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	Title
	Interactive Voice Response (IVR) Service

	System
	CS1000

	Abstract
	Function to connect an incoming trunk call or an system extension call to a desired destination extension, along VPM voice announcement without operator’s service
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Title: Interactive Voice Response Service 
Functional Description
This function is applied to the case that VPM first makes a response to an incoming trunk call or an extension call through Auto ATD Service Representative Number assigned to a system and provides voice announcement to a call-forwarded extension. If the caller enters DTMF following the VPM voice announcement, the call will be switched to the destination extension.

[Features]

· This function is enabled to automatically identify digits entered by a caller using Inter Digit Lock as extension number and CCR(Call Control Routing) Menu number. 

· Various types of CCR destinations are assignable for use as below.

· Different CCR Table Index

· Extension number

· Calling Group Representative number

· ACD Pilot number

· System Speed Code

· Individual Speed Code of defined extension number

· QSIG number

· Internal Zone Paging

· ATD Access Code

· UNA

· Every CCR Table is allowed to have a maximum of three individual announcement its.

· Every CCR Table has individual Night Bar needed to recognize Day/Night Mode.

· Every CCR Table has Wait Time needed to enter DTMF after announcement transmission.

· An operator may use CCR Table within the limit of the max resources available in the system in a flexible way. 
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Operation Procedure

1. An incoming call is made to ATD by trunk subscriber or extension subscriber 

2. The caller dials a desired extension number or CCR Menu following the voice announcement of ATD.

3. The caller hears the voice announcement for the call transfer.

4. The caller hears the ring by the caller’s request for call transfer and the caller hears RBT.

5. The caller makes a response to the call.

6. The call is connected.

Conditions
1. CCR Table is allowed for up to 40.

2. Night Bar for each CCR Table is changeable using OMS.

Day Start Time is meant for the opening of working hours and Night Start Time for the close. 

If Day/Night Start Time is not set: CCR Table operates only in Day Mode.

If Day/Night Start Time is the same: CCR Table operates only in Night Mode.

3. In case CCR Table operates in Night Mode by its Night Bar setting, the Table is processed by night action type without receiving a particular DTMF.  

4. DTMF Wait Time for each CCR Table is changeable with OMS.

If DTMF Wait Time is set to “0” : Announcement set for the Table is played and then the call will be released.

5. Individual holiday mode is not supported per CCR Table. 

6. If you use system mode instead of Night Bar per CCR Table, you can configure Day/Night/Holiday IVR scenario separately per Auto ATD Representative number.

7. Although you use Night Bar per CCR Table, you can configure additional IVR scenario for system-specified holiday.

Hardware
N/A

Data Generation

1. Setting IVR Service Use

[15.5 Voice Mail Option ( Phone Book Service Use item]

2. Composing IVR scenario 

[15.7 IVR]

3. Choosing Voice Announcement for Each CCR Table

[15.7 IVR ( User Define Ment 1,2,3]

4. Choosing Night Bar for Each CCR Table

[15.7 IVR ( Day Start Time and Night Start Time]

5. Setting DTMF Wait Time for Each CCR Table

[15.7 IVR ( DTMF Wait Time]

6. Assigning Start CCR Table per System Mode

[15.7 IVR ( Auto ATD Calling Group item in Pop Up Menu by Mouse Right Button]

7. Setting Inter Digit Lock Time to identify Ext. No. and CCR Index

[15.5 Voice Mail Option ( Inter Digit Lock item]

Interaction 

(
OMS Menu Description
OMS IVR functions include:

1. Querying Scenario

2. Querying CCR Table 

3. Deleting CCR Table 

4. Applying Scenario to VPM (Scenario Apply)

5. Displaying Table not used in Scenario (Not Use Table)

6. Querying Auto ATD Calling Group 

7. Changing Auto ATD Calling Group 

[Sample Screen Description]  Menu 15.7 IVR
[image: image1.png]~=lolx|

J

cose

@ &

Query Scenario Apply

Roat
Scenaria: 1

@ cr1
cor2(1)
CR3@

@ crsm

CCR Table View
CCR Table Add
CCR Table Delete

Auto ATD Calling Group
Calling Group View





 [Figure 1-1]

1.Querying Scenario 
This function is to query a scenario currently made by clicking the Query button in the IVR window.

2. Querying CCR Table 
This function is to query detailed contents of CCR Table by selecting CCR Table View from the popup menu brought to the screen when you right-click in the IVR window.

3. Deleting CCR Table 
This function is to delete CCR Table from the IVR window using the mouse.

( If you delete the selected Table in the state of Exist, the Table will be changed to the state of Not exist.

4. Applying Scenario to VPM (Scenario Apply)
Clicking the Scenario button in the IVR window activates this function that is to transfer the scenario ever made to the VPM in order to change and apply the scenario of the VPM board.

5. Displaying Table not used in Scenario (Not Use Table)
There is a number indicated in the Not Use Table box in the right column of the IVR window. This means that Tables that have ever been made but currently not used for scenario. 

6. Querying Auto ATD Calling Group 
This function is to query a number assigned to Auto ATD and Start Table number in the Calling Group window.  

7. Changing Auto ATD Calling Group 
This function is to assign Scenario Start Table to Calling Group number, which is assigned to Auto ATD, per Day, Night, and Holiday. 

Operation Procedures 

Querying Scenario
1.1 Select IVR of the item 15.7 from the menu to bring 15.7 IVR window to the screen. 

1.2 Click the Query button in the IVR window.

1.3 Check the result you have queried.
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Querying CCR Table
2.2 Select the CCR Table in the IVR window using a click on left mouse button.

2.3 Right-click on the selected CCR Table to bring a popup menu to the screen.

2.4 Click ‘CCR Table View’ in the popup menu.

2.5 Check the result.
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Deleting CCR Table 
3.1  Click a Table you want to delete from VPM Phone Book.

3.2  Right-click on the selected CCR Table to bring a popup menu to the screen

3.3  Click ‘CCR Table Delete’ in the popup menu. Then a dialog box will pop up to ask for confirmation.

3.4  Click the Yes button.

3.5  Check the result of the deletion.

( 

Applying Scenario to VPM
4.1  Click the Scenario Apply button in the IVR button.

4.2  Click the Yes button when the dialog box appears to ask for confirmation. 

( 

Displaying Table not used in Scenario ( Not Use Table).
5.1 Click the Query button in the IVR window to query the Tables with Scenario.

( 

Querying Auto ATD Calling Group 
6.1 Right-click in the IVR window.

6.2 Click Auto ATD Calling Group in the popup menu.

6.3 Click the Query button in the Auto ATD Calling Group window.

6.4 Check the result of the query.
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Changing Auto ATD Calling Group 
7.1 Click the Query button in the Auto ATD Calling Group window.

7.2 Check the contents you query and enter in each Scenario Start Table number corresponding to Day, Night, and Holiday.

7.3 Click the Change button in the Auto ATD Calling Group window.

7.4 Click the Send button in the Auto ATD Calling Group window.

7.5 Check the result of the change.

Conditions
1.Table number is permitted to range between 1 and 40.

2.DTMF Wait Time is permitted to range between 0 and 99.

3.User Define Ment Index is permitted to range between 1 and 50.

4.If Action Type is of Table No, Action Data must have the entry ranging between 1 and 40.

5.If Action Type is of Extension, Action Data must have the entry of up to 8 Digits only in length.

6.If Action Type is Calling Group, Action Data must have the entry of up to 8 Digit only in length.

7.If Action Type is Speed Dial Code, Action Data must have the entry of up to 8 Digit only in length.

8.If Action Type is Individual Speed Dial Code, Action Data must have the entry of up to 8 Digit only in length.

(
Contents
[Item Description for IVR]

	Items
	Contents

	Root
	Root of a tree.

	Scenario
	Scenario number (for the use of DAY, Night, and holiday)

	CCR
	CCR Table number, Status of Use, Input Digit

	
	


[Item Description for CCR Table]

	Items
	Contents

	Start Table
	The first running table in entering into IVR service. Start Table exists in only one per scenario.

	User Define ment
	User-recorded announcement number (1 ~ 50)

Number corresponding to ZUSER00.wav ~ZUSER49.wav

	DTMF Wait Time
	Time for user to wait after announcement play

	Day Start Time
	The opening of working hours

	Night Start Time
	The close of working hours

	Digit 0 ~ Night
	IVR index: Ex) Dial number a user must press following an announcement like “Number 1 for General Affairs, Number 2 for Executive….”, 

	Action Type
	Action Data Type

	Action Data
	Number corresponding to Action Type (Ext. No., paging No.…)

	ID
	Individual 

	Comment
	Comment


[Item Description for Auto ATD Calling Group]

	Items
	Contents

	Representative No
	Service Representative No.

	Day
	Start Table No. starting in system Day mode 

	Night
	Start Table No. starting in system Night mode

	Holiday
	Start Table No. starting in system Holiday mode

	
	


Hardware
· How to Record User Define Announcement in VPM

 [Condition]

· You must not delete/add file(s) from/to a directory including wave file.

· There are files named ZUSER01.wav ~ ZUSER50.wav in a directory including wave. Those are the ones to be announcement for users to record and use. 

· ZUSER01 ~ ZUSER50, as announcement superseding existing MOH, are used for CCR Table announcement and token play.

· Therefore, user must select “Start(Programs(Accessories(Entertainments(Recorder” to record the announcement in VPM. And define the file name as ZUSER01.wav ~ ZUSER50.wav.

· You must be sure to convert the recorded data into 8000Hz, 16bit sampling PCM mono before storing. (Recorder’s File Menu->Properties->Conversion)

· If you have completed the recording of the announcement in the file, you must do the following task to upload the recorded announcement to VPM board.

1. Execute VPC program.

2. Select Token Directory (where Wave file for User Defined Announcement is located).

3. Select Hexa Directory(where USRDAT.HEX and USRIDX.HEX are to be displayed).

4. Select User Defined Token in the Mode box.
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5. Click the 
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 button in the tool bar or go to the ‘File’ menu to select “Check Token List” so that you can check if all wave files you want exist.
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6. Click the 
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 button in the tool bar or go to the ‘File’ menu to select “Run” so that you can convert wave files into UsrDat.hex and UsrIdx.hex files to be used in VPM.
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7. If the conversion of all the files is completed, “OK” button will be active in the progress box. Click the “OK button. Then vpdat.hex and vpidx.hex will be created in the directory as selected in the above step “2”.
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8. Use the ‘tftp’ protocol to upload both files created in the above step “7” to VPM board according to VPM Installation Guide.
Displaying Scenario No.





Indicating Input Digit





Indicating Exist





Indicating Not Exist 








CCR Table 2





CCR Table 1
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