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Notice

Every effort was made to ensure that the information in this document
was complete and accurate at the time of printing. However, informa-
tion is subject to change.

Preventing Toll Fraud

“Toll fraud” isthe unauthorized use of your telecommunications sys-
tem by an unauthorized party (for example, a person who is not a cor-
porate employee, agent, subcontractor, or is not working on your
company's behalf). Be aware that there may be arisk of toll fraud
associated with your system and that, if toll fraud occurs, it can result
in substantial additional charges for your telecommunications ser-
vices.

Avaya Fraud Intervention

If you suspect that you are being victimized by toll fraud and you need
technical assistance or support, in the United States and Canada, call
the Technical Service Center's Toll Fraud Intervention Hotline at
1-800-643-2353.

How to Get Help

For additional support telephone numbers, go to the Avaya Web site:
http://www.avaya.com/support/
If you are:
» Withinthe United States, click Escalation Lists, which includes
escalation phone numbers within the USA.
» Outside the United States, click Escalation Lists then click Glo-
bal Escalation List, which includes phone numbers for the
regional Centers of Excellence.

Providing Telecommunications Security

Telecommunications security (of voice, data, and/or video communi-
cations) is the prevention of any type of intrusion to (that is, either
unauthorized or malicious access to or use of) your company's tele-
communications equipment by some party.

Your company's “telecommunications equipment” includes both this
Avaya product and any other voice/data/video equipment that could be
accessed via this Avaya product (that is, “ networked equipment”).

An “outside party” is anyone who is not a corporate employee, agent,
subcontractor, or is not working on your company's behalf. Whereas, a
“malicious party” is anyone (including someone who may be other-
wise authorized) who accesses your tel ecommunications equipment
with either malicious or mischievous intent.

Such intrusions may be either to/through synchronous (time-multi-
plexed and/or circuit-based) or asynchronous (character-, message-, or
packet-based) equipment or interfaces for reasons of :
» Utilization (of capabilities special to the accessed equipment)
» Theft (such as, of intellectual property, financial assets, or toll-
facility access)
» Eavesdropping (privacy invasions to humans)
» Mischief (troubling, but apparently innocuous, tampering)
» Harm (such as harmful tampering, dataloss or ateration,
regardless of motive or intent)
Be aware that there may be arisk of unauthorized intrusions associ-
ated with your system and/or its networked equipment. Also redize
that, if such an intrusion should occur, it could result in avariety of
losses to your company (including but not limited to, human/data pri-
vacy, intellectual property, material assets, financial resources, labor
costs, and/or legal costs).

Responsibility for Your Company’s Telecommunications Security

Thefinal responsibility for securing both this system and its net-
worked equipment rests with you - Avaya’s customer system adminis-
trator, your telecommunications peers, and your managers. Base the
fulfillment of your responsibility on acquired knowledge and
resources from a variety of sources including but not limited to:
« Installation documents
» System administration documents
*  Security documents
* Hardware-/software-based security tools
¢ Shared information between you and your peers
« Telecommunications security experts
To prevent intrusions to your telecommuni cations equipment, you and
your peers should carefully program and configure:
* Your Avaya-provided telecommunications systems and their
interfaces
* Your Avaya-provided software gpplications, aswell as their
underlying hardware/software platforms and interfaces
« Any other equipment networked to your Avaya products.

Voice Over Internet Protocol (Vol P)

If the equipment supports Voice over Internet Protocol (Vol P) facili-
ties, you may experience certain compromises in performance, reli-
ability and security, even when the equipment performs as warranted.
These compromises may become more acute if you fail to follow
Avaya's recommendations for configuration, operation and use of the
equipment. YOU ACKNOWLEDGE THAT YOU ARE AWARE OF
THESE RISKSAND THAT YOU HAVE DETERMINED THEY
ARE ACCEPTABLE FOR YOUR APPLICATION OF THE EQUIP-
MENT. YOU ALSO ACKNOWLEDGE THAT, UNLESS
EXPRESSLY PROVIDED IN ANOTHER AGREEMENT, Y OU
ARE SOLELY RESPONSIBLE FOR (1) ENSURING THAT YOUR
NETWORKS AND SYSTEMS ARE ADEQUATELY SECURED
AGAINST UNAUTHORIZED INTRUSION AND (2) BACKING
UP YOUR DATA AND FILES.

Sandards Compliance

Avaya lnc. is not responsible for any radio or television interference
caused by unauthorized modifications of this equipment or the substi-
tution or attachment of connecting cables and equipment other than
those specified by AvayaInc. The correction of interference caused by
such unauthorized modifications, substitution or attachment will be
the responsibility of the user. Pursuant to Part 15 of the Federal Com-
munications Commission (FCC) Rules, the user is cautioned that
changes or modifications not expressly approved by Avaya Inc. could
void the user’s authority to operate this equipment.
The equipment described in this manual complies with standards of
the following organizations and laws, as applicable:

¢ Australian Communications Agency (ACA)

¢ American National Standards Institute (ANSI)

¢ Canadian Standards Association (CSA)

« Committee for European Electrotechnical Standardization

(CENELEC) — European Norms (EN's)

« Digital Private Network Signaling System (DPNSS)

e European Computer Manufacturers Association (ECMA)

« European Telecommunications Standards Institute (ETSI)

* FCCRules Parts 15 and 68

* International Electrotechnical Commission (1EC)

« International Special Committee on Radio Interference

(CISPR)

« International Telecommunications Union - Telephony (ITU-T)

* |SDN PBX Network Specification (IPNS)

* National ISDN-1

* National ISDN-2

« Underwriters Laboratories (UL)


http://www.avaya.com/support/

Product Safety Sandards

This product complies with and conforms to the following interna-
tional Product Safety standards as applicable:

Safety of Information Technology Equipment, IEC 60950, 3rd Edition
including all relevant national deviations as listed in Compliance with
IEC for Electrical Equipment (IECEE) CB-96A.

Safety of Laser products, equipment classification and requirements:

* |EC 60825-1, 1.1 Edition

» Sofety of Information Technology Equipment, CAN/CSA-
C22.2 No. 60950-00/ UL 60950, 3rd Edition

» Safety Requirements for Customer Equipment, ACA Technical
Standard (TS) 001 - 1997

* Oneor more of the following Mexican national standards, as
applicable: NOM 001 SCFI 1993, NOM SCFI 016 1993, NOM
019 SCFI 1998

Electromagnetic Compatibility (EM C) Standards

This product complies with and conforms to the following interna-
tional EMC standards and all relevant national deviations:

Limits and Methods of Measurement of Radio Interference of Infor-
mation Technology Equipment, CISPR 22:1997 and EN55022:1998.

Information Technology Equipment — Immunity Characteristics —
Limits and Methods of Measurement, CISPR 24:1997 and
EN55024:1998, including:

» Electrostatic Discharge (ESD) |EC 61000-4-2

» Radiated Immunity |EC 61000-4-3

+ Electrica Fast Transient IEC 61000-4-4

» Lightning Effects |EC 61000-4-5

» Conducted Immunity IEC 61000-4-6

» Mains Frequency Magnetic Field IEC 61000-4-8

» Voltage Dipsand Variations |EC 61000-4-11

» Powerline Harmonics IEC 61000-3-2

» Voltage Fluctuations and Flicker IEC 61000-3-3

Federal Communications Commission Satement
Part 15:

Note: Thisequipment has been tested and found to comply with
thelimitsfor a Class A digital device, pursuant to Part 15 of the
FCC Rules. Theselimits are designed to providereasonable pro-
tection against har mful interference when the equipment is oper -
ated in a commercial environment. This equipment gener ates,
uses, and can radiate radio frequency energy and, if not installed
and used in accordance with theinstruction manual, may cause
harmful interference to radio communications. Operation of this
equipment in aresidential areaislikely to cause harmful interfer-
encein which case the user will berequired to correct theinter-

ference at hisown expense.

Part 68: Answer-Supervision Signaling. Allowing this equipment to
be operated in a manner that does not provide proper answer-supervi-
sion signaling isin violation of Part 68 rules. This equipment returns
answer-supervision signals to the public switched network when:

» answered by the called station,

» answered by the attendant, or

* routed to arecorded announcement that can be administered by

the customer premises equipment (CPE) user.

This equipment returns answer-supervision signals on all direct
inward dialed (DID) calls forwarded back to the public switched tele-
phone network. Permissible exceptions are:

* A call isunanswered.

* A busy toneisreceived.

» A reorder toneis received.

Avaya attests that this registered equipment is capable of providing
users accessto interstate providers of operator servicesthrough the use
of access codes. Modification of this equipment by call aggregatorsto
block access dialing codes is aviolation of the Telephone Operator
Consumers Act of 1990.

This equipment complieswith Part 68 of the FCC Rules. On the rear
of thisequipmentisalabel that contains, among other information, the
FCC registration number and ringer equivalence number (REN) for
this equipment. If requested, thisinformation must be provided to the
telephone company.

The REN is used to determine the quantity of devices which may be
connected to the telephone line. Excessive RENs on the telephone line
may result in devices not ringing in response to an incoming call. In
most, but not all areas, the sum of RENs should not exceed 5.0. To be
certain of the number of devices that may be connected to aline, as
determined by the total RENS, contact the local telephone company.

REN is not required for some types of analog or digital facilities.

M eans of Connection

Connection of this equipment to the telephone network is shown in the
following table.

Manufacturer’s Port FIC Code SOC/REN/ Network

Identifier A.S.Code Jacks
Off/On premises station OL13C 9.0F RJ2GX,
RJ21X,
RJ11C
DID trunk 02RV2-T 0.0B RJ2GX,
RJ21X
CO trunk 02GSs2 0.3A RJ21X
CO trunk 02L.S2 0.3A RJ21X
Tietrunk TL31IM 9.0F RJ2GX
Basic Rate Interface 0215 6.0F, 6.0Y RM9C
1.544 digital interface 04DU9-BN, 6.0F RJ8C,
1KN, 1SN RJ8M
120A2 channel serviceunit  04DU9-DN  6.0Y RJ8C

If the terminal equipment (for example, the MultiVantage™ Solution
equipment) causes harm to the telephone network, the telephone com-
pany will notify you in advance that temporary discontinuance of ser-
vice may berequired. But if advance notice is not practical, the
telephone company will notify the customer as soon as possible. Also,
you will be advised of your right to file a complaint with the FCC if
you believe it is necessary.

Thetelephone company may make changesin itsfacilities, equipment,
operations or procedures that could affect the operation of the equip-
ment. If this happens, the telephone company will provide advance
notice in order for you to make necessary modifications to maintain
uninterrupted service.

If trouble is experienced with this equipment, for repair or warranty
information, please contact the Technical Service Center at 1-800-242-
2121 or contact your local Avaya representative. If the equipment is
causing harm to the telephone network, the telephone company may
request that you disconnect the equipment until the problem is
resolved.



It is recommended that repairs be performed by Avaya certified tech-
nicians.

The equipment cannot be used on public coin phone service provided
by the telephone company. Connection to party line service is subject
to state tariffs. Contact the state public utility commission, public ser-
vice commission or corporation commission for information.

This equipment, if it uses atelephone receiver, is hearing aid compati-
ble.

Canadian Department of Communications (DOC) Interference
Information

This Class A digital apparatus complies with Canadian | CES-003.
Cet appareil numérique delaclasse A est conforme alanorme
NMB-003 du Canada.

This digital apparatus does not exceed Class A limits for radio noise
emission set out in the radio interference regulation of the Canadian
Department of Communications.

Le Présent Appareil Nomérique n’ émet pas de bruits radioél ectriques
dépassant les limites applicables aux appareils manicuresdelaclass A
préscrites dans | e reglement sur le brouillage radi oél ectrique édicté par
le ministére des Communications du Canada.

This equipment meets the applicable Industry Canada Terminal Equip-
ment Technical Specifications. Thisis confirmed by the registration
number. The abbreviation, |C, before the registration number signifies
that registration was performed based on a Declaration of Conformity
indicating that Industry Canada technical specifications were met. It
does not imply that Industry Canada approved the equipment.

DECLARATIONS OF CONFORMITY

United States FCC Part 68 Supplier’s Declar ation of Confor mity
(SboC)

Avayalnc. in the United States of America hereby certifies that the
equipment described in this document and bearing a TIA TSB-168
label identification number complies with the FCC’s Rules and Regu-
lations 47 CFR Part 68, and the Administrative Council on Terminal
Attachments (ACTA) adopted technical criteria
Avaya further asserts that Avaya handset-equipped terminal equip-
ment described in this document complies with Paragraph 68.316 of
the FCC Rules and Regulations defining Hearing Aid Compatibility
and is deemed compatible with hearing aids.
Copies of SDoCs signed by the Responsible Party in the U. S. can be
obtained by contacting your local sales representative and are avail-
able on the following Web site:
http://support.avaya.com/elmodocs2/DoC/SDoC/index.jhtml/

All Multivantage™ system products are compliant with FCC Part 68,

but many have been registered with the FCC before the SDoC process

was available. A list of all Avayaregistered products may be found at:
http://www.part68.org/

by conducting a search using “Avaya’ as manufacturer.

European Union Declar ations of Confor mity

€S

Avaya Inc. declares that the equipment specified in this document
bearing the “CE” (Conformité Europeénne) mark conforms to the
European Union Radio and Telecommunications Terminal Equipment
Directive (1999/5/EC), including the Electromagnetic Compatibility
Directive (89/336/EEC) and Low Voltage Directive (73/23/EEC). This
equipment has been certified to meet CTR3 Basic Rate Interface (BRI)
and CTR4 Primary Rate Interface (PRI) and subsets thereof in CTR12
and CTR13, as applicable.

Copies of these Declarations of Conformity (DoCs) signed by the Vice

President of MultiVantage™ Solutions research and development,
Avayalnc., can be obtained by contacting your local sales representa-
tive and are available on the following Web site:
http://support.avaya.com/elmodocs2/DoC/I DoC/index.jhtml/

Japan

ThisisaClass A product based on the standard of the Voluntary Con-
trol Council for Interference by Information Technology Equipment
(VCCI). If this equipment is used in a domestic environment, radio
disturbance may occur, in which case, the user may be required to take
corrective actions.

O, FELEEESENEE R EEER#ES (VCC 1) oikiE
(CHS 2 7 AN FREIFER T, JORBTRERETENT S LB
EXFEREITZEAHY 4, OB HEINEY w2 ET
BROoERENSENHD ET,

Networ k Connections

Digital Connections - The equipment described in this document can
be connected to the network digital interfaces throughout the Euro-
pean Union.

Analogue Connections - The equipment described in this document
can be connected to the network anal ogue interfaces throughout the
following member states:

Belgium |Germany |L uxembourg

Netherlands |Spain |United Kingdom

LASER Product

The equipment described in this document may contain Class 1
LASER Device(s) if single-mode fiber-optic cable is connected to a
remote expansion port network (EPN). The LASER devices operate
within the following parameters:

*  Maximum power output -5 dBm to -8 dBm

¢ Center Wavelength 1310 nm to 1360 nm

¢ CLASS1LASER PRODUCT IEC 60825-1: 1998
Use of controls or adjustments or performance of procedures other
than those specified herein may result in hazardous radiation expo-
sure. Contact your Avaya representative for more laser product infor-
mation.

To order copies of thisand other documents:

Call: Avaya Publications Center

Voice 1.800.457.1235 or 1.410.568.3680

FAX 1.800.457.1764 or 1.410.891.0207
Write: Globalware Solutions

200 Ward Hill Avenue

Haverhill, MA 01835 USA

Attention: Avaya Account Management
E-mail: totalware@gwsmail.com


http://support.avaya.com/elmodocs2/DoC/SDoC/index.jhtml/
http://support.avaya.com/elmodocs2/DoC/IDoC/index.jhtml/
http://www.part68.org/
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About this document

Overview

This document describes the May release of Avaya MultiVantage administration,
and includes al incremental releases up to and including Release 11. You may
also want to see the Avaya Multivantage running on aDEFINITY Server Change
Description to see what is new.

MultiVantage is afamily of cost-effective digital communication systems. These
systems:

m route voice and data information between various endpoints (tel ephones,
terminals, computers)

= provide highly robust networking capabilities

m include an extensive set of standard features including attendant consoles,
voice processing interface, call coverage, DS1 (T1 and E1) connectivity,
hospitality support, recorded announcements, and trunk-to-trunk transfer

s provideflexibility and alow for the addition of optional features and/or
upgrades to the system as business needs change

Purpose

This document provides an overall reference for planning, operating, and
administering your MultiVantage solution. The book is divided into three volumes
that present information on how to perform administrative tasks, how to complete
administrative screens, and more detailed information on individual features.

This document does not contain information about how to install, maintain, repair,
or troubleshoot the switch.
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About this document

Audience

This document isintended for MultiVantage system administrators and managers,
users interested in information about specific features, and Avaya personnel
responsible for planning, designing, configuring, selling, and supporting the
system.

How to use this document

Use this document as a guide to completing administrative procedures and as a
reference document. If you are interested in information about a particular task,
screen, or feature, use the index or table of contents to locate the page number
where the information is described.

Organization

The first volume of this document provides step-by-step tasks for the
administrative procedures that implement MultiVantage features. The second
volume explains how to fill out MultiVantage screens and defines the values for
the fields on the screens. The third volume explains MultiVantage features and
provides additional detail about switch operations.

Thefollowing list describes the sectionsin this book.

“System basics'’ tells you how to log in and log off, set permissions for others
who use the administration terminal, set daylight savingsrules, set the system date
and time, post messages, and back up the information you administer.

““Introduction to the MultiVantage system’’ provides information on system-wide
functions. It explains how to read, use, and make simple changesto your dial plan,
and how to assign feature access codes.

““Managing phones’ explains how to add, swap, and remove phones on your
system, and how to customize a phone for a switch administrator.

‘“Managing phone features’” explains how to administer feature buttons for your
users phones.

““Managing your attendant consoles’ explains attendant console feature buttons,
and tells you how to change, move, or add attendant consoles.

““Managing displays’ providesinformation on the messages that appear on the
read-out screen on display phones.
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Organization

““Handling incoming calls’’ shows you how to set up call coverage for incoming
calls to be sure that incoming calls are answered when the called party is not
available.

““Routing outgoing calls”’ explains how the switch handles outgoing calls and
tells you how to modify call restrictions and your routing plan.

““Managing multimedia calling’’ describes the Multimedia Applications Server
Interface (MASI), and provides instructions on administration, monitoring, and
troubleshooting. This section also provides information on Multimedia Call
Handling (MM CH), which enables users to control voice, video, and data
transmissions using a telephone and PC.

** Setting up telecommuting’’ provides information on switch-wide settings and
individual administration for telecommuting.

“ Enhancing system security’’ provides information on analyzing and setting up
basic system security, preventing toll fraud, using logins and permissions and
passwords, and dealing with security violations.

““Managing trunks’’ contains procedures for working with analog and digital
trunks. Specialized trunks such as APLT, tandem, release-link, DMI-BOS and
ISDN trunk groups are not covered in this manual.

““Managing announcements'’ tells you how to record, save, copy, restore and
del ete announcements.

““Managing group communication’’ shows you how to administer your system so
users can page other users or use their phones as intercoms. You can aso give
specific users permission to monitor other users' calls or to interrupt active calls
with important messages.

““Managing datacalls’ describes the system features available to enable data
communications.

““Collecting billing information’’ provides information on account codes, and on
tracking and collecting information about calls.

*“ Screen reference’’ provides a brief description and a graphic representation of
the screens used for MultiVantage administration. It also lists the valid values for
the fields on the screens, and describes when and why to use each value.

““Command reference’’ Use the commands in these tables to access each
administration screen.
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About this document

““Phone reference’’ describes many of the telephones that you can connect to the
MultiVantage Solution. It also describes the unique features and buttons for each
phone series to help you administer your user phones.

““Features and technical reference’’ is a comprehensive technical reference for
feature information.

Task-related information

The information for each task is usually presented under the following headings:

Task

Identifies the administrative procedure and gives a brief explanation of
what is accomplished by completing the task.

Before you start

Lists hardware that must be installed or other tasks that must be compl eted
before starting the task.

Instructions

Begins with a short introduction to set up an example, then provides
step-by step, numbered instructions on how to complete the administrative
task. Screen pictures and background or decision-making information are
provided when appropriate.

Fixing problems

Thissection isnot included in all task sections. It provides abrief coverage
of possible problems, possible causes, and suggested solutions.

More information

Presents additional technical information that pertains directly to the
completion of the current task.

Related topics

Provides cross-references to related tasks or rel ated feature references.
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Feature-related information

Feature-related information

The information for each feature is usually presented under four headings:

Featuretitle

Givesthe name and a brief overview of the feature. Tellswhat it does or
how it serves the system.

Detailed description

Provides more detailed, technical information about a feature. When
appropriate, additional guidelines and examples are provided. In some
cases, expanded technical information is provided on one or several aspects
of the feature.

Interactions

Lists and briefly discusses other features that may significantly affect a
feature.

Related topics

Provides cross-references to related tasks, features, or screens.

Conventions used in this document

Become familiar with the following terms and conventions. They help you use
this book with your MultiVantage system.

555-233-506

To “move” to acertain field, you can use the TaB key, arrows, or the
RETURN key.

A “screen” is ascreen form displayed on the terminal monitor.

In this book we use the terms “telephone’ and “voice terminal” to refer to
phones.

If you use terminal emulation software, you need to determine which keys
correspond to ENTER, RETURN, CANCEL, HELP, NEXT PAGE, €tC.

Commands are printed in bold face as follows: command.
Keys and buttons are printed as follows: kEy.

Screen displays are printed in constant width as follows. screen
display.

Variables are printed in italics as follows: variable.

We show complete commands in this book, but you can always use an
abbreviated version of the command. For example, list configuration
station can be entered aslist config sta.
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About this document

s We show commands and screens from the newest MultiVantage system and
refer to the most current books. Please substitute the appropriate
commands for your system and refer to the manuals you have available.

» If you need help constructing a command or completing afield entry,
remember to use HELP.

s When you press HELP at any point on the command line, alist of available
commands appears.

s When you press HELP with your cursor in afield on a screen, alist of valid
entries for that field appears.

m Thestatus line or message line can be found near the bottom of your
monitor display. Thisiswhere the system displays messages for you.
Check the message line to see how the system responds to your input.
Write down the message if you need to call our helpline.

s When a procedure requires you to press ENTER t0 save your changes, the
screen you were working on clears and the cursor returns to the command
prompt. The message line shows “ command successfully
completed” toindicate that the system accepted your changes.

%Tip:
Draws attention to information that you may find helpful.

=> NOTE:
Draws attention to information that you must heed.

A CAUTION:
Denotes possible harm to software, possible |oss of data, or possible service
interruptions.

A WARNING:
Denotes possible harm to hardware or equipment.

A SECURITY ALERT:
Indicates when system administration may leave your system open to toll
fraud.
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Trademarks and service marks

Trademarks and service marks

The following are trademarks or registered trademarks of Avaya:
x AUDIX®
a Calvisor®
a Calmaster®
s Centrevu™
a CONVERSANT®
= DEFINITY®
= DIMENSION®
s Intuity™
» MERLIN®

= VOICE POWER®

The following are trademarks or registered trademarks of other companies:
» Acrobat®isa registered trademark of Adobe Systems Incorporated
x Ascend® (registered trademark of Lucent Technologies, Inc.)
= Audichron® (registered trademark of the Audichron Company)

a MSDOS® (registered trademark of the Microsoft Corporation)
a MicroChannel® (registered trademark of IBM Systems)

a  Microsoft® (registered trademark of Microsoft Corporation)

s NetM eeting® (registered trademark of Microsoft Corporation)
= PictureTd® (registered trademark of PictureTel Corporation)

a ProShare® (registered trademark of Intel Corporation)

= UNIX® (trademark of the Novell Corporation)

m Zydacron (registration pending for Zydacron Corporation)
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How to get this book on the web

If you have internet access, you can view and download the latest version of the
Administrator’s Guide for Avaya MultiVantage™ Software. To view the book, you
must have a copy of Acrobat Reader.

To access the latest version:

1. Accessthe Avayaweb site at http://avaya.com
Click Support.

Click Online Services.

Click Documentation.

Click Recent Documents.

N o g b~ w DN

of the book.

How to get help

Scroll down to find the latest rel ease of MultiVantage documents.
Search for 555-233-506 (the document number) to view the latest version

If you need additiona help, the following resources are available. You may need
to purchase an extended service agreement to use some of these resources. See
your Avaya representative for more information.

DEFINITY Helpline (for help with feature
administration and system applications)

Avaya National Customer Care Center Support
Line (for help with maintenance and repair)

Avaya Toll Fraud Intervention

Avaya Corporate Security

Avaya Centers of Excellence
— North America

— Central/Latin America, Caribbean (for dealers
only)

— Bahrain
— Budapest
— Moscow
— Saumur

24 Issue4 May 2002

+1-800-225-7585

+1-800-242-2121

+1-800-643-2353
+1-800-822-9009
+1-925-224-3401

1-800-248-1111

Contact your local
representative

+973-218-266
+36-1238-8334
+7095-363-6701
+33-241-534-000

555-233-506



Tell uswhat you think

—UK +44-1483-308-000
— Australia +612-9352-9151
— Hong Kong +852-3121-6423
— Japan +813-5575-8800
— Shanghai +8621-5459-4590
— Singapore +65-872-8686

— Canada 1-800-387-4268

Tell us what you think

Let us know what you like or don’t like about this book. Although we can’t
respond personally to all your feedback, we promise we will read each response

wereceive.
Writeto us at: Avayalnc.
Product Documentation Group
Room B3-H13
1300 W. 120th .
Westminster, CO 80234 USA
Fax to: 303-538-1741

Send email to: document@avaya.com

555-233-506 Issue4 May 2002 25



About this document

26 Issue4 May 2002 555-233-506



System basics

This section provides the basic step-by-step procedures you need to manage your
Avaya MultiVantage solution. It explains how to log in and log off, set
permissions for others who use the administration terminal, set daylight savings
rules, set date and time, post messages, and back up the information you
administer.

Logging into the system

You must log in before you can administer your system. If you are performing
remote administration, you must establish aremote administration link and
possibly assign the remote administration extension to a hunt group before you
log in. The members of this hunt group are the extensions of the data modules
available to connect to the system administration terminal. For information about
setting up remote administration, contact your Avaya representative.

=>» NOTE:
Change your password frequently, at least once a month, to help keep
hackers out of your system. For instructions on how to change your
password, refer to ** Changing passwords'’ on page 393.

When not using the system, log off for security purposes.
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System basics

Instructions

Logging into the system

This procedure provides instructions for logging in from the system terminal not a
remote terminal.

To log into the system:
1. Enter your login name and press RETURN.
2. Enter your password and press RETURN.
For security, your password does not display as you type it.

3. Enter the kind of terminal you have or the type your system emulates and
Press RETURN.

The Command prompt appears.

=>» NOTE:
If you enter the wrong terminal type, it can lock up your system. If
the system is not responding to keyboard commands, type newterm
and press RETURN. Enter the correct terminal type on the new screen
and press RETURN. If this does not work, turn the power off only on
the terminal and then turn it back on. The terminal reboots and you
can login again.

Logging in for remote administration
To log in for remote administration:
1. Dial the Uniform Call Distribution (UCD) group extension number.
=>» NOTE:

The UCD group extension number is assigned when you set up
remote administration.

» If you are off-premises, use the Direct Inward Diaing (DID)

number, an Listed Directory Number (LDN) (you must use a
phone), or the trunk number dedicated to remote administration.
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Accessing the Avaya S8700 Media Server

» |f you are on-premises, use an extension number.

If you dialed a DID number, dedicated trunk number, or extension,
you receive data tone or visually receive answer confirmation.

If an LDN was diaded, the attendant will answer.
a. Ask to betransferred to the UCD group extension number.

You receive data tone or visually receive answer
confirmation.

b. Transfer the voice call to your dataterminal.
The Login prompt appears.
2. Complete the steps for *“Logging into the system’” on page 27.

For information about setting up remote administration, contact your
Avaya representative.

Failed log-ins

You can administer your system for a maximum number of failed login attempts.
For instance, if you set the maximum limit to 4 and there are 4 login failuresin 10
minutes or less, the login will be locked out for 5 minutes. An account lockout
event is logged to the security log.

Accessing the Avaya S8700 Media
Server

To administer the Avaya™ S8700 Media Server, you must be able to accessit.
Personal computers and services laptop computers equipped with a network
PCMCIA card and Avaya Site Administration (ASA) and a Web browser are the
primary support access for system initialization, aftermarket additions, and
continuing maintenance.
You can access the Avaya S8700 Media Server in one of three ways:

m directly

m remotely over the customer’s local area network (LAN)

= over amodem

A direct connection and over the customer’s LAN are the preferred methods.
Remote access over amodem is for Avaya maintenance access only.
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Accessing the Avaya S8700 Media Server
Directly

You can access the S8700 Media Server directly by plugging a computer into the
services port which defaults to port 2 (Eth1) on the back of the media server. You
must use a crossover cable with an RJ45 connector on each end. Plug the other
end into the network connector (NIC card) on the your computer. You may need a
NIC card adapter.
Once connected, you can administer the media server using three tools:

» Mediaserver web interface for server-specific administration.

s ASA for Avaya MultiVantage software features

m A command line interface in a Telnet window for Avaya MultiVantage
software features.

Media Server Web Interface

You can access the media server web interface either by connecting directly to the
services port on the media server or connecting over the customoer’s network.

Connected to the services port

To use the media server web interface:
1. Open either the Netscape or M S Internet Explorer browser.
2. Inthe Location/Addressfield, type 192.11.13.6 and press ENTER.

3. When prompted, log in to administer the S8700 M edia Server and the
Avaya MultiVantage™ software features.

Connected to the customer network
To use the media server web interface:
1. Open either the Netscape or M S Internet Explorer browser.

2. Inthe Location/Address field, type the active server name or | P address
and press ENTER.

3. When prompted, log in to administer the S8700 M edia Server and the
Avaya MultiVantage™ software features.

You may also connect directly to an individual server using itsname or IP
address.
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Accessing the Avaya S8700 Media Server

Avaya Site Administration

Touse ASA:
1. You must have a PC or laptop with Avaya™ Site Administration on it.

2. You must be connected over aLAN to either:

Instructions

s adedicated LAN port for service technicians, or

m acustomer LAN port

1
2.

Start up ASA by double-clicking on the ASA icon.

In the Target System field, use the pull-down menu to select the desired
system.

If you have not set up the desired switch, click on the New swiTcH icon (on
the left of the toolbar row). Complete the Add Switch wizard to build the
system record. When completed, the switch record will be available in the
Target System pull-down list.

Click on Start GEDI.

You now are connected to the desired system.

Accessing the S8700 Media Server Remotely
over the network

You can access the S8700 Media Server from any computer connected through the
LAN. To access either server, usethe | P address assigned to the server you want to
access. You can aso use the active server address to connect automatically to the
server that is active. Once connected, you can administer the media server using
three tools:

Media server web interface for server-specific administration and call
processing features

Avaya Site Administration for the MultiVantage software (Only available
on the active server)

A command line interface via a Telnet window for Linux shell commands

Installing Avaya Site Administration

If you do not have ASA on your computer, make sure your PC or laptop first
meets the minimum requirements.

555-233-506
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32

Table 1. Minimum requirements to run ASA

Operating systems
MS Windows 95

MS Windows 98

MS Windows NT 4.0
M S Windows 2000

Processor/RAM

486SL./66/16 MB

Pentium/32 MB

Pentium/64 MB

Pentium-class 300 MHz/64 MB

Graphics adapter SVGA with minimum screen resolution of 800
X 600

Foppy disk drive 3-1/2in. 1.44-MB floppy disk drive

CD-ROM CD-ROM drive (required to install ASA from

CD)

Available hard disk space

A minimum of 100-MB free hard disk spaceis
required. The requirement for disk space
depends on the size and number of
configuration data sets.

Printer port Standard PC or network printer port is required
for connecting to a printer to produce station
button labels.

Network adapter Required for network access to the Avaya

S8700 Media Server, AUDI X, and other
network-connected systems.

Free seria ports

One free serial port capable of 9600-bps
operation is required for a connection to each
serial device (UPS).

We recommend that PCs have at least a
16550A UART or 16550A UART simulator
(capable of 56 kbps DTE-speed connections).
USB and internal modems should emulate this
hardware.

A second serial port isrequired for
simultaneous connection to AUDIX through a
serial connection.

You can install ASA on your computer two different ways: from the Avaya Site
Administration CD or from the S8700 Media Server.
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Logging in with Access Security Gateway

From the ASA CD

Place the ASA CD in the CD-ROM drive and follow the installation instructions
in theinstall wizard.

From the S8700 Media Server

1. Connect to one of the media servers either directly or through the network
from the computer you want ASA to beinstalled on.

2. Access the media server web interface by typing in the Location/Address
field 192.11.13.6 (direct connect) or the IP address or the domain name of
the media server (over the network).

3. Loginand get to the main menu.

4. Click on Download ASA to download Avaya Site Administration to your
computer.

5. Follow theinstallation instructions in the install wizard.
To start ASA, click on
Sart > Programs > Avaya Site Administration.

ASA supports aterminal emulation mode, which is directly equivalent to using
SAT commands on adumb terminal or through a Telnet session. ASA aso
supports a whole range of other features, including the graphically enhanced
MultiVantage interface (GEDI) and Data Import. For more information refer to
the Help, Guided Tour, and Show Me accessed from the ASA Help menu.

Logging in with Access Security
Gateway

Access Security Gateway (ASG) is an authentication interface used to protect the
system administration and maintenance ports and logins on Avaya MultiVantage
solution. ASG uses a challenge and response protocol to validate the user and
reduce unauthorized access.

You can administer ASG authentication on either a port type or login ID. If you
set ASG authentication for a specific port, it restricts access to that port for al
logins. If you set ASG authentication for a specific login ID, it restricts access to
that login, even when the port is not administered to support ASG.
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Authentication is successful only when Avaya MultiVantage and ASG
communicate with a compatible key. You must maintain consistency between the
Access Security Gateway Key and the secret key assigned to the Avaya
MultiVantage login. For more information about ASG, refer to *“ Using access
security gateway’’ on page 387.

Before you start

Before you can log into the system with ASG authentication, you need an Access
Security Gateway Key, and you need to know your personal identification number
(PIN). The Access Security Gateway Key must be pre-programmed with the same
secret key (such as, ASG Key, ASG Passkey, or ASG Mobile) assigned to the
Avaya MultiVantage login.

Verify that the Access Security Gateway (ASG) field on the System-Parameters
Customer Options screen isset toy. If not, contact your Avaya representative.

Instructions

To log into the system with ASG:
1. Enter your login ID and press RETURN.

The system displays the challenge number (for example, 555-1234) and
system Product 1D number (for example, 1000000000). The Product ID
provides Avaya Services with the specific Avaya MultiVantage system
identifier.

2. Presson to turn on your Access Security Gateway Key.

3. Typeyour PIN and press on.
The Access Security Gateway Key displays a challenge prompt.

4. At the challenge prompt on the Access Security Gateway Key, type the
challenge number without the “-” character (for example, 5551234) from
your screen and press on.

The Access Security Gateway Key displays a response number (for
example, 999-1234).

5. At the response prompt on your terminal, type the ASG response number
without the “-” character (for example, 9991234) and press RETURN.

The Command prompt appears.
=>» NOTE:
If you make 3 invalid login attempts, the system terminates the

session. For more information, refer to the appropriate maintenance
book for your system.
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Fixing problems

When logging in failures occur, if you are a super-user, you can use the list
asg-history command to determine the cause. The asg history log contains the last
100 or 250 records depending on your system. Thislog contains the date and time,
the port mnemonic, the login ID entered (correct or incorrect), and the status for
each session attempt. For specific information about the ASG history log, refer to
Reports for Avaya MultiVantage Software.

Logging off the system

For security, log off any time you leave your terminal. If you use terminal
emul ation software to administer the switch, log off the system and exit the
emul ation application before switching to another software package.

Instructions

To log off:

1. Typelogoff and press RETURN.

If the Facility Test Calls or Remote Access features are administered,
Alarm origination is disabled, or if you have busied out resources or active
minor or major alarms, a security screen appears. You may want to take
appropriate action (for example, disable these features or address any
alarms) before you log off.

If none of the above special circumstances exist, the system logs you off.

Facility Test Call Administered

Remote Access Administered

Alarm Origination is currently disabled

Active major/minor alarm detected; be sure to resolve it

Proceed with Logoff? [n]

555-233-506

. Atthe Proceed with Logoff prompt, typey to log off.

If you log off with alarm origination disabled and the system generates an
alarm, Avaya support services will not receive any notification of the
alarm. For more information about alarms, refer to the maintenance book
for your system.
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Setting command permissions

Avaya MultiVantage alows you to modify the permissions associated with a
login. The system maintains default permissions for each level of login, but you
may want to further restrict the login, or at least make sure the defaults are
appropriate for the user. The default valuesfor these fields vary based on the login

type.

When set to y, the permissions on the Command Permission Categories screen
apply for any object that is not restricted. The second and third pages of the
Command Permission Categories screen alow you to restrict the user from any
accessto specified objects. If you want to limit auser’s permissions beyond those
on page one, enter the objects in thislist. For example, if you want a user to be
ableto add and change stations, but not VDNS, you can enter y in the Administer
Stations field and the Additional Restrictionsfield. Then on page 2 or 3, enter vdn
as arestricted object.

Instructions

In our example, we set the permissions necessary to allow the user to administer
daylight savings time rules.
To change command permissions.

1. Typechange permissions sup3ru and press RETURN.

The Command Permission Categories screen appears.

-~

COMMAND PERMISSION CATEGORIES
Login Name: sup3ru
COMMON COMMANDS
Display Admin. and Maint. Data? y
System Measurements? y

ADMINISTRATION COMMANDS

Administer Stations?
Administer Trunks?
Additional Restrictions?

MAINTENANCE COMMANDS
Maintain Stations?
Maintain Trunks?
Maintain Systems?

BN

Administer Features? y
Administer Permissions? y

Maintain Switch Circuit Packs? n
Maintain Process Circuit Packs? n
Maintain Enhanced DS1? n

36

N /

2. Typey inthe Display Admin and Maint Data field.
3. Typey inthe Administer Featuresfield.

4. PressENTER to save your work.
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Establishing daylight savings rules

More information

There are 2 types of users — superuser and hon-superuser.

= A superuser provides access to the add, change, display, list, and remove
commands for al customer logins and passwords. The superuser can
administer any mix of superuser/nonsuperuser logins. The superuser can
administer between 10 and 19 logins depending on your system.

The Avaya™ S8100 Media Server with CMC1 Media Gateway system
allows up to 14 simultaneous connections (logins) (MultiVantage can have
5 connections, AUDIX can have 4 connections, and the rest of the
connections are reserved for shell commands.)

Logins must be 3 to 6 aphabetic/numeric characters, or a combination of
both.

=>» NOTE:
If several users are logging in and out at the same time, a user may
see the message: Transient command conflict detected;
please try later. Afterthe“users’ have completedloggingin or
out, theterminal is available for use.

= A nonsuperuser may change their password with permission set by the

superuser. However, once a password has been changed, the nonsuperuser
must wait 24 hours before changing the password again.

Establishing daylight savings rules

Avaya MultiVantage allows you to set the daylight savings time rules so features,
such as time-of-day routing and call detail recording (CDR), adjust automatically
to daylight savings time. The correct date and time assure that CDR records are
correct. You can set daylight savings time rules to transition to and from daylight
savings time outside of normal business hours, so the number of affected CDR
recordsis small.

You can set up 15 customized daylight savings time rules. This allows
administrators with switchesin several different time zonesto set up arule for
each. A daylight savings time rule specifies the exact time when you want to
transition to and from daylight savings time. It aso specifies the increment at
which to transition (for example, 1 hour).
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Instructions

Establishing daylight savings rules

In our example, we set daylight savings time rules.

To modify a daylight savings rule:
1. Typechange daylight-savings-rules and press RETURN.

The Daylight Savings Rules screen appears.

///k DAYLIGHT SAVINGS RULES ‘\\\

at

Rule Change Day Month Date Time Increment
0: No Daylight Savings
1: Start: first Sunday = on or after April 1 at _2:00 01:00
Stop: first Sunday = on or after October 25 at 2:00
2: Start: first on or after __at
Stop: first on or after __at
3: Start: first on or after __at
Stop: first on or after __at
4: Start: first on or after __at
Stop: first on or after __at
5: Start: first on or after __at
Stop: first on or after __at
6: Start: first on or after __at
Stop: first on or after __at
7: Start: first on or after -1

\\\7 Stop: first on or after

2. Complete the Start fieldsfor rule 1.

Rule 1 appliesto al time zones in the U.S. and begins on the first Sunday
on or after 1 April at 2:00 am. with a01:00 increment. Daylight Savings
Time stops on the first Sunday on or after 25 October at 2:00 am. also with
a01:00 increment (used as a decrement when switching back to Standard
time.

The increment is added to standard time at the specified start time and the
clock time shifts by that increment (for example, for 01:59:00 to 01:59:59
the clock time shows 01:59 and at 02:00 the clock shows 03:00).

On the stop date, the increment is subtracted from the specified stop time
(for example, for 01:59:00 to 01:59:59 the clock time shows 01:59 and at
02:00 the clock shows 01:00).

a. Type Sunday in the Change Day field.
b. TypeApril inthe Month field.

c. Typelinthe Datefield.

d. Type2:00 inthe Timefield.
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e. Type 1:00 in the Increment field.

This information specifies the day, month, date, and time and
increment at which you want the system clock to transition to
daylight saving time.

=>» NOTE:

You cannot delete a daylight savingsruleif it isin use on either the
Locations or Date and Time screens. However, you can change any
rule except rule O (zero).

3. Completethe Stop fieldsfor rule 1.
a. Type Sunday in the Change Day field.
b. Type October inthe Month field.
c. Type25inthe Datefield.
d. Type2:00inthe Timefield.

This information specifies the day, month, date, and time you want
the system clock to transition back to standard time.

4. PressENTER to save your changes.

Displaying daylight savings time rules
To display daylight savings time rules:
1. Typedisplay daylight-savings-rules and press RETURN.

The Daylight Savings Rule screen appears. Verify the information you
entered is correct.

Setting the system date and time

Update the date and time for events such as aleap year, the change to or from
daylight savings time, or a system restart after a power failure. The correct date
and time assure that CDR records are correct. CDR does not work until the date
and time have been entered.

=> NOTE:
Changing the date and time may modify CDR data by 9 hours and 59

minutes. Therefore, you should change the date and time after normal
business hours. After you change the date and time, review the time settings
for any adjunct (other than AUDIX) linked to your system that uses the
system time.
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Before you start

Before you can set the date and time, you need to know whether it is currently
daylight savings or standard time and know which daylight savings rule number
you want to use. Daylight savings rule numbers are located on the Daylight
Savings Rule screen.

Setting the system date and time

In our example, we set the date and time to Tuesday, November 3 at 8:30 p.m.
standard time.

To set the system date and time;
1. Typeset time and press RETURN.
The Date and Time screen appears.

//f DATE AND TIME

DATE

Day of the Week: Tuesday Month: November
Day of the Month: 3 Year: 1998
TIME
Hour: 20 Minute: 30 Second: XX Type: standard

Daylight Savings Rule: 1

N J

2. Complete the Date fields.
a. Type Monday in the Day of the Week field.

b. Type November in the Month field.
c. Type 3 inthe Day of the Month field.
d. Type 1998 inthe Year field.

3. Complete the Timefields.

Use the 24-hour clock to set the hour, so if the current time is 2:00 p.m.,
you enter 14:00. You cannot update Second — it automatically resetsto O
when you save your changes.

a. Type 20 intheHour field.

b. Type 30 inthe Minute field (8:30 p.m.).

c. Typestandard inthe Typefield.

d. Type1linthe Daylight Savings Rulefield.
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4. PressENTER to save your changes.

=>» NOTE:
When you change the date or time, some display phones may not
automatically refresh the display. If this occurs, have each user press
the date/time button on their phone to update the display.

Displaying the system date and time
To display the system date and time:
1. Typedisplay time and press RETURN.

The Date and Time screen appears. Verify the information you entered is
correct.

Related topics

Refer to ** Establishing daylight savings rules’’ for more information about setting
system time.

For additional information, see MultiVantage Guide to ACD Call Centers.

Setting time of day clock
synchronization

Time of Day Clock Synchronization enables a switch to synchronize its internal
clock to UTC time provided by Internet time servers. Avaya uses the platform
(LINUX or Windows) system clock connected to an Internet time server to
provide time synchronization. The interface for these systems is web-based for
LINUX and Windows, or command line, for Windows only.
LINUX isused in:

= Avaya™ S8700 Media Server for IP Connect Configurations

s Avaya™ SB8700 Media Server for Multi-Connect Configurations

s Avaya™ S8700 Media Server with Avaya™ G700 Media Gateway

Windowsisused in:
s Avaya™ SB8100 Media Server with CMC1 Media Gateway
s Avaya™ SB8100 Media Server with Avaya™ G600 Media Gateway
For additional information, see Avaya MultiVantage Guide to ACD Call Centers.
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The following systems use Avaya™ Site Administration (ASA) for time
synchronization.

m DEFINITY Server R
m DEFINITY Server CSl
m DEFINITY Server S|

Before you start

s A standard TCP/IP LAN connection is required to connect to the Internet
time servers. If aLAN connection is not available, time sync will be done
by setting the platform clock manually through the command line or web
interface.

= You can set the following NTP/SNTP configuration information.
m  Onthetarget switch, verify if Daylight Savings Timeison.

Instructions

=—>» NOTE:
These instructions are for the DEFINITY Server R, DEFINITY Server CSl,
and DEFINITY Server S| systems. For additional information, see Avaya
MultiVantage Guide to ACD Call Centers.
1. Activate the Avaya Site Administration screen.

2. Click on the Fault & Performance tab.
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The Fault & Performance icons display.

A Moy Slaims
3 Moy Trunks
T rurnk. Borushszmi
'__ Frocmao Oocupancy
ot Call Tisf
| 5ot Capaciy

Fl A

3 T S prohroresstion

H s m [ mrasrper
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3. Click on Time Synchronization.

The Time Synchronization - Properties screen displays.

Time Synchronization - Properties

Thiz tazk synchronizes the switch time with thiz PC's
tirme. If you require the switch time ta have an offzet
from the PC's time [e.g. if the zwitch iz in a different time
zone] then enter it below,

II:I fraurs II:I mifes

WARMIMG: Changing the date or time will impact
BCMS, COR and MEASUREMEMTS

% Bach I Mest » I Cancel Help

4. Click inthe“Offset” box.

The Plus and Minus radio buttons and the Hours and Minutes fields
display.
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5. Click NEXT.

The Time Synchronization - Properties screen displays.

Time Synchronization - Properties

Thiz tazk synchronizes the switch time with thiz PC's
tirme. If you require the switch time ta have an offzet
from the PC's time [e.g. if the zwitch iz in a different time
zone] then enter it below,

& Fluz  Minus

II:I hiours II:I miLbes

WARMIMG: Changing the date or time will impact
BCMS, COR and MEASUREMEMTS

% Bach I Mest » I Cancel | Help |

6. Click Plusto add hoursto the remote station (located to the west of the
system time) or click Minusto subtract hoursto the remote station (located
to the east of the system time).

7. Inthe hoursfield, enter the number of hours to be added or subtracted to
synchronize with the remote site.
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8. Click NEXT.

The Time Synchronization - Schedule displays.

Time Synchronization - Schedule

Give thiz tazk a name or descriptiaon.

Harme: ITime Synichronization

‘wihen pou schedule or run thiz tazk, look for the name
above in the Schedule YWindow. |F pou zave thiz tazk,
[k for this name in the navigation tree.

— Run ar Schedule

W Schedule this tazk ta mwn

IEver_l,l 24 hour(g), from 3720 Schedule... |

< Back I Mest » I Cancel Help
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9. Select either:
s “Run Now” to run this program immediately and click NEXT.

m “Schedulethistask to run” and check the field below to determineiif
the default setting is satisfactory. If this setting is not satisfactory,
click SCHEDULE.

The Scheduler screen displays.

Scheduler E

— Stark
g:qJ Enter the date and time at which vou wizh thiz schedule to commence.

G [rate: I Thursday . [Ewes 07 2002 ;I Time: I 42204 PM =5

— Recurrence Pattem

m  Orce The tazk will run at the dalfe and time specified
E above, and then repeated:
¥ Frequent
 wWeskly Ewvem |24— howr(z] ID— minte(z]
 Manthly

[T Disconnect from system after task has been processed?

k. I Cancel Help

10. Inthe Datefield, highlight each object and use the pull-down menu to
select the desired setting.

11. Inthe Timefield, highlight each item of time and use the pull-down menu
to select the desired time.

12. Inthe Recurrent Pattern area, select one radio button for the desired
frequency. Notice that each radio button is explained in the area to the

immediate right.
13. If there aretimes to be included, set to the desired frequency.
14. Click ok.

The Time Synchronization - Schedule displays.
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15. Click NEXT.
The Time Synchronization - Summary displays.

Time Synchronization - Summary

Surnmary:

Time Synchronization ;I

"Afith an offzet of plus 8 howrs and 0 minutes

Cancel | Help |

16. If the time synchronization description is satisfactory, click FINISH.

If the time synchronization is not satisfactory, click Back and revise the
necessary information.

Related topics

Refer to Avaya MultiVantage Call Center Software Guide to ACD Call Centers,
555-230-716, for more information about using time of day clock
synchronization.

Using the bulletin board

Avaya MultiVantage allows you to post information to the bulletin board. You can
aso display and print messages from other switch administrators and Avaya
personnel, using the bulletin board. Anyone with the appropriate permissions can

use the bulletin board for messages. Only one user can post or change a message
at atime.
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Whenever you log in, the system alerts you if you have any messages on the

bulletin board and the date of the latest message. Also, if Avaya personnel post
high-priority messages while you are logged in, you receive notification the next
time you enter acommand. This notification disappears after you enter another

command and reoccurs at login until deleted by Avaya personnel.

You maintain the bulletin board by deleting messages you have already read. You

cannot delete high-priority messages. If the bulletin board is at 80% or more

capacity, a message appears at login indicating how much of its capacity is
currently used (for example, 84%). If the bulletin board reaches maximum

capacity, new messages overwrite the oldest messages.

=—>» NOTE:

The bulletin board does not lose information during a system reset at level 1

or level 2. If you save trandations, the information can be restored if a

system reset occurs at levels 3, 4, or 5.

Instructions

Displaying messages
To display the bulletin board:
1. Typedisplay bulletin-board and press RETURN.

The Bulletin Board screen appears.

-~

Message (* indicates high-priority)
*Avaya 1s in the process of

*The Bulletin Board will be updated as
*we find information.

L I

We recently added a new trunk group (14)
and have had many of the members getting
locked up.

\_

*investigating your trunk lockup problem.

Date
03/02/98
03/02/98
03/02/98
03/02/98

03/02/98
03/02/98
03/02/98

‘\\\

J

Posting a message

In our example, we post a message to the bulletin board about a problem with a
new trunk group, and an Avaya representative replies to our message.
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To post a message to the bulletin board:
1. Typechange bulletin-board and press RETURN.

The Bulletin Board screen appears. There are three pages of message space
within the bulletin board. Thefirst page has 19 lines, but you can only enter
text on lines 11-19. Thefirst 10 lines on page 1 are for high-priority
messages from Avaya personnel and are noted with an asterisk (*). The
second and third pages each have 20 lines, and you can enter text on any
line. The system automatically enters the date the message was posted or
last changed to the right of each message line.

2. Type your message.

You can enter up to 40 characters of text per line. You also can enter one
blank line. If you enter more than one blank line, the system consolidates
them and displays only one. The system also deletes any blank lineif itis
line one of any page. You cannot indent text on the bulletin board. The TaB
key moves the cursor to the next line.

3. PresseNTER to save your changes.

Deleting messages
To delete a message from the bulletin board:
1. Typechange bulletin-board and press RETURN.
The Bulletin Board screen appears.

2. Enter aspace asthefirst character on each line of the message you want to
delete and press RETURN.

3. PresseNTER to save your changes.

Saving translations

=>» NOTE:
An aternate method of saving (backing up) and restoring trandationsis
available for Avaya™ S8100 Media Server with CMC1 Media Gateway
systems. See *‘ Backup viathe Web interface (Avaya™ S8100 Media Server
only)’’ on page 53.

Avaya MultiVantage retains all translation datain memory while the systemis
operating. If the switch goes down, you lose al translation data. You must save
in-memory trand ation datato the memory card (flash ROM), disk, or tape. Saving
tranglation data to memory card or tape is the same as backing up your system.
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=—> NOTE:
Save tranglations on adaily basis. You may want to save trand ations after
business hours to prevent dial tone delays or during slow business hoursiif
your businessis open 24 hours.

The save tranglation command writes two time-stamped identical copies of the
tranglation data to the selected memory card, disk, or tape. The save writes one
complete copy first, then writes the second copy in adifferent area of the device
— both with the same time-stamp. Failure during a save, including a system
crash, usually affects only one copy. The affected copy is marked “bad” and
should not be used for backup.

You can set save trangation to be completed automatically as part of regularly
scheduled maintenance or manually, as needed. For more information about
saving translations automatically, refer to the maintenance book for your system.

%Tip:
To determine if your system saves translations automatically, type display
system-parameters maintenance to seeif you have scheduled
maintenance.

Translation copy protection assigns a number to a specific phone system and to
the flash card or set of flash cards that belong to that system. On an Avaya
MultiVantage on aDEFINITY Server CSI or Avaya MultiVantage on a
DEFINITY Server S, this number is the same on both the trand ation storage
device (flash card) and the Flash PROM (Programmable Read Only Memory) of
the processor circuit pack. In aduplicated system, the Flash PROM of each
processor circuit pack hasatranslation ID and both | D’s are stored on the memory
card.

An attempt to initialize (boot) the system with translations that do not contain the
same identification number as stored in the processor circuit pack raises a major
alarm and disables access to the save trand ations command for all non-Avaya
logins. You also receive a warning message on the copyright screen notifying you
of the mismatch. Contact your Avaya representative to correct this mismatch and
reset the save translations command. You must correct the mismatch before the
end of the specified grace period, otherwise you cannot access system
management commands (such as: add, change, remove, and duplicate) that
modify translation data. Avaya specifies the grace period during a system
installation or following an upgrade.
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Before you start

If you are saving trandations to a memory card or tape, you must verify the
memory card or tapeisin place and clear any active alarms from the alarms panel.

If your switch isan Avaya MultiVantage on aDEFINITY Server CSI or Avaya

MultiVantage on aDEFINITY Server Sl, verify the memory card translation 1D
matches the tranglation 1D of your switch’s Flash PROM.

Instructions

In our example, we save trand ations to the tapes on both processor A and B.
To save translations manually:
1. Typesave translation both tape and press RETURN.

The save process can take up to 10 minutes. You cannot administer your
system while the save isin process. The Save Translation screen appears.

SAVE TRANSLATION

Processor Command Completion Status Error Code
SPE_A Success 0
SPE_B Success 0

2. If thereis an error message in the Command Completion Status field and
an error code in the Error Code field, clear the error and repeat the save
process.

More information

When mass storage system (M SS) devices on both processors in a duplex system
are specified, translation datais saved from the active processor to the active and
standby M SS devices at the same time. If the save to one device fails or one
deviceisout of service, the other save continues. You receive the status of each
save separately.

=—>» NOTE:
If you have a duplex system and you save translation data to both MSS
devices one at atime, trans ation data inconsistencies between the two
devices can occur.
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Fixing problems

=—>» NOTE:

You cannot see whether the tranglation ID on the flash card corresponds to

the number on the Processor circuit packs.

However, if the numbers do not

match, the system issues an error message when you attempt a save

trandlation operation.

When failures occur, the system responds with the following error codes.

Problem Possible causes

Solution

1 Save trandlation cannot write
to the active drive.

Repeat the save trandation
process for the active drive.

2 Save trandlation cannot write
to the standby drive.

Repeat the save trandation
process for the standby drive.

For more information about error messages and how to correct them, refer to the

maintenance book for your system.

Related topics

Refer to your maintenance book for information
your system.

about backing up or restoring

Refer to ** Saving announcements'’ on page 437 for information about backing up

announcements for your system.

Refer to ** Restoring announcements’’ on page 439 for information about restoring

announcements to your system.

Backup via the Web interface
(Avaya™ S8100 Media Server only)

The following are web interface procedures:

1. Open internet explorer.

1. Enter http://<IP address> in the address

area of the web browser.

The DEFINITY ONE Home page displays:

2. Click Administer System.
The login screen displays:

Enter your login ID and password.
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The login ID must have the correct backup permissions and be a member
of the Avaya™ S8100 Media Server Administrator’s login group.

The Notice screen displays:
3. Click Continue.
The System Administration screen displays:

Click Backup and Restore to open main backup menu.

Backup and restore main menu (Avaya™ S8100
Media Server only)

s Immediate Backup » Last scheduled backup results
s Scheduled Backups « Contents of backup location
s Restore

Home

Administer
System

User
Services

Download
Software

From the backup and restore main menu, you can:
m Perform immediate backups
m Schedule multiple backups
m Restore backups
m Access last scheduled backup information
m View contents of backup location
=>» NOTE:
As you navigate the backup and restore screens, the main menu items

remain available. If you are using the Web, use the Back button to return to
previous screens.
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Perform immediate backup

To perform an immediate backup, click Immediate Backup.

The following screen displays:

s Immediate Backup » Last scheduled backup results
s Scheduled Backups « Contents of backup location
s Restore
Home Choose items for immediate backup
¥ DEFINITY announcernents
Administer O DEF|N|TY_TransIaT|on files i B
System I NT Registry starting this backup
[T NT passwords & policies operation, any previous
User hackup data from the
i destsicr will be
Services orasnd.
Download ' AUDIx Trans, names & messages -B
. ackup
Software 0 AUDIK translations & names -
0 AUDIK translations
© none frorm AuDix
Destination: |pcmcia 'l 3 Other locations

1. From the Destination menu, select a backup destination.This can be a LAN
address or a PCMCIA Flash Disk

2. Select items for immediate backup.
3. .Click Backup.
=—>» NOTE:

When backing up to a LAN address, a shared drive must be installed on a
non- Avaya™ S8100 Media Server.

After you click Backup, the following screen displays:

s Imrmediate Backup » Last scheduled backup results
s Scheduled Backups « Contents of backup location
s Restore

Home

Backup in progress
Administer ¥ Cancel backup
System

User 2 | View backup progress.
Services

Download
Software
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Viewing backup progress
To view backup progress, click View Backup Progress.

The following screen displays:

= Immediate Backup = Last scheduled backup results
= Bcheduled Backuns = Contents of backus location
= Restore

Home
Backup in progress

.:& minister Cancel backup
f n

Iser Servi
Woten oo Backup in progress, please wait Mon May 01 10:24:12 2000

Dovmload

868440
Software
dibackup 1.0
Backup Set Identification:
Version: 1.0
Time: 05/01/2000 - 10:23
Data Sets: vmannounce defann

Removed E:/contrybackup files

Preparing for backup of AUDIX announcements

Initiating backup at Mon May 1 10:23:24 2000
Compressing AUDIE announcelments

Backing up to a LAN address

You can back up your data to a LAN address using the Other locations feature. To
back up data to a LAN address:

1. Click Other locations.

s Immediate Backup » Last scheduled backup results
s Scheduled Backups « Contents of backup location
« Restore
Home Choose items for immediate backup
I DEFNITY announcerments
Administer O DEF|N|TY_TransIaT|on files Warning: Before
System I NT Registry starting this backup
[T NT passwords & policies operation, any previous
User T LAC password & license server files backup data from the

aEsinaioy will be
erased.

Services

! UDIX announcements

0 AUDIx translations & messages
Download ' AUDIx Trans, names & messages
Software € AuDIx translations & names

€ Aubix translations

€ noneg from AUDIx

Destination: |pcmcia 'l 3 Other locations

Click Other locations.
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The following screen displays:

s Immediate Backup » Last scheduled backup results
s Scheduled Backups « Contents of backup location
s Restore
Home example
Enter security information to I—
Administer make a new network drive o |l nere
System available for Backup and .
Restore operations Share name Ibackup bkdir
User _
Services Populate each field as shown ~ Domain | drntdomain
inthe awsmed column. Do
Download not include any extra Username fioe kfc
Software characters like backslashes.

The Jornger field may be Password |“°“°"

left ernpty if the computer

does not participate in a

domain.

2. Enter LAN location information.
3. Click Verify.
The following screen displays:

s Immediate Backup » Last scheduled backup results
s Scheduled Backups « Contents of backup location
s Restore

Home The security information that you have entered has been verified.

The backup and restore operations now have access to the shared network drive.

Administer
System Continue

User
Services

Download
Software

4. Click Continueto return to the Immediate backup screen.

5. Select items to back up and select Backup.
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Viewing scheduled backups
To view scheduled backups:
1. Click Scheduled Backups.
The following screen displays:

s Immediate Backup
s Scheduled Backups

» Last scheduled backup results
« Contents of backup location

s Restore
Home Current list of scheduled backup jobs
il Data Set Destination Days  Time
Administer DEFINITY announcements pemeia Th 800
System AUDIX @nnouncements
User DEFINITY announcements funisat2fbackup Th 8:00 .
B . AUDIX announcerments
Download
Software (] Add new schedule o -edit  x-delete
This feature is currently enabled . [ enable E disable

From this screen, you can add, edit, or delete scheduled backups.

=>» NOTE:

The backup feature can be disabled and later enabled to allow you to
perform another function. If disabled, the current schedules remain intact.

Adding a new scheduled backup
(multiple backup schedules)

To add a new scheduled backup to the list:

1. On the Current list of scheduled backup jobs screen, click Add new

schedule.

The following screen displays:

s Immediate Backup
s Scheduled Backups

» Last scheduled backup results
« Contents of backup location

58

s Restore

Home Adding a new backup schedule
il Backup these items Every At

Administer [T DEFNITY announcements r [o8T=] [o0 =] [am =]
System W DEFNITY franslation files r

[T NT Registry r
User ™ NT passwords & policies [
Services M LaC password & license server files

AUDIX announcements r

Download AUDI translations & messages r Clear |

Software

AUDIX trans, names & messages
AlUDIK translations & names
AUDIX translations

none from AuDix

Destination: |pcmcia v[

OO0 ®mOn
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2. Select backup destination either to a LAN address or a PCMCIA Flash
Disk.

3. Select items for scheduled backup.
4. Select aday and time for the backup.
5. Click Submit.

Changing a scheduled backup
1. To change an existing scheduled backup, click on Scheduled Backups.
The Current List of scheduled backup jobs displays:

s Immediate Backup » Last scheduled backup results
s Scheduled Backups « Contents of backup location
s Restore
Home Current list of scheduled backup jobs
il Data Set Destination Days  Time
Administer DEFINITY announcements pemeia Th 800
System AUDIX @nnouncements
User DEFINITY announcements funisat2fbackup Th 8:00 .
B . AUDIX announcerments
Download
Software (] Add new schedule o -edit  x-delete

This feature is currently enabled . [ enable E disable

2. Click on the pencil symbol next to the scheduled backup you want to
change.

The Changing this backup schedule displays.

= Immediate Backup = Last scheduled backup results
= Bcheduled Backups = Contents of backup location
= Restore
Home Changing this backup schedule
D — p— ]
F—— DEFINITY announ.cements 12 = |2[| - Iam -
¥ Dernrry translation files 7
User Services ¥ NT Registry W
¥ WT passwords & policies 7
y IV LaC password & license server files ~
poftware € Aupmc announcements ~
AupDctranslations & messages ~ Clear |

AUDIK trans, names & messages

o
@

© supnttranslations & names Subrmit
€ awpoctranslations

A

none from Auvppe

Hargodalbania iz B

3. Make any changes as appropriate, and click Submit.
The Current list of scheduled backups displays. The changes are activated.
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Checking Scheduled Backup Status
To review previous backups, click Last scheduled backup results.

The following screen displays:

o Immediate Baclup » Last scheduled backup results

» Scheduled Backups » Contents of backup location
o Restore

Home_ Results of last scheduled backup

Administer Destination
Sy Efcontrybackup

T ErS by DeFmTY translation files 08185 Time started

Download AUDDE translations & names 30837 05/02/2000 01:00

Software . Time finished
HT Regstry s16501 05/02/2000 01:01

Checking the contents of a backup

To view contents click Contents of backup location.

The following screen displays:

s Immediate Backup » Last scheduled backup results
s Scheduled Backups « Contents of backup location
s Restore
Home Display current backup contents in |pcmcia x| | Display |

Administer
System

User
Services

Download
Software

Scroll to the location of backup contents and click Display or click Other
locations.
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Backup viathe Web interface (Avaya™ S8100 Media
Server only)

The following screen displays:

= Immediate Baclup u Last scheduled baclkup results

= Scheduled Baclops » Contents of baclup location

u Restore
Home Current Contents of Backup in pemcia
Administer AUDDE announcements 7594216 Mon May 01 10:23:25 2000
Aystem DEFIMITY afnouncements 167 Mon May 01 10:24:45 2000

User Services

Dovmload
Software

Perform restore
1. Click Restore.

The following screen displays:

= Inme diate Backup » Last scheduled backup results
o Scheduled Backups o Contents of backup location
= Bestore
Home Choose items to restore
5y L [ DerpaTY announcements .

5 : Warning:
Administer ¥ DerpaTy translation files DEFHMITY OHE
System " NT Registry applications will be

[T NT 3aM database stopped as part of
User Services ¥ LAC password & license server files toh::ts;';:

' AUDDX announcements F i
Dovmload ' Awpmtranslations & messages Clear Fields |
Software ' Aupmtrans, names & messages

' aupmtranslations & names

' Avpm translations ﬂl

' none from Avpoe

Source: IpCmCia 'l 5 Other locations

2. Select the restore source from the Source pull down menu. The source is
the media and/or location of the backup data. It could be a network or
shared drive location, or the pcmcia flash card.

Select items to restore.
4. Click Restore.
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The following screen displays:

s Immediate Backup » Last scheduled backup results
s Scheduled Backups « Contents of backup location
s Restore
Home Note: DEFINITY ONE

applications are being
stopped as part of the restare
operation.

Restore in progress ...

Administer
System

. 8 When restare is daone, you
User SwUlEE: peric will need ta rebootthe

Services systam.

Download % | View restore progress.
Software

5. After the restore is completed, reboot the system.

=—>» NOTE:

A reboot is required. The restored stations will not be used if the
Avaya™ S8100 Media Server is not rebooted.
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system

This section provides you with general information about Avaya MultiVantage
and some of the system-wide functions. It explains how to understand your
configuration, read and use your dial plan, and shows you how to make simple
changes such as adding extension ranges. This section also explains how to assign
feature access codes (FAC).

Understanding your configuration

At avery basic level, the Avaya MultiVantage consists of hardware to perform call
processing, and the software to make it run. You use the administration interface

to let the system know what hardware you have, where it islocated, and what you
want the software to do with it.

You can find out which circuit packs are in the system and which ports are
available by entering the command list configuration all. There are variations on
this command that display different types of configuration information. Use the
help function to experiment, and see which command works for you.

1. Toview alist of port boards on your system, type list configuration
port-network and press RETURN.

The System Configuration screen appears.
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Board
Number

01A05
01A06
01BOS5
01C04
01CO05

01Coe6
01C10

-

SYSTEM CONFIGURATION

Board Type Code Vintage
DIGITAL LINE TN754B
ANALOG LINE TN742
ANALOG LINE TN746B
ANALOG LINE TN746B
DIGITAL LINE TN2224
HYBRID LINE TN762B
DIGITAL LINE TN754

000002

000010

000008

000008

000004

000004
000004

01
01

u
02

o

cogcgecgocgegee

Assigned Ports
u=unassigned t=tti p=psa

03 u
03 04

u

cegeecegceec

u

cecgcogecgeg

'S

cocgcgocgocgcgegceogo

(62}

coccgecgoccecgcgcgecg

~
[oo)

cecce 3 cegcegeo
cecece g cegcegeo

/

The System Configuration screen shows all the boards on your system that are
available for connecting phones, trunks, data modules and other equipment. You
can seethe board number, board type, circuit-pack type, and status of each board’s
ports. The u entries on this screen indicate unused ports that are available for you
to administer. These may also appear asp or t, depending on settings in your

system.

You will find many places in the administration interface where you are asked to
enter aport or ot. The port or dot is actually an address that describes the
physical location of the equipment you are using.

A port address is made up of four parts:

m cabinet — the main housing for all the switch equipment. Cabinets are

numbered starting with 01.

m carrier — therack within the cabinet that holds arow of circuit packs. Each

carrier within a cabinet has aletter, A—E.

m dot — the spacein the carrier that holds an individual circuit pack. Slots

are numbered 01-16.

s port —thewirethat is connected to an individual piece of equipment (such
as a phone or data modul€). The number of ports on a circuit pack varies

depending on the type.

So, if you have a single-carrier cabinet, the circuit pack in slot 06 would have the
address 01A06. If you want to attach a phone to the 3rd port on this board, the port

address is 01A 0603 (01=cabinet, A=carrier, 06=5lot, 03=port).
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Understanding the dial plan

Your dial plan tellsyour system how to interpret dialed digits. For example, if you
dial 9 on your system to access an outside line, it is actually the dial plan that tells
the system to find an external trunk when a dialed string beginswith a 9.

Thedial plan also tells the system how many digits to expect for certain calls. For
example, the dia plan may indicate that all internal extensions are 4-digit
numbers that start with 1 or 2.

Let’'stakealook at an example dial plan so you' |l know how to read your system’s
dial plan. The following figure shows an example of asimple dial plan.

//;;ange dialplan analysis Page 1 of 1 A\\\

i i

Percent Full: 9
Dialed Total Call Dialed Total
String Length Type String Length

DIAL PLAN ANALYSIS TABLE

H Q
N0
Lol o
o -

W W N o Ul W =
(0]
bl
a3

J

The Dia Plan Analysis Table defines the dialing plan for your system.

The Call Type column in the Dial Plan Analysis Table indicates what the system
doeswhen auser dialsthe digit or digits indicated in the Dialed String column.
The Total Length column indicates how long the dialed string will be for each
type of call. For example, this dial plan shows that when users dial a 5-digit
number that starts with 3, they are dialing an extension.

The Dia Plan Analysis Table in our example contains the following call types:

» Attendant (attd) — Defines how users call an attendant. Attendant access
numbers can be any number from 0 to 9 and contain 1 or 2 digits.

In our example figure, the system calls an attendant when users dial O.
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s Dial accesscode (dac) — Allowsyou to use trunk access codes (TAC) and
feature access codes (FAC) in the same range. For example, you could
define the group 100-199, which would allow both FAC and TAC in that
range. Dial access codes can start with any number from 1 to0 9, * and #,
and contain up to 4 digits.

In our example figure, dia access codes begin with 1 and must be 3 digits
long.

=>» NOTE:
The Dia Plan Analysis Table does not alow you to enter arange
specifically for trunk access codes. However, the Trunk Group screen
till allows you to assign a TAC to atrunk group. The TAC you enter
on the Trunk Group screen must match the format you have
administered for aDAC on the Dial Plan Analysis Table.

m Extensions (ext) — Defines extension ranges that can be used on your
system. In our figure, extensions must be in the ranges 30000—-39999,
4000049999 and 50000-59999.

m Feature access codes (fac) only — FAC can be any number from 1 to 9 and
contain up to 4 digits. You can use* or #, but only asafirst digit. In our
example, feature access codes can begin with * or # and are 3-digits long.

The Dia Plan Analysis Table works with the Dia Plan Parameters Table for fully
defining your dial plan. The Dial Plan Parameters Table allows you to set
system-wide parameters for your dia plan.

Displaying your dial plan

You might want to take this opportunity to look at and interpret your own dial
plan. To display your system’s dia plan:

1. Typedisplay dialplan analysis and press RETURN.

Modifying your dial plan

It is easy to make changesto your dial plan. For example, let’s add anew range of
dial access codesto the dial plan. We want to be able to assign both FAC and TAC
in the 700-799 range.

1. Typechange dialplan analysis and press RETURN.
The Dia Plan Analysis appears.
2. Movethe cursor to an empty row.
3. Type 7 inthe Dialed String column. Press TaB to move to the next field.
4. Type 3 inthe Total Length Column. Press TaB to move to the next field.
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5. Typedac inthe Call Type Column.

6. PressENTER to save your changes.

Adding extension ranges

You may find that as your needs grow you want a new set of extensions. Before
you can assign a station to an extension, the extension must belong to a range that
isdefined inthe dia plan. Let’s add a new set of extensions that start with 3 and
are 4 digits long (3000-3999).
To add this set of extensionsto the dia plan:

1. Typechange dialplan analysis and press RETURN.
The ' Dial Plan Analysis Table’’ on page 717 appears.
Move the cursor to an empty row.
Type 3 in the Dialed String column. Press TaB to move to the next field.
Type 4 in the Total Length Column. Press TaB to move to the next field.
Type ext in the Call Type Column.

o o M w DN

Press ENTER t0 save your changes.

Uniform dial plan

You can aso set up aUniform Dialing Plan that can be shared among a group of
switches. For more information, see **Uniform Dial Plan’’ on page 1792.

Other options for the dial plan

You can establish adial plan so that users only need to dial one digit to reach
another extension. You can also establish adial plan that allows usersto dial, for
example, three digits to reach one extension, and four digits to reach another. This
is particularly useful in the hospitality industry, where you want usersto be able to
simply dial aroom number to reach another guest. For more information, see
“*Single-Digit Dialing and Mixed Station Numbering’’ on page 1701.

Adding feature access codes

As your needs change, you may want to add a new set of feature access codes
(FAC) for your system. Before you can assign a FAC on the Feature Access Code
screen, it must conform to your dial plan.

In our example, if you want to assign afeature access code of 33 to Last Number
Dialed, first you need to add a new FAC range to the dial plan.
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To add a FAC range from 30-39:
1. Typechange dialplan analysis and press RETURN.
The ““Dial Plan Analysis Table'’ on page 717 appears.
Move the cursor to an empty row.
Type 3 in the Dialed String column. Press TaB to move to the next field.
Type 2 in the Total Length Column. Press TaB to move to the next field.

Type fac in the Call Type Column.

o o > w D

Press ENTER to save your changes.

Changing feature access codes

Feature access codes (FAC) allow users to activate and deactivate features from
their phones. A user who knows the FAC for a feature does not need a
programmed button to use the feature. For example, if you tell your users that the
FAC for the Last Number Dialed is * 33, then users can redia a phone number by
entering the FAC, rather than requiring a Last Number Dialed button.

Many features already have factory-set feature access codes. You can use these
default codes or you can change them to codes that make more sense to you.
However, every FAC must conform to your dial plan and must be unique. For
more information about the dial plan, refer to ** Understanding the dia plan’ on

page 65.

Let'stry an example. If you want to change the feature access code for Call Park
to*72:

1. Typechange feature-access-codes and press RETURN.
The Feature Access Code screen appears.

2. Movethe cursor to the Call Park Access Code field.

3. Type *72 in the access code field over the old code.

4. PressENTER t0 save your changes.

If you try to enter acode that is assigned to afeature, the system warns you
of the duplicate code and does not allow you to proceed until you change
one of them.

%Tip:

To remove any feature access code, merely del ete the existing FAC and leave
the field blank.
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Controlling the calls your users can
make and receive

The Avaya MultiVantage provides several ways for you to restrict the types of
calls your users can make, and the features that they can access.

You use Class of Restriction (COR) to define the types of calls your users can
place and receive. Your system may have only asingle COR, a COR with no
restrictions, or as many CORs as necessary to effect the desired restrictions.

You will see the COR field in many different places throughout the MultiVantage
system - when administering phones, trunks, agent logins, and data modules, to
name afew. You must enter a COR on these screens, although you control the
level of restriction the COR provides.

Strategies for assigning CORs

Thebest strategy isto make it as simple as possible for you and your staff to know
which COR to assign when administering your system. You can create a unique
COR for each type of user or facility, for example, call center agents, account
executives, administrative assi stants, WAT S trunks, paging zones or datamodules.

You can aso create a unique COR for each type of restriction, for example, toll
restriction, or outward restriction. If you have a number of people who help you
administer your system, using this method would also require the additional step
of explaining where you wanted to use each type of restriction. See ““CLAN and
processor CLAN QoS and CIDR support’’ on page 1521 for more information.

To find out what CORs are administered in your system aready, typelist cor. You
can aso display information for asingle COR by typing list cor #.

Allowing users to change CORs

You can alow specific users to change their class of restriction COR from their
telephones using a Change COR feature access code. You can aso limit this
feature by insisting that the user enter a password as well as afeature access code
before they can change their COR.

Before you start

s Besurethat Change COR by FAC field isset to y on the
System-Parameters Customer-Options screen. Note that you cannot have
both Change COR by FAC and Tenant Partitioning enabled.
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s Besure that each user (who you want to allow to change a COR) has a
class of service with console permissions. For more information about
console permissions, refer to ** Class of Service’” on page 650.

Instructions

To alow usersto change their own class of restriction, you must define afeature
access code and can, optionally, create a password. For example, let’s create a
change COR feature access code of *55 and a password of 12344321.

1. Typechange feature-access-codes and press ENTER.
The Feature Access Code screen appears.
2. Move the cursor to the Change COR Access Code field.
3. Type*55 in the access code field.
4. PressENTER to save your changes.
Now we have to define the password.
5. Type change system-parameters features and press ENTER.

The Feature-Related System Parameters screen appears.

///;hange system-parameters features Page 10 of 15\\\
FEATURE-RELATED SYSTEM PARAMETERS

AUTOMATIC EXCLUSION PARAMETERS

Automatic Exclusion by COS? y
Automatic Exclusion Coverage/Hold? y
Automatic Exclusion with Whisper Page? y

\\\¥ Password to Change COR by FAC: 12344321 J//
6. Moveto the Password to Change COR by FAC field and enter 12344321.

Thisfield determines whether or not the MultiVantage system requires the
user to enter a password when they try to change their COR. Avaya
recommends that you require a password.

7. PressENTER to save your changes.
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Controlling the features your users
can access

The Avaya M ultiVantage offers a wide range of features and functions. Some of
these you can administer differently from one user to the next. For example, you
can give one user a certain set of phone buttons, and the next user a completely
different set, depending on what each person needs to get his/her job done. You
decide on these things as you administer the phones for these individuals. Refer to
““Managing phones’ on page 85 for more information.

You can also establish classes of service (COS) to control the switch features that
users can access. For example, you can permit users to forwarding their calls, or
restrict them from placing priority calls. Once you have set permissionsfor a class
of service, you assign this COS to a user’s telephone or other device.

Classes of service are very similar to classes of restriction. COR and COS do not
overlap in the access or restrictions they control. Refer to ** Class of Service’’ on
page 650 for more information.

Class of service and class of regtriction give you great flexibility with what you
alow usersto do. If you are in doubt about the potential security risks associated
with a particular permission, read further in this document, consult the Avaya
Products Security Handbook, or contact your Avaya representative.

System-wide settings

There are some settings that you enable or disable for the entire system, and these
settings effect every user. You may want to look over the various System
Parameters screens and decide which settings best meet the needs of your users.

To see alist of the different types of parameters that control your system, type
display system-parameters and press HELP. You can change some of these
parameters yourself. Type change system-parameters and press HELP t0 see
which types of parameters you can change. In some cases, an Avaya
representative is the only person who can make changes, such as to the
System-Parameters Customer-Options screen.

This chapter offers afew examples of how you establish these system-wide
settings. The Screen reference contains explanations of each of the system
parameters screens, and how to use them.
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Changing feature parameters

You can modify the system parameters that are associated with some of the system
features. For example, you can use the system parametersto alow music to play if
callers are on hold or to allow trunk-to-trunk transfers on the system.

Generally, Avaya sets your system parameters when your system isinstalled.
However, you can change these parameters as your organization's needs change.
For example, let’'s say that you are told that the number of rings between each
point for new coverage paths should change from 4 to 2 rings.

To change the number of rings:

1. Typechange system-parameters coverage/forwarding and press
RETURN.

The System Parameters Call Coverage / Call Forwarding screen appears.

Page 1 of 2 ‘\\

///» SYSTEM PARAMETERS -- CALL COVERAGE / CALL FORWARDING

CALL COVERAGE/FORWARDING PARAMETERS
Local Cvg Subsequent Redirection/CFWD No Ans Interval (rings):
Off-Net Cvg Subsequent Redirection/CFWD No Ans Interval (rings):
Coverage - Caller Response Interval (seconds):

BN

COVERAGE
Keep Held SBA At Coverage Point?
External Coverage Treatment For Transferred Incoming Calls?

BN

FORWARDING
Call Forward Override? n
Coverage After Forwarding? y

N /

2. IntheLoca Coverage Subsequent Redirection/CFWD No Answer Interval
field, type 2.

3. PressENTER to save your changes.

Each phone in a Call Coverage path now rings twice before the call routes
to the next coverage point. The Local Cvg Subsequent Redirection/CFWD
No Ans Interva field also controls the number of rings before the call is

forwarded when you use Call Forwarding for busy/don’t answer calls. This
appliesonly to calls covered or forwarded to local extensions. Use Off-Net
to set the number of rings for calls forwarded to public network extensions.
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Administering treatment for denied or

invalid calls

You can administer your system to reroute denied or invalid callsto an
announcement, the attendant, or to another extension.

Instructions

In this example, we want:

s al outward restricted call attempts to route to an announcement at
extension 2040

» al incoming calls that are denied to route to the attendant

s dl invalid dialed numbers to route to an announcement at extension 2045

1

N o g b~ w

o0

10.
11
12.
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Type change system-parameters features and press RETURN.
The Feature-Related System Parameters screen appears.

In the Controlled Outward Restriction Intercept Treatment field,
type announcement.

Another blank field appears.

In this blank field, type 2040.

Thisisthe extension of an announcement you recorded earlier.
Inthe DID/Tie/ISDN Intercept Treatment field, type attd.

This alows the attendant to handle incoming calls that have been
denied.

In the Invalid Number Diaed Intercept field, type announcement.
Another blank field appears.

In thisblank field, type 2045.

Thisisthe extension of an announcement you recorded earlier.

Press ENTER to save your changes.
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Setting up Music-on-Hold

Music-on-Hold automatically provides music to acaller placed on hold. Providing
music lets the caller know that the connection is still active. The system does not
provide music to callers in amultiple-party connection who are in gueue, on hold,
or parked.

Before you start

You need to determine the music source you will use, and obtain the necessary
circuit pack. Refer to AVAYA MultiVantage™ Hardware Solutions Guide for
more information about required hardware.

=>» NOTE:
If you use equipment that rebroadcasts music or other copyrighted materials,
you may be required to obtain a copyright license from or pay feesto athird
party such as the American Society of Composers, Artists, and Producers
(ASCAP) or Broadcast Music Incorporated (BM1).

Instructions

In this example, we administer the system to allow local callers and incoming
trunk callersto hear music while on hold. Note that if you use Tenant Partitioning,
you cannot set up Music on Hold thisway. See ** Providing service for multiple
tenants’’ on page 75 for more information.

1. Typechange system-parameters features and press RETURN.

The Feature-Related System Parameters screen appears.

Page 1 of 9 \\\

/g;;nge system-parameters features
FEATURE-RELATED SYSTEM PARAMETERS

Trunk-to-Trunk Transfer?

Automatic Callback - No Answer Timeout Interval (rings):
Call Park Timeout Interval (minutes):

Off-Premises Tone Detect Timeout Interval (seconds):
AAR/ARS Dial Tone Required?

Music/Tone On Hold:

(or Silence) On Transferred Trunk Calls:
DID/Tie/ISDN Intercept Treatment:
Messaging Service Adjunct (MSA) Connected?

Internal Auto-Answer of Attd-Extended/Transferred Calls:
Automatic Circuit Assurance (ACA) Enabled?

ACA Referral Calls:

ACA Referral Destination:

ACA Short Holding Time Originating Extension:

ACA Long Holding Time Originating Extension:
Abbreviated Dial Programming by Assigned Lists:

Auto Abbreviated/Delayed Transition Interval (rings) :

Music

none
47

10
20_

y .
music
all
attd

Port:
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2. Inthe Music/Tone On Hold field, type music.
The Port field appears.
3. Inthe Port field, type 6040.
Thisisthe port address of the music source.
4. Inthe Music (or Silence) on Transferred Trunk Calls, type all.
5. PressENTER to save your changes.

6. Now administer a class of restriction with Hear System Music on Hold set
toy, to alow your local usersto hear music on hold.

More information

If acall with either Data Privacy or Data Restriction activated is placed on hold,
the Music/Tone on Hold is withheld. Thisisto prevent transmission of a musical
tone that a connected data service might falsely interpret as a data transmission.

If you administer the Music/Tone on Hold field to provide music, the system
provides the music after a hunt group or ACD split delayed announcement.

Music on Hold may sound distorted when played to IP trunks or to |P phones
through certain codecs, particularly the G.723 codec. You can provide different
on-hold materials for these endpoints. Using the instructions for *‘ Providing
service for multiple tenants’’, create one tenant partition for all endpoints that do
not use the G.723 codec and administer Music on Hold for this tenant. Create
another tenant partition for endpoints that use the G.723 codec and administer
silence, news, or other material that does not sound distorted for these endpoints.

Providing service for multiple
tenants

If you manage the switching system for an entire office building, you may need to
provide individualized phone service for each of the firms who are tenants. You
can set up your system so that each tenant can have its own attendant, and can
chose to have music or play special announcements while callers are on hold.
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Before you start

Before you can administer tenantsin your system, Tenant Partitioning must be
enabled on the System-Parameters Customer-Options screen. To alow tenants to
select their own Music on Hold, you must purchase and administer equipment.
Refer to AVAYA MultiVantage™ Hardware Solutions Guide for moreinformation
about required hardware. Your Avaya representative can help you administer this

hardware.

Instructions

In this example, we are going to administer the system to allow one tenant to play
Country music for callers on hold, and another to play Classical music. We will
assign these music types to two new tenants.

1. Typechange music-sources and pressreturn.

The Music Sources screen appears.

Source Type

music
tone
music
none
none
none
music
none
none
none
music
none
none
none
none

W JO0 Ul WN B

N
B WD R oL

-

Music Sources

Port

01A1001

01A1003

12B1301

04C2003

Description

Country
Tone-on-Hold
Classical

Oldies

Rock

Page 1 of X

/

2. For Source 1, enter music for the Type, 01A 1001 for the Port, and Country

for the Description.

3. Moveto Source 3, and enter music for the Type, 01A1003 for the Port, and

Classical for the Description.

4. PressENTER to save your changes.
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5. Typechange tenant 1 and press RETURN.

The Tenant screen appears.

Ext Alert Port (TAAS): Ext Alert (TAAS) Extension:

Tenant 18

Tenant Description:

Attendant Group: 1

Night Destination:

Music Source: 1

10.
11.

12.

555-233-506

In the Tenant Description field, type Dentist.
Thisidentifies the client in this partition.
In the Attendant Group field, type 1.

The attendant group number must also appear in the Group field of the
attendant console screen for this tenant.

In the Music Source field, type 1.

Callersto thistenant will now hear country music while on hold.

Press ENTER t0 save your changes.

To administer the next partition, type change tenant 2 and press RETURN.

Administer this tenant, Insurance Agent, to use Attendant Group 2 and
Music Source 3. Be sure to change the Attendant Console screen so that
this attendant isin group 2.

Thistenant’s callers will hear classical music on hold.
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Receiving notification in an
emergency

If one of your users calls an emergency service such as the police or ambulance,
someone, perhaps the receptionist, security or the front desk, needs to know who
made the call. Thus, when the emergency personnel arrive, they can be directed to
the right place.

You can set up the switch to alert the attendant and up to ten other extensions
whenever an end-user dials an emergency number. The display on the notified
user’s phone shows the name and number of the person who placed the
emergency call. The phones also ring with a siren-type alarm, which users must
acknowledge to cancel.

Before you start

Decideif you want one user to be able to acknowledge an alert, or if all users must
respond before an alert is cancelled.

Verify that ARS is enabled on the System-Parameters Customer-Options screen.
Make sure that the extensions you notify belong to physical digital display
phones. Refer to *“ Phone reference’” on page 1273 for alist of phone types. When

you assign crisis alert buttons to the phones, check the type field on the station
screen to be sure you are not using a virtual extension.

Instructions

In this example, we will set up the system to notify the attendant and the security
guards at all 3 entrances when someone dials the emergency number 5555. All
three guards must acknowledge the alert before it is silent.

1. Typechange ars analysis 5 and press RETURN.
The AAR and ARS Digit Analysis Table appears.
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///k ARS DIGIT ANALYSIS TABLE i\\\

Location: all Percent Full: 6
Dialed Total Route Call Node ANI
String Min Max Pattern Type Num Reqd

5555 alrt

B B8BBBBBBBBBEBBEBBBBB

T O O
T O O

N /

2. Inthediaed string field, type 55565.

Thisisthe number that end-users dial to reach emergency services.
3. Inthe Total Min and Max fields, type 4.

In this example, the user must dial all 4 digitsfor the call to be treated asan
emergency call.

4. Inthe Route Pattern field, type 1.
In this example, we use route pattern 1 for local calls.
5. Inthe Call Typefield, typealrt.

Thisidentifies the dialed string 5555 as one that activates emergency
notification.

6. PressENTER to save your changes.

Now set up the attendant console to receive emergency notification.
7. Typechange attendant 1 and press RETURN.
The Attendant Console screen appears.
8. Inthe feature button area, assign acrss-alert button.
9. PressENTER to save your changes.
10. Assign acrss-alert button to each security guard's phone.

You cannot assign this button to a soft key. See ** Adding feature buttons’
on page 127 for more information.
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Finally, we make sure that all security personnel and the attendant will haveto
acknowledge the alert.

11. Typechange system-parameters crisis-alert and press RETURN.
The ““Crisis Alert System Parameters'’ screen appears.
12. Gotothe Every User Respondsfield and typey.

13. PressENTER to save your changes.

More information

Attendants cancel an aert by pressing the crisis alert button three times. Thefirst
button push turns off the siren, the second stops the lamp from flashing, and the
third clears the display.

Digital phone users cancel the siren by pushing the crisis alert button. If you have
set the system so that only one user needs to respond, this stops the alerting at all
phones. If al users must respond, each phone continuesto alert until that user
presses the crisis alert button to acknowledge the alarm. The emergency caller’s
name and extension remain on the display at this point. To completely cancel an
dert and clear their displays, users press the Normal button.

Once you administer Crisis Alert, the switch still records each emergency call and

sends arecord to the journal printer, if available. If not, you can view the
emergency log with the command list emergency.

Related topics

Refer to " Crisis Alert’” on page 1536 for more detailed information.

For information on other ways to reach the attendant in an emergency, refer to
‘““Emergency Accessto the Attendant’’ on page 1548.

To determine what types of digital phones have displays, refer to *“ Phone
reference’’ on page 1273.

To ensure that you can still make necessary phone calls in an emergency, refer to
““Emergency Calls’ on page 1551.

For information on setting up Centralized Automatic Message Accounting
(CAMA) trunks and provide Caller’s Emergency Service Identification (CESID)
information to your local community’s Enhanced 911 system, see ““ CAMA
Numbering Format’’.
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For information about away to work around updating the USA Automatic
L ocation Identification data base, see Emergency Location extension field in
“Station’’ on page 1066.

For information on how to administer 1P phones to make emergency calls, see
** Setting up emergency calls on IP phones'’ on page 107.

Notifying a digital pager of an
emergency

You also have the option of having your emergency calls go to adigita pager.
When someone dials an emergency number (for example, 911), the system sends
the extension and location (that originated the emergency call) to the administered

pager.

Before you start

= You need to administer a crss-ALRT button on at least one of the following.
— Attendant Console (use the change attendant command)
— Digital telephone set (use the change station command)

m The ARSDigit Analysis Table must have emergency numbersin the Call
Type column set to alrt (crisis alert).

= You need adigital numeric pager.
= You need one of the following circuit packs:
— Cadll Classifier
— Tone-Clock (with Call Classification and Tone Detection)

Instructions

To set up crisisaert to adigital pager:
1. Typechange system-parameters crisis-alert and press Return.
The Crisis Alert System Parameters screen appears.
2. Inthe Alert Pager field, typey.

Thisalowsyou to usethe Crisis Alert to aDigital Pager feature and causes
additional crisis alert administration fields to appear.

3. Inthe Originating Extension field, type a valid unused extension to send
the crisis aert message.

We'll type 7768.
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10.

11

12.

Related topics

In the Crisis Alert Codefield, type 911.
Thisisthe number used to call the crisis aert pager.
In the Retriesfield, type5.

Thisisthe number of additional times the system tries to send out the alert
message in case of an unsuccessful attempt.

In the Retry Interval (sec) field, type 30.
Thisislength of time between retries.

In the Main Number field, type the number that isto be displayed at the end
of the pager message.
We'll type 303-555-0800.

In the Pager Number field, type the number for the pager.
We'll type 303-555-9001.
In the Pin Number field, type pp77614567890.

Thisisthe PIN number, if required, for the pager. Insert any pause digits
(pp) as needed to wait for announcements from the pager service to
compl ete before sending the PIN.

Inthe DTMF Duration - Tone (msec) field, type 100.
Thisisthelength of time the DTMF toneis heard for each digit.
In the Pause (msec) field, type 100.

Thisisthe length of time between DTMF tones for each digit.

Press ENTER to save your changes.

Refer to ' Crisis Alert”” on page 1536 for more detailed information.

Other useful settings

There are many settings that control how your system operates and how your
users phones work. Most of these you administer through one of the System
Parameters screens. This section describes afew of the items you can enablein
your system to help your users work more efficiently. See ‘* Feature-Related
System Parameters'’ on page 766 for a more detailed description of the available
system settings.
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Automatic callback if an extension is busy

You can allow users to request that the system call them back if they call auser
whose telephone is busy. See ** Automatic Callback’” on page 1370.

Automatic hold

You can set a system-wide parameter that allows your usersto initiate acall on a
second line without putting the first call on Hold. Thisis called Automatic Hold,
and you enable it on the Feature-Related System Parameters screen. If you do not
turn this on, the active call drops when athe user presses the second line button.

Bridging onto a call that has gone to coverage

You can alow usersto join (bridge) on to acall that rang at their extension and
then went to coverage before they could answer. See * Temporary Bridged
Appearance’’ on page 1747.

Distinctive ringing

You can establish different ringing patterns for different types of calls. For
example, you can administer your system so that internal calls ring differently
from external calls or priority calls. See ' Distinctive Ringing’’ on page 1541 for
more information.

Warning when phones are off-hook

You can administer the system so that if a phone remains off-hook for a given
length of time, the switch sends out awarning. Thisis particularly useful in
hospitals, where the phone being off-hook may be an indication of trouble with a
patient. See *‘ Class of Service’’ on page 650 for more information.

Warning users if their calls are redirected

You can warn analog phone users if they have features active that may redirect
calls. For example, if the user has activated send all calls or call forwarding, you
can administer the system to play a special dial tone when the user goes off-hook.
See "' Specia Dia Tone'’ on page 791 for more information.
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Managing phones

This section explains how to add, swap, upgrade, and remove different kinds of
phones on your system. This section aso gives you tips for customizing your own
phone (for system administration) so it has the feature buttons you need for many
administration and troubleshooting tasks. Most of the information applies to
traditional DCP phones, and headings specifically state that certain procedures
apply to IP (internet protocol) phones.

Note that this section does not tell you how to administer an attendant console. If

you need to add or modify an attendant console, refer to ** Managing your
attendant consoles'’ on page 161.

Installing new phones

Simple administration allows you to plug a telephoneinto ajack and dial a
seguence to start up service to the phone. The dialing sequence sets up an
associ ation between the phone and the corresponding station administration.

A SECURITY ALERT:
If you do not manage this feature carefully, its unauthorized use may cause
you security problems. Consult the Avaya Products Security Handbook for
suggestions on how to secure your system and find out about obtaining
additional security information.

For traditional instructions, see “ Adding new phones.”
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Before you start

On the Feature-Related System Parameters screen, be sure the Customer
Telephone Activation (CTA) Enabled field isy and the TTI Enabled field isy.

Complete the station screen for the new phone and type x in the port field. Note
that the phone type must match the board type. For example, match atwo-wire
digital phone with a port on atwo-wire digital circuit pack. Use this procedure
with all circuit-switched phones except BRI (ISDN) and model 7103A.

%Tip:

Instructions

See* Completing station screens” for more information. See Using
templates if you want to add a number of phones with similar settings.

A CAUTION:

You can destroy your hardware if you attempt to connect an analog
telephoneto a digital port.

To associate a phone with existing x-port station administration, complete the
following steps from the telephone you want to install:

1
2.
3.

Plug the phone into the wall jack.
Lift the receiver and continue if you hear dial tone.

Dial #*nnnn, where nnnn is the extension number of the phone you are
installing.

Hang up after you receive confirmation tone.

5. Dial atest cal to confirm that the phoneisin service.

If possible, call aphonewith adisplay so the person answering can confirm
that you entered the correct extension number.

6. Repeat the process until all new phones have been installed.

7. For security reasons, you should disable this feature when you are done. At

10.

the system administration terminal type change system-parameters
features to access the Feature-Related System Parameters screen.

Type n in the Customer Telephone Activation (CTA) Enabled field.
Press ENTER to save your changes.

Type save translations and press ENTER to permanently save the
changes.

a Fixing problems
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If you misdial and the wrong extension is activated for the phone you are using,
use the TTI unmerge feature access code to “uninstall” the phone before you try
again. See “TTI separation from atelephone” for more information.

Adding new phones

When you are asked to add a new phone to the phone system, what do you do
first? To connect a new phone you need to do three things:

s find an available port
= wirethe port to the cross-connect field or termination closet
n tell the telephone system what you' re doing
Before you can determine which port to use for the new phone, you need to

determine what type of phone you are installing, what ports are available, and
where you want to install the phone.

To add an | P phone, see *“ Adding an IP Telephone’’ on page 104.

Gathering necessary information

1. Determine whether the phone is an analog, digital, ISDN, or hybrid set.
You may also administer avirtual phone, one without hardware at the time
of administration.

You need thisinformation to determine the type of port you need, because
the port type and phone type must match. If you do not know what type of
phone you have, refer to the Type field under ** Station’’ on page 1066 for a
list of phones by model number.

2. Record the room location, jack number, and wire number.

You may find thisinformation on the jack where you want to install the
phone, recorded in your system records, or from the technician responsible
for the physical installation.

3. Display the available boards (cards) and ports.

To view alist of boards on your system, type list configuration station
and press RETURN.
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-

SYSTEM CONFIGURATION

Board Assigned Ports
Number Board Type Code Vintage u=unassigned t=tti p=psa
01A05 DIGITAL LINE TN754B 000002 01 u 03 u 05 u 07 08
01A06 ANALOG LINE TN742 000010 01 02 03 04 u u u u
01BO5 ANALOG LINE TN746B 000008 u u u u u u u u
U U u u u u u u
01C04 ANALOG LINE TN746B 000008 u u u u u u u u
U U u u u u u u
01C05 DIGITAL LINE TN2224 000004 01 u u 04 u u 07 08
U U u u u u u u
U U u u u u u u
01Co06 HYBRID LINE TN762B 000004 01 02 u u u u u u
01C10 DIGITAL LINE TN754 000004 u u u u u u u u

*\\\

N

The System Configuration screen shows all the boards on your system that
are available for connecting phones. You can see the board number, board
type, circuit-pack type, and status of each board’s ports.

. Choose an available port and record its port address.

Each port that is available or unassigned isindicated by a‘u.” Choose an
available port from a board type that matches your phone type (such asa
port on an analog board for an analog phone).

Every phone must have avalid port assignment, also called a port address.
The combined board number and port number is the port address. So, if you
want to attach a phone to the 3rd port on the 01CO05 board, the port address
is 01C0503 (01=cabinet, C=carrier, 05=slot, 03=port).

Tip:

% If you add several phones at one time, you may want to print a paper
copy of the System Configuration screen. To print the screento a
printer attached to the system terminal, typelist configuration
station print and press RETURN. To print to the system printer that
you use for scheduled reports, typelist configuration station
schedule immediate and press RETURN.

. Choose an extension number for the new phone.

The extension you choose must not be assigned and must conform to your
dial plan. You should also determine whether this user needs an extension
that can be directly dialed (DID) or reached via a central phone number.

Be sure to note your port and extension selections on your system’s paper
records.
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Physically connecting the phone

Once you have collected all the information, you are ready to physically wire the
port to the cross-connect field.

If you have an Avaya representative or on-site technician who completes the
physical connections, you need to notify them that you are ready to add the phone
to the system. To request that Avayainstall the new connections, call your Avaya
representative to place an order.

If you are responsible for making the connections yourself and if you have any
questions about connecting the port to the cross-connect field, refer to your
system installation guide.

Now you are ready to configure the system so that it recognizes the new phone.

Before you start

To download foreign language display |abels for phones, set the Display
Language field on the Station screen to english, spanish, italian, french, or
user-defined.

For a Eurofont character display for the 2420 phone, set the Display Character Set
field on the System-Parameters Country-Options screen to Eurofont.

For a Katakana character display for the 2420 phone, set the Display Character
Set field on the System-Parameters Country-Options screen to Katakana.

Completing the station screens

The information that you enter on the station screen advises the system that the
phone exists and indicates which features you want to enable on the phone.
To access the station screen for the new phone:

1. Typeadd station nnnn and press RETURN, where nnnn is the extension for
the new phone.

Make sure the extension conformsto your dial plan. You can aso use the
add station next command to add a phone to the next available extension.

When the Station screen appears, you see the extension number and some
default field values. For example, the following screen is for a new phone
at extension 2345.
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///r STATION

/

Extension: 2345 Lock Messages? n BCC: _
Type: 6480D+ Security Code: TN: 1
Port: Coverage Path 1: COR: 1
Name : Coverage Path 2: COS: 1

Hunt-to Station:
STATION OPTIONS

Loss Group: none Personalized Ringing Pattern: 1
Data Module? n Message Lamp Ext: 2345

Speakerphone: 2-way Mute Button Enabled? y

Display Language: english
MM Complex Data Ext:
IP SoftPhone? n

- /

Type the model number of the phone into the Type field.

N

For example, toinstall a8411D phone, type 6480D+ in the Typefield. Note
that the displayed fields may change depending on the model you add.

3. Typethe port addressin the Port field.
4. Type aname to associate with this phone in the Name field.

The name you enter displays on called phones that have display
capabilities. Also, some messaging applications, such asINTUITY,
recommend that you enter the user’s name (last name first) and their
extension to identify the phone.

5. PressENTER to save your changes.
To make changes to this new phone, such as assigning coverage paths or feature
buttons, type change station nnnn and press RETURN, where nnnn isthe

extension of the new phone. Refer to ** Managing phone features’ on page 127 for
more information.

Using templates to add phones

A quick way to add phonesisto copy the information from an existing phone and
modify it for each new phone. For example, you can configure one phone as a
template for an entirework group. Then, you merely duplicate the template station
screen to add all the other extensions in the group.

Note that only phones of the same model can be duplicated. The duplicate

command copies al the feature settings from the template phone to the new
phones.
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To duplicate an existing phone:

\J

4. Typein the extension, port address, and phone name for each new phone

1. Typedisplay station nnnn and press RETURN.

nnnn is the extension of the station screen you want to duplicate to use as a
template. Verify that this extension is the one you want to duplicate.

. Press cancEL to return to the command prompt.

. Typeduplicate station nnnn and press RETURN, where nnnn is the

extension you want to duplicate.

The system displays a blank Duplicate Station screen.

STATION
Security
Port Name Code Room Jack Cable

_/

you want to add.
The rest of the fields are optional. You can complete them at any time.

5. PressENTER t0 save your changes to system memory.

To make changes to these phones, such as assigning coverage paths or feature
buttons, type change station nnnn and press ENTER, where nnnn is the extension
of the phone that you want to modify.

Related topics

You can also add multiple call center agents, all with the same settings based on
an agent that is already administered. Enter command duplicate agent-loginl D
and the extension of the agent you want to duplicate, then start and the extension
you want to use for the first new agent, then count and the number of agents you
want to add. Fill in the information on the Agent LoginlD screen. For more
information, refer to the Avaya MultiVantage™ Call Center Guide to ACD Call
Centers.
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Using an alias

Not every phone model or device has a unique station screen in the system. You
might have to use an available model asan “dlias’ for another. If you need to enter
a phone type that the system does not recognize or support, use an aias. Defining
diasesis aso auseful method to identify items that act as analog stations on the
switch, such as afax machine, a modem, or other analog device.

If you purchase a phone model that is newer than your system, you can alias this
phone to an available model type that best matches the features of your new
phone. Refer to your phone’'s manual to determine which alias to use. If your
manual does not have this information, you can contact the DEFINITY helpline
for an appropriate alias.

For example, let’s create two aliases: one to add a new 6220 phone and one to add
modems to our system.
1. Refer to your new phone’s manual to find the correct alias.

In our example, we find that the 6220 should be administered on an older
system as a 2500 phone.

2. Typechange alias station and press RETURN.
The Alias Station screen appears.
3. Enter 6220 in the Alias Set Type field.
Thisisthe name or model of the unsupported phone.
4. Enter 2500 in the Supported Set Type field.
Enter the supported model in this field.
5. Enter modem in the second Alias Set Type field.

You can cal the alias set anything you like. Once you define the alias, you
can use the alias set in the Type field on the Station screen.

6. Enter 2500 in the second Supported Set Type field.

Entering 2500 indicates to the system that these models are basic analog
devices.

7. PressENTER to save your changes.
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//' ALIAS STATION \\\

Alias Set Type Supported Set Type
6220 2500
modem 2500
\’#’ indicates previously aliased set type is now native J

Now you can follow the instructions for adding a new phone (or adding afax or
modem). Your switch now recognizes the new type (6220 or modem) that you
enter in the Type field.

Be sure to refer to your phone’s manual for instructions on how to set feature

buttons and call appearance buttons. Note that if you need to use an diasfor a
phone, you may not be able to take advantage of all the features of the new phone.

Customizing your phone

This section provides recommendations for setting up or enhancing your personal
phone. You need a phone that is powerful enough to allow you to use al the
features you may give to other employees. You may want to add feature buttons
that allow you to monitor or test the system, so that you can troubleshoot the
system from your phone.
It will be much easier to monitor and test your system if you have a phone with:
m alarge multi-button display (such as 8434D or 8410D)
m aclassof service (cos) that has console permissions
s thefollowing feature buttons
— ACA and Security Violations (assign to lamp buttons)
— Busy verify
— Cover message retrieval button
— Major/minor alarm buttons
— Trunk ID buttons
— Verify button
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Once you select aphone, you'll want to determineif you want to place this phone
at your desk or in the switch room. If the phone isin the switch room (near the
system administration terminal), you can quickly add or remove feature buttons to
test features and facilities. You may decide that you want a phone at both your
desk and in the switch room — it’s up to you.

You may also find it handy to set up multiple phones for testing applications and
features before you provide them to users. You may want to have a phone that
mimics each type of user phone in your organization. For example, if you have
four basic phone templates, one for executives, one for marketing, one for
technicians, and one for other employees, you may want to have examples of each
of these phones so you can test new features or options. Once you are satisfied
that a change works on the test phone, you can make the change for all the usersin
that group.

Upgrading phones

If you want to change phone types for a user and do not need to change locations,
you can just access the station screen for that extension and enter the new model
number.

%Tip:
This method can be used only if the new phone type matches the existing
port type (such as digital phone with a digital port).

For example, if auser at extension 4556 currently has a 7410+ phone and you
want to replace it with anew 8411D phone:
1. Typechange station 4556 and press RETURN.
The Station screen for 4556 appears.
2. Overwrite 7410+ with 8411D in the Typefield.

Now you can access the functions and feature buttons that correspond to an
8411D phone.
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Swapping phones

You will often find that you need to move or swap phones. For example,
employees moving from one office to another may want to bring their phones. In
this case, you can use X portsto easily swap the phones.

In general, to swap one phone (phone A) with another phone (B), you change
phone A’s port assignment to x, change phone B’s port assignment to A’s old port,
and, finaly, change the x for phone A to B’s old port. Note that these swapping
instructions work only if the two phones are the same type (both digital or both
analog, etc.).

For example, to swap phones for extension 4567 (port 01C0505) and extension
4575 (port 01C0516), complete the following steps:
1. Typechange station 4567 and press RETURN.
Record the current port address (01c0505) and type x in the Port field.
Press ENTER to save your changes.
Type change station 4575 and press RETURN.
Record the current port address (01c0516).
Type 01C0505 in the Port field.
Update the Room and Jack fields.

Press ENTER to save your changes.

© o N o g M 0D

Type change station 4567 again and press RETURN.

Type 01C0516 in the Port field.

Thisisthe port that used to be assigned to extension 4575.
11. Update the Room and Jack fields.

12. PressENTER to save your changes.

=
©

13. Physically unplug the phones and move them to their new locations.

When you swap phones, the system keeps the old button assignments. If you are
swapping to a phone with softkeys, the phone could have duplicate button
assignments, because softkeys have default assignments. You may want to check
your button assignments and modify them as necessary.
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Using ACTR to move phones

Automatic Customer Telephone Rearrangement (ACTR) allows a phone to be
unplugged from one location and moved to a new location without additional
switch administration. The switch automatically associates the extension to the
new port. ACTR works with 6400 Serialized phones and to the 2420 phones. The
6400 Serialized phone is stamped with the word “ Serialized” on the faceplate for
easy identification. The 6400 Serialized phone memory electronically storesits
own part ID (comcode) and serial number as does the 2420 phone. ACTR uses the
stored information and associates the phone with new port when the phoneis
moved.

ACTR isan enhancement to Terminal Translation Initialization (TTI), Personal
Station Access (PSA), Customer Telephone Activation (CTA). ACTR makesit
easy to identify and move phones.

A CAUTION:
When a phone is unplugged and moved to another physical location, the
Emergency Location Extension field must be changed for that extension or
the USA Automatic Location Identification data base must be manually
updated. If the Emergency Location Extension field is not changed or if the
USA Automatic Location Identification data base is not updated, the DID
number sent to the Public Safety Network could send emergency response
personnel to the wrong location.

Detailed description

On the Feature-Related System Parameters screen, set the Terminal Translation
Initialization (TTI) Enabled field toy and the TTI State field to voice.

=—>» NOTE:
When a phone is moved, if thereis any local auxiliary power (a power
supply plugged into alocal AC outlet), the phone must be plugged into an
AC outlet at the phone’s new location. A phone with remote auxiliary power
must be supplied remote auxiliary power at its new location. If you do not
supply auxiliary power in either case after a phone is moved, some optional
adjuncts (for example, an expansion modul€) do not operate.

When you enter always or once in the Automatic Movesfield on the station
screen, the switch adds the extension to its ACTR Move List database. When the
phoneis plugged in, the switch asks the phone for its serial number and records
the serial number on the ACTR MoveList. If you change the entry in the
Automatic Movesfield from always or once to no, the switch removes the
extension from the Move List.
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Call processing

When a phoneisunplugged while on acall, and a 6400 Seriaized phone or a2420
phone that is administered for automatic moves is plugged into the port within 60
seconds:

m both extensions are placed in idle state

m active callson either extension are dropped, unless the call is activeon a
bridged appearance at some other phone

s held callsremainin ahold state

= any callsringing on either extension instantly proceed to the next point in
coverage or station hunting path, unless the call isringing on a bridged
appearance at some other phone

m user actions that were pending when the new phone was plugged in are
aborted

Design considerations

You can use thelist station movable command to keep track of extensions on the
move list. Once you reach the maximum number, the switch does not allow
additional extensions.

Administration

Before you start

s Besurethe TTI field on the Feature-Related System Parameters screenis
settoy.

Tasks
Before you move a phone in your system, set the TTI State field to voice on the
Feature-Related System Parameters screen.
Moving phones
You can allow aphone to be unplugged from one location and moved to a new
location without additional switch administration.
For example, to allow moves anytime for a phone at extension 1234:
1. Typechange station 1234 and press RETURN.
2. Moveto the Automatic Movesfield.

555-233-506 Issue4 May 2002 97



Managing phones

/g;;nge station 1014

FEATURE OPTIONS
LWC Reception?
LWC Activation?
LWC Log External Calls?
CDR Privacy?
Redirect Notification?
Per Button Ring Control?
Bridged Call Alerting?
Active Station Ringing:

H.320 Conversion?
Service Link Mode:
Multimedia Mode:

MWI Served User Type:
Automatic Moves:
AUDIX Name:

Messaging Server Name:
Recall Rotary Digit?

-

Page 2 of Xﬁ\\\

msa-spe Auto Select Any Idle Appearance? n

y Coverage Msg Retrieval? y

n Auto Answer: none
n Data Restriction? n

v Idle Appearance Preference? n
n
n
s

STATION

Restrict Last Appearance? y
ingle

n Per Station CPN - Send Calling Number?
as-needed Special Character for Restricted Number?
basic

=l

Display Client Redirection? n

always
Select Last Used Appearance?
Coverage After Forwarding?
n Multimedia Early Answer?
Direct IP-IP Audio Connections?

IP Audio Hairpinning? 4///

B

BB Bl

3. Typealways in the Automatic Moves field.

4. PressENTER to save your changes.

Using TTI to move phones

Terminal Trandation Initialization (TTI) alows you to merge an x-ported station
toavalid port by dialing a TTI merge code, a system-wide security code, and the
x-port extension from a telephone connected to that port. TTI aso allows you to
separate an extension from its port by dialing asimilar separate digit sequence.
This action causes the station to revert to an x-port.

TTI can be used for implementing telephone and data module moves from office
to office. That is, you can separate a telephone from its port with TTI, unplug the
telephone from the jack, plug in the telephone in ajack in a different office, and
merge the telephone to its new port with TTI.

If you are moving phones and concerned about security, you may aso want to
refer to ** Setting up Personal Station Access’ on page 354 for more information
about setting the security code for each extension.

A SECURITY ALERT:
If you do not manage this feature carefully, its unauthorized use may cause
you security problems. For example, someone who knows the TTI security
code could disrupt normal business functions by separating telephones or
data terminals. You can help protect against this action by frequently
changing the TTI security code. You can further enhance system security by
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removing the FAC from the system when it does not need to be used (for
example, there are no moves going on at present). Consult the Avaya
Products Security Handbook for additional stepsto secure your system and
find out about obtaining information regularly about security developments.

Before you start

Before you can merge atelephone, you must set the TT1 State field to voice on the
Feature-Related System-Parameters screen. You also must set the extension to
match the port type of the TTI port making the merge request. For example, a
digital telephone type can merge only to a port on adigital board.

=—>» NOTE:

If you use CAMA trunks and you are moving a phone to a different physical
location, be sure to update your emergency service provider’s database.
Since emergency teams use this database to determine the phone's location
during an emergency call, you should help keep this database current.

=—>» NOTE:

You cannot use TTI to change avirtua extension.

Instructions

TTlI merge from a voice TTI port

A CAUTION:
You can destroy your hardware if you attempt to connect an analog
telephoneto a digital port.

To merge an extension to atelephonewith TTI, complete the following steps from
the telephone you want to merge:

1. Dia the TTI merge FAC.
— If the code is correct, you receive dia tone.
— If the code is not correct, you receive intercept tone.

2. Diadl the TTI security code from the telephone you want to merge.
— If the codeis correct, you receive dial tone.

— If the code is not correct, you receive intercept tone.
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3. Dial the extension of the telephone you want to merge.

— If theextension is valid, you receive confirmation tone, which may
be followed by dial tone. (It is possible to receive intercept tone
immediately following the confirmation tone. If this happens, you
need to attempt the merge again.)

— If theextension isvalid, but the extension is being administered, you
receive reorder tone. Try the merge again later.

— If theextension isinvalid, you receive intercept tone.

— If the system is busy and cannot complete the merge, you receive
reorder tone. Try the merge again later.

— If the telephone has a download status of pending, you receive
reorder tone. You need to change the download status to complete to
successfully complete the TTI merge.

TTI separation from a telephone

To complete a TTI separation, complete the following steps from the telephone
that needs to be separated:

1. Dial theTTI separate FAC.
2. Did the TTI security code.

— If the code is correct, you receive dia tone.

— If the code is not correct, you receive intercept tone.
3. Didl the extension of the telephone to be separated.

— If you have dialed the extension of the telephone currently merged
with this telephone, you receive confirmation tone.

— If you have dialed the extension of the telephone currently merged
with this telephone, but the extension is being administered, you
receive reorder tone. Try the separation again later.

— If you have not dialed the extension of the telephone currently
merged with this telephone, you receive intercept tone.

— If the system is busy and cannot complete the separation, you
receive reorder tone. Try the separation again later.
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Fixing problems

If you are having difficulty using TTI, you may want to review the following
system restrictions:

555-233-506

The TTI Portsfield on the System Capacity screen shows the number of
TTI ports used in aswitch. Thisfield shows only the number of TTI ports
being administered. If a TTI exceeds the maximum number of ports, the
port is not administered and cannot be added. In that case, atelephone
cannot be added.

BRI endpoints are only counted as one TTI port. For example, for every
two BRI endpoints, one TTI port is counted. As such, you can have two
telephones assigned to one port. If either endpoint is administered, the TTI
port count is reduced by 1.

The total number of trandated telephones and Voice TTI portsin a system
islimited to the maximum number of administered telephones supported in
the system. The total number of trandated dataterminalsand Data TTI
portsin asystem is limited to the maximum number of administered data
modules allowed in the system.

Set the TTI State field to voice and then set the TT1 State field to data.
When you use this order, voice and then data, you reduce the chance of a
user trying to use TTI on adata-only terminal that does not have TTI port
translation. This can happen when the number of telephones allowed by the
system is twice the number of dataterminals. For example, if the system
limit for telephonesis 15,000 and 7,500 for data, then when TTI was turned
on for datafirst, only the first 7,500 unadministered ports would get TTI
port trandations.

When TTI is activated for the system, the following actions take place:

— If the TTI Statefield was previously activated but in adifferent state
(such as, avoiceto data state), the old TTI tranglations are removed
and the new ones added on a board by board basis.

— If the TTI State field isset to voice, then default TTI trandations are
generated for every unadministered port on all digital, hybrid, and
analog boards.

— If the TTI State field is set to data, then default TTI trand ations are
generated for every unadministered port on all digital and dataline
boardsin the system.

— Whenever anew digital board isinserted when the system isin TTI
Data mode, or when adigital, hybrid, or analog board is inserted
when the systemisin TTI Voice mode, the unadministered ports on
the board become TTI ports.

— When TTI is deactivated, all translation for the TTI ports are
removed in the system; the ports return to an unadministered state.

Issue4 May 2002 101



Managing phones

Removing phones

Before you physically remove a phone from your system, check the phone's
status, remove it from any group or usage lists, and then delete it from the
system’s memory.

For example, to remove a phone at extension 1234:

1

Type status station 1234 and press RETURN.
The General Status screen appears.

Make sure that the phone:

is plugged into the jack

m isidle (not making or receiving calls)

= has no messages waiting

= has no active buttons (such as Send All Calls or Call Forwarding)
Typelist groups-of-extension 1234 and press RETURN.

The Extension Group Membership screen shows whether the extensionisa
member of any groups on the system.

Press caNcEL.

5. If the extension belongs to a group, access the group screen and delete the

10.

extension from that group.

For example, if extension 1234 belongs to pickup group 2, type change
pickup group 2 and delete the extension from the list.

Typelist usage extension 1234 and press RETURN.
The Usage screen shows where the extension is used in the system.
Press cANCEL.

If the extension appears on the Usage screen, access the appropriate feature
screen and del ete the extension.

For example, if extension 1234 is bridged onto extension 1235, type
change station 1235 and remove the appearances of 1234.

Type change station 1234 and press RETURN.

Delete any bridged appearances or personal abbreviated dialing entries and
press ENTER.
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11. Typeremove station 1234 and press RETURN.

The system displays the station screen for this phone so you can verify that
you are removing the correct phone.

%Tip:
Be sure to record the port assignment for thisjack in case you want to
useit again later.

12. If thisisthe correct phone, press ENTER.

If the system responds with an error message, the phoneis busy or still
belongs to a group. Press cancEL to stop the request, correct the problem,
and enter remove station 1234 again.

13. Remove the extension from voice mail serviceif the extension has a voice
mailbox.

14. Typesave translations and press RETURN t0 save your changes.

Notethat you do not need to del ete the extension from coverage paths. The system
automatically adjusts coverage paths to eliminate the extension.

Now you can unplug the set from the jack and store it for future use. You do not
need to disconnect the wiring at the cross-connect field. The extension and port
address remain available for assignment at a later date.

Once you successfully remove a set, that set is permanently erased from system

memory. If you want to reactivate the set, you have to add it again as though it
were a new phone.

Adding a fax or modem

Connecting afax machine or modem to your system is similar to adding a phone,
with afew important exceptions. If you have not added a phone, you may want to
read “* Adding new phones’’ on page 87.

Because the system does recognize the concept of “fax” or “modem,” you need to
administer these items as basic analog stations. You can merely use the supported
station type 2500 (analog, singleline).

Alternatively, you can create aliases to the 2500 for fax machines and modems. If
you want to be able to create reports that indicate which stations are faxes or
modem, you should create aliases for these items. For more information about
diasing, refer to “*Using an alias’’ on page 92.
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For this example, let’s assume that we have aready defined an aliasfor ‘fax’ asa
2500 and that we now want to add afax machine to extension 4444.

To add afax machine as extension 444, complete the following steps:

1

g b w DN

Adding an

Type add station 4444 and press RETURN.

In the Type field, type fax.

In the Port field, type the port address.

In the Name field, type a name to associate with this fax.
Move to the Data Restriction field and type y.

Entering y in thisfield prevents calls to and from this extension from being
interrupted by tone signals. Thisisimportant for fax machines and modems
as these signal's can disrupt transmissions of data.

In the Distinctive Audible Alert field, typen.

This eliminates the distinct 2-burst ring for external calls, which often
interferes with the auto-answer function on fax machines or modems.

Press ENTER t0 save your changes.

IP Telephone

The 4600-series | P Telephones are physical sets that connect to the MultiVantage
system via TCP/IP.

A CAUTION:

An Avaya | P endpoint can dial emergency calls (for example, 911 callsin the
U.S). It only reaches the local emergency service in the Public Safety
Answering Point area where the telephone systemis located. Please be
advised that an Avaya | P endpoint cannot dial to and connect with local
emergency service when dialing from remote locations. You should not use
an Avaya | P endpoint to dial emergency numbers for emergency services
when dialing from remote locations. Avaya Inc. is not responsible or liable
for any damages resulting from misplaced emergency calls made from an
Avaya endpoint. Your use of this product indicates that you have read this
advisory and agree to use an alternative telephone to dial all emergency
calls from remote locations.
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Before you start

Be sure that your system has been enabled to use |P Telephones. Display the
System-Parameters Customer-Options screen and verify the following field
settings:

s Maximum Concurrently Registered |P Stationsis greater than 0
m |IPSationsfiddisy

m Information has been entered in the fields on the Maximum P
Registrations by Product 1D page

Instructions for adding an IP Telephone

Let’s add an | P telephone at extension 4005.

To assign an extension, complete the following steps:
1. Typeadd station 4005 and press RETURN.
The Station screen appears.

//f STATION

/

Extension: 2345 Lock Messages? n BCC: _
Type: 4620+ Security Code: TN: 1
Port: IP Coverage Path 1: COR: 1
Name : Coverage Path 2: COoS: 1

Hunt-to Station:

STATION OPTIONS

Loss Group: none Personalized Ringing Pattern: 1
Message Lamp Ext: 2345

Speakerphone: 2-way Mute Button Enabled? y

Display Language: english Expansion Module? y

MM Complex Data Ext:

\\\¥ IP SoftPhone? n 4///

In the Type field, type 4620.
2. ThePort field is display-only, and IP appears.

3. Inthe Security Code field, enter a password for the IP phone user.
=>» NOTE:
Although the system accepts a null password, the |P phone will not
work unless you assign a password.

4. PressENTER to save your work.
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Changing from dual-connect to single-connect
IP phones

When you have adual extension phone and you upgrade to a single extension
phone, you can remove the connection that is no longer used for that phone.

To remove the H.323 connection that is no longer needed, first record the media
complex extension number:

1. Typechange station nnnn, where nnnn is the extension number of the
original dual-connect phone that you are replacing with a single-connect
phone.

The Station screen appears.
2. Moveto the Media Complex Extension field.

3. Write down the number in the Media Complex field, then delete the
number from the field.

4. PressENTER to save your changes.
Now remove the extension you recorded. Before you remove an H.323 extension

from your system, check the status, remove it from any group or usage lists, and
then delete it from the system’s memory.

For example, if you wrote down extension 1234 before you removed it from the
Media Complex field on the Station screen, then remove extension 1234 using
these steps:

1. Type status station 1234 and press RETURN.
The General Status screen appears.
2. Make sure that the extension:
m isidle (not making or receiving calls)
m has no messages waiting
m has no active buttons (such as Send All Calls or Call Forwarding)
3. Typelist groups-of-extension 1234 and press RETURN.

The Extension Group Membership screen shows whether the extensionisa
member of any groups on the system.

4. PresscANCEL.

5. If the extension belongs to a group, access the group screen and delete the
extension from that group.

For example, if extension 1234 belongs to pickup group 2, type change
pickup group 2 and delete the extension from the list.

106 Issue4 May 2002 555-233-506



Adding an IP Telephone

Tasks

6.

10.

11

12.

13.

14.

Typelist usage extension 1234 and press RETURN.
The Usage screen shows where the extension is used in the system.
Press cANCEL.

If the extension appears on the Usage screen, access the appropriate feature
screen and delete the extension.

For example, if extension 1234 belongsto hunt group 2, type change hunt
group 2 and delete the extension from the list.

Type change station 1234 and press RETURN.

Delete any bridged appearances or personal abbreviated dialing entries and
press ENTER.

Typeremove station 1234 and press RETURN.

The system shows the station screen for this phone so you can verify that
you are removing the correct phone.

If thisisthe correct phone, press ENTER.
The system responds with command successfully completed.

If the system responds with an error message, the phone is busy or still
belongs to a group. Press canceL to stop the request, correct the problem,
and enter remove station 1234 again.

Remove the extension from voice mail serviceif the extension has avoice
mailbox.

Type save translations and press RETURN t0 save your changes.

Note that you do not need to del ete the extension from coverage paths. The system
automatically adjusts coverage paths to eliminate the extension.

Once you successfully remove the extension, it is permanently erased from
system memory. If you want to reactivate the extension, you haveto add it again
asthough it were new.

Setting up emergency calls on IP phones
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Set up which “calling number” to send to the public safety access point when an
emergency call is placed from an |P phone.
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Instructions

You use the Station screen to set up emergency call handling options for 1P
phones. As an example, we' [l administer the option that prevents emergency calls
from an IP phone.

To prevent an emergency call from an IP phone;

1. Typechange station nnnn and press enter, where nnnn is the extension
of the phone you want to modify.

The station screen appears.

/Z;;nge station 1014 Page 1 of X ‘\\

STATION
Extension: 1014 Lock Messages? n BCC:
Type: Security Code: TN:1
Port: Coverage Path 1: COR: 1
Name : Coverage Path 2:
STATION OPTIONS
Loss Group: 2 Personalized Ringing Pattern: 3
Data Module? n Message Lamp Ext: 1014
Speakerphone: 2-way Mute button enabled? y
Display Language? English Media Complex Ext:
IP Softphone? y
Remote Office Station? n
IP Emergency calls: block

N J

2. Typeblock inthe IP Emergency callsfield and press RETURN to save
your changes.

Fixing problems

Problem Possible causes Solutions

Audio levels can not be The TN802B Medpro Use TN799B or later C-LAN

adjusted. circuit pack isbeing used. | circuit pack and the TN2302 IP
Media Processor
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Adding an IP Softphone

Avaya | P Softphones enable the end user to control telephone calls directly from a
personal computer (PC). An end user can log into your company’s MultiVantage
server remotely and make and receive telephone calls from the telephone
extension.

Avaya | P Softphone supports the following two configurations:
= road-warrior application

You typicaly use this configuration for laptop users who are travelling. In
this configuration, the PC LAN connection carries both the call control
signaling and the voice path. Because voice cals are routed over the
connection to the PC, you'll need a headset connected to the PC or a
handset that plugs into the PC’s sound card, to speak and hear sounds.

» telecommuter application or Avaya P Agent

For the telecommuter or Avaya IP Agent configuration, you make two
separate connectionsto the DEFINITY server. The signaling path is carried
over an IP network and the voice path is carried over the standard
circuit-switched telephone network (PSTN). Since you are using a phone
for audio, you do not need an H.323 PC audio application.

The telecommuter configuration uses the Avaya | P Softphone interface (on
the user’s PC) and a standard phone. The Avaya |P Agent configuration
uses the Avaya | P Agent interface (on the agent’s PC) and a call center
phone, such as a CallMaster.

%Tip:

Use status station to show the part (product) 1D, serial number and the
audio connection method used by existing stations.

Before you start

Be sure that your system has been enabled to use I P Softphones. Display the
System Parameters Customer-Options screen and verify the following field
settings:

s Maximum Concurrently Registered IP Stations is greater than 0
s [P Sationsfieldisy

m Information has been entered in the fields on the Maximum |IP
Registrations by Product ID page

Be sure that your system has a CLAN board and an |P Media Processor board.

Onceyou' re finished administering your MultiVantage system, you need to install
the IP Softphone software on each user’s PC.
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Instructions for adding a road-warrior
application

You can use the road-warrior application when you have only a single telephone
line available to access the MultiVantage system over the |P network.

You also can “take over” an | P phone. Typically you would not have a different
extension for your softphone. When you log in, the softphone takes over the
existing phone extension (turn the DCP or IP phone off). During this time, that
DCPor IP phoneis out of service. Thisis accomplished if, on the Station screen,
the IP Softphonefield isy.

Let’s add aroad-warrior application at extension 3001. Except for single-connect
IP phones, you have to actually administer two extensions for each road-warrior
application. We will first add an H.323 extension at 3000.
To assign an H.323 extension, compl ete the following steps:

1. Typeadd station 3000 and press RETURN.

The Station screen appears.

//;éd station 3000 Page 1 oé\g\
STATION

Extension: 3000 Lock Messages? n BCC: 0
Type: H.323 Security Code: TN: 1
Port: IP Coverage Path 1: COR: 1
Name : Coverage Path 2: cos: 1

Hunt-to Station: Tests? y

STATION OPTIONS
Loss Group: 2

N /

2. Inthe Typefield, enter H.323.

3. PressENTER to save your work.
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Now, you need to administer the phone (DCP) extension. To do so, complete the
following steps:

1. Typeadd station 3001 and press RETURN.

The Station screen appears. Note that you choose to change an existing
DCP extension by using change station nnnn in this step, where nnnn is
the existing DCP extension.

ﬁdd station 3001 Page 1 of 4\
STATION

-

Extension: 3001 Lock Messages? n BCC: 0
Type: 6408D Security Code: * TN: 1
Port: X Coverage Path 1: COR: 1
Name : Coverage Path 2: cos: 1

STATION OPTIONS

Hunt-to Station:

Loss Group: 2 Personalized Ringing Pattern: 1
Data Module? n Message Lamp Ext: 3000
Speakerphone: 2-way Mute Button Enabled? y
Display Language: english

Media Complex Ext: 3000

IP Softphone? y 4///

2. Inthe Typefield, enter the model of phone you want to use, such as 6408D.

3. InthePort field, type x for virtual phone or enter the port number if thereis

hardware.

In the Security Code field, enter the password for this remote user, such as
1234321.

This password can be up to 7 digitsin length.

In the Media Complex Ext field, type 3000.
Thisisthe H.323 extension we just administered.

6. InthelP Softphonefield, typey.

7. On page 2, inthe Service Link Modefield, type as-needed.

8.
9.

Now you can install and configure the software on the user’s PC. In this example,
the user will login by entering their DCP extension (3001) and password
(1234321).

555-233-506

Set thisfield to permanent only for extremely busy remote phone users,
such as call center agents.

In the Multimedia Mode field, type enhanced.
Press ENTER to save your work.
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Fixing problems

Problem Possible causes Solutions

Display charactersonthe | Microsoft Windowsisnot | Set the Microsoft Windows
phone can not be set to use Eurofont operating system to use
recognized. characters. Eurofont.

Instructions for adding a telecommuter
application

Assign this configuration to remote users who have two available phone lines. For
example, to administer atelecommuter application for a home user at extension
3010, complete the following steps:

1. Typeadd station 3010 and press RETURN.
The Station screen appears.
=>» NOTE:
Usethe add station command if thisis anew DCP extension. Use

the change station command for an existing DCP extension and
ignore steps 2 and 3.)

2. Inthe Port field, type x for virtual phone or enter the port number if thereis
hardware.

3. Inthe Security Code field, enter the password for this remote user, such as
1234321.

This password can be up to 7 digitsin length.
4. IntheIP Softphonefield, typey.
5. On page 2, inthe Service Link Mode field, type as-needed.

Set thisfield to permanent only for extremely busy remote phone users,
such as call center agents.

6. Inthe Multimedia Modefield, type enhanced.
7. PressEeNTER to save your work.
Now you can install and configure the software on the user’s PC. In this example,

the user will login by entering their DCP extension (3010) and password
(1234321).
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Related topics

Refer to the ** Internet Protocol (1P) Softphones” on page 1329 for descriptions of
the IP Softphone configurations.

Refer to the online help and to Avaya | P Softphone Overview and Troubleshooting
for customer information on Avaya I P Softphone applications. This document isa
Portable Document Format (PDF) document that is located in the Overview
Document folder on the Avaya | P Softphone CD.

Also refer to Getting Sarted, located on the Avaya | P Softphone CD for more
information on how to install and configure the | P Softphone software.

Setting up remote office

MultiVantage remote office provides | P processing capabilities to traditional call
handling for voice and data between MultiVantage and offices with remote office
hardware. You need to add the remote office information as a node on the
MultiVantage, add extensions, set up the trunk and signaling groups.

Before you start

Be sure the following fields on the Feature Related System Parameters Customer
Options screen are set to y or completed. If not, contact your Avaya
representative.

Maximum Administered Remote Office Trunks
Maximum Administered Remote Office Stations
Product ID registration limit

Remote Office

IP station

ISDN-PRI

[P trunks

MM CH Basic and enhanced for trunks

Also, be sure your remote office hardware isinstalled and administered at the
remote location. You need the following information from the remote

administration:
m |Paddress
s Password
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Adding remote office to Avaya MultiVantage
Solution

In our example, we'll set up aremote office location using Avaya R300 Remote
Office Communicator hardware in our branch office in Santa Fe. We'll add a new
node, and set up the signaling group and trunk group.

Adding a node

Instructions
To add the remote office node to MULTIVANTAGE:
1. Type change node-names | P and press RETURN.

The Node Name screen appears.

//;hange node-names 1ip Page 1 of l‘\\\

IP NODE NAMES

Name IP Address Name IP Address
default o .0 .0 .O
remote office 1 134.23.107.22

Screen 1. |IP Node Names

2. Inthe Namefield, type in aword to identify the node.
In our example, type Remote 6.

3. InthelP addressfield, typeinthe IP address to match the one on the Avaya
R300 administration.

4. Press ENTER to save your changes.
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5. Type add remote office and the number for this remote office, and press
RETURN.

The remote office screen appears.

//;ad remote-office 6 Page 1 of ;\\\

REMOTE OFFICE 6

Node Name: Remote Office 6
Network Region: 22
Location: 1
Site Data: Contact: Joe Smith
Phone: xxXx-yyy-zzz

N /

Screen 2. Remote Office

6. Fill inthefollowing fields:
» Node Name - match the name on the |P Node Names screen.

» Network Region - this must match the network region on the
I P-Interface screen for the circuit packs that connect this remote
office. Use display ip-interfaces to find this information.

m Location - match the one set up on the Location screen for this
remote office.

n Site Data- identify the street address or identifier you want to use
7. PressENTER to save your changes.
%Tip:
Use status remote office to verify that your switch recognizes the remote

office information. It also displays the extensions and signaling group you
administer next.

Setting up atrunk group

You can modify an existing trunk group or add a new one. In our example, we'll
add trunk group 6.
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Before you start

Perform ** Setting up asignaling group’’ on page 116.

To set up the trunk group for your remote office:
1. Typeadd trunk group 6.

The Trunk Group screen appears.

/;;; trunk-group next Page 1 og\;\

TRUNK GROUP

Group Number: 6 Group Type: ISDN CDR Reports: _
Group Name: Remote office 6 COR: _ TN: TAC: 6
Direction: Outgoing Display? _ Carrier Medium: IP
Dial Access? _ Busy Threshold: __ Night Service:
Queue Length: Incoming Destination:
Comm Type: Auth Code? _
Trunk Flash? _
BCC: _ ITC?
TRUNK PARAMETERS
Trunk Type (in/out) : Incoming Rotary Timeout (sec): _
Outgoing Dial Type: Incoming Dial Type:
Disconnect Timing (msec) :
Digit Treatment: Digits:
Sig Bit Inversion: none
Analog Loss Group: Digital Loss Group: __
Incoming Dial Tone? _
Bit Rate: Synchronization: Duplex:
Disconnect Supervision - In? _ Out? _
Answer Supervision Timeout: _ Receive Answer Supervision? _

/

2. Inthe Group typefield, type ISDN.

ISDN-PRI or ISDN-BRI must be y on the System Parameters Customer

Options screen.

3. Inthe TAC field, type in the trunk access code that conformsto your dial

plan.

In the Carrier Medium field, type IP (Medpro).

In the Dial Accessfield, typey.

In the Service type field, type tie.

In the Signaling Group field, type in the signaling group you created.

© N o o &

Press ENTER to save your changes.

Setting up a signaling group

116

Each Remote Office has own listen port and signaling group. Set up a new trunk

group, or use an existing trunk group administered for H.323 signaling.
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Instructions
Set up the signaling group for remote office:
1. Typeadd signaling-group and the number of the group you want to add.

The signaling group screen appears.

///;dd signaling-group 6 Page 1 of 5ﬁ\\\

SIGNALING GROUP

Group Number 6 Group Type: H.323
Remote Office? vy Max Number of NCA TSC:

Max number of CA TSC:
Trunk Group for NCA TSC:
Trunk Group for Channel Selection: 6

Supplementary Service Protocol: _

Near-end Node Name: clan Far-end Node Name: remote office 6
Near-end Listen Port: 5001 Far-end Listen Port:5055
LRQ Required? Calls Share IP Signaling Connection?

RRQ Required? y
Bypass If IP Threshold Exceeded?

Interworking Message:

2. Inthe Group Typefield, type H.323.

3. Inthe Remote Officefield, typey.

4. Inthe Trunk Group for Channel Selection, type the number of the trunk
you set up for the remote office.

5. Inthe Near-end Node Name, identify the node name assigned to the CLAN
that supports the R300.

6. Inthe Far-end Node Name, identify the node name assigned to the CLAN
that supports the R300.

7. Inthe Near-end Listen port, type a port number in the 5000-9999 range.

8. Inthe Far-end Listen Port field, type 1720. See Getting Sarted with the
Avaya R300 Remote Office Communicator for more details.

9. Inthe RRQfield, typey.

10. Tab to the Direct IP-IP Audio Connection field on another page of this
screen and typey.

11. PressENTER to save your changes.
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Setting up remote office on network regions

Now we will set up a network region and show the connections between regions.

Instructions
Set up network region 1:
1. Typechange ip-network-region 1 and press ENTER.
The IP Network Region screen appears.

*\\\

//;;d ip-network-region 1 Page 1 of 2
IP Network Region

Region: 1
Name: Denver main
Audio Parameters
Codec Set:

=

UDP Port Range
Min:
Max:
Diff Serve PHB Value: _ Direct IP-IP Audio Connections? y
IP Audio Hairpinning? _
802.1p.Q Enabled?

\_ _ /

2. Inthe Name field, describe the region you are setting up.

3. Inthe Codec-set field, type the codec-set you want to usein this region.

4. Inthe UDP Port Range, type the range of the UDP port number to be used
for audio transport.

5. Inthe Direct IP-1P Audio Connectionsfield, typey.

6. Moveto page 2 to set up connections between regions and assign codecs
for inter-region connections.

‘\\

//;dd ip-network-region 1 Page 2 of 2
Inter Network Region Connection Management

Region (Group of 32)
12345678901234567890122345%6789012

001-032 1 _ 2

033-064

065-096 _ _ _ _ _ _ _ _ _

097-128 5

129-160

161-192 _ _ _ _ _ _ _ _ _ o ______________

193-224 6

225-250

N /
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The following connections are administered in this example:

m codec-set 2 is used between region 1 and region 4

m codec-set 5 isused between region 1 and region 99

m codec-set 6 is used between region 1 and region 193.
Now you need to assign the region number to the CLAN circuit pack. All the
endpoints registered with a specific CLAN circuit pack belong to the CLAN'’s

region. See Administration for Network Connectivity for Avaya MultiVantage™
Software for more information.

Adding phones to remote office

Be sure the extensions you add fit your dialing plan.

Instructions

1. Typeadd station nnnn and press ENTER, where nnnn is the extension
you are adding.

The station screen appears.

ﬂdd station 6001 Page 1 of x\

N

STATION
Extension: 1014 Lock Messages? n BCC: 0
Type: 8410D Security Code: 1234567 TN: 1
Port: x Coverage Path 1: COR: 1
Name: Remote main Coverage Path 2: Cos: 1

STATION OPTIONS

Map-to Station:
Hunt-to-Station:

Loss Group: _ Personalized Ringing Pattern:
Data Module? n Message Lamp Ext: 6001
Speakerphone: 2-way Mute button enabled? y
Display Language? English
Media Complex EXt:
IP Station? n

Remote Office Phone? y J//

2. Inthe Typefield, typein the model of the phone you are adding.
3. Inthe Port field, type x.

4. Inthe Namefield, identify the phone for your records.
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5. Inthe Security Code field, match the password set up on the Remote Office
administration.

6. Inthe Remote Officefield, typey.
7. Inthe Direct IP-IP Audio Connection field, typeyy.
8. Press ENTER to save your changes.
%Tip:
You can set up a telnet session on your remote office administration program

to verify that the phone is registered. See Getting Sarted with the Avaya
R300 Remote Office Communicator for details.

Location by region

Location by Region provides away to administer location by |P network region.
This allows for the correct date and time information and trunk routing based on
the IP network region.

Before you start

Be sure the following fields on the System Parameters Customer-Options screen

aresettoy.
s [P Stations
m [P Trunks

» Remote Office

Setting up aremote user in a network region
that is correct for their time zone
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Instructions

With your system located in New York and a remote user located in Germany, to
create the correct time zone settings:

1. Typechange locations and press ENTER.
The Locations screen displays.

/g;énge locations Page 1 of ;\\\

LOCATIONS
ARS Prefix 1 Required for 10-Digit NANP Calls? _
Number Name Timezone Daylight-Savings Number Plan
Offset Rule Area Code
1 e — JE— _
2 e — R— —_—
3 e — JE— _
4 R — R— —_—
5 e — JE— _
6 e — R— —_—
7 e — R— —_—
8 e — JE— _
9 R — R— —_—
10 s _ _
11 Germany + _8: _ -
12 s _ _
13 R - o
14 o o o

2. Online 11, inthe Namefield, enter switch associated with the location (for

instance, Germany).

3. Inthe Timezone Offset field, enter + to indicate the time is ahead of the
system time.

4. Inthe Timezone Offset field, enter 08 for the number of hours difference
between this location and system time.

5. Inthe Daylight Savingsfield, enter 1 if this country has daylight savings.

6. PressENTER to save your changes.
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7. Typechange ip-network-map and press ENTER.
The IP Address Mapping screen displays.

/Z;;nge ip-network-map 1 of Xﬁ\\\

IP ADDRESS MAPPING

Subnet
From IP Address (To IP Address or Mask) Region

NS /

8. Inthe From IP Addressfield, enter the IP address for the remote station in
Germany.

9. Inthe To IP Address field, enter the |P address of the remote system.
10. Inthe Subnet or Mask field, enter the subnet mask value of your network.

11. Inthe Region field, enter anumber that is not being used. In this example,
enter 100.

12. PressENTER to save your changes.
13. Typeip-network-region-100 and press ENTER.
The IP Network Region screen displays.

Page 1 of 2ﬁ\\\

//giange ip-network-region 100

IP Network Region
Region: 1
Name :
Audio Parameters Direct IP-IP Audio Connections? n
Codec Set: 1 IP Audio Hairpinning? y
Location: 3
UDP Port Range RTCP Enabled? y
Min: 2048 RTCP Monitor Server Parameters
Max: 65535 Use Default Server Parameters? n
Server IP Address: e
DiffServ/TOS Parameters Server Port:
Call Control PHB Value: RTCP Report Period(secs): _
VoIP Media PHB Value:
BBE PHB Value: Resource Reservation Parameters
RSVP Enabled? y
802.1p/Q Enabled? n RSVP Refresh Rate (secs) :
Call Control 802.1lp Priority: Retry upon RSVP Failure Enabled? y
VoIP Media 802.1p Priority: RSVP Profile: guaranteed-service
802.1Q VLAN:

N J
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14.
15.

16.

In the Name field, enter the location name for familiarity.

In the Location field, enter the number from the Locations screen. In this
example, it was 11.

Press Next Page.
Page 2 (Inter Network Region Connection Management) displays.

//Ehange ip-network-region 100 Page 2 ofgg\\

Region

001-032 1
033-064
065-096
097-128
129-160
161-192

\\3?3—224

12345678901234567890123456789012

Inter Network Region Connection Management

(Group of 32)

/

17.

18.
19.

Notice in the Region column 001-032, that a“1” displays under column 1
indicating that Network Region 100 (Germany) is connected to Network
Region 1 (New York) using Codec Set 1.

In row 001-032, under column 1, enter 1 for New York.

Press ENTER to save your changes.

2420 DCP Telephone

Downloading Firmware to a 2420 DCP

Telephone

You can copy updated application codeinto ACP viaTFTP over aTCP/IP
connection. This eliminates the need to physically remove the telephone and send
it to the factory for the firmware update. Thisfeature is available on all Avaya
MultiVantage platforms.

Before you start

1

555-233-506

Type change node-name ip and press ENTER.
The IP Node Names screen appears.

Administer the TFTP server node name and the local node name (CLAN)
and IP address.

Press ENTER to save your changes.
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4. Typechange ip-interfaces and press ENTER.

The IP Interfaces screen appears.
5. Administer the CLAN ethernet interface or processor CLAN.
6. PressENTER to save your changes.

File Download to the switch

1. Fileisplaced on TFTP server using TFTP, FTP, HTTP or another file
transfer program.

2. Loginto SAT and enter change tftp-server and press ENTER.
The TFTP Server Configuration screen appears.

///7 change tftp-server Page 1 of 1 ‘\\
TFTP Server Configuration

Local Node Name:
TFTP Server Node Name:

TFTP Server Port: 69

File to Retrieve:

File Status:
File Size:
Filename in Memory:

N /

3. Inthe Local Node Name field, enter the valid local node name from the |P
Node Names screen.

The node must be assigned to a CLAN ip-interface or procr (processor
CLAN).

4. Inthe TFTP Server Node Name field, enter the valid TFTP server node
name from the |P Nodes Names screen.

5. Inthe TFTP Server Port field, enter the TFTP server port number from
where the file download begins.

6. Inthe Fileto Retrievefield, enter the name of the file to be retrieved.
7. PressENTER to save your changes.
Thefile transfer begins.

8. Enter display tftp-server and press ENTER to view the status of the file
transfer.

“File download successful” message appears when the file transfer
completes. It aso displaysthe file size and the file name in memory.
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File Download to the 2420 DCP Telephone

Before you start

You must have console permissions to download someone else’s phones.

=>» NOTE:

555-233-506

N

o g~ W

Steps 1 through 3 need be done only once to set up the FAC for file
downloads. Thereafter, start at step 4 to download files.
Type change feature-access-codes and press ENTER.
In the Station Firmware Download Access Code field, enter * 36.
This number can be any valid FAC as defined in the dial plan.
Press ENTER to save your changes.
Take the 2420 DCP phone off-hook.
Dial the Station Firmware Download FAC (for instance, * 36).

Press# if you are dialing from the target station (or dial the phone's
extension to be downloaded).

Place the phone on-hook within 4 seconds after the confirmation tone.

The phone is placed in abusy-out state (not able to make or receive calls)
and displays “Firmware Download in Progress’, the amount of the file
downloaded, and atimer. The phone displays error messages and a success
message before rebooting.

. When the download completes, the phone reboots and is released from the

busy-out state.
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This section provides generic instructions for adding any feature button. Because
you may need more information to decide which feature buttons you want to
assign to auser or group of users, we included the Telephone feature buttons table
in this section. Thistable lists al of the feature buttons that are available on the
Avaya MultiVantage solution.

After the list of feature buttons, we included several procedures that explain how

to set up the specific feature buttons that require specia treatment or
considerations.

Adding feature buttons

Once you add a phone to the system, you can use the station screen to change the
settings for the phone, such as adding or changing feature button assignments. The
system allows you to assign features or functionality to each programmable
button. It is up to you to decide which features you want for each phone and which
feature you want to assign to each button.

=—>» NOTE:
If you have 6400-series phones, your users can administer some of their own
feature buttons. See ** Setting up Terminal Self Administration’’ on page 158
for more information.
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Instructions

To assign feature buttons:

1. Typechange station nnnn and press ENTER, Where nnnn is the extension
for the phone you want to modify.

The Station screen appears.
2. Press NEXT PAGE until you locate the Feature Button Assignment fields.

Some phones have several feature button groups. Make sure that you are
changing the correct button. If you do not know which button on the phone
maps to which button-assignment field, refer to your phone’s manual, or
refer to ** Phone reference’’ on page 1273.

3. Movethe cursor to the field you want to change.
4. Type the button name that corresponds to the feature you want to add.

To determine feature button names, press HELP or refer to'* Telephone
feature buttons’’ on page 129.

5. PresseNTER to save your changes.
Some phones have default assignments for buttons. For example, the following

figure shows that the 8411D includes defaults for 12 softkey buttons. It already
has assignments for features like Leave Word Calling and Call Forwarding.

If you do not use an alias, you can easily assign different features to these buttons
if you have different needs.

If you use an alias you must |eave the default softkey button assignments. The
system allows you to change the button assignments on the screen and the features
work on the alias phone, however the labels on the display do not change.

4 N

STATION
SOFTKEY BUTTON ASSIGNMENTS

lwc-store
lwc-cancel
auto-cback

timer

call-fwd Ext:
call-park
date-time
priority
abr-prog
abr-spchar Char:
abr-spchar Char:
abr-spchar Char:

& B &

[
NHOW®OTIOU A WN R
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Telephone feature buttons

The following table provides descriptions of the feature buttons that you can
administer on multiappearance telephones. It also lists the administrable software
names and recommended button label names. Display buttons support telephones
equipped with alphanumeric displays. Note that some buttons may require 1-lamp
or 2-lamp buttons. Some buttons are not allowed on some systems and on some

phones.

Table 2. Telephone feature buttons

Button name

Button
label

Description

Maximum

abr-prog

AbrvDia
Program

Abbreviated Dialing Program: allows
users to program abbreviated dialing and
autodial buttons or to store or change
numbersin apersonal list or group list
associated with the station.

1 per
station

abr-spchar

AbrvDid
(char)

Abbreviated Dialing Special Character:
allows usersto enter an associated specia
character [~, ~m (mark), ~p (pause), ~s
(suppress), ~w (wait for dia tone), or ~W
(wait forever)] when programming an
abbreviated dialing list entry.

1 each per
station

abrdg-appr
(Ext: )

(extension)

Bridged Appearance of an analog phone:
allowsthe user to have an appearance of a
single-line telephone extension. Assign to
a 2-lamp appearance button.

Dependson
station type

abrv-dial
(List: __
DC:_)

AD

Abbreviated Dialing: dialsthe stored
number on the specified abbreviated
dialing list.

List: specify the list number 1 to 3 where
the destination number is stored

DC: specify the dial code for the
destination number

1 per AD
list per dial
code

abrv-ring

AR

Abbreviated and Delayed Ringing: alows
the user to trigger an abbreviated or
delayed transition for calls alerting at an
extension.
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Table 2. Telephone feature buttons (Continued)

Button name

Button
label

Description

Maximum

ac-darm

AC Alarm

Administered Connection dlarm
notification: allows the user to monitor
when the number of failures for an
administered connection has met the
specified threshold.

1 per
station

aca-halt

Auto-Ckt
Assure

Automatic Circuit Assurance (display
button): allows users of display telephones
to identify trunk malfunctions. The system
automatically initiatesareferral call to the
telephone when a possible failure occurs.

When the user presses ACA Halt, the
system turns off ACA monitoring for the
entire system. The user must press ACA
Halt again to restart monitoring.

1 per
system

account

Acct

Account: alows users to enter Call Detail
Recording (CDR) account codes. CDR
account codes allow the system to
associate and track calls according to a
particular project or account number.

admin

Admin

Administration: allows a user to program
the feature buttons on their 6400-series
telephone.

after-call
Grp.___

After Cal
Work

After Cal Work Mode: allows an agent to
temporarily be removed from call
distribution in order for the agent to finish
ACD-related activities such as completing
paperwork.

Grp: specify the ACD split group number.

1 per split
group

art-agchg

Alert Agent

Alert Agent: indicates to the agent that
their split/skill hunt group changed while
active on acall. This button blinks to
notify the agent of the change.

1 per
station
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
at-frl Alt FRL Alternate Facility Restriction Level 1 per
(FRL): activates or deactivates an system
aternate facility restriction level for the
extension.
ani-requst ANI Automatic Number Identification 1 per
Request Request: allowsthe user to display the station
calling party’ s number from incoming
trunks during the voice state of call. The
trunk must support this functionality.
assist Assist Supervisory Assistance: used by an ACD | 1 per split
(Group: _) agent to place acall to a split supervisor. group
Group: specify the ACD split group
number.
asvn-halt asvn-halt Authorization Code Security Violation 1 per
Notification: activates or deactivates call system
referral when an authorization code
security violation is detected.
atd-gcalls AQC Attendant Queue Calls (display button): 1 per
tracks the number of callsin the attendant | station
group’ s queue and displays the queue
status. Assign this button to any user who
you want to backup the attendant.
atd-gtime AQT Attendant Queue Time (display button): 1 per
tracks the calls in the attendant group’s station
gueue according to the oldest time a call
has been queued, and obtains a display of
the queue status.
aut-msg-wt Message Automatic Message Waiting: associated 1 per
(Ext: ) (name or status lamp automatically lights when an aut-mst-ext
ext #) LWC message has been stored in the
system for the associated extension (can
beaVDN). Thislamp will not light on
the mapped-to physical station for
messages left for virtual extensions.
Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
auto-cback Auto Automatic Call Back: when activated, 1 per
CdlBack alowsinside user who placed acall to a station
busy or unanswered telephone to be called
back automatically when the called
telephone becomes available to receive a
call.
auto-icom Auto (name | Automatic Intercom: places acall to the 1 per group
(Group: ) or ext #) station associated with the button. The per dia
called user receives a unique alerting code
signal, and a status lamp associated with a
Intercom button flashes. Grp: Intercom —
Auto-lcom group number. This extension
and destination extension must bein the
same group.
auto-in AutoIn Auto-In Mode: alows the user to become | 1 per split
(Group: _) automatically availablefor new ACD calls | group
upon completion of an ACD call. Grp:
The split group number for ACD.
auto-wkup Auto Automatic Wakeup (display button): 1 per
Wakeup allows attendants, front-desk users, and station
guests to request a wakeup call to be
placed automatically to acertain extension
(may not be a VDN extension) at a later
time.
autodial Autodial Allows auser to dial anumber that is not
part of astored list.
aux-work Auxiliary Auxiliary Work Mode: removes agent 1 per split
(Group: _) Work from ACD call distribution in order to group
complete non-ACD-related activities.
Grp: The split group number for ACD.
Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum

brdg-appr (extension) | Bridged Call Appearance: provides an Dependson
(Btn: __ appearance of another user’s extension on | station type
Ext: ) this telephone. For example, an assistant
might have a bridged appearance of their
supervisor’s extension. The bridged
appearance button functions exactly like
the original call appearance, for instanceit
indicates when the appearance is active or
ringing.

Y ou can assign brdg-appr buttons only to
2-lamp appearance buttons. Y ou must
indicate which extension and which call
appearance button the user wantsto
monitor at this phone.

btn-view Button Button View: allows usersto view, on the
View phone's display, the contents of any
feature button. Button View does more
than the “View” or “stored-num” feature
button; these only display what is
contained in abbreviated dialing and
autodial buttons.

When the user presses the btn-view button
and then a specific feature button, they see
the feature name and any auxiliary datafor
that button. This allows usersto review
the programming of their feature buttons.

Y ou can assign this soft-key button to any
6400-, 7400-, or 8400-series display
telephone.

Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
busy-ind Busy Busy Indication: indicatesthe busy or idle | 1 per
(TAC/Ext: ) status of an extension, trunk group, TAC/Ext
terminating extension group (TEG), hunt
group, or loudspeaker paging zone. Users
can press the busy-ind button to dia the
specified extension.
Y ou can assign this button to any lamp
button and must specify which Trunk or
extension the user wants to monitor.
call-appr extension Call Appearance: originates or receives Dependson
cals. Assign to a 2-lamp appearance station type
button.
call-disp Return Call | Call Displayed Number (display button): 1 per
initiates a call to the currently displayed station
number. The number may be from aleave
word calling message or anumber the user
retrieved from the Directory.
call-fwd Cal Activates or deactivates Call Forwarding
(Ext: ) Forwarding | All Calls.
call-park Cal Park Allowsthe user to placethe current call in | 1 per
the call park state so it can be retrieved station
from another phone.
call-pkup Call Pickup | Allowsthe user to answer acall that is 1 per
ringing in the user’s pickup group. station
call-timer CTime Used only on the 6400 sets. Allowsusers | 1 per
to view the duration of the call associated | station
with the active call appearance button.
callr-info Cdler Info (display button) Used with Call Prompting | 1 per
to alow usersto display information station
collected from the originator.
Continued on next page
134 Issue4 May 2002 555-233-506



Telephone feature buttons

Table 2. Telephone feature buttons (Continued)

Button name

Button
label

Description

Maximum

cas-backup

CAS
Backup

Centralized Attendant Service Backup:
used to redirect all CAS callsto a backup
extension in thelocal branchif all RLTs
are out-of -service or maintenance busy.
The associated status lamp indicates if
CASisinthe backup mode.

1 per
station

cdrl-arm

CDR1
Failure

CDR Alarm: associated status lamp is
used to indicate that afailurein the
interface to the primary CDR output
device has occurred.

1 per
station

cdr2-arm

CDR 2
Failure

CDR Alarm: associated status lamp is
used to indicate that afailurein the
interface to the secondary CDR output
device has occurred.

1 per
station

cfwd-bsyda

Cal
Forwarding
bsyda (Ext)

Call Forward Busy/Don’t Answer:
activates and deactivates call forwarding
for calls when the extension is busy or the
user does not answer.

check-in

Check In

Check In (display button): changes the
state of the associated guest room to
occupied and turns off the outward calling
restriction for the guest room’ s station.

1 per
station

check-out

Check Out

Check Out (display button): Changes the
state of the associated guest room to
vacant and turns on the outward calling
restriction for the guest room’ s station.
Also clears (removes) any wake-up
reguest for the station.

1 per
station

clk-overid

Clocked
Override

Clocked Manual Override (display
button): used in association with Time of
Day Routing to override the routing plan
in effect for the activating user. The
routing plan is overridden for a specified
period of time.

1 per
station
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
conf-dsp Conference | Allowsauser to display information about | 1 per
Display each party of a conference call. This station
button can be assigned to stations and
attendant consoles.
consult Consult The Consult button allows a covering 1 per
user, after answering a coverage call, to station
call the principal (called party) for private
consultation.
Activating Consult places the caller on
hold and establishes a private connection
between the principal and the covering
user. The covering user can then add the
cdller to the conversation, transfer the call
to the principal, or return to the caller.
cov-chack Coverage Allows a covering party to store aleave 1 per
Callback word calling message for the principal station
(called party).
cov-msg-rt Covr Mgy Coverage Message Retrieva (display 1 per
Retrieve button): places acovering station into the | station
message retrieval mode for the purposes
of retrieving messages for the group.
cpn-blk CPN Block | Blocksthe sending of the calling party 1 per
number for acall. station
cpn-unblk CPN Deactivates calling party number (CPN) 1 per
Unblock blocking and allowsthe CPN to besent for | station
asinglecall.

Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
crss-alert Crisis Crisis Alert (display button): providethis | 1 per
button to the telephones or consoles that station
you want to notify when any user makes 10
: . per
an emergency cal. (Y ou define which system
calls are emergency callson the
AAR/ARS Analysis screen by setting the
Call Typetoalrt.)
After a user receives an alert, they can
press the crss-alert button to disable the
current alert.
If tenant partitioning is active, the
attendants within a partition can receive
emergency notification only from callers
in the same partition.
data-ext Data (data Data Extension: sets up adatacall. May 1 per data-
ext #) be used to pre-indicate a data call or to extension
disconnect adata call. May not beaVDN | group
or ISDN-BRI extension.
date-time Date Time Date and Time (display button): displays | 1 per
the current date and time. Do not assign station
this button to 6400-series display phones
as they normally show the date and time.
delete-msg Delete Delete message (display button): deletesa | 1 per
Message stored message that is currently on the station
display.
dial-icom Dial Icom Dial Intercom: accesses the intercom 1 per group
(Grp: _ ) group assigned to the button. Grp:
Intercom — Dial (Dia Icom) group
number.
did-remove DID DID Remove (display button): allowsDID | 1 per
Remove assignments to be removed. station
did-view DID View DID View (display button): allows DID 1 per
assignments to be displayed and changed. | station
Allows choice between XDID and
XDIDVIP numbers.

Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button name

Button
label

Description

Maximum

directory

Directory

Directory (display button): allows users
with display telephones to access the
system directory, use the touch-tone
buttons to key in a name, and retrieve an
extension from the directory. The
directory contains the names and
extensions that you have assigned to the
telephones administered in your system.

If you assign a directory button, you
should also assign a Next and Call-Disp
button to the phone. These buttons allow
the user to navigate within the directory
and call an extension once they find the
correct one.

Note that Vector Directory Numbers do
not appear in the Directory.

1 per
station

dir-pkup

dir-pkup

Directed call pickup: allows the user to
answer acall ringing at another extension
without having to be amember of apickup

group.

disp-chrg

Display
Charge

Provides your display phone with avisual
display of accumulated charges on your
current telephone call. Used exclusively
outside the U.S. and Canada.

1 per
station

disp-norm

Local/
Normal

Normal (display button): Toggles between
LOCAL display mode (displays time and
date) and NORMAL mode (displays
call-related data). LED off = LOCAL
mode and LED on = NORMAL.

1 per
station

dn-dst

Do Not
Disturb

Places the user in the do not disturb mode.

1 per
station

drop

Drop

Allows usersto drop calls. Users can drop
calls from automatic hold or drop the last
party they added to a conference call.
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Table 2. Telephone feature buttons (Continued)

Button name

Button
label

Description

Maximum

exclusion

Exclusion

Exclusion: allows multiappearance
telephone users to keep other users with
appearances of the same extension from
bridging onto an existing call.

If the user press the ExcLusIioN button
while other users are already bridged onto
the call, the other users are dropped.

There are two means of activating
exclusion.

s Manual Exclusion — when the user
presses the excLusioN button (either
before dialing or during the call).

m Automatic Exclusion — as soon asthe
user picks up the handset. To turn off
Automatic Exclusion during acall, the
user presses the ExcLusion button. To
use Automatic Exclusion, set the
Automatic Exclusion by COSfield to
y on the Feature-Related System
Parameters screen.

1 per
station

ext-dn-dst

Do Not
Disturb Ext

Extension — Do Not Disturb (display
button): used by the attendant console or
hotel front desk display phone to activate
do not disturb and assign a corresponding
deactivate time to an extension.

1 per
station

fe-mute

Far End
Mute for
Conf

Allows auser to mute a selected party on a
conference call. This button can be
assigned to stations and attendant
consoles.

1 per
station
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Table 2. Telephone feature buttons (Continued)

Button name

Button
label

Description

Maximum

flash

Flash

1) Allows a station on atrunk call with
Trunk Flash to send a Trunk Flash signal
tothefar end (e.g., Central Office); 2)
alows a station on aCAS main call to
send a Trunk Flash signal over the
connected RLT trunk back to the branch to
conference or transfer the call.

1 per
station

goto-cover

GoTo
Cover

Go To Coverage: sendsacall directly to
coverage instead of waiting for the called
inside-user to answer. Go to Cover forces
intercom and priority calsto follow a
coverage path.

=—>» NOTE:
Go to Cover cannot be activated for
calls placed to a Vector Directory
Number extension. Go to Cover can
be used to force acall to cover to a
VDN if the called principal hasa
VDN as a coverage point.

1 per
station

grp-dn-dst

Do Not
Disturb Grp

Group Do Not Disturb (display button):
places a group of phonesinto the do not
disturb mode.

1 per
station

grp-page
(Number:__ )

GrpPg

Allows users to make announcements to
groups of stations by automatically
turning on their speakerphones. Number:
The extension of the page group.

headset

Headset

Signals onhook/offhook state changes to
the switch. The green LED ison for
offhook state and off (dark) for onhook
state.

hunt-ns

(Grp: __)

Hunt Group

Hunt-Group Night Service: placesa
hunt-group into night service. Grp: Hunt
group number.

3 per hunt
group
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
in-call-id Coverage The Coverage Incoming Call 1 per
(Type: __ (group #, Identification (ICl) button allows a group-type
Grp: _ ) type, name, | member of a coverage answer group or per group
or ext #) hunt group to identify an incoming call to
that group even though the member does
not have a display telephone.
Inthe Type field, enter ¢ for coverage
answer groups and type of h for a hunt
group. In the Grp field, enter the group
number.
inspect I nspect Inspect (display button): allows users on 1 per
Mode an active call to display theidentification | station
of an incoming call. Inspect also alows
users to determine the identification of
callsthey placed on Hold.
int-aut-an IntAutoAns | Internal Automatic Answer: causes any 1 per
hybrid or digital station to automatically station
answer incoming internal calls.
last-numb LastNumb Last Number Dialed (redial): originatesa | 1 per
Diaed call to the number last dialed by the station
station.
lic-error License License-Error: indicatesamajor License | 1 per phone
Error File alarm. Pressing the button does not 20 per
make the light go out. The button goes out
) system
only after the error is cleared and the (Server
switch returnsto License-Normal Mode. CSI/ Server
Y ou can administer this button on phones )
and attendant consoles.
30 per
system
(Server R)
Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button

Button name label Description Maximum

link-alarm Link Failure | Link Alarm: associated status lamp 8 per

(link# _ ) (link #) indicatesthat afailure hasoccurred on one | station
of the Processor Interface circuit pack data
links. Link: Link number — 1 to 8 for
multi-carrier cabinetsor 1 to 4 for
single-carrier cabinets.

Isvn-halt Login SVN | Login Security Violation Notification: 1 per
activates or deactivatesreferral call when | system
alogin security violation is detected.

Iwc-cancel Cancdl Leave Word Calling Cancel: cancelsthe 1 per

LWC last leave word calling message originated | station
by the user.

Iwc-lock Lock LWC | Leave Word Calling Lock: locks the 1 per
message retrieval capability of thedisplay | station
module on the station.

Iwc-store LWC Leave Word Calling Store: leaves a 1 per
message for the user associated with the station
last number dialed to return the call to the
originator.

major-alrm MajorHdwe | Mgjor Alarm: assign to a status lamp to 1 per

Failure notify the user when major dlarms occur. | station
Major alarms usually require immediate
attention.
man-msg-wt Msg Wait Manual Message Waiting: allowsa None
(Ext: ) (name or multi appearance telephone user to press a
ext #) button on their telephonein order to light
the Manual Message Waiting button at
another telephone.
Y ou can administer this feature only to
pairs of telephones, such as an assistant
and an executive. For example, an
assistant can press the man-msg-wt button
to signal the executive that they have a
call.
Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum

man-overid Immediate Immediate Manual Override (display 1 per
(TOD: ) Override button): allows the user (on a system with | station
Time of Day Routing) to temporarily
override the routing plan and use the
specified TOD routing plan.

TOD: specify the routing plan the user
wants to follow in override situations.

manual-in Manual In Manual-In Mode: prevents the user from 1 per split
(Group: _) becoming available for new ACD calls group
upon completion of an ACD call by
automatically placing the agent in the after
call work mode. Grp: The split group
number for ACD.

mct-act MCT Malicious Call Trace Activation: sendsa
Activation message to the MCT control extensions
that the user wants to trace a malicious
call. MCT activation also starts recording
the call, if your system hasaMCT voice
recorder.

Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button name

Button
label

Description

Maximum

mct-contr

MCT
Control

Malicious Call Trace Control: alowsthe
user to take control of amalicious call
trace request. Once the user becomes the
MCT controller, the system stops
notifying other MCT control extensions of
the MCT request.

=—>» NOTE:
To add an extension to the MCT
control group, you must also add the
extension on the ** Extensions
Administered to have an
MCT-Control Button'’ screen.

When the user presses the MCT Control
button, the system first displays the called
party information. Pressing the button
again displaysthe rest of the trace
information.

The MCT controller must dial the MCT
Deactivate feature access code to release
control.

mf-da-intl

Directory
Assistance

Multifrequency Operator International:
alows usersto call Directory Assistance.

1 per
station

mf-op-intl

CcoO
attendant

Multifrequency Operator International:
allows users to make international callsto
the CO attendant.

1 per
station

mj/mn-alrm

Maj/Minor
Hdwe
Failure

Minor Alarm: assign to a status lamp to
notify the user when minor or major
alarms occur. Minor alarms usually
indicate that only afew trunks or afew
stations are affected.

1 per
station

mm-basic

MM Basic

Multimedia Basic: used to place a
multimedia complex into the “Basic”
mode or to return it to the “ Enhanced”
mode.

1 per
station
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
mm-call MM Call MultimediaCall: usedto indicateacall is | 1 per
to be amultimedia call. station
mm-cfwd MM Multimedia Call Forward: used to activate | 1 per
CallFwd forwarding of multimediacalls as station
multimedia calls, not as voice cals.
mm-datacnf MM Multimedia Data Conference: used to 1 per
Datacnf initiate a data collaboration session station
between multimedia endpoints; requires a
button with alamp.
mm-multnbr MM Indicate that the user wantsto placecalls | 1 per
MultNbr to 2 different addresses using the 2 station
B-channels.
mm-pcaudio MM Switches the audio path from the 1 per
PCAudio telephone (handset or speakerphone) to station
the PC (headset or speakers/microphone).
msg-retr Message M essage Retrieval (display button): places | 1 per
Retrieve the station’ s display into the message station
retrieval mode.
mwn-act Message Message Waiting Activation: lightsa 1 per
Waiting message waiting lamp on an associated station
Act. station.
mwn-deact Message Message Waiting Deactivation: dimsa 1 per
Waiting message waiting lamp on an associated station
Deact station.
next Next Next (display button): steps to the next 1 per
message when the phone’' s display isin station
Message Retrieval or Coverage Message
Retrieval mode. Shows the next name
when the phone' s display isin the
Directory mode.
night-serv Night Serv Night Service Activation: toggles the 1 per
system in or out of Night Service mode. station
Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
noans-alrt RONA Redirection on No Answer Alert: indicates | 1 per split
a Redirection on No Answer timeout has
occurred for the split.
no-hld-cnf No Hold No Hold Conference: can be assigned to 1 per
Conference | al digital station types but not to an station
attendant console.
normal Normal Normal (display button): placesthe 1 per
Mode station’ s display into normal call station
identification mode.
off-bd-alm Off board Off board Alarm: associated status lamp
alarm lightsif an off-circuit pack major, minor,
or warning alarm is active on acircuit
pack. Off-board alarms (loss of signal,
dlips, misframes) relate to problems on the
facility side of the DS1, ATM, or other
interface.
per-COline COLine Personal CO Line: alows the user to 1 per group
(Grp: ) (line#) receive calls directly via a specific trunk.
Grp: CO line group number.
pms-alarm PMS Failure | Property Management System alarm: 1 per
associated status lamp indicates that a station
failurein the PM S link occurred. A major
or minor alarm condition raisesthe alarm.
pr-awu-am Auto Automatic Wakeup Printer Alarm: 1 per
Wakeup associated status lamp indicates that an station
Alm automatic wakeup printer interface failure
occurred.
pr-pms-alm PMS Ptr PMS Printer Alarm: associated status 1 per
Alarm lamp indicatesthat aPM S printer interface | station
failure occurred.
pr-sys-am Sys Ptr System Printer Alarm: associated status 1 per
Alarm lamp indicatesthat asystem printer failure | station
occurred.
Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
print-msgs Print Msgs | Print Messages: allows usersto print 1 per
messages for any extension by pressing station
the button and entering the extension and a
security code.
priority Priority Call | Priority Calling: allows a user to place 1 per
priority calls or change an existing call to | station
apriority call.
g-cdls NQC Queue Calls: associated status lamp 1 per hunt
(Grp: _ ) flashesif a call warning threshold has group per
been reached. Grp: Group number of hunt | station
group.
g-time oQT Queue Time: associated status lamp 1 per hunt
(Grp: _ ) flashesif atime warning threshold has group per
been reached. Grp: Group number of hunt | station
group.
release Release Releases an agent from an ACD call. 1 per
station
ringer-off Ringer Ringer-Cutoff: silencesthe alerting ringer | 1 per
Cutoff on the station. station
rs-alert System The associated status lamp lightsif a 1 per
Reset Alert | problem escalates beyond awarm start. station
rsvn-halt rsvn-halt Remote Access Barrier Code Security 1 per
Violation Notification Call: activates or system
deactivates call referral when aremote
access barrier code security violation is
detected.
scroll Scroll Scroll (display button): alowstheuserto | 1 per
select one of the two lines (alternateswith | station
each press) of the 16-character LCD
display. Only one line displays at atime.
Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
send-calls Send All Send All Calls allows usersto temporarily
(Ext: ) Cadls direct al incoming callsto coverage
regardless of the assigned call-coverage
redirection criteria. Assignto alamp
button.
send-term Send All Send All Calls For Terminating Extension | 1 per TEG
CalsTEG Group: allowsthe user to forward al calls
directed to aterminating extension group.
serv-obsrv Service Service Observing: activates Service 1 per
Observing Observing. Used to toggle between a station
listen-only and alisten-talk mode.
signal Signal Signal: allows the user to use one button 1 per signal
(Ext: ) (name or to manually signal the associated extension
ext #) extension. The extension cannot be a
VDN extension.
ssvn-halt ssvn-halt Toggle whether or not station security 1 per
code violation referrals are made to the station
referral destination.
sta-lock Station Station Lock: when enabled, no outgoing | 1 per
Lock calls can be made from the phone. station
stored-num Stored (display button) Places the station’s 1 per
Number display into the stored number mode. station
stroke-cnt ACD SD Automatic Call Distribution Single Digit 1 per
Stroke Stroke Count: sends a messageto CMSto | station
Count increment a stroke count number.
term-x-gr Term Grp Terminating Extension Group: provides 1 per TEG
(Grp: ) (name or one or more extensions. Calls may be
ext #) received but not originated with this
button. Grp: TEG number.
timer Timer (display button) Starts aclock on the 1 per
station to display elapsed time. station
togle-swap Conf/Trans | Allows auser to toggle between two 1 per
Toggle-Swa | parties before completing aconferenceor | station
p atransfer.
Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button
Button name label Description Maximum
trk-ac-alm FTC Alarm | Facility Test Call Alarm: associated status
lamp lights when a successful Facility
Test Call (FTC) occurs.
trk-id Trunk ID Trunk Identification (display button): 1 per
identifies the tac (trunk access code) and station
trunk member number associated with a
call.
trunk-name Trunk Name | (display button) Displays the name of the | 1 per
trunk as administered on the CASMainor | station
on aswitch without CAS.
trunk-ns Trunk Grp Trunk-Group Night Service: placesa 1 per trunk
(Grp: _ ) trunk-group into night service. Grp: Trunk | group
group number.
verify Verify Busy Verification: allows usersto make 1 per
test calls and verify a station or atrunk. station
vip-chkin VIP VIP Check-in (display button): allows 1 per
Check-in user to assign the XDIDVIP number tothe | station
room extension.
vip-retry VIP Retry VIP Retry: starts to flash when the user 1 per
placesaVIPwakeup cal and continuesto | station
flash until the call is answered. If the VIP
wakeup call is not answered, the user can
pressthe VIP Retry button to drop the call
and reschedule the VIP wakeup call asa
classic wakeup call.
To assign this button, you must have both
Hospitality and VIP Wakeup enabled.
vip-wakeup VIP VIP Wakeup: flasheswhen aVIP wakeup | 1 per
Wakeup reminder call is generated. The user station
presses the button to place apriority (VIP)
wakeup call to a guest.
To assign this button, you must have both
Hospitality and VIP Wakeup enabled.
Continued on next page
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Table 2. Telephone feature buttons (Continued)

Button name

Button
label

Description

Maximum

voa-repeat

V OA repeat

VDN of Origin Announcement. VDN of
Origin Announcement must be enabled.

1 per
station

vu-display
(format: __

ID: )

VuStats #

VuStats Display: allows the agent to
specify adisplay format for the statistics.
If you assign a different VuStats display
format to each button, the agent can use
the buttons to access different statistics.

Y ou can assign this button only to display
phones.

format: specify the number of the format
you want the button to display

ID (optional): specify a split number,
trunk group number, agent extension, or
VDN extension

limited to
the number
of feature
buttons on
the phone

whisp-act

Whisper

Page
Activation

Whisper Page Activation: allows a user to
make and receive whisper pages. A
whisper page is an announcement sent to
another extension who is active on a call
where only the person on the extension
hears the announcement; any other parties
on the call cannot hear the announcement.

The user must have a class of restriction
(COR) that alows intraswitch calling to
use whisper paging.

whisp-anbk

Answerback

Whisper Page Answerback: allows a user
who received awhisper page to respond to
the user who sent the page.

whisp-off

Whisper
Page Off

Deactivate Whisper Paging: blocks other
users from sending whisper pages to this
phone.

work-code

Work Code

Call Work Code: allows an ACD agent
after pressing “work-code” to send up to
16 digits (using the dia pad) to CMS.

1 per
station
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Adding abbreviated dialing lists

Abbreviated dialing is sometimes called speed dialing. It allowsyou to dial a short
code in place of an extension or phone number.

When you dia abbreviated-dialing codes or press abbreviated-dialing buttons,
you access stored numbers from special lists. These lists can be personal (alist of
numbers for an individual phone), group (a department-wide list), system (a
system-wide list), or enhanced numbers (allows for alonger list of numbers). The
version and type of your system determine which lists are available and how many
entries you can have on each list.

=—>» NOTE:
You can designate all group-number lists, system-number lists, and
enhanced-number lists as “privileged.” Calls automatically dialed from a
privileged list are completed without class of restriction (COR) or facility
restriction level (FRL) checking. This allows access to selected numbers
that some phone users might otherwise be restricted from manually dialing.
For example, a user may be restricted from making long-distance calls.
However, you can program the number of a branch office that islong
distanceinto an AD list as privileged. Then, the user can call this office
location using AD, while still being restricted from making other
long-distance calls.

A SECURITY ALERT:
Privileged group-number, system-number, and enhanced-number lists
provide access to number s that typically would be restricted.

Instructions

Asan example, let’s program anew group list:
1. Typeadd abbreviated-dialing group next and press RETURN.

The Abbreviated Dialing List screen appears. In our example, the next
available group list is group 3.

//f ABBREVIATED DIALING LIST \\\

Group List: 3
Size (multiple of 5): _ Program Ext: Privileged? _
DIAL CODE
0l:
02:
03:
04:

N J
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2. Enter anumber (in multiples of 5) in the Size field. This number defines
the number of entries on your diaing list.

For example, if you have 8 phone numbers you want to store in the list,
type 10 in the Sizefield.

3. If you want another user to be able to add numbers to thislist, enter their
extension in the Program Ext field.

For example, if you want the user at 4567 to be able to change group list 3,
enter 4567 in thisfield.

4. Enter the phone numbers you want to store, one for each dial code.
Each phone number can be up to 24 digits long.
5. PressEeNTER to save your changes.

You can display your new abbreviated-dialing list to verify that the information is
correct or print a copy of thelist for your paper records.

Once you define agroup list, you need to define which stations can use the list.
For example, let’s set up station 4567 so it has access to the new group list.

To give station 4567 accessto the group list:
1. Typechange station 4567 and press RETURN.
The Station screen for extension 4567 appears.
2. Press NEXT PAGE t0 get to the Abbreviated Dialing List fields.

///' STATION \\\

SITE DATA
Room: Headset?
Jack: Speaker?
Cable: Mounting?
Floor: Cord Length:
Building: Set Color:

o B 1B

ABBREVIATED DIALING
Listl: group 3 List2: List3:

BUTTON ASSIGNMENTS
1: call-appr
2: call-appr 4:

\\\¥ 3: call-appr 5: 4///

3. Typegroup inany of the List fields and press RETURN.

A blank list number field appears.
4. Type3inthelist number field.

When you assign a group or personal list, you must also specify the
personal list number or group list number.
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5. PressENTER to save your changes.

The user at extension 4567 can now usethislist by dialing the feature access code
for thelist and the dial code for the number they want to dial. Alternatively, you
can assign an abbreviated dialing button to this station that allows the user press
one button to dial a specific stored number on one of their three assigned

abbreviated lists.

Fixing problems

Problem

Possible causes

Solutions

A user cannot
accessadial list.

m The specific list may
not be assigned to the
user’s phone.

1. Typedisplay station nnnn and press
RETURN, Where nnnn is the user’s
extension.

2. Review the current settings of the
Listl, List2, and List 3 fieldsto
determineif the list the user wantsto
access is assigned to their phone.

n |f theuser attemptedto
use a feature access
code to accessthelist,
they may have dialed
the incorrect feature
access code.

1. Typedisplay feature-access-codes
and press RETURN.

2. Verify that the user is dialing the
appropriate feature access code.

n |f theuser attemptedto
press afeature button,
they may have pressed
the incorrect feature
button.

1. Typedisplay station nnnn and press
RETURN, Where nnnn is the user’s
extension.

2. Review the current feature button
assignments to determine if the user
was pressing the assigned button.

n |f theuser attemptedto
press the correct
feature button, the
button may not be set
up correctly.

555-233-506

1. Typedisplay station nnnn and press
RETURN, where nnnn is the user’s
extension.

2. Review the current feature button
assignments to seeif the list number
and dial code are correct.
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Problem Possible causes Solutions

A user s Theuser could be 1. Ask the user what number they dialed
complains that using the wrong dial or button they pressed to determine
using an code. which list and dial code they
abbreviated dial . attempted to call.

lit dials the s Thedial code could be

wrong number.

More information

defined incorrectly.

. Accessthe dialing list and verify that

the number stored for the specific
dial code corresponds to the number
the user wanted to dial. (For example
to access agroup list, type display
abbreviated-dialing group x and
press RETURN, where x isa group list
number.)

. If the user dialed the wrong code,

give them the correct code.

. If the dial codeiswrong, press

CANCEL and use the appropriate
change command to re-access the
abbreviated dialing list. Correct the
number and press ENTER.

There are limits to the total number of abbreviated dialing list entries, the number
of personal dial lists, and the number of group dial liststhat your system can store.
Because of these limitations, you should avoid storing the same number in more
than onelist. Instead, assign commonly dialed numbers to the system list or to a
group list. You can determine the abbreviated dialing storage capacity, by
referring to the System Capacity screen for the abbreviated dialing values
(display capacity).

Related topics

For more information, refer to ** Abbreviated Dialing’’ on page 1333.
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Setting up bridged call appearances

Think of abridged call appearance as a phone (the primary set) with an extension
(the bridged-to appearance). Both phones can be used to call in and out and both
show when alineisin use. A cal to the primary phoneis bridged to a specific
appearance, or button, on the secondary phone. The secondary phoneretainsall its
functions, and a specific button is dedicated as the bridged-to appearance from the
primary phone.

Bridged call appearances have to be assigned to phones with double-lamp buttons,
or lights. The phone types do not need to match, but as much consistency as
possibleis recommended for al phonesin abridged group. When a call comesin
on bridged phones, the buttons assigned to the bridged appearances flash. You can
assign as many bridged appearances as there are line appearances on the primary
phone, and you can assign ringing (alerting) to one or more of the phones.

Instructions

To create a bridged call appearance:
1. Note the extension of the primary phone.

A call to this phone lights the button and, if activated, rings at the
bridged-to appearance on the secondary phone.

2. If you want to use a new phone for the bridged-to extension, duplicate a
station.

For information refer to ** Using templates to add phones’ on page 90.
3. Type change station and the bridged-to extension and press RETURN.

The Station screen appears.

///7 STATION ﬁ\\\
FEATURE OPTIONS

LWC Reception? Auto Select Any Idle Appearance? _
LWC Activation? _ Coverage Msg Retrieval? _
CDR Privacy? _ Auto Answer? _
Redirect Notification? _ Data Restriction? _
Per Button Ring Control? _ Idle Appearance Preference? _
Bridged Call Alerting? _
Active Station Ringing: Restrict Last Appearance?

Data Module?

XID? _ Fixed TEI? _ TEI:
MIM Support? _ Endpt Init? _ SPID: MIM Mtce/Mgt? _
AUDIX Name:
Messaging Server Name: Audible Message Waiting?

Disp Client Redir?
Select Last Used Appearance?

N J
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4. Press NEXT PAGE until Per Button Ring Control appears (digital sets only).

m |f youwant to assign ringing separately to each bridged appearance,
typey.

s If youwant al bridged appearances to either ring or not ring, leave
the default n.

5. Moveto Bridge Call Alerting.

If you want the bridged appearance to ring when acall arrives at the
primary phone, typey. Otherwise, leave the default n.

6. Complete the appropriate field for your phone type.

If. .. Then. ..

your primary phoneisanalog moveto the Line Appearance field and
enter abrdg-appr

your primary phoneisdigital move to the Button Assignmentsfield
and enter brdg-appr
7. PressRETURN.

Btn and Ext fields appear. If Per Button Ring Control is set toy on the
digital screen, Btn, Ext, and Ring fields appear.

///' STATION

/

SITE DATA
Room: Headset? n
Jack: Speaker? n
Cable: Mounting? d
Floor: Cord Length: 0
Building: Set Color:
ABBREVIATED DIALING
Listl: List2: List3:

HOT LINE DESTINATION

Abbreviated Dialing List Number (From above 1, 2 or 3):
Dial Code:

\\\‘ Line Appearance: brdg-appr Btn: Ext: J//

Screen 3. Station screen (analog)
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4 N

STATION
SITE DATA
Room: Headset? n
Jack: Speaker? n
Cable: Mounting: d
Floor: Cord Length: 0
Building: Set Color:
ABBREVIATED DIALING
Listl: List2: List3:
BUTTON ASSIGNMENTS
1: brdg-appr Btn: Ext: Ring:

\\\¥ 1: brdg-appr Btn: Ext: Ring: 4///

Screen 4. Station screen (digital set)

8. Enter the primary phone’s button number that you want to assign as the
bridged call appearance.

This button flashes when a call arrives at the primary phone.
9. Enter the primary phone extension.
10. If the Ring field appears:

m |f youwant the bridged appearance to ring when acall arrives at the
primary phone, typey.

= If you do not want the bridged appearanceto ring, leave the default
n.

11. PressENTER t0 save your changes.

To seeif an extension has any bridged call appearances assigned, type list bridge
and the extension, and press RETURN.

More information

Following are alist of example situations where you might want to use bridged
appearances.

m A secretary making or answering calls on an executive's primary extension

These calls can be placed on hold for later retrieval by the executive, or the
executive can simply bridge onto the call. In al cases, the executive
handlesthe call asif he or she had placed or answered the call. It is never
necessary to transfer the call to the executive.
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Visitor telephones

An executive may have another telephone in their office that is to be used
by visitors. It may be desirable that the visitor be able to bridge onto a call
that is active on the executive's primary extension number. A bridged call
appearance makes this possible.

Service environments

It may be necessary that severa people be able to handle callsto a
particular extension number. For example, several users may be required to
answer callsto ahot line number in addition to their normal functions.
Each user may also be required to bridge onto existing hot line calls. A
bridged call appearance provides this capability.

A user frequently using telephonesin different locations

A user may not spend all of their timein the same place. For thistype of
user, it is convenient to have their extension number bridged at several
different telephones.

Setting up Terminal Self
Administration

Terminal Self-Administration (TSA) allows users to administer some of their own
feature buttons from their telephones. TSA is available only for 6400-series
phones. Users are prompted, viathe telephone’s display, to choose features to
assign to buttons on their tel ephones.

Before you start

To prevent users from changing another user's phone administration, you can
enable the system-wide option that requires users to enter a station security code
before they can administer their phone. To enable this option:

1. Set the Station Security Code for Terminal Self-Administration Required

Instructions

on the Security-Related System Parameters screento .

If you enable this option, the user is prompted for the station security code
when they press the Admin button. The user must enter the security code,
followed by the pound (#) button or the Done softkey.

You need to assign a security code to the user’s Station screen for each user you
want to enable accessto TSA. You aso need to assign the user an Admin feature
button.
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For example, to assign a security code of 12345678 to extension 4234, complete
the following steps:

1. Typechange station 4234 and press RETURN.
The Station screen for extension 4234 appears.
2. Inthe Security Code field, type 12345678.

You should assign unigue security codes for each user. Once you enter the
code and move off the field, the system changes the field to **’ for extra
security.

3. In one of feature button fields, type admin.
You can assign this button to a feature button or a softkey.

4. PressENTER t0 save your changes.

More information

Before a user can enter the TSA Admin mode, their telephone must be completely
idle. After a user presses the Admin button and enters a security code (if
necessary), they are prompted, via the telephone’s display, to choose features to
administer to buttons on their telephone.

The user can add, replace, or delete any of the following feature-button types from
their telephone.

s CDR Account Code

s Automatic Dia

s Blank

s Cadl Forwarding

s Cal Park

s Call Pickup

m Directed Call Pickup

s Group Page

= Send All Calls

s Activate Whisper Page

m  Answerback for Whisper Page

»  Whisper Page Off

End-user button changes are recorded to the switch’s history log so that remote
services can know what translations are changed.
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Fixing problems

160

When atelephone isin the Admin mode, the telephone cannot accept any
calls— thetelephoneistreated asif it were busy. Also, auser cannot make
callswhile in the Admin mode.

Any button state a telephone is in when the telephone enters the Admin
mode stays active while the telephone is in the Admin mode.

ACD agents who wish access to the Admin mode of TSA must be logged
off before pressing the Admin button. If they are not logged off when they
attempt to enter the Admin mode, they receive adenia (single-beep) tone.

Call Forwarding can be active and works correctly in the Admin mode. An
active Call Forwarding button cannot be removed when the telephoneisin
the Admin mode.

Since the telephone must be on-hook to go into the Admin mode, the
Headset On/Off button must be in the OFF position.

A telephone that isin the Admin mode of TSA cannot be remotely
unmerged by the PSA feature.

If auser has Abbreviated and Delayed Ringing active, acall can be silently
ringing at atelephone and the user may not realizeit. Thisringing prevents
the user from entering the Admin mode of TSA.
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Managing your attendant consoles

This section provides an overview to the Avaya attendant consoles. It aso
explains how to add new consoles, remove consoles, and how to set your
system-wide console parameters.

Overview

The attendant console is the main answering position for your organization. The
console operator is responsible for answering incoming calls and for efficiently
directing or “extending” calls to the appropriate phone.
The attendant console aso can allow your attendants to monitor:

m System problems

s toll fraud abuse

m traffic patterns

The number of consoles you can have in your organization varies depending on
your MultiVantage system.

302 attendant consoles

MultiVantage supports the following 302 attendant consoles: the 302A/B, 302C,
and 302D consoles. You may have a basic or enhanced version of these consoles.
Figure 1 on page 162 shows the 302A/B console and Figure 2 on page 163 shows
the 302C console. The next two figures show the button layouts on the Feature
areaand on the optional Selector console.
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U ¢
302bphn1 KLC 051496
Figure Notes
1. Call processing area 8. Volume control buttons
2. Handset 9. Select buttons
3. Handset cradle 10. Console display panel
4. Warning lamps and call waiting lamps ~ 11. Display buttons
5. Call appearance buttons 12. Trunk group select buttons
6. Feature area 13. Lamp Test Switch

7. Trunk group select buttons

Figure 1. 302A and 302B1 attendant console
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Figure Notes

1. Handset 7. Display
2. Handset cradle 8. Select buttons
3. Call processing area 9. Volume control buttons

4., Warning lamps and call waiting lamps 10. Outside-line buttons
5. Outside-line buttons 11. Feature buttons
6. Display buttons 12. Call appearance buttons

Figure 2. 302C attendant console
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Figure 4. Enhanced Selector Console
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302D Console

The 302D console provides the following enhancements to the 302C console;

Modular handset/headset connection

The console accepts a standard RJ11, 4-pin modular handset or headset.
This connection replaces the quarter-inch, dual-prong handset/headset
connection.

Activate/deactivate push-button

You can use the push-button on the left side of the console to activate or
deactivate the console. A message appears on the console identifying that
the button must be pressed to activate the console.

Two-wire DCP compatibility

The console is compatible with two-wire DCP circuit packs only, not
four-wire DCP circuit packs.

Headset volume control
The console can now control the volume of an attached headset.
Noise expander option

The console has circuitry to help reduce background noise during pausesin
speech from the console end of a conversation. This option is normally
enabled.

Support for Eurofont or Katakana character set

The console can show the Eurofont or Katakana character set.
Administration of these character sets must be coordinated with the
characters sent from the switch.

Avaya PC consoles

The Avaya PC Console is a Microsoft Windows-based call handling application
for MultiVantage system attendants. It provides an ideal way to increase your
productivity and to better serve your customers.

PC Console offers all the call handling capabilities of the hardware-based Avaya
302 attendant console with a DXS module, plus several enhanced features and
capabilities. The enhanced features provide you with the ability to see up to six
calls at once, and to handle all calls more efficiently.

PC Console aso provides a powerful directory feature. You are able to perform
searches, display user information, including a photo. You are able to place a call
immediately from the directory.
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And, because PC Console resides on a Windows-based PC, you are able to use
other software applications at the same time. If acall comesin whileyou arein
another application, you are able to handle it immediately.

For more information about the Avaya PC Console, contact your Avaya account
team.

SoftConsole IP Attendant

The SoftConsole is a Windows-based application that can replace the 302B hard
console. The SoftConsoleis similar to PC Console, but it performs call answering
and routing through a PC interface via | P. For more information, contact your
Avaya account team.

Adding an attendant console

166

Usually Avaya connects and administers your primary attendant console during
cutover. However, you might find a need for a second attendant console, such asa
backup consolethat is used only at night. Note that these instructions do not apply
to adding a PC Console or SoftConsole. For more information, refer to the
appropriate console documentation.

To add a night-only attendant console, complete the following steps:
1. Typeadd attendant 2 and press RETURN.

The Attendant Console screen appears.

///7 ATTENDANT CONSOLE 2 ‘\\

Type: 302 Name: operator
Extension: Group: 1 Auto Answer: none
Console Type: night-only TN: 1 Data Module? n
Port: COR: 1 Disp Client Redir? n
coS: 1 Display Language: english

DIRECT TRUNK GROUP SELECT BUTTON ASSIGNMENTS (Trunk Access Codes)
Local Remote Local Remote Local Remote
9:
10:
11:
12:

B w N
w3 o0 u

HUNDREDS SELECT BUTTON ASSIGNMENTS

1: 5: 9: 13: 17:

2: 6: 10: 14: 18:

3: 7: 11: 15: 19:
8:

u: 12: 16: 20: J

2. Inthe Typefield, enter 302.
Thisisthetype of attendant console.
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555-233-506

If you want this attendant to have its own extension, enter onein the
Extension field.

Tip:

% If you assign an extension to the console, the COR and COSthat you
assign on this Console screen override the COR and COSyou
assigned on the Console Parameters screen. To avoid unexpected
behavior, you should assign the same COR and same COS on both
screens.

If you give your attendants an individual extension, users can call the
attendant directly by dialing the extension.

Individual attendant extensions also allow attendants to use features that an
attendant group cannot use — for example, you can assign them to hunt
groups.

In the Console Type field, enter night-only.

Thisindicates how this consoleis used in your organization—as a
principal, day only, night only, or day/night console. You can have only one
night-time console (night only or day/night) in the system.

5. Inthe Port field, enter the port address for this console.

6. Type aname to associate with this console in the Name field.

10.

In the Direct Trunk Group Select Button Assignments fields, enter trunk
access codes for the trunks you want the attendant to be able to select with
just one button.

If you are using the Enhanced Selector console, assign the Hundreds Sel ect
Buttons that you want this console to have.

If you want this console to be able to access extensionsin the range 3500 to
3999, you need to assign them 5 Hundreds Select Buttons: 35 for
extensions 3500 to 3599, 36, 37, 38, and 39.

Assign the Feature Buttons that you want the 302 console to have.
To determine which buttons you can assign to a console, refer to
““ Attendant console feature buttons'’

%Tip:
Feature buttons are not numbered top-to-bottom on the attendant
console, as you might expect. Button numbers map to physical
positions on the console as shown in Figure 3 on page 164.

Press ENTER t0 save your changes.
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Attendant console feature buttons

The following table lists the feature buttons that you can assign to an attendant

console.

Table 3. Attendant console feature buttons

Feature or Recommended | Name Entered on Maximum
Function Button Label Station Screen Allowed Notes
Abbreviated Dialing | AD abrv-dial (List:____ 1 per List/DC | 1
DC._ )
Administered AC Alarm ac-alarm 1
Connection [status
lamp]
Alert Agent of Alert Agent art-agchg 1
Changeto
Split/Skill Hunt
Group
Automatic Call After Call Work | after-call (Grp.No._) | N 2
Distribution (ACD)
Assist assist (Grp. No:_) 1 per split 2
group
Auto In auto-in (Grp. No._) 1 per split 2
group
Auxiliary Work | aux-work (Grp. No._) | 1 per split 2
group
Manual-In manual-in (Grp. No.__) | 1 per split 2
group
Release release 1
Work Code work-code 1
Stroke (0-9) stroke-cnt (Code:_) 1 8
Attendant Console | CW Aud Off cw-ringoff 1
(CalsWaiting)
Attendant Control Cont Act act-tr-grp 1
of Trunk Group
Access (Activate)
Continued on next page
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Table 3. Attendant console feature buttons (Continued)

Feature or Recommended | Name Entered on Maximum
Function Button Label Station Screen Allowed Notes
Attendant Control Cont Deact deact-tr-g 1
of Trunk Group
Access (Deactivate)
Attendant Direct Local TG local-tgs 12 4
Trunk Group Select | Remote TG remote-tgs
Attendant Crisis CrisisAlert crss-alert 1
Alert
Attendant Display Date/Time date-time 1
[display buttons] Inspect Mode inspect 1

Normal Mode normal 1

Stored Number stored-num 1
Attendant Hundreds | Group Select _ hundrd-sel (Grp:_ ) 20 per 5
Group Select console
Attendant Room OccupiedRooms | occ-rooms 1 6
Status Status

Maid Status maid-stat 1 6
Attendant Override | Override override 1
Automatic Circuit ACA aca-halt 1 per system
Assurance
Automatic Wakeup | Auto Wakeup auto-wkup 1
(Hospitality)
Busy Verification Busy Verify verify 1
Cadll Coverage Cover Chack cov-cback 1

Consult consult 1

Go To Cover goto-cover 1
Call Coverage Cover Msg Rt COV-msg-rt 1
[display button]
Call Offer Intrusion intrusion 1
(Intrusion)

Continued on next page
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Table 3. Attendant console feature buttons (Continued)

Feature or Recommended | Name Entered on Maximum
Function Button Label Station Screen Allowed Notes
Call Prompting Caller Info callr-info 1
[display button]
Call Type Call Type type-disp 1
Centralized CAS-Backup cas-backup 1
Attendant Service
Check In/Out Check In check-in 1
(HOSp' tality) Check Out check-out 1
[display buttong]
Class of Restriction | COR class-rstr 1
[display button]
Conference Display | Conference conf-dsp 1
[display button] Display
Demand Print Print Msgs print-msgs 1
DID View DID View did-view 1
Do Not Disturb Do Not Disturb | dn-dst 1
(Hospitality)
Do Not Disturb Do Not Disturb | ext-dn-dst 1
(Hospitality) Ext
[display buttons] Do Not Disturb | grp-dn-dst 1

Grp
Don't Split Don't Split dont-split 1
Emergency Access | Emerg. Access em-acc-att 1
To the Attendant To Attd
Facility Busy Busy (trunk or | busy-ind (TAC/Ext: ) | 1 per !
Indication [status extension#) TAC/Ext.
lamp]
Facility Test Calls FTC Alarm trk-ac-alm 1
[status lamp]
Far End Mute Far End Mutefor | fe-mute 1
[display button] Conf
Group Display Group Display group-disp 1
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Table 3. Attendant console feature buttons (Continued)

Feature or Recommended | Name Entered on Maximum
Function Button Label Station Screen Allowed Notes
Group Select Group Select group-sel 1
Hardware Failure Major Hdwe major-alrm 10 per system
[status lampsg] Failure
Auto Wakeup pr-awu-alm 1
DS1 (facility) dsl-alarm 10 per system
PMS Failure pms-alarm 1
PMS Ptr Alm pr-pms-am 1
CDR 1 Failure cdrl-arm 1
CDR 2 Failure cdr2-alrm 1
SysPtr Alm pr-sys-alm 1
Hold Hold hold 1
Integrated Directory | Integrtd directory 1
[display button] Directory
Incoming Call Coverage in-call-id N
Identification (Group number,
type, name, or
ext.#)
Intrusion (Call Intrusion intrusion 1
Offer)
Leave Word Calling | Cancel LWC Iwc-cancel 1
LWC Iwc-store 1
LeaveWord Calling | Delete Msg delete-msg 1
[display buttons] Next next 1
Call Display call-disp 1
LeaveWord Calling | Msg (name or aut-msg-wt (Ext;__ ) N
(Remote Message extension #)
Waiting) [status
lamp]
Link Failure Link Failure link-alarm 1perLink # 8
(Link No._ ) (Link No._ )

Continued on next page
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Table 3. Attendant console feature buttons (Continued)

Feature or Recommended | Name Entered on Maximum
Function Button Label Station Screen Allowed Notes
Login Security Isvn-halt Isvn-halt 1 per system
Violation
Message Waiting Message mwn-act 1 per system
Waiting Act.
Message mwn-deact 1 per system
Waiting Deact.
Night Service Trunk Grp. NS trunk-ns (Grp. No._ ) 1 per trunk 9
group
PMS Interface PMS display
[display buttons]
Priority Calling Prior Call priority N
Position Busy Position Busy pos-busy 1
Queue Status AQC atd-gcalls 1
Indications (ACD) o
[display buttons] AQT atd-gtime
Queue Status NQC g-calls (Grp:) 1 10
Indications (ACD) . . 10
oQT g-time Grp:_) 1 per hunt
[status lamps] group
Remote Access rsvn-halt rsvn-halt 1 per system
Security Violation
Ringing In Aud Off in-ringoff 1
Security Violation ssvn-halt ssvn-halt 1 per system
Notification Halt
Seria Call Seria Call serial-ca 1
Split/Swap Split-swap split-swap 1 1
System Reset Alert | System Reset rs-aert 1
Alert [status
lamp]
Station Security ssvn-halt ssvn-halt 1 per system
Code Notification
Halt
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Table 3. Attendant console feature buttons (Continued)

Feature or Recommended | Name Entered on Maximum
Function Button Label Station Screen Allowed Notes
Night Service Hunt Group hunt-ns (Grp. No._ ) | 3 per hunt 12
(ACD) group
Time of Day Immediate man-ovrid 1
Routing [display Override
buittons] Clocked clk-overid 1
Override
Timed Reminder RC Aud Off re-ringoff 1
Timer Timer timer 1
Trunk Identification | Trunk-1D trk-id 1
[display button]
Trunk Group Name | Trunk-Name trunk-name 1
[display button]
Visudly Impaired VIS vis 1
Service (VIAS) Console Status con-stat 1
Display display 1
DTGS Status dtgs-stat 1
Last Message |ast-mess 1
Last Operation |ast-op 1
VDN of Origin VOA Repeat voa-repeat 1 12
Announcement
Repeat
VuStats VuStats vu-display 1

N = any number of buttons on the phone can be assigned to this feature. For phone feature
button descriptions, refer to ** Telephone feature buttons’ on page 129.

1. List: List number 1 to 3 where the destination number is stored.
DC: Dia codes of destination number.

2. Grp: The split group number for ACD.

3. Code: Enter a stroke code (0 through 9).

555-233-506
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4. TAC: loca-tgs— TAC of local TG
remote-tgs— (L-TAC) TAC of TG to remote PBX
remote-tgs— (R-TAC) TAC of TG on remote PBX
The combination of |ocal-tgs/remote-tgs per console must not exceed 12 (maximum).
Label associated button appropriately so asto easily identify the trunk group.

© NG

Grp: Enter a hundreds group number (1 through 20).

Enhanced Hospitality must be enabled on the System-Parameters Customer-Options screen.
Ext: May bea VDN extension.

Link: A link number — 1 to 8 for multi-carrier cabinets, 1 to 4 for single-carrier cabinets.

. Grp: A trunk group number.

10. Grp: Group number of the hunt group.
11. Allowsthe attendant to alternate between active and split calls.
12. VDN of Origin must be enabled.

Removing an attendant console

Before you physically remove an attendant from your system, check the
attendant’s status, remove it from any group or usage lists, and then delete it from
the system’s memory.

For example, to remove attendant 3, which also is assigned extension 4345:

1

Type status attendant 3 and press RETURN.
The Attendant Status screen appears.
Make sure that the attendant:
m isplugged into the jack
m isidle (not making or receiving calls)
Typelist usage extension 4345 and press RETURN.
The Usage screen shows where the extension is used in the system.

Press cancEL.

5. If the attendant extension appears on the Usage screen, access the

appropriate feature screen and del ete the extension.

For example, if extension 1234 belongsto hunt group 2, typechange hunt
group 2 and delete the extension from the list.

Typeremove attendant 3 and press RETURN.

The system displays the Attendant Console screen so you can verify that
you are removing the correct attendant.
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7. If thisisthe correct attendant, press ENTER.

If the system responds with an error message, the attendant is busy or still
belongs to a group. Press canceL to stop the request, correct the problem,
and enter remove attendant 3 again.

8. Remove the extension from voice mail serviceif the extension has avoice
mailbox.

9. Typesave translations and press RETURN to save your changes.

Note that you do not need to del ete the extension from coverage paths. The system
automatically adjusts coverage paths to eliminate the extension.

Now you can unplug the console from the jack and store it for future use. You do

not need to disconnect the wiring at the cross-connect field. The extension and
port address remain available for assignment at alater date.

Setting console parameters

You can define system-wide consol e settings on the Console Parameters screen.

For example, if you want to warn your attendants when there are more than 3 calls
in queue or if acall waits for more than 20 seconds, complete the following steps:

1. Typechange console-parameters and press RETURN.

The Consol e Parameters screen appears.

/g;énge console-parameters Page 1 of ;\\

CONSOLE PARAMETERS
Attendant Group Name: OPERATORS
COSs: 0 COR: 0
Calls in Queue Warning: 3 Attendant Lockout? y
Ext Alert Port (TAAS):
CAS: none

SAC Notification? n Night Service Act. Ext.:
IAS (Branch)? n IAS Tie Trunk Group No.:
IAS Att. Access Code: Alternate FRL Station:
Backup Alerting? n DID-LDN Only to LDN Night Ext? n
TIMING
Time Reminder on Hold (sec): 10 Return Call Timeout (sec): 10
Time in Queue Warning (sec): 20
INCOMING CALL REMINDERS
No Answer Timeout (sec): 20 Alerting (sec): 40

Secondary Alert on Held Reminder Calls? y
ABBREVIATED DIALING
Listl: group 1 List2: List3:

COMMON SHARED EXTENSIONS
Starting Extension: Count:

N J
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2. Inthe Cdlsin Queue Warning field, enter 3.

The system lights the consol€'s second call waiting lamp if the number of
calls waiting in the attendant queue exceeds 3 calls.

3. Inthe Time in Queue Warning field, enter 20.

The system issues areminder tone if a call waits in the attendant queue for
more than 20 seconds.

4. PressENTER to save changes.

Note that some of the settings on the individual Attendant screens can override
your system-wide settings.

Providing backup for an attendant

MultiVantage allows you to configure your system so that you have backup
positions for your attendant. Attendant Backup Alerting notifies backup
telephones that the attendant need assistance in handling calls. The backup
telephones are aerted when the attendant queue reaches the queue warning level
or when the console isin night service.

Once abackup telephone receive an aert, the user can dial the Trunk Answer Any
Station (TAAYS) feature access code to answer the alerting attendant calls.

%Tip:

You can find more information about attendant backup in the GuestWorks
Technician Handbook.

Before you start

= You can assign the attendant backup aerting only to multiappearance
telephones that have a client room class of service (COS) set to No. For
more information, refer to ** Class of Service’’ on page 650.

» |If you have not yet defined a Trunk Answer Any Station (TAAS) feature
access code, you need to define one and provide the feature access code to
each of the attendant backup users. For moreinformation, refer to *“ Feature
Access Code'’ on page 752.
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Instructions

To enable your system to alert backup stations, you need to administer the
Console Parameters screen for backup aerting. You also need to give the backup
phones an attendant queue calls feature button and train your backup users how to
answer the attendant calls.

To configure the system to provide backup alerts and to setup extension 4345 to
receive these alerts, complete the following steps:

1

6.

Type change console-parameters and press RETURN.
The Consol e Parameters screen appears.

In the Backup Alerting field, enter y.

Press ENTER to save changes.

The system will now notify anyone with an attendant queue calls button
when the attendant queue reaches the warning level or when the consoleis
in night service.

Type change station 4345 and press RETURN.
The Station screen appears.
In one of the Button Assignment fields, enter atd-qcalls.

The atd-gcalls button provides the visual aerting for this telephone. When
this button is dark (idle state), there are no callsin the attendant queue.
When the button shows a steady light (busy state), there are callsin the
attendant queue. When button shows a flashing light (warning state), the
number of callsin the attendant queue exceeds the queue warning. The
backup-telephone user also hears an alerting signal every 10 seconds.

Press ENTER t0 save changes.

Now you need to train the user how to interpret the backup alerting and give them
the Trunk Answer Any Station (TAAS) feature access code so that they can
answer the attendant calls.
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Displaying caller information

This chapter provides information on the messages that appear on the read-out
screen on display phones.

Your system uses automatic incoming call display to provide information about
incoming calls to adisplay phone that isin use, or activeon acall. The
information is displayed for 30 seconds on all phones except for CALLMASTER
phones, where the display goes blank after 30 seconds. However, the information
for each new call overrides the existing message.

Call information appears on the display only if the call terminates at the phone.
For example, if the call isforwarded to another extension, no call information

appears.
Refer to ** Telephone Displays’ on page 1712 for more information on the buttons
and languages you can set up for the messages that appear on the display.

Displaying ANI calling party
information

Calling party information may consist of either abilling number that sometimesis
referred to as Automatic Number Identification (ANI), or acalling party number.
Your phone may display the calling party number and name, or the incoming
trunk group name.
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Instructions

Let’'s set up tie trunk group 10 to receive calling party information and display the
calling party number on the phone of the person called.

=>» NOTE:

These instructions are for collecting ANI in the U.S. Refer to ** Automatic
customer telephone rearrangement’” on page 1376 for information on ANI

administration outside the U.S.

1. Typechange trunk group 10.

The Trunk Group screen for trunk group 10 appears.

TRUNK GROUP

-

\\\?nswer Supervision Timeout: 0_

Group Number: 10 _ Group Type: tie CDR Reports: r
Group Name: Nodel to Node3 COR: 10 T™N: _ TAC: *10__
Direction: two-way Outgoing Display? n Trunk Signaling Type:
Dial Access? n Busy Threshold: 99_ Night Service:
Queue Length: Incoming Destination: 2000 _
Comm Type: voice Auth Code? n
Trunk Flash? n
BCC: _ ITC?
TRUNK PARAMETERS
Trunk Type (in/out): auto/auto-incorrect Incoming Rotary Timeout (sec): 5
Outgoing Dial Type: Incoming Dial Type: tone
Disconnect Timing(msec): 500
Digit Treatment: Digits:
Sig Bit Inversion: none
Incoming Dial Tone? y
Disconnect Supervision - In? y Out? n

Receive Answer Supervision? y

J

2. Typetone inthe Incoming Dia Typefield.

3. PressNexT PAGE and type *ANI*DNIS in the Incoming Tone (DTMF) ANI

field.

4. PressENTER to save your changes.

Displaying ICLID Information

Your switch collects the calling party name and number (Incoming Call Line
Identification, or ICLID) received from the central office (CO) on analog trunks.
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Before you start

Besure Analog Trunk Incoming Call ID field isset toy on the System-Parameters

Customer-Options screen.

Refer to the Avaya MultiVantage™ Hardware Solutions Guide for information on

the required circuit pack.

Instructions

Let’s set up the analog diod trunk group 1 to receive calling party information and

display the calling party number on the phone of the person called.
1. Typechange trunk group 1.

The Trunk Group screen for trunk group 1 appears. The Group Typefieldis

aready set to diod.
2. Press NEXT PAGE to display the Trunk Features page.

change trunk-group 1
TRUNK GROUP
TRUNK FEATURES
ACA Assignment? n Measured: none

Page 2 of<;\\

Maintenance Tests? y

Data Restriction? n
Suppress # Outpulsing? n

Receive Analog Incoming Call ID: Bellcore

Incoming Tone (DTMF) ANI: no

J

3. TypeBellcore in the Receive Analog Incoming Call 1D field.

4. PressNEXT PAGE to display the Administrable Timers section.

change trunk-group 1
TRUNK GROUP
ADMINISTRABLE TIMERS
Incoming Disconnect (msec): 500
Incoming Dial Guard(msec): 70
Incoming Seizure (msec
Flash Length(msec): 540 Incoming Incomplete Dial Alarm (sec
END TO END SIGNALING
Tone (msec): 350 Pause (msec): 150

Page 3 oft:\

): 120
) : 255

5. Type 120 in the Incoming Seizure (msec) field.

6. PressENTER to save your changes.
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Changing t

he display language

This section explains how to change the display language.

Before you start

Instructions

Make sure the Display Character Set field on the System Parameters
Country-Options screen is set to the character type you want to display.
Thisfieldis set by Avaya

=>» NOTE:
Note: If you change the Display Character Set field to Roman after
you have administered non-Roman characters, you must change the
display field values back to Roman characters on each administrable
language display screen. Refer to *“ Feature information displays” on
page 1719 for more information.

Be sure the type of phone your company uses supports the characters you
want to display. Each character set requires specific phones. Call your
Avaya representative for details.

Let’s change the display message language to German for the user at attendant

CcoNnso

le 1, a40-character display model. Also change the “transfer compl eted”

message from English to German.

1

Type change attendant 1 and press ENTER.

The Attendant Console screen appears.

/é;énge attenda

Type:
Extension:
Console Type:
Port:

DIRECT TRUNK G
Local Remo

: 9

: 82

B W N R

HUNDREDS SELEC

nt 1 Page 1 of 5\\\

ATTENDANT CONSOLE 1

console Name: Gunther
1000 Group: 1 Auto Answer: none
principal TN: 1 Data Module? n
01cCl1io06 COR: 1 Disp Client Redir? n
cos: 1 Display Language: user-defined

ROUP SELECT BUTTON ASSIGNMENTS (Trunk Access Codes)
te Local Remote Local Remote
9:
10:
11:
12:

w J o0 u

T BUTTON ASSIGNMENTS

1: 5: 9: 13: 17:
2: 6: 10: 14: 18:
3 7: 11: 15: 19:
4 8 12: 16: 20:
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2. Typeuser-defined in the Display Language field.

=>» NOTE:
If “user-defined” is selected for the display language and no
trandations are defined on the Language Translation screens, all
display messages appear as a string of asterisks.
3. PressENTER to save your changes.
4. Typechange display-language transfer-conference and press ENTER.

The Language Trand ations screen for Transfer Completed appears.

change display-language transfer-conference Page 1 of 3
Language Translations

1. English: Transfer completed.
Translation: abtretung abgeschlossen

5. Type abtretung abgeschlossen inthe Trandation field and pressenTer
to save your changes.

Tip:

% To include European, Katakana, or Ukrainian fonts in your display
message, use a tilde (~) before and after a Roman character that
maps to the character you wish to display. For example, type ~i~ to
create the character ain your German display messages. Refer to
“Mapping enhanced display characters’ on page 1740 for character
Set maps.

Related topics

Refer to ** Telephone Displays’ on page 1712 more information about choosing
the language for messages on your display phones and for mapping US English to
Cyrillic (for Russian), Katakana (for Japanese) European, or Ukrainian characters.

Refer to ** System Parameters Country-Options’’ on page 1112 for more

information about and field descriptions on the System Parameters
Country-Option screen.
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Fixing problems

Setting up directory buttons

Symptom Cause and Solution

Charactersthat display are | Thisfeatureis case sensitive. Check the tableto
not what you thought you make sure that you entered the right case.
entered.

Y ou entered “~c”, and “*” Lower-case“c” has a specific meaning in the
appears on the display MultiVantage system, and therefore cannot be
instead. mapped to any other character. An asterisk “*”

appearsin its place.

Y ou entered “~->" or “~<-"
and nothing appears on the

display.

These characters do not exist as single keys on
the standard US-English keyboard. Therefore
the system is not programmed to handle them.

Enhanced display characters
appear in fields that you did
not update.

If an existing display field contains atilde (~)
followed by Roman characters, and you update
and submit that screen after thisfeatureis
activated, that field will display the enhanced
character set.

Nothing displays on the
terminal at all.

Some unsupported terminals do not display
anything if a specia character is presented.
Check the model of display terminal that you
are using.

Y ou entered acharacter with
adescender and part of it
appears cut off in the

display.

Some of the unused charactersin Group2ahave
descenders that do not appear entirely within
the display area. These characters are not
included in the character map. For these
characters (g,j,p,q.,y), use Groupl equivalents.
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Your switch directory contains the names and extensions that are assigned on each
station screen. Display-phone users can use a phone button to access the
directory, use the touch-tone buttons to key in a name, and retrieve an extension
from the directory.

555-233-506



Setting up directory buttons

Instructions

Let's assign directory phone buttons for extension 2000. Our button assignment
planisset up so that phone buttons 6, 7, and 8 are used for the directory.
Remember, the name you type in the Name field on the first page of the station
screen is the name that appears when the directory is accessed on a phone display.

1. Typechange station 2000.
The Station screen for extension 2000 appears.

2. Moveto the Button Assignments section.

///7 Page 3 of X ‘\\

STATION
SITE DATA
Room: Headset? n
Jack: Speaker? n
Cable: Mounting: d
Floor: Cord Length: 0_
Building: Set Color:
ABBREVIATED DIALING
Listl: List2: List3:
BUTTON ASSIGNMENTS
1: call-appr 5:
2: call-appr 6: directory
3: call-appr 7: next
\\j: call-appr 8: call-display 4///
3. In Button Assignment field 6, type directory.
4. In Button Assignment field 7, type next.
5. In Button Assignment field 8, type call-display.
6. PressENTER to save your changes.
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Handling incoming calls

Setting up basic call coverage

This chapter shows you how to set up call coverage for incoming calls to be sure
that incoming calls are answered when the called party is not available.

Basic incoming call coverage:

m providesfor automatic redirection of callsto alternate destinations when
the called party is not available or not accepting calls

s providesthe order in which Avaya MultiVantage redirects callsto aternate
phones or terminals

m establishes up to 6 aternate termination points for an incoming call

m establishes redirection criteriathat govern when acall redirects

» redirects callsto alocal telephone number (extension) or an off-switch
telephone number (public network)

Call coverage allows an incoming call to redirect from its original destination to
an extension, hunt group, attendant group, uniform call distribution (UCD) group,
direct department calling (DDC) group, automatic call distribution (ACD) split,
coverage answer group, AUDIX, or vector for a station not accepting calls.
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Administering system-wide call coverage
characteristics

This section shows you how to set up system-wide call coverage characteristics
that govern how coverage is handled.

Instructions

The System-Parameters Call Coverage/ Call Forwarding screen sets up the global
parameters which direct the switch on how to act in certain situations.

1. Leaveall default settings as they are set for your system.

2. If you desire to customize your system, carefully read and understand each
field description before you make any changes.

Refer to ** System Parameters Call Coverage/ Call Forwarding’’ on page
1104 for more information.

Related topics
Refer to ** Covering calls redirected to an off-site location’” on page 191 for more

information on redirecting calls.

Creating coverage paths

This section explains how to administer varioustypes of call coverage. In genera,
call coverage refers to what happens to incoming calls. You can administer paths
to cover all incoming calls, or define paths for certain types of calls, such ascalls
to busy phones. You can define where incoming calls go if they are not answered
and in what order they reroute to other locations. For example, you can define
coverage to ring the called phone, then move to areceptionist if the call is not
answered, and finally access a voice mailbox if the receptionist is not available.

With call coverage, the system redirects a call to alternate answering extensions
when no one answers at the first extension. An extension can have up to 6
aternate answering points. The system checks each extension in sequence until
the call connects. This sequence of alternate extensionsis called a coverage path.

The system redirects calls based on certain criteria. For example, you can have a
call redirect to coverage without ever ringing on the principal set, or after acertain
number of rings, or when one or al call appearances (lines) are busy. You can set
coverage differently for internal (inside) and externa (outside) calls, and you can
define coverage individually for different criteria. For example, you can decide
that external calls to busy phones can use the same coverage asinternal callsto
phones with Do Not Disturb active.
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Instructions
To create a coverage path:
1. Typeadd coverage path next and press RETURN.

The Coverage Path screen appears. The system displays the next undefined
coverage path in the sequence of coverage paths. Our example shows
coverage path number 2.

///' COVERAGE PATH ‘\\\

Coverage Path Number: 2

Hunt After Coverage: n
Next Path Number: Linkage:
COVERAGE CRITERIA
Station/Group Status Inside Call Outside Call

Active? n n
Busy? Y Y
Don’t Answer? v y Number of Rings: 3
All? n n
DND/SAC/Goto Cover? y vy

COVERAGE POINTS
Terminate to Coverage Pts. with Bridged Appearance? n

Pointl: Point2: Point3:
Point4: Point5: Pointé:

N\ - Y,

2. Type acoverage path number in the Next Path field.

The next path is optional. It is the coverage path to which calls are
redirected if the current path’s coverage criteria does not match the call
status. If the next path’s criteria matches the call status, it isused to redirect
the call; no other path is searched.

3. Fill in the Coverage Criteriafields.

You can see that the default setsidentical criteriafor inside and outside
calls. The system sets coverage to take place from a busy phone, if thereis
no answer after a certain number of rings, or if the DND (do not disturb),
SAC (send dl calls), or Go to Cover button are pressed or feature-access
codes are diaed.

4. Fill in the Point fields with the extensions, hunt group number, or coverage
answer group number you want for coverage points.

Each coverage point can be an extension, hunt group, coverage answer
group, remote number, or attendant.

5. PressENTER to save your changes.
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Tip:

% If you want to see which extensions or groups use a specific coverage path,
type display coverage sender group n, where n is the coverage path
number. For example, you should determine which extensions use a
coverage path before you make any changesto it.

Assigning a coverage path to users

Now assign the new coverage path to a user. For example, let’s assign this new
coverage path to extension 2054.

=>» NOTE:

A coverage path can be used for more than one extension.

Instructions
To assign a coverage path:
1. Typechange station 2054 and press RETURN.

The Station screen for extension 2054 appears.

4 N

STATION

Extension: 2054 Lock Messages? n BCC: 0
Type: 7406D Security Code: TN: 1
Port: Coverage Path 1: 2 COR: 1
Name : Coverage Path 2: COS: 1

Hunt-to-Station:
STATION OPTIONS
Data Module? n Personalized Ringing Pattern: 1
Display Module? n Message Lamp Ext:

\\\¥ MM Complex Data Ext:

2. Type 2 inthe Coverage Path 1 field.

To give extension 2054 another coverage path, you can type a coverage
path number in the Coverage Path 2 field.

3. PressEeNTER to save your changes.

Related information

“ Assigning coverage options’ on page 357
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Setting up advanced call coverage

Advanced incoming call coverage:
m redirects calls based on time-of-day
m alowscoverage of callsthat are redirected to sites not on the local switch

m alows usersto change back and forth between two coverage choices
(either specific lead coverage paths or time-of-day tables).

Covering calls redirected to an off-site
location

You can provide coverage for callsthat have been redirected to an off-sitelocation
(for example, your home). This capability, called Coverage of Calls Redirected
Off-Net (CCRON) allows you to redirect calls onto the public network and bring
back unanswered calls for further coverage processing.

Before you start

m  On the System-Parameters Customer-Options screen, verify the Coverage
of Calls Redirected Off-Net Enabled field isy. If not, contact your Avaya
representative.

m You need cal classifier portsfor al situations except ISDN end-to-end
signaling, in which case the ISDN protocol doesthe call classification. For
all other cases, use one of the following:

— Tone Clock with Call Classifier - Tone Detector circuit pack. Refer
to Avaya MultiVantage™ Hardware Solutions Guide for more
information on the circuit pack.

— Call Classifier - Detector circuit pack.

Instructions
To provide coverage of calls redirected to an off-site location:

1. Typechange system-parameters coverage-forwarding and press
RETURN.

The System Parameters Call Coverage/ Call Forwarding screen appears.

555-233-506 Issue4 May 2002 191



Handling incoming calls

SYSTEM PARAMETERS -- CALL COVERAGE / CALL FORWARDING

COVERAGE OF CALLS REDIRECTED OFF-NET (CCRON)
Coverage of Calls Redirected Off-Net Enabled?
Activate Answer Detection (Preserves SBA) On Final CCRON Cvg Point?
Ignore Network Answer Supervision?
Immediate Redirection On Receipt Of PROGRESS Inband Information?

B BN

2. Inthe Coverage of Calls Redirected Off-Net Enabled field, typey.

Thisinstructs Avaya MultiVantage to monitor the progress of an off-net
coverage or off-net forwarded call and provide further coverage treatment
for unanswered calls.

3. Inthe Activate Answer Detection (Preserves SBA) On Final CCRON Cvg
Point field, leave the default as y.

4. Inthe lgnore Network Answer Supervision field, leave the default as n.

5. Inthe Immediate Redirection On Receipt Of PROGRESS Inband
Information field, leave the default asn.

6. PressENTER to save your changes.

Defining coverage for calls redirected to
external numbers

You can administer the system to alow callsin coverage to redirect to off-net
(external) or public-network numbers.

Standard remote coverage to an external number allows you to send acall to an
external phone, but does not monitor the call once it leaves your system.
Therefore, if the call isbusy or not answered at the external number, the call
cannot be pulled back to the system. With standard remote call coverage, makethe
external number the last coverage point in a path.

With newer systems, you may have the option to use the Coverage of Calls
Redirected Off-Net feature. If thisfeature is active and you use an external
number in a coverage path, the system can monitor the call to determine whether
the external number is busy or does not answer. If necessary, the system can
redirect a call to coverage points that follow the external number. With this
feature, you can have a cal follow a coverage path that starts at the user’s
extension, redirects to the user’s home phone, and if not answered at home,
returns to redirect to their voice mail box.

The call will not return to the system if the external number isthelast point in the
coverage path.
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To use aremote phone number as a coverage point, you need to define the number
in the Remote Call Coverage Table and then use the remote code in the coverage
path.

Instructions
For example, to add an external number (303-538-1000) to coverage path 2:
1. Typechange coverage remote and press RETURN.

The Remote Call Coverage Table appears.

///r REMOTE CALL COVERAGE TABLE ﬁ\\\

0l: 93035381000 16: 31:
02: 17: 32:
03: 18: 33:
04 : 19: 34:
05: 20: 35:
06: 21: 36:
07: 22: 37:
08: 23: 38:
09: 24: 39:
10: 25: 40:
11: 26: 41:
12: 27: 42:
13: 28: 43:
14: 29: 44 :
15: 30: 45:

N /

2. Type 93035381000 in one of the remote code fields.

If you use adigit to get outside of your network, you need to add the digit
before the external number. In this example, the system requiresa ‘9’ to
place outside calls.

3. Besureto record the remote code number you use for the external number.
In this example, the remote code is r01.

4. PressENTER t0 save your changes.

5. Type change coverage path 2 and press RETURN.
The Coverage Path screen appears.
%Tip:

Before making changes, you can use display coverage sender
group 2 to determine which extensions or groups use path 2.
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-

N

COVERAGE CRITERIA
Station/Group Status Inside Call Outside Call

Active? n n
Busy? Y Y
Don’t Answer? Y y Number of Rings: 2
All? n n
DND/SAC/Goto Cover? vy vy

COVERAGE POINTS

Terminate to Coverage Pts. with Bridged Appearance? n

COVERAGE PATH

Coverage Path Number: _
Hunt After Coverage: y
Next Path Number: Linkage:

Pointl: 4101 Point2: ril Point3: h77
Point4: Point5: Pointé:

J

6. Typerlinacoverage Point field.

In this example, the coverage rings at extension 4101, then redirects to the
external number. If you administer Coverage of Calls Redirected Off-Net
and the external number is not answered or is busy, the call redirectsto the
next coverage point. In this example, the next point is Point 3 (h77 or hunt
group 77).

If you do not have the Coverage of Calls Redirected Off-Net feature, the
system cannot monitor the call once it leaves the network. The call ends at

the remote coverage point.

7. PressENTER to save your changes.

Related topics

Refer to ** Call Coverage’’ on page 1416 for more information on coverage.

Defining time-of-day coverage

The Time of Day Coverage Table on your system lets you redirect callsto
coverage paths according to the time of day and day of the week when the call
arrives. You need to define the coverage paths you want to use before you define

the time of day coverage plan.

For example, let’s say you want to administer the system so that incoming callsto
extension 2054 redirect to a coworker in the office from 8:00 am. to 5:30 p.m.,
and to a home office from 5:30 p.m. to 8:00 p.m. on weekdays. You want to
redirect the calls to voice mail after 8:00 p.m. weekdays and on weekends.
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Instructions
To set up atime-of-day coverage plan that redirects calls for our example above:
1. Typeadd coverage time-of-day next and press RETURN.

The Time of Day Coverage Table screen appears and the selects the next
undefined table number in the sequence of time-of-day table numbers. If
thisisthe first time-of-day coverage plan in your system, the table number

isl.
//' TIME OF DAY COVERAGE TABLE 1 ‘\\

Act CVG Act CVG Act CVG Act CvVG Act CvVG
Time PATH Time PATH Time PATH Time PATH Time PATH

Sun 00:00 3 s I . .

Mon 00:00 3 08:00 1 17:30 2 20:00 3 I

Tue 00:00 3 08:00 1 17:30 2 20:00 3 I

Wed 00:00 3 08:00 1 17:30 2 20:00 3 i

Thu 00:00 3 08:00 1 17:30 2 20:00 3 I

Fri 00:00 3 08:00 1 17:30 2 20:00 3 I

Sat 00:00 3 I I . I

\_ /

Record the table number so that you can assign it to extensions later.

2. To define your coverage plan, enter the time of day and path number for
each day of the week and period of time.

Enter timein a24-hour format from the earliest to the latest. For this
example, assume that coverage path 1 goes to the coworker, path 2 to the
home, and path 3 to voice mail.

Define your path for the full 24 hours (from 00:01 to 23:59) in aday. If you
do not list a coverage path for aperiod of time, the system does not provide
coverage for that time.

3. PressENTER to save your changes.
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Now assign the time-of-day coverage to a user. For example, we use extension
2054:

1. Typechange station 2054 and press RETURN.

The Station screen for extension 2054 appears.

4 )

STATION
Extension: 2054 Lock Messages? n BCC: 0
Type: 7406D Security Code: 4196 TN: 1
Port: Coverage Path 1: tl_ COR: 1
Name : Coverage Path 2: COS: 1
Hunt-to-Station:
STATION OPTIONS

Data Module? n Personalized Ringing Pattern: 1

Display Module? n Message Lamp Ext:

MM Complex Data Ext:

2. Moveyour cursors to Coverage Path 1 and typet plus the number of the
Time of Day Coverage Table.

3. PressENTER to save your changes.

Now callsto extension 2054 redirect to coverage depending on the day and time
that each call arrives.

Creating coverage answer groups

You can create a coverage answer group so that up to 8 phones simultaneously
ring when calls cover to the group. Anyone in the answer group can answer the
incoming call.
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Instructions
To add a coverage answer group:
1. Typeadd coverage answer-group next and press RETURN.

The Coverage Answer Group screen appears.

//f COVERAGE ANSWER GROUP ‘\\

Group Number:
Group Name: COVERAGE_GROUP_

GROUP MEMBER ASSIGNMENTS
Ext Name (first 26 characters) Ext Name (first 26 characters)

B W e
0 J o0 U

\_ J

2. Inthe Group Namefield, enter a name to identify the coverage group.

3. Inthe Ext field, type the extension of each group member.
4. PressENTER to save your new group list.

The system automatically completes the Name field when you press ENTER.

Related topics

Refer to ** Assigning a coverage path to users’’ on page 190 for instructions on
assigning a coverage path.

Setting up call forwarding

This section explains how to administer various types of automatic call
forwarding. To provide call forwarding to your users, assigh each extension a
Class of Service (COS) that alows call forwarding. Then assign call-forwarding
buttons to the user phones (or give them the Feature Access Code (FAC) for call
forwarding) so that they can easily forward calls. You use the station screen to
assign the COS and any call-forwarding buttons.
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Within each class of service, you can determine whether the users in that COS
have the following call forwarding features:

n Call Forwarding All Calls— allows users to redirect al incoming calls to
an extension, attendant, or external phone number.

s Call Forwarding Busy/Don't Answer — allows users to redirect calls only
if their extensions are busy or they do not answer.

m Redtrict Call Fwd-Off Net — prevents users from forwarding calls to
numbers that are outside your system network.

Asthe administrator, you can administer system-wide call-forwarding parameters
to control when calls are forwarded. Use the System Parameters Call
Coverage/Call Forwarding screen to set the number of times an extension rings
before the system redirects the call because the user did not answer (CFWD No
Answer Interval). For example, if you want callsto ring 4 times at an extension
and, if the call is not answered, redirect to the forwarding number, set this
parameter to 4.

You also can use the System Parameters Call Coverage/Call Forwarding screen to
determine whether the forwarded-to phone can override call forwarding to alow
calls to the forwarded-from phone (Call Forward Override). For example, if an
executive forwards incoming callsto an attendant and the attendant needs to call
the executive, the call can be made only if the Call Forwarding Overrideis set to
yes.

Instructions

To determine which extensions have call forwarding activated:
1. Typelist call-forwarding and press RETURN.

This command lists all the extensions that are forwarded a ong with each
forwarding number.

=>» NOTE:
If youhaveaVl, V2, or V3 system, you can seeif a specific
extension is forwarded only by typing status station nnnn, where
nnnn is the specific extension.

Related topics

198

“Call Forwarding’’ on page 1496
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Setting up call forwarding for users

This section shows you how to give your users accessto call forwarding.

Instructions

Let’s change a call forwarding access code from aloca phone with a Class of

Serviceof 1:

1. Typechange feature-access-codes and press RETURN.

The Feature Access Code screen appears.

-

Abbreviated Dialing Listl Access
Abbreviated Dialing List2 Access
Abbreviated Dialing List3 Access
Abbreviated Dial - Prgm Group List Access
Announcement Access

Answer Back Access

Auto Alternate Routing (AAR) Access

Call Forwarding Activation Busy/DA: *70
Call Park Access
Call Pickup Access
CAS Remote Hold/Answer Hold-Unhold Access
CDR Account Code Access
Change Coverage Access
Data Origination Access
Data Privacy Access
Directed Call Pickup Access
Emergency Access to Attendant Access

N

Extended Call Fwd Activate Busy D/A:

FEATURE ACCESS CODE
Code:
Code:
Code:
Code:
Code:
Code:
Code:
Auto Route Selection (ARS) Access Code 1:

Automatic Callback Activation:
All:
Code:
Code:
Code:
Code:
Code:
Code:
Code:
Code:
Code:
All:

(FAC)

Access Code 2:
Deactivation:
Deactivation:

Deactivation:

#72

2. Inthe Call Forwarding Activation Busy/DA field, type *70.

The *70 feature access code activates the call forwarding option so
incoming calls forward when your phone is busy or does not answer.

3. Inthe Call Forwarding Activation All field, type *71.

The *71 feature access code forwards all calls.

4. Inthe Cdl Forwarding Deactivation field, type #72.

The #72 feature access code deactivates the call forwarding option.

5. PresseNTER to save your changes.

6. Typechange cos and press RETURN.

The Class of Service screen appears.

555-233-506

Issue4 May 2002 199



Handling incoming calls

4 N

CLASS OF SERVICE

012345%6 78 910 11 12 13 14 15
Auto Callback nyynynynyn y n y n y n
Call Fwd-All Calls nynyynnyynmn y y n n y
Data Privacy nynnnyyyynnmnmny vy Yy
Priority Calling nynnnnnnny vV VY VY VY YV VY
Console Permissions nnnnnnnnonnn n n n n n n
Off-hook Alert nnnnnnnnnn n n n n n n
Client Room nnnnnnnnnn n n n n n n
Restrict Call Fwd-Off Net nyvyvyvyvyvYyyYyyYyY Y VY VY VY YV Y
Call Forward Busy/DA nynnnnnnnn n n n n n n
Personal Station Access nnnnnnnnnn n n n n n n
Extended Forwarding All nnnnnnnnnn n n n n n n
Extended Forwarding B/DA nnnnnnnognsngn n n n n n n
Trk-to-Trk Restriction Override nnnnnnnnnn n n n n n n
QSIG Call Offer Originations nnnnnnnnnng n n n n n n

- /

7. Onthe Call Fwd-All Callsline, inthe 1 column, typey.

This allows the user with this Class of Service to forward their calls. The
“1” columnisfor phoneswith a Class of Service of 1.

8. Onthe Restrict Call Fwd-Off Net line, in the 1 column, typey.

Thisrestricts your users from forwarding calls off-site. If you want your
usersto be able to call off-site, leave thisfield asn.

9. Onthe Call Forward Busy/DA line, inthe 1 column, typey

Thisforwards your calls when your phoneis busy or doesn’t answer after a
programmed number of rings.

10. PressENTER to save your changes.

Allowing users to specify a forwarding
destination

Now that you have set up system-wide call forwarding, have your users use this
procedure if they want to change their call forwarding destination from their work
(local) station.

1. They dial either their Call Forwarding Activation Busy/DA or Call
Forwarding Activation All feature access code. If your users have buttons
assigned, they press those buttons, listen for dial tone, and dial the digits.

=>» NOTE:
Both Call Forwarding Activation Busy/DA or the Call Forwarding
Activation All cannot be active for the same phone at the same time.

In this example, enter *71 for Call Forwarding Activation All.
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2. They dial their “forwarding-to” off-site or on-site number.

In this example, enter 2081. Thisis aloca number; for offsite forwarding,
include the AAR/ARS feature access code.

3. When they hear the 3-beep confirmation tone, they hang up.

Changing the forwarding destination remotely

Now that you have set up all of the required system administration for call
forwarding, have your users use this procedure if they want to change their call
forwarding destination from a telecommuting (off-site) phone.

1. They dia their telecommuting extension.

Refer to ** Telecommuting Access”’ on page 1148 for more information. In
this example, enter 555-9126.

2. When they get dial tone, they dial either their Extended Call Forward
Activate Busy/DA or the Extended Call Forward Activate All feature
access code.

In this example, enter *61 for the Extended Call Forward Activate All
number.

3. When they get dial tone, they dial their extension number and pressthe ‘#
key.
In this example, enter 1014, then #.

4. Even though thereisno dial tone, they dial their security code and pressthe
‘# key.

In this example, enter 4196, then #.

5. When they get dial tone, they dial their “forwarding-to” off-site or on-site
number.

In this example, enter 9-555-2081.
6. When they hear the 3-beep confirmation tone, they hang up.

Allowing users to change coverage remotely

This section shows you how to allow usersto changetheir call coverage path from
alocal or telecommuting (off-site) phone.

555-233-506 Issue4 May 2002 201



Handling incoming calls

Instructions
To change call coverage from off-site;
1. Typechange feature-access-codes and press RETURN.
The Feature Access Code screen appears.
2. Inthe Change Coverage Access Codefield, type *85.

Use the *85 feature access code to change a coverage path from a phone or
remote station.

3. PressENTER to save your changes.
4. Typechange cor and press RETURN.

The Class of Restriction screen appears.
5. Inthe Can Change Coveragefield, typey.

This permits users to select one of two previously administered coverage
paths.

6. PressENTER to save your changes.

7. Typechange station 1014 and press RETURN.
The Station screen for extension 1014 appears.

8. Inthe Security Code field, type 4196.

In this example, thisis your security code. Refer to ** Security-Rel ated
System Parameters’’ on page 1047 for more information on setting the
length of your security code.

9. Inthe Coverage Path 1 and Coverage Path 2 fields, verify that both are
defined enabling your user to move from one coverage path to another.

Thetl and t2 are the numbers of the Time of Day Coverage Tables.

10. PressENTER to save your changes.

Setting up night service

You can use night service to direct calls to an alternate location when the primary
answering group is not available. For example, you can administer night service
so that anyone in your marketing department can answer incoming calls when the
attendant is at lunch or has left for the day.

Once you administer night service to route calls, your end-users merely pressa

button on the console or afeature button on their phones to toggle between normal
coverage and night service.
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There are five types of night service:

= Night Console Night Service — directs al attendant callsto a night or
day/night console

= Night Station Night Service — directs all incoming trunk or attendant calls
to anight service destination

s Trunk Answer from Any Station (TAAS) — directsincoming attendant
calls and signals a bell or buzzer to aert other employees that they can
answer the calls

m  Trunk Group Night Service — directs incoming callsto individual trunk
groups to a night service destination

s Hunt Group Night Service — directs hunt group callsto anight service
destination

Setting up night station service to voice mail

The night station service (also known as Listed Directory Number (LDN) Night
Service) sends calls directed to an LDN to voice mail when the system isin night
service.

Instructions

What is described below is a common setup; however, you can use a regular
extension in thisfield, but it will not follow coverage.

=>» NOTE:
You can use a dummy hunt group (one with no members) or an
exported station with a coverage path. The instructions below use a
hunt group.
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To set up anight station service to voice mail:
1. Typeadd hunt-group next and press RETURN.

The Hunt Group screen appears.

-

C

-

Page 1 of X\\\

HUNT GROUP
Group Name: ldn nights

Group Number: 5 Group Extension: 51002 Group Type:
MM Early Answer? _ Skill? _ ACD? _
Queue? _ Vector? _ AAS?

Security Code: COR:
ISDN Caller Disp: TN: _

Measured: Supervisor: Extension:

Controlling Adjunct:
Multiple Call Handling:
Objective:

Queue Length:
alls Warning Threshold:
Time Warning Threshold:

Calls Warning Port: _
Time Warning Port:

Redirect on No Answer (rings): _ Redirect to VDN: _
Forced Entry of Stroke Counts or Call Work Codes? _

/
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The Group Number field fills automatically with the next hunt group
number.

In the Group Name field, type the name of the group.

In our example, type Idn nights. There should be no members in this hunt
group.
Press ENTER t0 save your changes.
=>» NOTE:
If you are using tenant partitioning, the command for the next step
will be change tenant x. If you are using tenant partitioning, the

Night Destination field does not appear on the Listed Directory
Numbers screen. Instead, it is on the Tenant screen.

Type change listed-directory-numbers and press RETURN.

The Listed Directory Numbers screen appears.
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//f Page 1 of 2 \\\

LISTED DIRECTORY NUMBERS
Ext Name TN

1: 51001 Attendant 1
2: 1
3: 1
4: 1
5: 1
6: 1
7: 1
8: 1
9: 1
10: 1
Night Destination: 51002

/

-

5. Inthe Night Destination field, add the night destination on the listed
directory phone.

In our example, type 51002.
6. PressENTER to save your changes.
7. Typechange console-parameters and press RETURN.

The Consol e Parameters screen appears.

CONSOLE PARAMETERS
Attendant Group Name: 27 character name OPERATOR
COSs: 1 COR:
Calls in Queue Warning: 5 Attendant Lockout? y
Ext Alert Port (TAAS):
CAS: none

=

SAC Notification? n Night Service Act. Ext.: 1234
IAS (Branch)? n IAS Tie Trunk Group No.:
IAS Att. Access Code: Alternate FRL Station:
Backup Alerting? n DID-LDN Only to LDN Night Ext? n
TIMING
Time Reminder on Hold (sec): 10 Return Call Timeout (sec): 10

Time in Queue Warning (sec):
INCOMING CALL REMINDERS
No Answer Timeout (sec): 20 Alerting (sec): 40
Secondary Alert on Held Reminder Calls? y
ABBREVIATED DIALING
Listl: group 1 List2: List3:

COMMON SHARED EXTENSIONS
Starting Extension: Count:

N J

8. Inthe DID-LDN Only to LDN Night Extension field, typen.

9. PressENTER to save your changes.
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10. From a phone with console permissions, dial the call forwarding feature
access code, then the hunt group’s extension, followed by the main number
of AUDIX.

In our example, dial 51002.

=>» NOTE:
You should receive the confirmation tone (3 beeps). This step isvery
important as calls to the LDN night service extension do not follow
coverage.

11. Invoice mail, build your auto attendant with the extension of the Listed
Directory Number, not the hunt group.

The originally dialed number was the LDN. That is what the switch passes
to the voice mail. In the case of the Intuity and newer embedded AUDIX
Voice Mail systems, you can use the Auto Attendant routing table to send
the callsto a common Auto Attendant mailbox.

Setting up night console service

206

This section shows you how to set up night console service.

Night Console Service directsal callsfor primary and daytime attendant consoles
to anight console. When a user activates Night Console Service, the Night
Service button for each attendant lights and all attendant-seeking calls (and calls
waiting) in the queue are directed to the night console.

=>» NOTE:
Activating night console service also puts trunk groups into night
service, except those for which a night service button has been
administered. Refer to ** Setting up trunk answer from any station’” on
page 209 for more information.

To activate and deactivate Night Console Service, the attendant typically presses
the NIGHT button on the principal attendant console or designated console.

Only the principal console can activate night service. In the absence of any
console, a phone can activate night service.
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Instructions

Let’s put the attendant console (attendant 2) in anight service mode.

To set up Night Console Service:

1. Typechange attendant 2 and press RETURN.

The Attendant Consol e screen appears.

-

9
82

B W N R

Type:
Extension:
Console Type:
Port:

console
1000
principal
01C1106

Local Remote

5:

6:
7:
8

w30 u

ATTENDANT CONSOLE 2

Name :
Group:
TN:
COR:
COS:

27 character attd cons name

1

R

DIRECT TRUNK GROUP SELECT BUTTON ASSIGNMENTS

Local Remote

HUNDREDS SELECT BUTTON ASSIGNMENTS

9:
10:
11:
12:

13:
14:
15:
16:

D

Auto Answer: none
Data Module? n
isp Client Redir? n
Display Language: english

(Trunk Access Codes)

Local Remote

9:
10:
11:
12:

17:
18:
19:
20:

/

2. Inthe Console Typefield, type principal.

3. PressENTER to save your changes.

There can be only one night-only or one day/night console in the system
unless you administer Tenant Partitioning. Night Service is activated from

the principal console or from the one station set per-system that has a

nite-serv button.

Setting up night station service

You can use night station service if you want to direct incoming trunks calls,

DID-LDN (direct inward dialing-listed directory number) calls, or internal callsto
the attendant (dialed ‘O’ calls) to a night service destination.

Let’s say your attendant, who answers extension (LDN) 8100, usually goes home
at 6:00 p.m. When customers call extension 8100 after hours, you would like them
to hear an announcement that asks them to try their call again in the morning.
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To set up night station service, you need to record the announcement (in our
example, it isrecorded at announcement extension 1234). See ** Managing
announcements’’ on page 431 for information on setting up the announcement.

Tip:

% All trunk groups that are routed through the attendant direct to this night
service destination provided they already do not have a night service
destination and, on the Console Parameters screen, the DID-LDN Only to
DID-LDN Night Ext field isn. Refer to ** Setting up trunk answer from any

station’’ on page 209.

Instructions
To set up night station service:
1. Typechange listed-directory-numbers and press RETURN.

The Listed Directory Numbers screen appears.

//' LISTED DIRECTORY NUMBERS \\\

Ext Name TN
: 8100 attendant 8100

O WV W JO0 Ul WNRE

\\\¥ Night Destination: 1234 4///

2. Enter 1234 in the Night Destination field.

The destination can be an extension, arecorded announcement extension, a
vector directory number, or a hunt group extension.

3. PressEeNTER to save your changes.
4. Typechange console-parameters and press RETURN.

The Console Parameters screen appears.
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4 N

CONSOLE PARAMETERS
Attendant Group Name: 27 character name OPERATOR
CoS: 1 COR: 1
Calls in Queue Warning: 5 Attendant Lockout? y
Ext Alert Port (TAAS):
CAS: none

SAC Notification? n Night Service Act. Ext.: 1234
IAS (Branch)? n IAS Tie Trunk Group No.:
IAS Att. Access Code: Alternate FRL Station:
Backup Alerting? n DID-LDN Only to LDN Night Ext? n
TIMING
Time Reminder on Hold (sec): 10 Return Call Timeout (sec): 10

Time in Queue Warning (sec):
INCOMING CALL REMINDERS
No Answer Timeout (sec): 20 Alerting (sec): 40
Secondary Alert on Held Reminder Calls? y
ABBREVIATED DIALING
Listl: group 1 List2: List3:

COMMON SHARED EXTENSIONS
Starting Extension: Count :

\_ /

5. Inthe DID-LDN Only to LDN Night Extension field, typen.

6. PressENTER to save your changes.

After you set up night station service, have the attendant use the night
console button to activate and deactivate night service.

Setting up trunk answer from any station

There may be situations where you want everyone to be able to answer calls when
the attendant is away. Use trunk answer any station (TAAS) to configure the
system so that it notifies everyone when calls are ringing. Then, you can give
users the trunk answer any station feature access code so they can answer these
cals.

When the system isin night service mode, attendant calls redirect to an alerting
device such as abell or abuzzer. Thislets other people in the office know when
they should answer the phone.

=—>» NOTE:
If no one answersthe call, the call will not redirect to night service.

Let’s define a feature access code (we'll use 71) and configure the alerting device
for trunk answer any station.
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Before you start

You need aringing device and 1 port on an analog line circuit pack. Refer to

Avaya MultiVantage™ Hardware Solutions Guide for more information on the

circuit pack.

Instructions
To set the feature access code for TAAS:
1. Typechange feature-access-codes and press RETURN.

The Feature Access Code screen appears.

///k Page 3 of X
FEATURE ACCESS CODE (FAC)

Station Security Code Change Access Code:

Terminal Dial-up Test Access Code:

Terminal Translation Initialization Merge Code:

Transfer to AUDIX Access Code:

Trunk Answer Any Station Access Code: 71

User Control Restrict Activation:

Voice Coverage Message Retrieval Access Code:

\\Yéice Principal Message Retrieval Access Code:

Separation Code:

Deactivation:

*\\\

/

2. Inthe Trunk Answer Any Station Access Code field, type 71.

3. PressEeNTER to save your changes.

Once you set the feature access code, determine where the external alerting device

is connected to the switch (we'll use port 01A0702).
To set up externa aerting:
1. Typechange console-parameters and press RETURN.

The Console Parameters screen appears.

\_

CONSOLE PARAMETERS
Attendant Group Name: Operator
COS: 0 COR: O
Calls in Queue Warning: 5 Attendant Lockout? y
Ext Alert Port (TAAS): 01A0702
CAS: none
SAC Notification? n Night Service Act. Ext.:
IAS (Branch)? n IAS Tie Trunk Group No.:
IAS Att. Access Code: Alternate FRL Station:
Backup Alerting? n DID-LDN Only to LDN Night Ext? n
TIMING
Time Reminder on Hold (sec): 10 Return Call Timeout (sec): 10
Time in Queue Warning (sec):
INCOMING CALL REMINDERS
No Answer Timeout (sec): 20 Alerting (sec): 40
Secondary Alert on Held Reminder Calls? y
ABBREVIATED DIALING
Listl: group 1 List2: List3:
COMMON SHARED EXTENSIONS

Starting Extension:

Count:

/
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2. Inthe EXT Alert Port (TAAYS) field, type 01A0702.
Use the port address assigned to the external aerting device.

3. PresseNTER to save your changes.

Setting up external alerting night service

Calls redirected to the attendant via Call Forwarding or Call Coverage will not go
to the Listed Directory Number (LDN) Night Station. If there is no night station
specified, and the TAAS bell isbeing used, these callsring the TAAS bell. A call
following the coverage path rings the TAAS bell for the number of timesindicated
in the Coverage Don't Answer Interval for Subsequent Redirection (Rings) field.
If not answered, the call proceeds to the next point in the station’s coverage path.
If the call was sent to the Attendant by Call Forwarding, it continues to ring the
TAAS bell.

When night service is enabled, and thereis anight service destination on the LDN
screen, calls covering to the attendant attempt to ring the night destination instead
of the attendant position even if the handset is plugged in.

Instructions
To send LDN callsto the attendant during the day and to a guard’s desk at night:
1. Typechange listed-directory-numbers and press RETURN.

The Listed Directory Numbers screen appears.

///k Page 1 of 2 ﬁ\\\

LISTED DIRECTORY NUMBERS

Ext Name TN
1: 2000 Attendant 1
2: 1
3: 1
4: 1
5: 1
6: 1
7: 1
8: 1
9: 1
10: 1
Night Destination: 3000

2. Inthe Night Destination field, verify thisfield is blank.

3. PresseNTER to save your changes.
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4. Typechange console-parameters and press RETURN.

The Console Parameters screen appears.

4 N

CONSOLE PARAMETERS
Attendant Group Name: Operator
CoS: 0 COR: 0
Calls in Queue Warning: 5 Attendant Lockout? y
Ext Alert Port (TAAS): 01A0702
CAS: none

SAC Notification? n Night Service Act. Ext.:
IAS (Branch)? n IAS Tie Trunk Group No.:
IAS Att. Access Code: Alternate FRL Station:
Backup Alerting? n DID-LDN Only to LDN Night Ext? n
TIMING
Time Reminder on Hold (sec): 10 Return Call Timeout (sec): 10

Time in Queue Warning (sec):
INCOMING CALL REMINDERS
No Answer Timeout (sec): 20 Alerting (sec): 40
Secondary Alert on Held Reminder Calls? y
ABBREVIATED DIALING
Listl: group 1 List2: List3:

COMMON SHARED EXTENSIONS

\\\¥ Starting Extension: Count : 4///

5. Inthe EXT Alert Port (TAAS) field, type 01A0702.
Thisisthe port address assigned to the external alerting device.

6. PressENTER to save your changes.
The system isin Night Service.
Any callsto extension 2000 now go to extension 3000 (the guard’s desk).
Any “0" seeking calls go to extension 3000 (the guard’s desk).
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To send LDN callsto the attendant during the day and to the TAAS bell at night:
1. Typechange console-parameters and press RETURN.

The Consol e Parameters screen appears.

4 )

CONSOLE PARAMETERS
Attendant Group Name: Operator
CoSs: 0 COR: 0
Calls in Queue Warning: 5 Attendant Lockout? y
Ext Alert Port (TAAS): 01A0702
CAS: none

SAC Notification? n Night Service Act. Ext.:
IAS (Branch)? n IAS Tie Trunk Group No.:
IAS Att. Access Code: Alternate FRL Station:
Backup Alerting? n DID-LDN Only to LDN Night Ext? y
TIMING
Time Reminder on Hold (sec): 10 Return Call Timeout (sec): 10

Time in Queue Warning (sec):
INCOMING CALL REMINDERS
No Answer Timeout (sec): 20 Alerting (sec): 40
Secondary Alert on Held Reminder Calls? y
ABBREVIATED DIALING
Listl: group 1 List2: List3:

COMMON SHARED EXTENSIONS

\\\¥ Starting Extension: Count : 4///

2. Inthe DID-LDN Only to Night Ext. field, typey.

Thisallows only listed directory number calls (LDN) to go to the listed
directory night service number extension.

3. Inthe Ext Alert Port (TAAS) field, type 01A070.
Thisisthe port address assigned to the external alerting device.

4. PressENTER to save your changes.
The system isin night service.
Any DNIS extension 2000 calls now go to the TAAS bell.
Any “0” seeking cals now go to the TAAS bell.

Setting up trunk group night service

You can use trunk group night service if you want to direct individual trunk
groups to night service. The system redirects calls from the trunk group to the
group’s night service destination.

Trunk group night service overrides night station service. For example, let’s say
you activate trunk group night service, and then your attendant activates night
station service. In this case, callsto the trunk group use the trunk night service
destination, rather than the station night service destination.
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Instructions
Let’sdirect night calls for trunk group 2 to extension 1245.

To set up trunk group night service:
1. Typechange trunk-group 2 and press RETURN.
The Trunk Group screen appears.

4 N

TRUNK GROUP

Group Number: 2 Group Type: co CDR Reports: y
Group Name: outside calls COR: 1_ TN: 1_ TAC:
Direction: two-way Outgoing Display? n
Dial Access? n Busy Threshold: 99 Night Service: 1245
Queue Length: 0 Country: 1_ Incoming Destination:
Comm Type: voice Auth Code? n Digit Absorption List: _
Prefix-1? y Trunk Flash? n Toll Restricted? y
BCC:

TRUNK PARAMETERS
Trunk Type: loop-start

Outgoing Dial Type: tone Cut-Through? n
Trunk Termination: rc Disconnect Timing(msec): 500_
Auto Guard? n Call Still Held? n Sig Bit Inversion: none
Analog Loss Group: _ Digital Loss Group: __
Trunk Gain: high
Bit Rate: 1200 Synchronization: Duplex:
Disconnect Supervision - In? y Out? n
Answer Supervision Timeout: 10 Receive Answer Supervision? n

o J

2. Type 1245 in the Night Service field.

The destination can be a station extension, a recorded announcement
extension, avector directory number, a hunt group extension, aterminating
extension group, or attd if you want to direct the call to the attendant.

3. PresseNTER to save your changes.

Setting up night service for hunt groups

You can administer hunt group night service if you want to direct hunt group calls
to anight service destination.

Let’s say your helpline on hunt group 3 does not answer calls after 6:00 p.m.

When customers call after hours, you would like them to hear an announcement
that asks them to try their call again in the morning.
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Instructions

To set up night service for your helpline, you need to record the announcement (in
our example, the announcement is on extension 1234) and then modify the hunt
group to send calsto this extension.
To administer the hunt group for night service:

1. Typechange hunt-group 3 and press RETURN.

The Hunt Group screen appears for hunt group 3.

///' HUNT GROUP ‘\\\

Group Number: 3 ACD? n
Group Name: Accounting Queue? y
Group Extension: 2011 Vector? n
Group Type: ucd-mia Coverage Path: 1

TN: 1 Night Service Destination: 1234
COR: 1 MM Early Answer? n

Security Code:
ISDN Caller Disp:

IS

Queue Length:
Calls Warning Threshold: Port: x Extension:

Time Warning Threshold: Port: x Extension:

/

2. Inthe Night Service Destination field, type 1234.

The destination can be an extension, arecorded announcement extension, a
vector directory number, a hunt group extension, or attd if you want to
direct callsto the attendant.

Calls to hunt group 3 will follow the coverage path assigned to extension
1234.

3. PressEeNTER to save your changes.
4. Now you need to program a night service button.

Refer to ** Adding feature buttons'’ on page 127 for more information.

Related topics

“Managing hunt groups’’ on page 222.
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How do night service types interact?

Let'slook at an example of how severa types of night service might be used in
one company.
Assume that you already administered the following night service settings:

= Night station night service redirects to extension 3000 and DID-LDN only
to LDN Night Extissetton

n  EXT Alert Port (TAAS) field is not defined

= Trunk group 4 redirects to extension 2000

Let’slook at how calls for this company are directed after hours:

call type directs to

AnLDN call onaDID trunk extension 3000

A call ontrunk group 4 extension 2000
Aninternal cal to ‘0’ extension 3000

A call that redirects to the attendant the attendant queue
through a coverage path

Adding call pickup

To give your users the ability to pickup other users' calls, you may want to use
Call Pickup. To do this, you need to define acall pickup group.

Users may want to be able to pick up acall that isringing at a nearby desk. Call
Pickup provides 3 ways to pick up calls ringing at another phone:

s With Call Pickup, you create a call pickup group. All group members can
answer acall ringing at another phone in the group from their own phone.
If more than one phone is ringing, the one that has been ringing the longest
is picked up.

= With Directed Call Pickup, users specify which ringing phone they want to
answer from their own phone. A call pickup group is not required.

m  With Group Call Pickup, users within an “extended” group can answer
calls outside of their immediate group by entering a feature access code
(FAC) followed by the 1- or 2-digit pickup (index) number.
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Creating pickup groups

A pickup group isalist of phones where each member of the group can answer
another member’s calls. For example, if you want everyone in the payroll
department to be able to answer callsto any payroll extension (in case someoneis
away from their desk), create a pickup group that contains all of the payroll
extensions. Members of a pickup group should be located in the same area so that
they can hear when the other extensions in the group ring.

Note that each extension may belong to only one pickup group. Also, the
maximum number of pickup groups may be limited by your system configuration.
To create a pickup group:

1. Typeadd pickup-group next and press RETURN.

The Pickup Group screen appears. The system selects the next Group
Number for the new pickup group.

2. Enter the extension of each group member.
Up to 50 extensions can belong to one group.
3. PressENTER to save your new group list.

The system automatically completes the name field when you press ENTER
to save your changes.

-

B
N RO

GROUP MEMBER ASSIGNMENTS

W Jo0 U WN R

O

PICKUP GROUP \

Group Number: Extended Group Number:

Name (first 26 characters) Ext Name (first 26 characters)
14:
15:
16:
17:
18:
19:
20:
21:
22:
23:
24 :
25:

/

Once you define a pickup group, you can assign call-pickup buttons for each
phonein the group or you can give each member the call-pickup feature-access
code. Use the Station screen to assign call-pickup buttons.

To alow usersto answer callsthat are not in their pickup group, you may be able
to use Directed Call Pickup.
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Setting up directed call pickup

To set up aphone so that the user can pick up calls with Directed Call Pickup, you
need to determine if directed call pickup isenabled on your system and make sure
that the user’s phone has a COR that allows directed call pickup.

To determine if Directed Call Pickup is enabled on your system:
1. Typechange system-parameters features and press RETURN.
The Feature-Related System Parameters screen appears.
2. Moveto the Directed Call Pickup? field and enter .
3. PresseNTER to save the changes.

Now let’s modify extension 4444 to allow directed call pickup. For this example,
assume that the Can Use Directed Call Pickup field for COR5issetto Y.

1. Typechange station 4444 and press RETURN.
The Station screen appears.
2. Inthe COR field, enter 5.

3. PressEeNTER to save your changes.

Setting up “simple” extended group pickup

Let’s add a pickup group to an existing extended group where all members of the
extended group pick up each other’s calls. We will add pickup group 6 to the
existing extended group 56.

To create a simple extended pickup group:

1. Typechange system-parameters features and press RETURN.
The Feature-Related System Parameters screen appears.

2. Inthe Extended Group Call Pickup field, type simple.
Permits feature access codes to be administered.

3. PresseNTER to save your changes.

4. Typechange feature-access-codes and press RETURN.
The Feature Access Code screen appears.

5. Inthe Extended Group Call Pickup Access Codefield, type the desired
FAC.

Refer to the dial plan to enter the correct sequence and number of digits.

6. PressENTER to save your changes.
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7. Typeadd pickup-group next and press RETURN.

The Pickup Group screen appears.
///f PICKUP GROUP i\\\
Group Number: 1 Extended Group Number:
GROUP MEMBER ASSIGNMENTS
Ext Name (first 26 characters) Ext Name (first 26 characters)
1:51001 station 51001 14:51001 station 51002
2: 15:
3: 16:
4 17:
5: 18:
6: 19:
7: 20:
8: 21:
9: 22:
10: 23:
11: 24 :
12: 25:
13

- /

8. Enter the primary extensions of the users desired in the pickup group.
Administer al the pickup groups that will be grouped together in the same
extended pickup group.

9. Typechange extended-pickup-group n and press RETURN, where nisthe
number of the extended pickup group to change.

The Extended Pickup Group screen appears.

/:;;nge extended-pickup-group 1 Page 1 of 2ﬁ\\\
EXTENDED PICKUP GROUP
Extended Group Number: 56
Pickup Pickup Group Pickup Pickup Group
Number Number Number Number
0: 345 13:
1: 25 14:
2: 2 15:
3: 16:
4: 17:
5: 18:
6: 19:
7: 20:
8: 21:
9: 22:
10: 23:
11: 24:
12: 25:

-

J
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10. Inthe Pickup Group Number column, enter the pickup group number of the
pickup groups that belong to the extended group being administered.

The Pickup Number associated with the entered Pickup Group Number is
the number users will enter following the FAC when pickup group. In the
above listed example, auser in Pickup Group 2 will enter “0” following the
FAC to pick up acall from pickup group 345.

To minimize the number of digits entered by users, the Pickup Numbers
should be the lowest available Pickup Numbers.

11. PressENTER t0 save your changes.

Setting up “flexible” extended group pickup

To create a flexible extended pickup group:
1. Typechange system-parameters features and press RETURN.
The Feature-Related System Parameters screen appears.
2. Inthe Extended Group Call Pickup field, type flexible.
3. PressEeNTER to save your changes.
4. Typechange feature-access-codes and press RETURN.
The Feature Access Code screen appears.

5. Inthe Extended Group Call Pickup Access Codefield, type the desired
FAC.

Refer to the dial plan to enter the correct sequence and number of digits.
6. PressENTER to save your changes.
7. Typeadd pickup-group next and press RETURN.

The Pickup Group screen appears.

8. Inthe Extended Group Number field, type the number of the extended
pickup group that can answer callsto this group.

For each administered pickup group, indicate an extended group by
entering the extended pickup group number. This extended pickup group
number identifies the other pickup groups that can have calls picked up by
the pickup group.

9. Add extended members as for other pickup features.
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10. Typechange extended-pickup-group n and pressRETURN, Where nisthe

number of the extended pickup group to change.

The Extended Pickup Group screen appears.

/:;;nge extended-pickup-group 1 Page 1 of Zﬁ\\\

N S
w N - O v

-

Pickup Pickup Group Pickup Pickup Group
Number Number Number Number

0: 13:

1: 14:

2: 2 15:

3: 16:

4: 17:

5: 18:

6: 19:

7: 20:

8: 21:

EXTENDED PICKUP GROUP

Extended Group Number: 56

22:
23:
24:
25:

J

555-233-506

11. Inthe Pickup Group Number column, type the pickup group numbers of

the pickup group that can answer each others calls.

This screen groups together the pickup groups that can have their calls
picked up by the pickup groups with identical extended pickup group
numbers. The pickup groups numbers are listed using the lowest available
Pickup Numbers. A unique “Extended Pickup Group number can be
assigned to each pickup group on this screen. The entries in the Extended
Group are the groups that can have calls picked up by the group with the
matching Extended Group number in the Pick Group screen. Thus, a
particular group’s calls may be picked up by members of many extended
pickup groups.

=>» NOTE:
On the Feature-Related System Parameters screen, if the Extended
Group Call Pickup field isflexible, you can administer a pickup
group in multiple extended pickup groups.

12. PressENTER t0o save your changes.
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Managing hunt groups

This section shows you how to set up hunt groups. It explains how callsto a hunt
group are handled and shows you different call distribution methods.

What are hunt groups?

A hunt group is agroup of extensions that receive calls according to the call
distribution method you choose. When a call is made to a certain phone number,
the system connects the call to an extension in the group.

Use hunt groups when you want more than one person to be able to answer calsto
the same number. For example, set up a hunt group for:
m abenefits department within your company

m atravel reservations service

Setting up hunt groups

Let’s set up ahunt group for an internal helpline. Before making changes to the
switch, we'll decide;

» the phone number for the hunt group
» the number of people answering calls
s theway calls are answered
Our dia plan allows 4-digit internal numbers that begin with 1. The number 1200

isnot in use. So, we'll set up a helpline hunt group so anyone within the company
can call extension 1200 for help with a phone.

We will assign 3 people (agents) and their extensions to our helpline. We want
callsto go to thefirst available person.
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Instructions
To set up our helpline hunt group:
1. Typeadd hunt-group next and press RETURN.

The Hunt Group screen appears. The Group Number field is automatically
filled in with the next hunt group number.

///f Page 1 of X‘\\
HUNT GROUP

Group Number: 4 ACD? _
Group Name: internal helpline Queue? _
Group Extension: 1200 Vector? _
Group Type: ucd-loa Coverage Path:
TN: _ Night Service Destination:
COR: MM Early Answer? _

Security Code:
ISDN Caller Disp:

_ - Y,

2. Inthe Group Namefield, type the name of the group.

In our example, typeinternal helpline.
3. Inthe Group Extension field, type the phone number.
We'll type 1200.

4. Inthe Group Typefield, type the code for the call distribution method you
choose.

We'll type ucd-loa so acall goesto the agent with the lowest percentage of
work time since login.

=>» NOTE:
The COSfor all hunt groups defaultsto 1. Therefore, any changesto

COS 1 on the Class of Service screen changes the COS for all your
hunt groups. A cos field does not appear on the Hunt Group screen.
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5. Press NEXT PAGE to find the Group Member A ssignments page.

HUNT GROUP ﬁ\\\

Group Number: 4 Group Extension: 3001 Group Type: ucd
Member Range Allowed: 1 - 999 Administered Members (min/max): 1 /9
Total Administered Members: 9
GROUP MEMBER ASSIGNMENTS
Ext Name (24 characters) Ext Name (24 characters)

1 :1011 14

2 :1012 15

3 :1013 16

4 17

5 18

6 19

7 20

8 : 21

9 : 22
10 : 23
11 : 24
12 25
13 26

\fife Members Exist 4///

6. Inthe Ext field, type the extensions of the agents you want in the hunt
group.
We'll type 1011, 1012, and 1013.

%Tip:
For a ddc group type (also known as*“ hot seat” selection), thecall is
sent to the extension listed in the first Ext field. The system uses this
screen to deter mine the hunting sequence.

7. PressENTER to save your changes.

The Name fields are display-only and do not appear until the next time you
access this hunt group.

Related topics

Refer to *“Hunt Group’’ on page 840 for more information on an ACD and
non-ACD hunt group.

Changing a hunt group

To make changes to a hunt group:

1. Typechange hunt-group n and press RETURN, wWhere n is the number of
the hunt group.

2. Change the necessary fields.

3. PresseNTER to save your changes.
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Setting up a queue

You can tell your switch how to handle a hunt-group call when it cannot be
answered right away. The call waitsin a*“ queue.”

Let’stell the switch

that up to 10 calls can wait in the queue, but that you want to

be notified if acall waits for more than 30 seconds.

You aso want the switch to send a warning when 5 or more calls are waiting in
the queue. Thiswarning flashes queue-status buttons on phones that have a status
button for this hunt group. When the buttons flash, everyone answering these calls
can see that the help-line calls need more attention.

Instructions

To set up our helpline queue:

1. Typechange hunt-group n and press RETURN, Where n is the number of
the hunt group to change.

In our example, type change hunt-group 5. The Hunt Group screen

appears.
Page 1 of g\\\
HUNT GROUP
Group Number: 4 ACD? _
Group Name: internal helpline Queue? _
Group Extension: 1200 Vector? _
Group Type: ucd-loa Coverage Path:

TN:

COR:
Security Code:
ISDN Caller Disp:

Queue Length:
\\\falls Warning Threshold:

Measured:

Controlling Adjunct:
Multiple Call Handling:
Objective:

Night Service Destination:

MM Early Answer? _

Supervisor: Extension:

10

5 Calls Warning Port: _ ///

2. Inthe Queue
3. Inthe Queue

field, typey.
Length field, type the maximum number of calls that you

want to wait in the queue.

In our example, type 10.
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4. Inthe CalsWaiting Threshold field, type the maximum number of calls
that can be in the queue before the system flashes the queue status buttons.

In our example, type 5.

5. Inthe Time Warning Threshold field, type the maximum number of
seconds you want a cal to wait in the queue before the system flashes the
gueue status buttons.

In our example, type 30.

6. PressENTER to save your changes.

Adding hunt group announcements

You can add recorded announcements to a hunt group queue. Use announcements
to encourage callersto stay on the line or to provide callerswith information. You
can define how long a call remains in the queue before the caller hears an
announcement.

Refer to ** Recording announcements'* on page 434 for information on how to
record an announcement.

Let’s add an announcement to our interna helpline. We want the caller to hear an
announcement after 20 seconds in the queue, or after approximately 4 or 5 rings.
Our announcement is already recorded and assigned to extension 1234.

%Tip:
You can use display announcements to find the extensions of your
recorded announcements.

Instructions
To add an announcement to our helpline queue:

1. Typechange hunt-group n and press RETURN, wWhere n is the number of
the hunt group to change.

In our example, type change hunt-group 5.

The Hunt Group screen appears.
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2. PressNexT PAGE to find the First Announcement Extension field.

///k HUNT GROUP ﬁ\\\

Message Center:

AUDIX Extension:

Message Center AUDIX Name:

Primary? _

Calling Party Number to INTUITY AUDIX? _
LWC Reception:

AUDIX Name:

Messaging Server Name:

First Announcement Extension: 1234 Delay (sec): 20
Second Announcement Extension: Delay (sec): __ Recurring? _

N /

3. Inthe First Announcement Extension field, type the extension of the
announcement you want callersto hear.

In our example, type 1234.

4. Inthe First Announcement Delay (sec) field, type the number of seconds
you want the caller to wait before hearing the first announcement.

In our example, type 20.
%Tip:
If you set the delay announcement interval to O, callers automatically
hear the announcement before anything else. Thisis called a“ forced
first announcement.”
5. PressENTER to save your changes.

You can use the same announcement for more than one hunt group.
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Managing vectors and VDNs

This section provides an introduction to vectors and Vector Directory Numbers
(VDN). It gives you basic instructions for writing simple vectors.

A SECURITY ALERT:
Vector fraud is one of the most common types of toll fraud because vectors
route calls based on the Class of Restriction (COR) assigned to the VDN.
Refer to Avaya Products Security Handbook for more information.

This section references announcements, hunt groups, queues, splits, and skills,
which are covered in detail in other sections of this book. You can also find
information about these topics in the Avaya Call Vectoring/Expert Agent Selection
(EAS) Guide.

What are vectors?

A vector is aseries of commands that you design to tell the system how to handle
incoming calls. A vector can contain up to 32 steps and allows customized and
personalized call routing and treatment. Use call vectoring to:

= play multiple announcements
s routecalsto internal and external destinations
s collect and respond to dialed information
%Tip:
The vector follows the commands in each step in order. The vector “ reads’

the step and follows the command if the conditions are correct. If the
command cannot be followed, the vector skips the step and reads the next

step.
Your system can handle calls based on a number of conditions, including the
number of callsin aqueue, how long a call has been waiting, the time of day, day
of the week, and changesin call traffic or staffing conditions.

Writing vectors

Writing vectorsis easy, but we recommend that you set up and test your vectors
before you use them across the system.

WE' |l write avector to handle calls to our main number. It isthe first vector so
we'll use number 1.

%Tip:
Uselist vector to see alist of existing vectors.
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Before you start

= On the System-Parameters Customer-Options screen, verify the Basic Call
Vectoring field isy. If not, contact your Avaya representative.

m To provide announcements, you need an Announcement circuit pack. Refer
to Avaya MultiVantage™ Hardware Solutions Guide for more information
on the circuit pack.

m Useoneof the following:
s Tone Clock with Call Classifier - Tone Detector circuit pack.

n Call Classifier - Detector circuit pack.

Instructions
To write a vector:
1. Typechange vector 1 and press RETURN.
The Call Vector screen appears.

4 N

CALL VECTOR

Number: 1 Name: main number calls Multimedia? n Lock? n
Basic? y EAS? n G3V4 Enhanced? n ANI/II-Digits? n ASATI Routing? n
Prompting? y LAI? n G3V4 Adv Route? n CINFO? n BSR? n

01
02
03
04
05
06
07
08
09
10
11

The vector Number field on the left side of the screen isfilled in
automatically.

2. Inthe Namefield, type a description for the vector.
In our example, type main number calls.
%Tip:
The information in the heading of the Call Vector screen is display

only. Usedisplay system-parameters customer-options to see the
features that are turned on in your switch.
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3. Typeyour vector stepsin the numbered column on the left of the screen.

Tip:

% When you type in your vector steps, the switch automatically
completes some of the vector step information for you. For example,
if youtype“ q” inavector step field, the switch fillsin “ queue-to.”
Also, additional fields appear when you complete a field and press
TAB. Thismakes it very easy to typein your vector steps.

Now that vector 1 isset up, let’s add avector step to it to tell the switch how to
handle the calls to our main number.

Putting a call in a queue

Write a vector so that calls that come into the main business number redirect to a
queue.

WEe'll use avector-controlled hunt group for the main number queue. This hunt
group was set up as main split 47. When callsfirst arrive, al callsto our main
number should be queued as*“pri 1” for low priority.

To queue calls, write the following vector (step 2). (Please note, we started our

-

01
02
03
04
05
06
07
08
09
10
11

Number: 1

Basic? y
Prompting? y

gueue-to main split 47 pri 1

example on step 2 because step 1 is used later in this chapter.)

Lock? n

CALL VECTOR

Name: main number calls Multimedia? n

EAS? n
LAI? n

G3V4 Enhanced? n
G3V4 Adv Route? n

ANI/II-Digits? n
CINFO? n

ASATI Routing? n
BSR? n

/
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%Tip:
Remember, the switch automatically fills in some of the information when
you type your vector step and press TAB.
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Playing an announcement

Write avector to play an announcement for callersin a queue. Use the
announcement to ask callers to wait. You need to record the announcement before
the vector can useit.

Let’s play our announcement 4001, asking the caller to wait, then play music for
60 seconds, then repeat the announcement and music until the call is answered.
The goto command creates the loop to repeat the announcement and the music.
Unconditionally means under all conditions.

Tip:

% Rather than loop your vectors directly back to the announcement step, go to
the previous queue-to step. Thisway, if for some reason the call does not
gueue thefirst time, the switch can attempt to queue the call again. If the
call successfully queued the first time though, it merely skips the queue-to
step and plays the announcement. The system cannot queue a call more than
once in the exact same priority level.

To play and repeat an announcement, write this vector (steps 3-5):

-

Number: 1 Name: main number calls Multimedia? n Lock? n
Basic? y EAS? n G3V4 Enhanced? n ANI/II-Digits? n ASAI Routing? n
Prompting? y LAI? n G3V4 Adv Route? n CINFO? n BSR? n

01
02
03
04
05
06
07
08
09
10
11

queue-to main split 47 pri 1

wait-time 60 secs hearing music

~

CALL VECTOR

announcement 4001 (All agents are busy, please wait...)

goto step 2 if unconditionally

Routing based on time of day

Write avector for callsthat come in after your office closes.

Assume that your businessis open 7 days aweek, from 8:00 a.m. to 5:00 p.m.
When calls come in after business hours, you want to play your announcement
4002, which states that the office is closed and asks callers to call back during
normal hours. Write the vector so the call disconnects after the announcement is

played.
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For after hours treatment, write this vector (steps 1, 6, and 7):

‘\\\

CALL VECTOR

Number: 1 Name: main number calls Multimedia? n Lock? n
Basic? y EAS? n G3V4 Enhanced? n ANI/II-Digits? n ASATI Routing? n
Prompting? y LAI? n G3V4 Adv Route? n CINFO? n BSR? n

01 goto step 7 if time-of-day is all 17:00 to all 8:00

02 queue-to main split 47 pri 1

03 announcement 4001 (All agents are busy, please wait...)
04 wait-time 60 secs hearing music

05 goto step 2 if unconditionally

o6 stop

07 disconnect after announcement 4002 (“We’'re sorry, our office is closed...")
08

09

10

11

/

If the goto command in step 5 fails, the switch goes to the next step. The stop in
step 6 prevents callers from incorrectly hearing the “office is closed”
announcement in step 7. Stop keepsthe call in the state it was in before the
command failed. Inthis case, if step 5 fails, the call remainsin step 4 and the
caller continues to hear music.

A CAUTION:
Add a stop vector step only after calls are routed to a queue. If a stop
vector is executed for a call not in queue, the call drops.

Allowing callers to leave a message

Write a vector that allows calers to leave messages. Thistype of vector uses a
hunt group called a messaging split. For our example, we send after-hours calls to
the voice mailbox at extension 2000 and use messaging split 99.

Once the vector routes a call to the mailbox, the caller hears a greeting (that was
recorded with the voice mail for mailbox 2000) that tells them they can leave a

message.
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To let callers |leave messages, write this vector (step 7):

-

Number: 1 Name: main number calls Multimedia? n Lock? n
Basic? y EAS? n G3V4 Enhanced? n ANI/II-Digits? n ASAI Routing? n
Prompting? y LAI? n G3V4 Adv Route? n CINFO? n BSR? n

01
02
03
04
05
06
07
08
09
10
11

‘\\\

CALL VECTOR

goto step 7 if time-of-day is all 17:00 to all 8:00
queue-to main split 47 pri 1

announcement 4001 (All agents are busy, please wait...)
wait-time 60 secs hearing music

goto step 2 if unconditionally

stop

messaging split 99 for extension 2000

/

Redirecting calls during an emergency or holiday

You can provide a quick way for asupervisor or agent to redirect calls during an
emergency or holiday. Use a special mailbox where you can easily change
announcements. This vector isalso an alternative to making sure all agentslog out
before leaving their phones.

In our example, no agents are normally logged in to split 10. We'll use split 10 for
an emergency. We preset buttons on our agents’ phones so people with these
phones can log in at the touch of a button.

To quickly redirect calls:

1. Create a special mailbox with the appropriate announcement such as “We
are unable to answer your call at thistime” or “Today is aholiday, please
call back tomorrow.”

In our example, we recorded the mailbox greeting for extension 2001.
2. Insert the following bold steps (steps 1, 10, and 11).

Refer to " Inserting astep’” on page 235 for more information.
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a4 N

CALL VECTOR

Number: 1 Name: main number calls Multimedia? n Lock? n
Basic? y EAS? n G3V4 Enhanced? n ANI/II-Digits? n ASAI Routing? n
Prompting? y LAI? n G3V4 Adv Route? n CINFO? n BSR? n

01 goto step 10 if staff agents split 10 >0

02 goto step 8 if time-of-day is all 17:00 to all 8:00

03 queue-to main split 47 pri 1

04 announcement 4001 (All agents are busy, please wait...)
05 wait-time 60 secs hearing music

06 goto step 2 if unconditionally

07 stop
08 messaging split 99 for extension 2000
09 stop
10 messaging split 99 for extension 2001
11 stop

N /

When thereis an emergency, firedrill, or holiday, the supervisor or agent logsinto
this split.

When an agent logs into split 10, the system looks at vector step 1, seesthat more
than O people are logged into split 10, and sends callsto step 10 (which sendsto

messaging split 99).

When your business returns to normal and the agent logs out of split 10, call
handling returns to normal.

Giving callers additional choices

You can give your callersalist of options when they cal. Your vector tells the
switch to play an announcement that contains the choices. The switch collects the
digitsthe caller dials in response to the announcement and routes the call
accordingly.

WEe'll create a vector that plays an announcement, then lets callers dial an
extension or wait in the queue for an attendant.

Please note, the following example of this " auto attendant” vector is a new vector
and is not built on the vector we used in the previous example.
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To let callers connect to an extension, write this kind of vector:

4 N

CALL VECTOR

Number: 1 Name: main number calls Multimedia? n Lock? n
Basic? y EAS? n G3V4 Enhanced? n ANI/II-Digits? n ASAI Routing? n
Prompting? y LAI? n G3V4 Adv Route? n CINFO? n BSR? n

01 wait-time 0 seconds hearing music

02 collect 4 digits after announcement 4004 (You have reached our company.
Please dial a 4-digit extension or wait for the attendant.)

03 route-to digits with coverage y

04 route-to number 0 with cov n if unconditionally

0s stop
06
07
08
09

o J

Inserting a step

It is easy to change a vector step and not have to retype the entire vector. Let’s add
announcement 4005 between step 3 and step 4 in vector 20.
To insert anew vector step in vector 20:
1. Typechange vector 20 and press RETURN.
The Call Vector screen appears.
2. PressepiT.
3. Typei followed by a space and the number of the step you want to add.
In our example, typei 4.
4. Typethe new vector step.
We'll type announcement 4005 (Please wait...).
5. PressENTER to save your changes.
%Tip:
When you insert a new vector step, the system automatically renumbers the

rest of the vector steps and all references to the vector steps. The switch
insertsa“*” when the numbering needs more attention.
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Deleting a step

To delete vector step 5 from vector 20:
1. Typechange vector 20 and press RETURN.
The Call Vector screen appears.
2. PressepiT.
3. Typed followed by a space and the number of the step you want to delete.
In our example, typed 5.
%Tip:

You can delete a range of vector steps. For example, to delete steps 2
through 5, type d 2-5 and press ENTER.

4. PressENTER t0 save your changes.

%Tip:
When you delete a vector step, the system automatically renumbers
the rest of the vector steps and all references to the vector steps. The
switch insertsa “*” when the numbering needs more attention.

More information

Refer to Avaya Call Vectoring/Expert Agent Selection (EAS) Guide for more
information.

Automated Attendant competes with several features for ports on the Call
Classifier — Detector circuit pack or equivalent. Refer to Avaya MultiVantage™
Hardware Solutions Guide for more information on the circuit pack.

Fixing problems

If there is a problem with a vector, the switch records the error as a vector event.
Vector events occur for anumber of reasons including problems with atrunk, full
gueue slots, or the vector reaching the maximum 1000 steps allowed.

Use display events to access the Event Report screen and see the event record.
Use the event record to see why the vector failed.
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To view the Event Report:
1. Typedisplay events and press RETURN.

The Event Report screen appears.

4 )

EVENT REPORT
The following option control which events will be displayed:

EVENT CATEGORY

Category: Vector
REPORT PERIOD

Interval: a From: _/ / : To: /_/
SEARCH OPTIONS

Vector Number:

Event Type:

2. Toseeadl current vector events, press RETURN.
OR

Indicate the events that you want to see by completing the Report Period
and Search Option fields. Refer to Avaya MultiVantage™ Call Center
Software Release 11Call Vectoring and Expert Agent Selection (EAS)
Guide for more information.

3. PresseNnTER to view the report.

The Event Report (detail) screen appears.

EVENT REPORT

Event Event Event Event First Last Event
Type Description Data 1 Data 2 Occur Occur Cnt
20 Call not queued 12/5 B 09/28/13:43 09/28/13:43 21
541 Not a messaging split Split 4C 09/28/13:43 09/28/13:43 136

Look at theinformation in Event Datafield to diagnose the vector event. In
this example, there was a problem with:

s Vector 12, step 5
s Split 89

Vector directory numbers

A vector directory number (VDN) is an extension that directs an incoming call to
a specific vector. This number is a*soft” extension number not assigned to an
equipment location. VDNs must follow your dia plan.
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Let’s create VDN 5011 for our sales department. A cal into 5011 routes to vector
11. Thisvector plays an announcement and queues calls to the sales department.

A SECURITY ALERT:

Vector fraud is one of the most common types of toll fraud because
vectorsroute calls based on the class of restriction (COR) assigned to
the VDN. Refer to Avaya Products Security Handbook for more

information.

Adding a vector directory number

To add a vector directory number:

1. Typeadd VDN 5011 and press RETURN.

You enter the VDN extension you want to add. The Vector Directory

Number screen appears.

Extension:

Name :

Allow VDN Override?

COR:

TN:

Vector Number:

AUDIX Name:

Messaging Server Name:
Measured:

Acceptable Service Level (sec):
VDN of Origin Annc. Extension:
1st Skill:

2nd Skill:

3rd Skill:

Return Destination:

VDN Timed ACW Interval:

BSR Application:

BSR Available Agent Strategy:

\

VECTOR DIRECTORY NUMBER

5011
Sales Department

1

1st-found

‘\\\

/

2. Type adescription for this VDN in the Namefield.

In our example, type Sales Department.

Theinformation in the VDN Name field appears on a display phone. This
allows the agent to recognize the nature of the call and respond

accordingly.

%Tip:

The VDN Override on the Viector Directory Number screen controls
the operation of the display.
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3. Enter the vector number.
In our example, type 11.

4. Inthe Measured field, indicate how you want to measure callsto hisVDN.
In our example, type both (for both CMS and BCMS).
%Tip:

BCMS must be enabled to use “ both.” Usedisplay
system-parameters customer-options to seeif BCMSis enabled.

5. PressENTER to save your changes.

Viewing vector directory numbers

To see the VDNs already associated with your vectors:
1. Typelist VDN and press RETURN.

The Vector Directory Number screen appears.

///7 VECTOR DIRECTORY NUMBER \\\

Event

VDN Vec Orig Notif Skills
Name Ext Ovrd COR TN Num Meas Annc Adj 1st 2nd 3rd
Tech Support 5000 vy 59 1 234 none 301
Customer Serv. 5001 n 1 1 1 none 302
New Orders 5002 vy 23 1 5 none 303

N J

Each VDN mapsto one vector. Several VDNs can map to the same vector.

Understanding Automatic Call
Distribution

Automatic Call Distribution (ACD) is MultiVantage feature used in many call
centers. ACD gives you greater flexibility to control cal flow and to measure the
performance of agents.

ACD systems operate differently from non-ACD systems, and they can be much
more complex. ACD systems can a so be more powerful because they alow you
to use features and products that are not available in non-ACD systems. Refer to
Avaya MultiVantage™ Call Center Software Release 11 Guide to ACD Call
Centers for more information on ACD call centers.
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Enhancing an ACD system

First, al call center management systems (such as Avaya's Basic Call
Management System (BCM S), BCM SVu, and the sophisticated Avaya |P Agent
Call Management System) require ACD. These management systems give you the
ability to measure more aspects of your center’s operation, and in more detalil,
than is possible with standard Avaya MultiVantage reports.

Call vectoring greatly enhances the flexibility of a call center, and most vectoring
functions require ACD. Vectoring is a simple programming language that allows
you to custom design every aspect of call processing. Refer to ** What are
vectors?’ on page 228 for more information.

Together, ACD and vectoring allow you to use Expert Agent Selection (EAS). For
avariety of reasons, you may want certain agents to handle specific types of calls.
For example, you may want only your most experienced agents to handle your
most important customers. You may have multilingual agents who can serve
callersin avariety of languages.

EAS dlows you to classify agents according to their specific skills and then to
rank them by ability or experience within each skill. Avaya MultiVantage uses
these classifications to match each call with the best available agent. Refer to
Avaya MultiVantage™ Call Center Software Release 11Call Vectoring and Expert
Agent Selection (EAS) Guide for more information on call vectoring and EAS.

Assigning a terminating extension
group

A Terminating Extension Group (TEG) alows an incoming call to ring as many as
4 phones at onetime. Any user in the group can answer the call.

Once a member of the TEG has answered a group call, the TEG is considered

busy. If asecond call isdirected to the group, it follows a coverage path if one has
been assigned.
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Instructions

Now assign aterminating extension group to the advertising department. For
example, let's assign this TEG to extension 6725.

1. Typeadd term-ext-group next and press RETURN.

The Terminating Extension Group screen appears.

///k TERMINATING EXTENSION GROUP \\\

Group Number: 1 Group Extension: 6725
Group Name: advertising Coverage Path: 5
Security Code: COR: 1
TN: 1
ISDN Caller Disp: mbr-name LWC Reception: none
AUDIX Name: Messaging Server Name:

GROUP MEMBER ASSIGNMENTS

Ext Name (first 26 characters) Ext Name (first 26 characters)
1: 5101 26 character name sta 5101 3:
2: 4: 5102 26 character name sta 5102

-

2. Inthe Group Extension field, type 6725.
Thisisthe extension for the advertising group.
3. Inthe Group Name, type advertising.
Thisisthe name of the group.
4. Inthe Coverage Path field, type 5.
Thisisthe number of the call coverage path for this group.
5. Inthe COR field, leave the default as 1.
6. Inthe TN field, leave the default as 1.
7. IntheISDN Call Display field, type mbr-name.

This specifies that the member name (member of the TEG where the call
terminated) is sent to the originating user.

8. Inthe Ext field, in the 1st place, type 5101.
9. Inthe 4th place, type 5102.

10. PressENTER to save your changes.
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11. Typechange station 6725 and press RETURN.

The Station screen for extension 6725 appears.

///' Page 2 of X <\\\

STATION

FEATURE OPTIONS
LWC Reception? msa-spe Auto Select Any Idle Appearance? n
LWC Activation? y Coverage Msg Retrieval? y
CDR Privacy? n Auto Answer: none
Redirect Notification? y Data Restriction? n
Per Button Ring Control? n Idle Appearance Preference? n
PCOL/TEG Call Alerting? n
Active Station Ringing: single Restrict Last Appearance? y
Per Station CPN - Send Calling Number?
H.320 Conversion? n
AUDIX Name:
Messaging Server Name: Audible Message Waiting? n
Display Client Redirection?
Select Last Used Appearance? n

N /

12. Inthe Bridged Call Alerting field, typey.
This provides audibleringing for TEG calls.

=]

13. Inthe Button Assignments section, type term-x-gr 1.
Thisisthe TEG button for the advertising group.

14. PressENTER t0 save your changes.
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World class routing

Your system uses Automatic Alternate Routing (AAR) and Automatic Route
Selection (ARS) to direct outgoing calls.

= AAR routes calls within your company over your own private network.

»  ARSroutes callsthat go outside your company over public networks. ARS
also routes calls to remote company locations if you do not have a private
network.

Automatic routing begins when a user dials a Feature Access Code (FAC)
followed by the number the user wants to call. The switch analyzes the digits
dialed, selectsthe route for the call, deletes and inserts digits if necessary, and
routes the call over the trunks you specify in your routing tables. ARS and AAR
can access the same trunk groups and share the same route patterns and other
routing information. ARS calls can be converted to AAR calls and vice-versa.

The FAC for AAR isusualy thedigit 8. The FAC for ARS isusualy thedigit 9in
the US and O outside of the US. Your Avaya technician sets up AAR on your
switch and usually assigns the AAR FAC at the same time. You can administer
your own ARS FAC.

This section describes only ARS call routing.
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Managing calling privileges

Each time you set up a phone, you use the station screen to assign a COR. You can
create different CORs for different groups of users. For example, you may want
executives in your company to have different calling privileges than receptionists.

When you set up a COR, you specify a Facility Restriction Level (FRL) on the
Class of Restriction screen. The FRL determines the calling privileges of the user.
Facility Restriction Levels are ranked from 0—7, where 7 has the highest level of
privileges.

You also assign an FRL to each route pattern preference in the route pattern
screen. When a user makes a call, the system checks the user’s COR. Thecal is
alowed if the caller’'s FRL is higher than or equal to the route pattern preference’s
FRL.

Instructions

Let’s say we are setting up a new phone for an executive. The current translations
assign COR 1, with outward restrictions and an FRL 0, which is the lowest
permission level available. We want to assign a COR with the highest level of
permissions, FRL 7, to station 1234.
To change station 1234 from COR 1to COR 7:
1. Typechange station 1234 and press RETURN.
The Station screen appears.
2. Inthe COR fidld, type 7 and press ENTER t0 save your changes.
3. Tochangefrom FRL 0to FRL 7, type change cor 7 and press RETURN.
The Class of Restriction screen appears.
4. Inthe FRL field, type 7 and press ENTER to save your changes.

Now all users with COR 7 will have the highest level of calling
permissions.

Assigning ARS FAC

244

Besurethe ARS Feature Access Code (FAC) is set up on your system. Inthe U.S.,
9isusualy the ARS FAC. Usersdia 9 to make an outgoing call.

When a user dials 9 to access ARS and make an outgoing call, the ARS access
code 9 isdropped before digit analysis takes place. will not be part of the digit
anaysis.
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Instructions

To assign the ARS FAC:
1. Typechange dialplan and press ENTER.
The DCSto QSIG TSC Gateway screen screen appears.

2. Moveto the 9 row and type fac in the first column. Press ENTER to save
your changes.

3. Typechange features and press ENTER.
The Feature Access Code screen appears.

4. Type9inthe ARS - access code field and press ENTER to save your
changes.

Displaying ARS analysis information

Instructions

You' Il want to become familiar with how your system currently routes outgoing
cals. Todisplay the ARS Digit Analysis Table that controls how the system routes
calls that begin with 1.

1. Typedisplay ars analysis 1 and press RETURN.

The ARS Digit Analysis Table for dialed strings that begin with 1 appears.
Note that the switch displays only as many dialed strings as can fit on one
screen at atime.

To see dl the dialed strings that are defined for your system, run an ARS Digit
Analysisreport:
1. Typelist ars analysis and press RETURN.

The ARS Digit Analysis Report appears. You may want to print this report
to keep in your paper records.
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Understanding ARS analysis

With ARS, the switch checks the digits in the number called against the ARS
Digit Analysis Table to determine how to handle the dialed digits. Your switch
aso uses Class of Restriction (COR) and Facility Restriction Level (FRL) to
determine the calling privileges.

Let'slook at avery smple AAR and ARS Digit Analysis Table. Your system
likely has more defined dialed strings than our example.

/ ARS DIGIT ANALYSIS TABLE \
Location: all Percent Full: 6

Dialed Total Route Call Node ANI
String Min Max Pattern Type Num Reqg

1 1 1 12 svel n

1 11 11 30 fnpa _ n

1 12 23 17 intl _  n

10xxx 5 _ 5 deny op __n

1800 11_ 11 30 fnpa _ n

2 77 2 hnpa _ n

3 77 2 hnpa n

4 77 2 hnpa _ n

5 77 2 hnpa n

6 77 2 hnpa _ n

7 7 _ 7 2 hnpa _ n

/

The far-left column of the ARS Digit Analysis Table lists thefirst digitsin the
dialed string. When a user makes an outgoing call, the system analyzes the digits,
looks for amatch in the table, and uses the information in the matching row to
determine how to route the call.

Let's say acaller placesacall to 1-303-233-1000. The switch matches the dialed
digits with those in the first column of the table. In this example, the dialed string
matchesthe ‘1. Then the systems matches the length of the entire dialed string
(11 digits) to the minimum and maximum length columns. In our example, the
11-digit call that started with 1 follows route pattern 30 as an fnpa call.

%Tip:
Thefirst dialed digit for an external call is often an access code. If ‘9’ is
defined as the ARS access code, the switch drops this digit and analyzes the
remaining digits with the ARS Analysis Table.

The Route Pattern points to the route that handles the calls that match this dial
string.

Call Typetellswhat kind of call is made with thisdial string. Call type helpsthe
switch decide how to handle the dialed string.

246 |Issue4 May 2002 555-233-506



Understanding ARS analysis

Examples of digit conversion

Your system usesthe AAR or ARS Digit Conversion Table to change adialed
number for more efficient routing. Digits may be inserted or deleted from the
dialed number. For instance, you can tell the switch to delete a 1 and an area code
on callsto one of your locations, and avoid long-distance charges by routing the
call over your private network.

The table below reflects these values:

m  ARSfeature access code =9
AAR feature access code = 8
Private Network Office Code (also known as Home RNX) = 222
Prefix 1 isrequired on al long-distance DDD calls
Dashes (-) are for readability only

The switch maps the dialed digits to the matching pattern that most closely
matches the dialed number. Example: If the dialed string is 957-1234 and
matching patterns 957-1 and 957-123 are in the table, the match is on pattern
957-123.
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Table 4. ARS Digit Conversion Examples
Actual Digits Matching Replacement Modified
Operation Dialed Pattern String Address Notes

DDD call to ETN 9-1-303-538-1345 1-303-538 362 362-1345 Call routesviaAAR for
RNX 362

Long-distance call 9-10222+DDD 10222 (blank) (blank) Call routes as dialed with

to specified carrier DDD # over private
network

Terminating a 9-1-201-957-5567 1-201-957-5 | 222-5 222-5567. Call goes to home RNX

local DDD call to or 9-957-5567 or 222, ext. 5567

an internal station 957-5

Unauthorized call 9-1-212-976-1616 1-XXX-976 | # (blank) "#' means end of dialing.

to intercept ARSignoresdigitsdialed

treatment after 976. User gets
intercept treatment.

International calls 9-011-91-672530 011-91 222-0111# 222-0111 Call routesto local switch

to an attendant (RNX 222), then to
attendant (222-0111).

International call 9-011-91-672530 011-91 222-1234# 222.1234- Call routesto local switch

to announcement (RNX 222), then to

(This method may announcement extension

also be used to (222-1234).

block

unauthorized

IDDD calls)

International call 0-00-XXXXXXXX | 00 +00+ 00+XXXX | Thefirst O denotes ARS,

from certain the second pair of Os

European denotes an international

countries needing
dial tone detection

call, the pluses denote
"wait" for dia tone
detection.

Defining operator assisted calls

Let'slook at how the switch routes an ARS call that begins with O and requires
operator assistance. Remember, the user dials 9 to access ARS, then a0, then the
rest of the number.
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To see how your switch handles acall to an operator:
1. Typedisplay ars analysis 0 and press ENTER.
The AAR and ARS Digit Analysis Table screen starting with O appears.

/ ARS DIGIT ANALYSIS TABLE \
Location: all Percent Full: 6

Dialed Total Route Call Node ANI

String Min Max Pattern Type Num Req
0 1 1 1 svel _ n
0 8__ 8 1 op . n
0 11 11 1 op . n
00 2 _ 2 1 op . n
01 10_ 23 _ deny op - n
011 10_ 23 _ deny iop - n
3 intl _ n

\ 1 11 11

The table in our example shows 6 translations for calls that begin with O.

/

Instructions

Let’susethe ARS digit analysis table shown above and follow the routing for an
operator assisted acall to NJ.

— A user dials 9 0 908 956 1234.

— The switch dropsthe ARS FAC (9 in our example), looks at the ARS Digit
Analysis Table for 0, and analyzes the number. The switch:

m determines that more than 1 digit was dialed
m rulesout the plan for 00, 01, and 011
s determinesthat 11 digits were dialed

— The switch routes the call to route pattern 1 as an operator assisted call

Defining Inter-exchange carrier calls

Let'slook at how the switch routes an ARS call to an inter-exchange
(long-distance) carrier (1XC). I XC numbers directly access your long-distance
carrier lines.

I XC numbers begin with 1010, followed by three digits, plus the number asitis
normally dialed including 0, 00, or 1+ 10 digits. These numbers are set up on your
default translations.

Remember, the user dials 9 to access ARS, then the rest of the number.
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Instructions
To see how your switch handles acall to an IXC:
1. Typedisplay ars analysis 1 and press ENTER.
The AAR and ARS Digit Analysis Table screen starting with 1 appears.

/ ARS DIGIT ANALYSIS TABLE \
Location: all Percent Full: 6
Dialed Total Route Call Node ANI
String Min Max Pattern Type Num Req
1 11 11 3 intl _  n
1010xxx 77 5 op . n
1010xxx0 8 8 5 op - n
1010xxx0 1818 _ 5 op - n
1010xxx00 9 9 5 op __ n
1010xxx01 17_25 _ 3 iop - n
2 7 _ 7 2 hnpa _ n
3 7 7 2 hnpa n
7 2 hnpa n

\ 4 7

Thistable shows 5 trandlations for | XC calls.

/

When you use x in the Dialed String field, the switch recognizes x as a wildcard.
The x represents any digit, 0- 9. If | dial 1010, the next 3 digitswill always match
the x wild cards in the dialed string.

Use the ARS digit analysis table shown above and follow the routing for an IXC
call to AT&T. 1010288 isthe carrier access code for AT&T.

— A user dials 9 1010288 plus a public network number.

— The switch dropsthe ARS FAC (9 in our example), looks at the ARS Digit
Analysis Table for 1010, and analyzes the number.

— The switch matches 288 with xxx and sends the call over route pattern 5.

Restricted area codes and prefixes

Certain area code numbers are set aside in the North American Numbering Plan.
These numbers are 200, 300, 400, 500, 600, 700, 800, 877, 888, 900. You need to
specifically deny calls made to area codes 200 through 900 (except 800 and 888).

You can also deny accessto the 976 prefix, which is set aside in each area code for
pay-per call services, if you do not want to incur charges. You can block 976 or
any other prefix in all NPAswith asingle entry in the digit analysis table. See
“Using wild cards’’ on page 251 for more information.

Instructions

Set the 200 area code apart from other area codes 201 through 209. We use the
digit analysistable 120 because it defineslong distance calls that begin with 1 and
all area codes from 200 through 209.
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To deny long distance calls to the 200 area code;
1. Typechange ars analysis 120 and press ENTER.
The AAR and ARS Digit Analysis Table screen beginning with 120

appears.
ARS DIGIT ANALYSIS TABLE
Location: all Percent Full: 6
Dialed Total Route Call Node ANI
String Min Max Pattern Type Num Req
120 11 11 4 fnpa _ n
1200 11 11 deny fnpa n

The table in our example shows 2 trandations for calls that begin with 120.

First, follow the routing for along-distance call that beginswith 120 and is
alowed. The 120 trandlation handles al dia strings 1-201 through 1-209, and
there are many matches.

— A user dials 9 120 plus 8 digits (the first of the 8 digitsis not 0).

— The switch dropsthe ARS FAC (9 in our example), looks at the ARS Digit
Analysis Table for 120, and analyzes the number. The switch determines
that the call is along-distance call and sends the call over route pattern 4.

Now let’sfollow a call that begins with the restricted area code 200. Only one
string matches this translation.
— A user dials 9 1200 plus 7 digits.

— The switch dropsthe ARS FAC (9), and looks at the ARS Digit Analysis
Table for 1200. The switch determinesthat the call typeis deny and the call
does not go through.

Using wild cards

You can use wild cards to help separate out calls to certain numbers. Remember,
when you use the wild card x in the Dialed String field, the switch recognizes x as
any digit, 0 - 9. For example, you can restrict users from making calls to a 555
information operator where you might incur charges.

Instructions
To prevent callers from placing calls to long-distance 555 information numbers:
1. Typechange ars analysis 1 and press RETURN.

The AAR and ARS Digit Analysis Table screen beginning with 1 appears.
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N o g b~ w DN

Defining local information calls

1

Dialed
String

1xxx555
1010xxx

ARS DIGIT ANALYSIS TABLE

Location:

Total
Min Max

1111

11 11

7

_7—

all

Percent Full: 6

Node ANI

Num

Route Call
Pattern Type

1 intl _
1 intl

1 op

Reqg
n
n
n

Use the arrow keysto move to ablank Dialed String field.
Enter 1xxx555 in the Dialed String field.

Enter 11 in the Total Mn and 11 in Total Mx fields.

Enter deny (denied) in the Route Pattern field.
Enter fnhp inthe Call Typefield.

Press ENTER to save your changes.

You can set up your switch to allow callsto local information, or 411.

Instructions

To allow 411 service calls:
1.

N o g b~ w DN

252

Type change ars analysis 4 and press RETURN.

The AAR and ARS Digit Analysis Table screen beginning with 4 appears.

411

Dialed
String

ARS DIGIT ANALYSIS TABLE

Total

Location:

Min Max

911

W a9 9w

3

7
7
7
3

all
Route Call
Pattern Type

1 svel
2 hnpa
2 hnpa
2 hnpa
1 svel

Percent Full: 6

ANI
Req
n
n
n
n
n

Use the arrow keys to move to ablank Dialed String field.
Enter 411 in the Dialed String field.
Enter 3 in the Total Mn and 3 in Total Mx fields.
Enter 1 in the Route Pattern field.

Enter svcl (service call) in the Call Typefield.

Press ENTER t0 save your changes.
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Setting up multiple locations

When you define location numbers for the cabinets in a switch, you can create
numbering plans and time zone and daylight savings plans that are specific for
each cabinet. Choose the location you want to use as your main location, and
offset the system clock time on each cabinet according to their its location. For
more information about defining location numbers with the change cabinet
command, refer to your system’s Maintenance manual.

Before you start

Be sure the Multiple Locations field on the System-Parameters Customer-Options
screenissettoy. If thisfield is set to n, contact your Avaya representative for
more information.

Be sure your daylight savings rules are administered. Daylight Savings Rule
numbers are located on the Daylight Savings Rule Screen

Each cabinet in a switch and each port network in the cabinet must be assigned a
location number. Refer to the maintenance information for your switch for more
information.

Instructions

For example, let’s set up multiple locations for a switch with cabinetsin Chicago
and New York. Location 1 is assigned to the cabinet in Chicago, our main office,
so Central Standard Time is used for our main location. Location 2 is assigned to
the cabinet in New York. We'll define the numbering plan area (NPA) for the
Chicago and New York locations, and set the time zone offset for NY to show the
difference in time between Eastern Standard Time and Central Standard Time.

%Tip:

Typelist cabinets to see the cabinet screen and a list of cabinets and their
locations.
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To define locations for cabinets in Chicago and New York:

1. Typechange multiple locations and press ENTER.

The Locations screen appears.

Number

W JO0 Ul WN R

PR R R
w N - O v

(.

LOCATIONS \

ARS Prefix 1 required for 10-digit NANP calls?

Name TimeZone Daylight-Savings Number Plan
Offset Rule Area Code

Chicago + 00:00 312

New York - 01:00 212

|
T O O

J

. Typey inthe ARS Prefix 1 required for 10-digit NANP callsfield.

Our dia plan requires usersto dial a 1 before all 10-digit (long distance)
NANP calls.

. Type Chicago in the Name field in the Number 1 row.

Usethisfield to identify the location.

. Type +00:00 in the TimeZone Offset field in the Number 1 row.

In our example, the system time and the Chicago location time are the
same.

. Type 1 in the Daylight Savings Rule field in the Number 1 row.

In our example, daylight savingsrule 1 appliesto U.S. daylight savings
time.

?Tip:
Usedisplay daylight-savings-rules to see what rules have been
administered on your switch.

. Type 312 in the Number Plan Area Code field in the Number 1 row.

In our example, 312 isthe local area code for Chicago, location 1.

. Type New York in the Name field in the Number 2 row.
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8. Type-01:00 in the TimeZone Offset field in the Number 2 row.

In our example, subtract one hour from the system clock in Chicago to
provide the correct time for the location in New York.

9. Type1linthe Daylight Savings Rule field in the Number 2 row.

In our example, daylight savingsrule 1 appliesto U.S. daylight savings
time, and both locations use the same rule.

10. Type 212 inthe NANP field in the Number 2 row.
In our example, 212 isthe local area code for New York, location 2.

11. PressENTER t0 save your changes.

Related topics

Refer to ** Setting the system date and time’’ on page 39 for more information
about how to set your system clock and specify the daylight savings rule for the
location.

Refer to ** Establishing daylight savings rules’” on page 37 for more information
about how to specify the dates and times of daylight savings rules.

Routing with multiple locations

When you set up multiple locations, you can define call routing that covers al
locations as well as call routing specific to each individual location. Use your
routing tables to define local routing for 911, service operators, local operator
access, and al local callsfor each location. Leave long-distance and international
numbersthat apply across all locations on the routing tables with location field set
to all.

Before you start

Be surethe Multiple Locationsfield on the System-Parameters Customer-Options
screenissettoy. If thisfield is set to n, contact your Avaya representative for
more information.

AAR or ARS must be administered.

m For AAR, verify that either the Private Networking field or the Uniform
Dialing Plan field isy on the System-Parameters Customer-Options screen.

m For ARS, verify that the ARSfield isy on the System-Parameters
Customer-Options screen.

Each cabinet in a switch must be assigned a location number. Refer to the
maintenance information for your switch for more information.
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Instructions

For example, let’'suse ARS to set up local call routing for two switch locations.
Our Chicago switch is assigned to location 1, and our New York switchis
assigned to location 2.

Our example shows asimple local dialing plan. Each location aready contains
location-specific routing tables. We' |l use route pattern 1 for local service calls
and route pattern 2 for local HNPA calls in the Chicago location.

%Tip:
Create location-specific routing by assigning different route patterns for
each location.
To define locd calls for switchesin Chicago and New York:
1. Typechange ars analysis location 1 and press ENTER.
The AAR and ARS Digit Analysis Table screen for location 1 appears.

///;hange ars analysis Page 1 of Xﬁ\\\

ARS DIGIT ANALYSIS TABLE
Location: 1 Percent Full:

Dialed Total Route Call Node ANI

String Min Max Pattern Type Num Reqd
7 hnpa n

hnpa
hnpa
svecl
hnpa
hnpa
hnpa
svecl
hnpa
hnpa
svcl
hnpa

N

‘HM‘N

N

0]
o]
e

dW WIS Ww g
NIW YWY Ww I
NHENDNRENQ
BBBBBBBBBBB

/

2. Typetheinformation for local dialed strings and service callsin each row
on the screen.

In our example, for location 1 (Chicago) local HNPA calls:
m Typethe appropriate digit in the Dialed String field
= Type7inthe Total Min field
s Type7inthe Total Max field
m Type 2 in the Route Pattern field
s Typehnpainthe Cal Typefield
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In our example, for location 1 (Chicago) local service cdls:

Type the appropriate digitsin the Dialed String field
Type 3 in the Total Min field

Type 3 in the Total Max field

Type 1 in the Route Pattern field

Type svcl inthe Call Typefield

3. PresseNTER to save your changes.

4. Typechange ars analysis 4 location 2 and press ENTER.
The ARS Digit Analysis Table for location 2 appears.

5. Typeintheloca HNPA and service call routing information for New York.

6. PressENTER to save your changes.

Related topics

Refer to ** Automatic routing — general’’ on page 1383 for more information on

ARS.

Refer to “AAR and ARS Digit Analysis Table'” on page 559, ““AAR and ARS
Digit Conversion Table’’ on page 564, and ** Toll Analysis’ on page 1163 for
genera information on ARS administration. You can define location specific
entries in addition to the global entries on these screens.

Modifying call routing

If your system uses ARS Digit Analysisto analyze dialed strings and select the
best route for acall, you must change the digit analysis table to modify call
routing. For example, you' |l need to update this table to add new area codes or to
restrict users from calling specific areas or countries.

Adding a new area code or prefix

A common task for system administratorsisto configure their system to recognize
new area codes or prefixes.

When you want to add a new area code or prefix, you look up the settings for the
old area code or prefix and enter the same information for the new one.

%Tip:

Usedisplay toll xxx (where xxx is the prefix you want to add) to seeif the
new area code or prefix number isset up asatoll call (y) or not. Some users
may not be allowed to dial toll call numbers.

555-233-506
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Instructions

Let's add anew area code. When the Californiaarea code, 415, splits and portions
change to 650, you'll need to add this new area code to your system.

%Tip:

If you do not need to use 1 for area code calls, omit the 1 in steps 1, 3, and 5
inour example. Also, enter 10 in the Total Min and Total Max fields (instead

of 11) in step 6.

To add this non-local area code:

1. Typelist ars route-chosen 14152223333 and press RETURN.

You can use any 7-digit number after 1 and the old area code (415). We
used 222-3333.

The ARS Route Chosen Report screen appears.

Location: 1

Dialed
String
141

ARS ROUTE CHOSEN REPORT

Total

Min Max

11 11

Partitioned Group Number:

Route Call Node
Pattern Type Number
30 fnpa

1

Location

all

2. Write down the Total Min, Total Max, Route Pattern, and Call Type values
from this screen.

In this example, the Total Minis 11, Total Max is11, Route Patternis 30,
and the Call Typeisfnpa

3. Typechange ars analysis 1650 and press RETURN.
The AAR and ARS Digit Analysis Table screen appears.

k976 11

Dialed Total
String Min Max
1 11 11
167 11 11
1800 11 11
2 7 7
3 7 7
4 7 7
5 7 7
7 7 7
8 7 7
911 3 3
1 11

Route
Pattern
30

30

30

2

2
2
2
2
2
1
d

eny

all

Call
Type
fnpa
fnpa
fnpa
hnpa
hnpa
hnpa
hnpa
hnpa
hnpa
emer
hnpa

ARS DIGIT ANALYSIS TABLE
Location:

Node
Num

38 B8B8B83838388

Percent Full:
ANT
Reqg

B
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4. Moveto ablank Dialed String field.

If the dided string is aready defined in your system, the cursor appearsin
the appropriate Dialed String field, where you can make changes.

5. Enter 1650 in the Dialed String field.

6. Enter the minimum and maximum values from step 2 in the Total Mn and
Total Mx fields.

In our example, enter 11 in each field.

7. Enter the route pattern from step 2 in the Route Pattern field.
In our example, enter 30.

8. Enter fnpainthe Call Typefield.

9. Enter the node number from step 2 in the Node Num field.
For our example, leave the node number blank.

10. PressENTER to save your changes.
To add a new prefix, follow the same directions, except use a shorter dial string

(such aslist ars route-chosen 2223333, where 222 isthe old prefix) and adial
type of hnpa.

%Tip:
If you change an existing area code for a network with multiple locations, be
sure to change the Number Plan Area Code field on the Locations screen.
Refer to * Setting up multiple locations’’ on page 253.

Using ARS to restrict outgoing calls

ARS allows you to block outgoing callsto specific dialed strings. For example,
you can restrict users from making international calls to countries where you do
not do business, or in the U.S. you can restrict access to 900 and 976 pay-per-call
numbers.

A SECURITY ALERT:

To prevent toll fraud, deny calls to countries where you do not do business.
The following countries are currently concerns for fraudulent calling.

country code country code
Colombia 57 Pakistan 92
Ivory Coast 225 Peru 51
Mali 23 Senegal 221
Nigeria 234 Yemen 967
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Instructions

To prevent callers from placing calls to Colombia (57):
1. Typechange ars analysis 01157 and press RETURN.

You enter 011 (international access) and the country code (57). The ARS
Digit Analysis Table screen appears.

2. Moveto ablank Dialed String field.

If the dided string is aready defined in your system, the cursor appearsin
the appropriate Dialed String field. Skip to step 5 to deny calls to this
dialed string.

Enter 01157 in the Dialed String field.

Enter 10 in the Total Mn and 23 in Total Mx fields.
Enter deny (denied) in the Route Pattern field.
Enter intl in the Call Type field.

N o g b~ w

Press ENTER t0 save your changes.

Overriding call restrictions

You can use authorization codes to enable callersto override a station’s calling
privileges. For example, you can give a supervisor an authorization code so they
can make calls from a phone that is usually restricted for these calls. Since each
authorization code has its own COR, the system uses the COR assigned to the
authorization code (and FRL assigned to the COR) to override the privileges
associated with the employee’s phone.

Note that authorization codes do not override dialed strings that are denied. For
example, if your ARS tables restrict users from placing callsto Colombia, acaller
cannot override the restriction with an authorization code.

Before you start

260

Verify that the Authorization Codes field on the System Parameters Customer
Options screen isset toy.

A SECURITY ALERT:
You should make authorization codes as long as possible to increase the
level of security. You can set the length of authorization codes on the
Feature-Related System Parameters screen.
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Instructions

Let's create an authorization code 4395721with a COR of 2.
1. Typechange authorization-code 4395721 and press RETURN.
The Authorization Code — COR Mapping screen appears.
2. Inthe ACfield, type 4395721.
3. Inthe COR field, enter 2.

4. PressENTER to save your changes.

Authorization Code - COR Mapping
NOTE: 2 codes administered. Use ’‘list’ to display all codes.

AC COR AC COR AC COR AC
9260839 3
2754609 4

COR AC CO!

<]

11118
<]
b
Q

Defining ARS Partitions

Most companies want all their users to be able to make the same calls and follow
the same route patterns. However, you may find it helpful to provide special
calling permissions or restrictions to a group of users or to particular phones.

ARS partitioning allows you to provide different call routing for a group of users
or for specific phones.

=> NOTE:
If you used partitioning on a prior release of Avaya MultiVantage and you
want to continue to use partitioning, please read this section carefully. Inthis
release of Avaya MultiVantage, partition groups are defined on the Partition
Route Table. If you want to define routing based on partition groups, use the
Partition Route Table. Partition groups are no longer defined on the Digit
Analysis Table.

Before you start

Verify that Partitioning on the System Parameters Customer Options screenisy.

Verify that Time of Day Routing on the System Parameters Customer Options
screenisn.
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Setting up partition groups

Let's say you allow your employees to make local, long distance, and emergency
calls. However, you have alobby phone for visitors and you want to allow usersto
make only local, toll-free, and emergency calls from this phone.

To restrict the lobby phone, you modify the routing for a partition group to enable

only specific cals, such as U.S. based toll-free 1-800 calls, and then assign this
partition group to the lobby phone.

Instructions

To enable 1-800 callsfor partition group 2:
1. Typelist ars route-chosen 18002221000 and press RETURN.

You can use any 7-digit number following the 1800 to create an exampl e of
the dialed string.

The ARS Route Chosen Report for partition group 1 appears.

ARS ROUTE CHOSEN REPORT

Location : 1 Partitioned Group Number: 1
Dialed Total Route Call Node Location
String Min Max Pattern Type Number
1800 11 11 pl fnpa all

2. Record the route pattern for the selected dialed string.

In our example, the route pattern for 1800 is pl. Thisindicates that the
system uses the Partition Routing Table to determine which route pattern to
use for each partition.

=>» NOTE:
If there was a number (with no p) under Route Pattern on the Route
Chosen Report, then all partitions use the same route pattern. You
need to use the Partition Routing Table only if you want to use
different route patterns for different partition groups.

3. PresscaNceL to return to the command prompt.
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4. Type change partition-route-table index 1 and press RETURN.

The Partition Route Table screen appears. In our example, partition group 1
can make 1800 calls and these calls use route pattern 30.

///f Partition Routing Table i\\\

Routing Patterns
Route
Index PGN 1 PGN 2 PGN 3 PGN 4 PGN 5 PGN 6 PGN 7 PGN 8
1 30
2
3
4
5
6
7

5. Inthe PGN2 column that corresponds to Route Index 1, type 30 and press
ENTER.

Thistellsthe system to use route pattern 30 for partition group 2 and allow
partition group 2 members to make calls to 1800 numbers.

Assigning a phone to a partition group

To assign an extension to a partition group, first assign the partition group to a
Class of Restriction (COR), and then assign that COR to the extension.

Instructions

To assign a Class of Restriction (COR) to partition group 2:
1. Typelist cor and press RETURN.

The Class of Restriction Information screen appears.

CLASS OF RESTRICTION INFORMATION

COR COR Description
0

1 supervisor

2 telecommuting
3

2. Choose a COR that has not been used and press cCANCEL.

In our example, select 3.
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3. Typechange cor 3 and press RETURN.
The Class of Restriction screen appears.

/ CLASS OF RESTRICTION \

COR Number: 3
COR Description: lobby

FRL: 0 APLT? y

Can Be Service Observed?
Can Be A Service Observer?
Partition Group Number:

Calling Party Restriction:
Called Party Restriction:
Forced Entry of Account Codes?

none
none

Priority Queuing? n Direct Agent Calling? n
Restriction Override: none Facility Access Trunk Test? n
Restricted Call List? n Can Change Coverage? n

Unrestricted Call List?
Access to MCT? y Fully Restricted Service? n
Category For MFC ANI: 7 Hear VDN of Origin Annc.? n
Send ANI for MFE? n_ Add/Remove Agent Skills? n
MF ANI Prefix: Automatic Charge Display? n
Hear System Music on Hold? y PASTE (Display PBX Data on Phone)? n
Can Be Picked Up By Directed Call Pickup? n
Can Use Directed Call Pickup? n

o J

4. Typeanamefor this COR inthe COR Description field.
In our example, type lobby.
5. Enter 2 in the Partition Group Number field.

6. PressENTER to save your changes.

Now assign COR 3 to the lobby phone at extension 1234:
1. Typechange station 1234 and press RETURN.
The Station screen for 1234 appears.
2. Inthe COR field, enter 3.

3. PressEeNTER to save your changes.

Setting up time of day routing

Time of Day Routing lets you redirect cals to coverage paths according to the
time of day and day of the week. You need to define the coverage paths you want
to use before you define the time of day coverage plan.

You can route calls based on the |east expensive route according to the time of day
and day of the week the call is made. You can also deny outgoing long-distance
calls after business hours to help prevent toll fraud. Time of Day Routing applies
toal AAR or ARS outgoing calls and trunks used for call forwarding to external
numbers.
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Before you start

AAR or ARS must be administered on your switch before you use Time of Day
Routing.

Instructions

For AAR, verify that either the Private Networking field or the Uniform
Diaing Plan field isy on the System-Parameters Customer-Options screen.

For ARS, verify that the ARSfield isy and the Time of Day Routing field
isy on the System-Parameters Customer-Options screen.

Asan example, let’s allow our executives to make long distance calls during
business hours. Let’slook at the Time of Day Routing Plan before we make any
changes.

To display your Time of Day Routing Plan:

1. Typedisplay time-of-day 1 and press RETURN.

The Time of Day Routing Plan 1 appears.

Sun
Mon
Tue
Wed
Thu
Fri
Sat

Act

Time

00:
00:
00:
00:
00:
00:
00:

01
01
01
01
01
01
01

PGN Act PGN Act PGN Act PGN Act PGN Act

# Time # Time # Time # Time # Time

1

108: 00 2 12: 00 1 13:__00 2 17:_00 1 __:
108: 00 2 12: 00 1 13:__00 2 17:_00 1 __:
108: 00 2 12: 00 1 13:__00 2 17:_00 1 __:
1 08: 00 2 12: 00 1 13:__00 2 17:_00 1 __:
1 08: 00 2 12: 00 1 13: 00 2 17:_00 1 __:
1 .

\\\

Page 1 of 1

TIME OF DAY ROUTING PLAN 1

555-233-506

Make a note of the routing plan that is currently in effect. In our example,
this plan is for employees who can only make local calls.

You can see that in our example, two partition group numbers control time
of day routing. PGN 1 begins one minute after midnight (00:01) every day
of the week, and is used for after-business hours and all day Saturday and
Sunday. PGN 2 is assigned to office hours Monday through Friday, not
including noon (12:00) to 1:00 p.m. (13:00).

2. Press canceL to clear the screen.
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Now let’s create a new time of day routing plan for long-distance calls for our
executives.

1. Typechange time-of-day 2 and press RETURN.

The Time of Day Routing Plan 2 appears.
2. Type1in each field as shown on Time of Day Routing Plan 1.

In our example, thisisthe PGN used for after hours and the lunch hour.
3. Type3inal other fields.

In our example, PGN 3 uses the route pattern for long-distance calls during
business hours. We can save money by using the trunk lines provided by
our new long-distance carrier.

4. PressENTER t0 save your changes.

Now assign your new Time of Day Routing Plan 2 to the COR assigned to your
executives. Refer to ** Class of Restriction”” on page 636 to see where to assign
thisfield.

Example

For this example, assume the following:
s Jimisthe user at extension 1234.
s Extension 1234 is assigned a COR of 2.
s COR 2isassigned a Time of Day Plan Number of 1.
s TheTime of Day Routing Plan 1 is administered as shown in the example
above.

When Jim comes into work on Monday morning at 8:30 and makes an ARS call
(dialsthe ARS access code followed by the number of the person heis calling),
the system checks the Time of Day Plan Number assigned to Jim's COR.

Because Jim has a COR of 2 with Time of Day Plan Number 1, the system uses
Time of Day Routing Plan 1 to route the call.

According to Time of Day Routing Plan 1, calls made between 8:00 am. and
11:59 a.m. route according to the route pattern set up on PGN 1.

If Jim makes a call between 12:00 p.m. and 1:00 p.m. on Monday, the Time of

Day Routing Plan 1 is used again. However, thistime the call is routed according
to PGN 2.

266 Issue4 May 2002 555-233-506



Setting up time of day routing

Related topics

Refer to ** Route Pattern’” on page 1039 screens for more information.

Refer to ' Defining ARS Partitions”” on page 261 to see how to set up
partition groups.
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T
Managing multimedia calling

Multimedia Applications Server
Interface

The Multimedia Applications Server Interface (MASI) defines a protocol and a
set of operations that are used to extend Avaya M ultiVantage feature functionality
to aMultimedia Communications Exchange (MM CX) system. MASI architecture
fits the client/server model, where the Avaya MultiVantage functions as a server
for MMCX clients. Examples of features supported by MASI include Call Detail
Recording (CDR), AUDIX/INTUITY voice mail integration, and AAR/ARS.

MMCX can make use of both MASI features and MMCX autonomous features.
Autonomous features are those that MM CX provides, even if MASI is not
enabled. This document does not discuss them unless there is a consideration for
MASI administration.
Some autonomous MM CX features:

s Basic Call (Place/Drop)

s Cal Coverage

m Conference

s Transfer
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MultiVantage/MASI features:

Basic Call (Place/Drop) — Avaya MultiVantage tracks the status of all
calls placed to or from aMASI terminal.

Call Detail Recording — Avaya MultiVantage tracks callsto and from
MASI terminals and can produce call records that indicate if a call uses
MASI.

Call Coverage — Avaya MultiVantage tracks MM CX calls that are sent to
coverage. A MultiVantage coverage path can contain both MASI terminals
and MultiVantage stations.

Conference — Avaya M ultiVantage tracks conference calls that involve
MASI terminals, if a MultiVantage station originates the conference.
Conferencesthat involve MAS! terminals and MultiVantage stations are
voice-only. If the MultiVantage station originatesthe call, the caller can use
the consultative form of conference or transfer.

World Class Routing (AAR or ARS) — Callsfrom MASI terminals can
take advantage of Avaya MultiVantage World Class Routing capabilities.

Voice messaging access to AUDIX/INTUITY — MMCX users can take
advantage of AUDIX voice messaging, and receive message waiting
indication.

MMCX trunking — By assigning MultiVantage trunk access codes to
interfaces from the MMCX to other MMCXs or the PSTN, Avaya
MultiVantage can monitor traffic over those interfaces.

Before you start

A CAUTION:

Avaya MultiVantage offers a wide range of features, and MMCX users may
want to take advantage of this. In some cases, these features will operate as
expected. However, some features are not supported for use over the MAS
link, and their behavior is unpredictable. You may cause harm to your
system by attempting to use these features. The I nteractions section contains
alist of features, and lists those features that are absolutely not supported
for use with MAS. If you administer features on the DO NOT ADMINISTER
list, Avaya cannot be responsible for the result.

For purposes of administration, there are feature buttons and groups of users that
you must not administer with MASI terminal extensions. There are also features
that you simply cannot administer for aMASI terminal, because the software does
not allow it.
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About this document

The following section describes the Multimedia Applications Server Interface,
and provides instructions on how to set it up, including administration and
monitoring. It also includes a section on troubleshooting.

You need to use both the DEFINITY Server system administration terminal (SAT)
and the MM CX administration terminal to administer MAS!. This document
describes what you need to do at the DEFINITY Server SAT. It also occasionally
mentions administration that you must do at the MM CX administration terminal.
For more detailed MMCX information, see the MMCX Technical Reference.

List of terms

Thisisalist of termsthat are specific to MASI, or that have meaningsin the
context of MASI that are not standard.

555-233-506

chgmasi — The command you use to administer MASI at the MMCX
administration terminal .

Interserver — Connections between MMCX terminals on different
MMCX servers/nodes.

MASI domain — A MASI domain consists of a MultiVantage system and
one or more MASI nodes that share the same dial plan. That is, the
extension numbers on the MMCX are known to MultiVantage, and fit in
the MultiVantage dial plan.

MASI interworking — MASI interworking refers to the completion of a
voice connection within a MultiVantage system, involving at least one
MASI terminal and aMASI path.

MASI link — The connection between the MMCX and the Avaya
MultiVantage.

MASI node — A single MMCX server. You may connect more than one
MASI node to a MultiVantage system. Each node has a separate number.
This node number needs to be consistent whenever referring to a specific
MMCX server.

MASI non-interworking — MASI non-interworking refers to the
completion of acall by MMCX, not involving aMASI path.

MASI path — The ISDN B-channels between MM CX and Avaya
MultiVantage in a MASI environment. Paths are used for voice and data
connections between Avaya MultiVantage and MM CX.

MASI signaling link — ISDN D-channel used to transport a new SO
protocol caled the MASI protocol between the Avaya MultiVantage and
the MMCX.
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MASI terminal — The MultiVantage system representation of MMCX
terminalsin aMASI environment.

MMCX interface — PRI interface for connecting an MMCX server to
other public, private or WAN switching systems or equipment that is part
of the public network. Similar to a MultiVantage trunk group. These may
include non-MASI trunks connecting the Avaya MultiVantage and the
MMCX.

MMCX trunk — The MultiVantage system representation of trunk or
network facilities terminating on MMCX. For purposes of MASI, they are
called “interfaces.”

Planning for MASI

Before you start to administer MASI, you should make a plan for how to do it.
Among the configurations on the following pages, there is probably one that
matches the configuration of your system fairly closely. You might want to either
write on these pages, or draw up your own configuration. It may help you if you
have already determined trunk group and signaling group numbers, unused
extensions, and so on. The following are things you need to consider:

Establish the dial plan on the MMCX to agree with that of the Avaya
MultiVantage. If you use Universal Dial Plan and MM CX, you may need to
make adjustments for the MMCX dial plan.

Find unused extensions and trunk group numbers. You need:

— one trunk group number for each ISDN-PRI connection to the
MMCX

— one signaling group number for each MASI node and an unused
MultiVantage extension for the signaling group

— one unused MultiVantage extension for the Near-End Path
Termination number for all MASI Paths to this ECS. You can use
the same number for all MASI nodes in the domain.

— two unused MMCX extensions for the nearpath and tschum
arguments to the chgmasi command. Thisis the command you use
to administer MASI on the MMCX.

MASI configurations

There are several ways to set up combinations of MASI nodes and DEFINITY
servers. The following figures depict several possible configurations.
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2