ¢ sends calls to users in a fixed order, starting with the first person on
the list each time.

0 Simultaneous ¢ rings all of the users in the group at the same time. The first
person to pick up the phone is connected to the caller.

o0 Uniform t sends calls to the line that has been idle the longest.

0o Weighted ¢ sends calls to users in the group with a higher rank.

1 Choosethe callers you want in the Hunt Group. When you click on Available Users, an
Available Users window will open. Click the Add button for all of the phone numbers
you want to add to the group. When you are done, click the done button in the top left

corner to save your changes.

one | Availablo Users

Available Users

2482861221
2482861223
2482861224
2482861225
2482861226

2482861227

2482861228

9 Fill out the No Answer Settings section. Here, you can choose when to go to the next
operator, as well as what number or extension to forward calls to.

1 To create the Hunt Group, click the done button in the top right corner.
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Editi ng a Hunt Group

If you need to make changes to a Hunt Group, all you have to do is click on the Hunt Group

name from the Hunt Group menu, make your changes, and click the done button in the top
right corner.

Deleting a Hunt Group
To delete a Hunt Group, plEET wa OUUwi pOT 1 U
i w3l

T w UO0w&UOUxz Uwd
EQEWUOPET wOOwWUT 1 woi I w

Ul OPWEwWUI Euw

Hunt Groups ""::;. m m

Hunt Group Details

RIIS Sales Hunt Group Id * voip com

Name *

Phone Number * None

Extension *

Calling Line 1D Last Name *

Calling Line 1D First Name *

Department None
Language English
Time Zone (GMT-04:00) (US) Eastern Time
Allow Call Waitingonagents (| OFF
Hunt Group Policy Regular
Available Users >
) b ] No Answer Settings
| \ L L] ]
A B A
F\ - . ~ N\ Skip to next agent operator 1Ring
AT / \
i’ ) —_— ~— S— / N
Forward call after waiting 0 Second

Press the delete button, and confirm that you want to delete the Hunt Group.
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Extension *

Calling Line ID u:&Nune . Calling Line 1D Last Name

Delete The Hunt Group b First Name

Are you sure you want to delete?

Call Logs

"EOOw+ Ol UwEUI wUOUI EwWUOWEOOOI EQwxT 001 wEEOOWEEUEwWPDHU
information about incoming and outgoing calls made, and organizes them into a user -friendly

log.

The Call Logs are organized numerically by User extension. Logs provide call date, the to and

from numbers, how long the call lasted, and the status of the call (missed, received or placed).
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Call Logs

User

Call Date

From

To Duration Status

2482861227

05/04/2012 13:53 PM

+17346040764

+12483511200

Missed

2482861227

05/04/2012 13:33 PM

+17346040764

+12483511200

Received

2482861227

05/03/2012 10:18 AM

+17034428844

+12483511200

Received

2482861227

05/02/2012 16:51 PM

+13132250308

+12483511200

Received

2482861227

05/02/2012 09:50 AM

+17034428844

+12483511200

Missed

2482861228

05/08/2012 12:02 AM

+15868645107

+12483511200

2482861229

05/08/2012 11:44 AM

+15868645107

+12483511200

Missed

2482861229

05/07/2012 12:18 AM

+12483511200

Received

Creating Call Logs
To create a call log:

Page 2 of 2

1 First, decide whether you want to create one for all users, or an individual user.

1 Then, choose what you want to sort the call log by. Options include:

(0]

(0]

User ID

Start date/time
Call duration
From Phone
To Phone

Call Type

Research Into Internet Systems, LbiC 6 6 6 PNAA A PO2Y w HAT PN
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1 Choose which order you want the calls to appear. Options include descending and
ascending.

1 Choose the From and To dae range.

1 Choose what calls to include in the log. Options include: Incoming, Missed, Outgoing
and All.

T (I waOUZEwWODPOIl wOOwUI EVET wEaAaWEWxEUUDPEOwWUI Ol xi OO0I

1 Click View Call Logs at the bottom to create the log.

Schedules
The three main schedules on the iPad application are After Hours, Business Hours and Holiday.
You can create and edit schedules to fit your business needs.
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