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Auto Attendant

Auto Attendant serves as an automated receptionist that answers the phone and provides a
personalized message to callers, with options for connecting to the operator, dialing by name or
extension, or connecting to up to 12 configurable destinations (for example, 1 = Marketing, 2 =
Sales, and so on).

Multiple Auto Attendants can be configured, either individually (for example, a customer service

department with separate business hours) or integrated into an Advanced Auto Attendant (for

example, the main Auto Attendant is configured to route to a department’s Auto Attendant

submenu).

Configure Auto Attendant

To configure, click Edit on the right of the Auto Attendant. This displays the setup details.
Auto Attendant

[Editor’s Note: the help text in this subsection should go on this

submenu.]
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You can configure several Auto Attendant features, including:

l. Settings
I. Default Call Routing Rules and Menus

. Advanced Call Routing Rules

The action and phone number associated with each of the 12 call-routing keys can also be

configured using the Business Hours Menu and After Hours Menu.

Settings

l. Click Edit to enable/disable the Auto Attendant or change its name.
[I.  Setthe Calling Line ID First Name and Calling Line ID Last Name that will be shown if a call
transfers from the Auto Attendant to an external destination.
Note: Matching your company CNAM is suggested as setting the calling name in this setting only
affects calls that remain on our network.
[ll.  Verify or select the correct Time Zone setting for this Auto Attendant. This sets the Time Zone
that is used by any schedules, whether on Menus or Rules.
V. Use the External Transfer Calling ID setting to:
a. Pass-through a callers incoming caller ID to an external destination
b. Setitto send the Auto Attendant Caller ID. This will also send the calling name configured
in step 2 above.

V.  Use the Name Dialing setting to configure how callers can enter a user’'s name when
searching for users using the Name Dialing option in the Auto Attendant menus. This can be
either by Last Name or by Last Name and First Name. The latter option allows callers to
enter characters from either the user’s first or last name.

VI.  Click Save.

Note: To edit Auto Attendant phone number, see Virtual / Toll Free Numbers.

Default Call Routing Rules and Menus

e ____________________________________________________________ |

e ] b S L Py FIF

i B Thwher e Foaan | FIT
e e twien bwen Temwl 1T ¥

Call routing is used to make decisions on when calls should go to the Auto Attendant or other queue,

and once they do, which Menu should be used during the specified schedule. In an initial Auto

Attendant configuration, three items are in the Rules list:
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l. Business Hours Menu. Click the edit B icon on the far right to edit the time for which the
Business Hours Menu should be used. By default, this shows the Every Day All Day schedule which
is a built-in 24/7 schedule. Click the drop-down list s to select a different

schedule. Schedules are created on the Schedules Tab. Click the check mark ﬂ icon to save this

change, or the red X H icon to cancel any changes.

Il. Holiday Menu. The Holiday Menu is used for both After Hours and Holidays. By default, this
shows None as the schedule since the default Business Hours schedule is 24/7. To use the
Holiday Menu, click the Edit icon and choose a Holiday schedule from the drop-down menu.
Again, these schedules are created in the Schedules Tab. Click the green check mark icon to
save, or the red X icon to cancel any changes.

[l Default Action. The Default Action is a built-in rule that acts as a catch-all to ensure that calls
not handled by any other rule will route to the Auto Attendant. In the initial default setup, no
additional rules exist, so all calls route to the Auto Attendant. Also, with the default schedule
configuration of Business Hours Menu being Every Day All Day, and the Holiday Menu being

None, all calls routed to the Auto Attendant will use the Business Hours Menu.

Business Hours Menu

The Auto Attendant includes 12 configurable call routing options for callers. Users can modify which
action corresponds to each key, including 0 to 9, * and #. The Business Hours Menu is reached

when a time matches the specified Business Hours Menu schedule.
L Click Edit Business Hours Menu

Il. Find the key to modify
[ll.  Click Edit to enter a description of the key’s function.
IV.  Click the drop-down arrows to select the action associated with that key:
l. Disabled: Does not associate an action with the key
II.  Transfer with Prompt: Transfers the caller after informing them
lll.  Transfer without Prompt: Transfers the caller immediately
V. Extension Dialing: Allows the caller to reach a user by dialing their extension
V.  Transfer to Mailbox: Transfers the caller to an extension’s voicemail box entered by the
caller
VI.  Transfer to Specific Mailbox: Transfers the caller to the specified user’'s mailbox, including
any Standalone Voicemail boxes.

VII.  Name Dialing: Allows the caller to reach a user by spelling out their name on the keypad
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VIIl.  Play Announcement: Plays an uploaded announcement to the caller (When you select this
option, a dialog box appears prompting you to Choose File. Select an audio file from your
computer and click Upload.)

IX. Repeat Menu: States the menu options again

X.  Transfer to Operator: Enables the caller to reach a live operator

XI. Exit: Takes the caller out of the Auto Attendant menu
Note:When Transfer with/without Prompt or Transfer to Operator is selected, a user must also
select a destination phone number or extension from the drop-down menu that appears.
Note:When transferring a call, if Destination Number/Extn is chosen as the destination option,
any external number is restricted to extensions, local, domestic long distance or toll free
numbers.

Click Browse to upload announcements that callers hear when interacting with the Auto

Attendant. Click Play to hear the audio file selected.

Set the Extension Dialing option. Enabling this option allows callers to enter a user’s extension
at any time. If disabled, extension dialing can still be provided by setting a key to the Extension
Dialing menu option.

Click Save Changes.
After Hours Menu

The Advanced Auto Attendant includes 12 configurable call-routing options for callers. Users can

modify which action corresponds to each key, including 0 to 9, * and #.
ol Edit After Hours Menu

The remaining configuration is identical to the Business Hours Menu above.

Note:The After Hours Menu is reached only when a time does not match either a Business Hours or

Holidays schedule.

Advanced Call Routing Rules

In the default configuration, all calls route to the Auto Attendant 24/7. Businesses wanting an office
administrator or a group of extensions that may be in a Hunt Group to answer calls during Business
Hours (or various other scenarios), can use this feature to customize how calls route automatically
based on a schedule.

To create a new rule, click the New Rule button m .This adds a new line at the top of the

list of rules.
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There are three components to creating a rule:

Rule Name. The first entry is a Rule Name. Make this something that will remind you what

this rule does, such as “Route To Admin.”

Schedule. Choose a schedule from the drop-down list to determine when this rule is to run. If
you don’t yet have a schedule to use, such as a Business Hours schedule, see the section on
the Schedules Tab to learn how to create schedules.

Forward to. In the Forward to field, enter a destination number to which calls should route. This
could be another extension, such as the extension of the administrator, or the extension of a
Hunt Group, Call Center queue, Auto Attendant or anything else in the system. If the call is to
route to a number outside the system, enter a 10-digit number. If you would like calls to roll to a
voicemail box, enter *55 and the extension of the voicemail box to use. This could be *557777 if
this Auto Attendant is configured with a Standalone Voicemail box.

Click the green check mark on the far right to save the new rule. Up to 99 rules can be created.
Rule order processing starts at the top of the list and goes down. For example, if you created a
“‘Route To Admin” rule that routed to the admin’s extension during Business Hours, this would be
the top rule. Any calls to the Auto Attendant would then route to the admin’s extension during
Business Hours. For any time that was not defined by the Business Hours schedule, processing
would fall through to the Default rule, which would route calls to the Auto Attendant.

Any rules that span an entire day should be at the top of the list. This includes any Holiday rule,
as most holidays will span the entire day. If a Holiday is not the top rule, and the “Route to
Admin” rule is higher up on the list, for example, calls may still route to the Admin during

Business Hours, even on a Holiday, because that rule would be processed
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first.

New rules are always added to the top of the list. To rearrange the list of rules, use the arrows

on the far left.

If an arrow is gray, that rule cannot be moved in that direction. If an arrow is black, you can click
the arrow to move that rule up or down in the list.

If you don’t want to delete a rule, individual rules can be suspended, then re-enabled, if that rule

needs to be suspended temporarily. Use the On/Off slider [ o | to enable or suspend
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processing of that rule. For rules that are suspended, rule processing will fall through to the rule
below the suspended one.

IX. Rules can also be edited B or deleted B .
X.  The schedules run based on the Time Zone setting. Make sure to set the Time Zone correctly or

rule processing may occur an hour or two off.

Advanced Auto Attendant

[Editor’s Note: the help text in this subsection should go on this
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You can configure several Advanced Auto Attendant features, including:

l. Settings
. Default Call Routing Rules and Menus

. Advanced Call Routing rules

Configure the action and phone number associated with each of the 12 call-routing keys by using

the Business Hours Menu, After Hours Menu or Holiday Hours Menu.

Settings

l. Click Edit to enable/disable the Auto Attendant or change its name.

II.  Setthe Calling Line ID First Name and Calling Line ID Last Name that will be shown if a call

transfers from the Auto Attendant to an external destination.

Note: Matching your company CNAM is suggested as setting the calling name in this setting only

affects calls that remain on our network.
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VI.

Verify or select the correct Time Zone setting for this Auto Attendant. This sets the Time Zone
that is used by any schedules, whether on Menus or Rules.
Use the External Transfer Calling ID setting to:
a. Pass-through a callers incoming caller ID to an external destination
b. Setitto send the Advanced Auto Attendant Caller ID. This will also send the
calling name configured in step 2 above.

V.  Use the Name Dialing setting to configure how callers can enter a user’'s name when
searching for users using the Name Dialing option in the Auto Attendant menus. This can be
either by Last Name or by Last Name and First Name. The latter option allows callers to
enter characters from either the user’s first or last name.

Click Save.
Note: To edit Auto Attendant phone number, see Virtual / Toll Free Numbers.

Default Call Routing Rules and Menus
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Call routing is used to make decisions on when calls should go to the Auto Attendant or other queue,
and once they do, which Menu should be used during the specified schedule. In an initial Auto
Attendant configuration, three items are in the Rules list:

Business Hours Menu. Click the edit B icon on the far right to edit the time for which the
Business Hours Menu should be used. By default, this shows the Every Day All Day schedule which

is a built-in 24/7 schedule. Click the drop-down list Kk to select a different

schedule. Schedules are created on the Schedules Tab. Click the check mark ﬂ icon to save this
change, or the red X icon to cancel any changes.
Holiday Menu. The Holiday Menu is used for both After Hours and Holidays. By default, this
shows None as the schedule since the default Business Hours schedule is 24/7. To use the
Holiday Menu, click the Edit icon and choose a Holiday schedule from the drop-down menu.
Again, these schedules are created in the Schedules Tab. Click the green check mark icon to
save, or the red X icon to cancel any changes.
Default Action. The Default Action is a built-in rule that acts as a catch-all to ensure that calls not
handled by any other rule will route to the Auto Attendant. In the initial default setup, no additional

rules exist, so all calls route to the Auto Attendant. Also, with the default schedule configuration of
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Business Hours Menu being Every Day All Day, and the Holiday Menu being None, all calls routed

to the Auto Attendant will use the Business Hours Menu.

Business Hours Menu

The Advanced Auto Attendant includes 12 configurable call-routing options for callers. Users can

modify which action corresponds to each key, including 0 to 9, * and #. Users can also route callers

from one Auto Attendant to the submenu of another Auto Attendant; for example, to seamlessly

connect callers to a particular department or location. The Business Hours Menu is reached when a

time matches the specified Business Hours Menu schedule.

® 2 o T

Doc Rev

. Edit Business Hours Menu
Click

Find the key to modify
Click Edit to enter a description of the key’s function.

Click the drop-down arrows to select the action associated with that key:

a. Disabled: Does not associate an action with the key
Transfer with Prompt: Transfers the caller after informing them
Transfer without Prompt: Transfers the caller immediately
Extension Dialing: Allows the caller to reach a user by dialing their extension
Transfer to Mailbox: Transfers the caller to an extension’s voicemail box entered by the
caller
Transfer to Specific Mailbox: Transfers the caller to the specified user’'s mailbox, including
any Standalone Voicemail boxes.
Name Dialing: Allows the caller to reach a user by spelling out their name on the keypad
Play Announcement: Plays an uploaded announcement to the caller (When this option is
selected, a dialog box appears to Choose File. Select an audio file from the computer and
click Upload.)
Repeat Menu: States the menu options again
Transfer to Submenu: When this option is selected, a submenu with another 12
configurable keys opens for that key. If this option is selected again within the submenu,

another nested submenu opens. This enables the user to create multi-level Auto Attendant
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menus for any

-
Main Menu 4-:"_:::: usiom awdia e Flay Browse

T Dial Description Edit

Action: Transfer To Submenu E]
© |

Submenu for key 0 Level 1 {:: Flay Browse
@ Dial Descrpbon Edit Action: Transfer To Submen T
Submenu for key 0 Level 2 "2::: Flay  Browse
@ Diad Descrption Edit Action

Transfer To Submenu :J
key. :

Note: To open or close a submenu, click the Qand @ buttons on the left side.

k. Transfer to Operator: Enables the caller to reach a live operator
|.  Exit: Takes the caller out of the Auto Attendant menu
Note: When Transfer with/without Prompt or Transfer to Operator is selected, the user also
selects a destination phone number or extension from the drop-down menu that appears.
Note: When transferring a call, if Destination Number/Extn is chosen as the destination option,
any external number is restricted to extensions, local, domestic long distance or toll free
numbers.

V. Click Browse to upload announcements that callers hear when interacting with the Auto

Attendant. Click Play to hear the audio file you selected.

VI.  Setthe Extension Dialing option. Enabling this option allows callers to enter a user’s extension
at any time. If disabled, extension dialing can still be provided by setting a key to the Extension
Dialing menu option. This can be set independently on each submenu as well.

VII.  Click Save Changes.

After Hours Menu

The Advanced Auto Attendant includes 12 configurable call-routing options for callers. Users can
modify which action corresponds to each key, including 0 to 9, * and #. Users can also route callers
from one Auto Attendant to the submenu of another Auto Attendant; for example, to seamlessly

connect callers to a particular department or location.
. E After Hours Me
l. Click Edit After Hours Menu

[I.  The remaining configuration is identical to the Business Hours Menu above.

Note:The After Hours Menu is reached only when a time does not match either a Business Hours or
Holidays schedule.
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Holiday Hours Menu

The Advanced Auto Attendant includes 12 configurable call-routing options for callers. Users can
modify which action corresponds to each key, including 0 to 9, * and #. Users can also route callers
from one Auto Attendant to the submenu of another Auto Attendant; for example, to seamlessly

connect callers to a particular department or location.
I [ol[fe/@ Edit Holiday Hours Menu

[I.  The remaining configuration is identical to the Business Hours Menu above.

Note:The Holiday Hours Menu is reached only when a time matches the specified Holiday Menu

schedule.

Advanced Call Routing Rules

Rules are created on Advanced Auto Attendants in the same way they are created on Auto

Attendants. See the section Advanced Call Routing Rules in Auto Attendants.

WAV Audio Guide

The information below will guide you through the process of recording or converting WAV files of the
following format for upload to the Customer Administration Portal:

WAV extension

8000khz sample rate

U-Law encoding

Record a voice greeting using an Android phone

Record a voice greeting using an iPhone, iPod Touch or iPad

Record a voice greeting using a Mac or PC

Convert an existing audio file using a Mac or PC

Doc Rev 10/24/2014 Page |11


https://clouduc.nctc.com/phonesystem/config#Business_Hours_Menu1
https://clouduc.nctc.com/phonesystem/config#Advanced_Call_Routing_Rules
https://clouduc.nctc.com/phonesystem/config#record_android
https://clouduc.nctc.com/phonesystem/config#record_iphone
https://clouduc.nctc.com/phonesystem/config#convert_mac
https://clouduc.nctc.com/phonesystem/config#convert_mac

NCTC cloudUC Auto Attendant

Record a voice greeting using an Android Phone

Download Broadsoft Recorder from the

Google Play Store.

BroadSoft Recorder
YY DIGITAL PTY LTD

II.  Open the Broadsoft Recorder app.

[ll.  Tap the “plus” icon at the top right corner of the screen

00000 AT&T LTI 12:57 PM

Recorder

No Recordings
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IV.  Tap the “record” button at the bottom of the screen to begin recording.
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V.  Tap the “stop” button to pause or complete recording.

VI.  Tap the “checkmark” button at the top right hand corner of the screen to confirm completion of

the recording.

&=  B10:10 AM
New Recording v
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VII. Name the recording.

Enter title of sound recording

my recordind

VIll.  The new recording will be saved to the phone.

IX.  You can preview the recording by tapping the “play” button to the left of the recording entry.
X.  Send the WAV file to an email address by tapping the “Envelope” icon to the right of the
recording

entry. The file will be sent as an attachment for download.

&= W10:12 AM

Recorder 3

P  myrecording

XI.  You should now have a WAV file that you can upload to the Customer Administration Portal.
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Record a voice greeting using an iPhone, iPod Touch or iPad

l. Download Broadsoft Recorder from the iTunes Store.
eee00 AT&T LTE ! 12:56 PM 4 33% W

£ Search ﬂ] =
BroadSoft

Recorder
YY Digital Pty Ltd >

INSTALL

II.  Open the Broadsoft Recorder app.

lll.  Tap the “plus” icon at the top right corner of the screen.

eee00 AT&T LTE 12:57 PM 9 32% N_ >

Recorder 4

No Recordings

IV.  Tap the “record” button at the bottom of the screen to begin recording.
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V.  Tap the “stop” button to complete the recording.

Recording 00:08

VI.  Tap the “checkmark” button at the top right hand corner of the screen to confirm completion of

the recording.
00000 AT&T LTE 12:57 PM 4 32% B_)

X New Recording v

VII. Name the recording

Enter title of sound recording

my recording‘

OK

VIIl.  The new recording will be saved to the phone.

IX.  You can preview the recording by tapping the “play” button to the left of the recording entry.
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X.  Send the WAV file to an email address by tapping the “Envelope” icon to the right of the

recording entry. The file will be sent as an attachment for download.

Recorder 3

P myrecording

XI.  You should now have a WAV file that you can upload to the Customer Administration Portal.

Convert an existing audio file using a Mac or PC

I Download and Install.Audacity for your operating system

II.  Open Audacity and click “OK” when asked.

|
v ' |

|| 9] e 2 d ey e e 2 6
VPt Pl gt B o]c] (O] [As]2]R2]
P{Plig L CoreAu.. :)4)(Sui-iaOuout __:) P Suik-inMicroph _:]10donol... :)|

- 10 4.9 1.0 20 30 40 5.0 6.0 70

 Project Rate (H2): Selection Start: @) End () Length Audio Position:
44100 [§) | [ SnapTo 00H00m00.0005~ 00h00m00.000s+ 00h00m

Actual Rate: 44100 A
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Converting An Existing File

I Go to File > Open and open the audio file to be converted.

.acity AN Edit  View Transport Tracks Gener:

>

Close #W
Save Project 3#S
Save Project As...

Save Compressed Copy of Project...

Open Recent

Il.  Setthe “Project Rate (Hz)” to 8000.

- Project Rate (Hz): Selection Start: (¢)End (
18000 [[#) P JSnapTo 00 h 00 m 00.000s~ 00h00

ecording 1892 hours and 48 minutes.
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Ill.  Go to File > Export to save out the file.

Edit View Transport Tracks Ger

New 3N
Open... 320
Open Recent >
Close #W
Save Project 3#S

Save Project As...
Save Compressed Copy of Project... L.
Check Dependencies... —

Open Metadata Editor... y ‘

Import

Export Selection...
Export Labels... F
Recording A New File

I Select the audio input you will be recording from.

M O mi|« »

v 6 M2 0 9o e i -i2
0 1P || O : _ .
0 * | CoreAu... :|4)| Built-inOutput -

)
)

Built-in Input

CN 9350
Soundflower (2¢h)
Soundflower (16ch)
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II.  Setthe “Project Rate (Hz)” to 8000.

- Project Rate (Hz):

8000 |f+)

Selection Start: (¢)End (
_ISnap To 00 h 00 m 00.000 sﬂ 00h 00

ecording 1892 hours and 48 minutes.

lll.  Press the “record” button to begin recording.

3 | —

7 =
k| @) w -6 -24 -12 o)s,i -36 -24 -12 0

¢ (@[] [o]c] (&) [#]o]2]8)

=
-3
o
-

> |

Core Au... : 4) Built-in Output : A Built-in Microph : | 1 (Mono).
9 w0 20 30 40 50 %o
______ 10| l

V.

1.‘0
x| Audio Trac W 10
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V.

If you are satisfied with your recording, go to File > Export to save out the file.

Doc Rev
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Edit View Transport Tracks Ger

New 3N
Open... %0
Open Recent >
Close #W
Save Project 38S

Save Project As...
Save Compressed Copy of Project...
Check Dependencies...

r

Open Metadata Editor...

-

'l

Import >

=1

>

Export Selection...

Export Labels...

F
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Saving out the file

In the “Format” dropdown menu, select “Other uncompressed files” and then click “Options”.

- = = AOAR  AAS

2Y51171 ¥ Other uncompressed files . Optiol
AIFF (Apple) signed 16 bit PCM
. WAV (Microsoft) signed 16 bit PCM
| GSM 6.10 WAV (mobile)

M4A (AAC) Files (FFmpeg)
ing 1892 hou AC3 Files (FFmpeg)
AMR (narrow band) Files (FFmpeg)
WMA (version 2) Files (FFmpeg)
Custom FFmpeg Export

MP3 Files
I 0gg Vorbis files | —
FLAC Files r
Sele :4P2 Filels Audio
\ external program 1 | e
1ap To 0—0] program ﬁ ' 00h
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Under the “Header” dropdown menu, select “WAV (Microsoft)”. Under the “Encoding” dropdown

menu, select “U-Law”.

| (& Desktop ] (Q

' g android.wav

Header: | WAV (Microsoft)
Encoding: | U-Law $

(Not all combinations of headers and encodings are possible.)

| Cancel | [LoOK |

Select an output location and Click “Save”.

You now have a WAV file ready for upload to the Customer Administration Portal.
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