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Trademarks

Any brand names and product names included in this manual are trademarks, registered trademarks, or
trade names of their respective holders.

To the Holder of the Manual

The contents of this manual are current as of the date of publication. ADTRAN reserves the right to change
the contents without prior notice.

In no event will ADTRAN be liable for any special, incidental, or consequential damages or for
commercial losses even if ADTRAN has been advised thereof as a result of issue of this publication.

Software Licensing Agreement

Access to the features of the NetVanta Unified Communications software are restricted by license keys
based on your licensed configuration. Pursuant to the Licensing Agreement, you may: (a) use the server
software on one device only and (b) use the client software on an unlimited number of computers for use
by configured users of the software product. In addition, certain ADTRAN systems may contain additional
conditions for obtaining software upgrades.

Toll Fraud Liability

Be advised that certain security risks are inherent in the use of any telecommunications or networking
equipment, including but not limited to, toll fraud, Denial of Service (DoS) attacks, loss or theft of data,
and the unauthorized or illegal use of said equipment. ADTRAN OFFERS NO WARRANTIES, EITHER
EXPRESSED OR IMPLIED, REGARDING THE PREVENTION, DETECTION, OR DETERRENCE
OF TOLL FRAUD, NETWORKING ATTACKS, OR UNAUTHORIZED, ILLEGAL, OR IMPROPER
USE OF ADTRAN EQUIPMENT OR SOFTWARE. THEREFORE, ADTRAN IS NOT LIABLE FOR
ANY LOSSES OR DAMAGES RESULTING FROM SUCH FRAUD, ATTACK, OR IMPROPER USE,
INCLUDING, BUT NOT LIMITED TO, HUMAN AND DATA PRIVACY, INTELLECTUAL
PROPERTY, MATERIAL ASSETS, FINANCIAL RESOURCES, LABOR AND LEGAL COSTS.
Ultimately, the responsibility for securing your telecommunication and networking equipment rests with
you, and you are encouraged to review documentation regarding available security measures, their
configuration and implementation, and to test such features as is necessary for your network.

Service and Warranty

For information on the service and warranty of ADTRAN products, visit the Support section of the
ADTRAN website at http://www.adtran.com.
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Conventions

%{\ Notes provide additional useful information.

Cautions signify information that could prevent service interruption or damage to
ur equipment.

Warnings provide information that could prevent injury or endangerment to human

WARNING

Below is a list of naming conventions used in this document. The first example shows the naming
convention used for the first occurrence; the second example shows the naming convention used for
subsequent occurrences.

Type Convention Example

Operating System* Microsoft ® Windows Server ® 2008 operating system version R2 or later

or Windows Server 2008 R2 or later

Server Software NetVanta Unified Communications Server software or NetVanta UC Server software

NetVanta Unified Communications Live Attendant Server or Live Attendant Server

Client Software NetVanta Unified Communications Client software or NetVanta UC Client software
NetVanta ucCompanion Desktop Presence client software or ucCompanion
NetVanta ucCompanion Live Attendant or Live Attendant

NetVanta ucCompanion Soft Phone or Soft Phone

Hardware Server computer - the computer on which the server software is installed.

Client computer - the computer on which the client software is installed.

NetVanta Unified NetVanta Unified Communications Server or NetVanta UC Server
Communication Products NetVanta Business Communications System or NetVanta BCS
NetVanta Enterprise Communications Server or NetVanta ECS
NetVanta Business Application Server or NetVanta BAS

NetVanta UC Live Attendant Server or Live Attendant Server

* Other operating systems may be mentioned in this document. They will follow a format similar to the one provided.
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1. Introducing the Administrator Application

Installing the NetVanta UC Server on a Windows operating system allows you to manage the business
communications system within a Microsoft IT environment. Integration with Active Directory allows IT
administrators to manage the communications system using the same user accounts and security policies
that are used in the Windows environment. The automatic integration requires no extra programming or
special integration.

For more information about the NetVanta UC Server, refer to the ADTRAN Support
%{\ Community at https://supportforums.adtran.com. Here you will find training,
documentation, and technical notes.

This chapter introduces the NetVanta Unified Communications (UC) Server Administrator application and
presents some basic operations. This chapter covers the following topics:

» Conventions on page 9

* Product Features on page 10

» About the NetVanta UC Server on page 11

» Starting the Administrator Application on page 14
» Changing the Password on page 14

» Navigating the NetVanta UC Server on page 15

e Customizing the NetVanta UC Server on page 16
» Installing the NetVanta UC Client on page 18

Conventions

Bold font is used to indicate important input data and keywords.

Steps for procedures generally instruct readers to use shortcut menus, although commands can also be
made using menus and toolbar buttons.

To obtain a shortcut menu, right-click the icon or folder you want to access then select the command you
want.

Computer audio card device ﬂ
Telephone handset device J
Record button L

619510001-1D Copyright © 2013 ADTRAN, Inc. 9
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Stop button ]

Play button >

You can select the icon of the audio device when you play or record. The application
saves the setting and automatically uses the last device that you selected.

Product Features

The following are some of the many NetVanta UC Server features:

Support for Outlook 2010 32-bit and 64-bit voice form, fax form, contact system, and click-to-dial
integration

Support for Polycom Corporate Directory (refer to Configuring the Global Phone Directory on page 140
and Using the Global Phone Directory on page 194)

Support for Windows Server 2008

Support for Microsoft Exchange Server 2007 is available automatically through the Netvanta UC
NetVanta UC Server Configuration Wizard

Client software supports Microsoft Windows Vista and Microsoft Office 2007

Support for connecting existing PBXs to the NetVanta UC Server through a SIP gateway (refer to To
configure PBX options for a PBX connected through a gateway on page 188)

Ability to use a customized application and the OutDial executable to make outgoing calls and run
services on connected calls (refer to Using the Outbound Dialer on page 235)

When importing users from text files you can specify the call answering mode, either Personal Assistant
(PA), or Personal Business Assistant (PBA)

Automatically populates the Active Directory field with the primary identity address (for example, an
extension number)

Active Directory management of a user’s phone

Interactive VVoice Response (IVVR) elements including Move Current Row element on page 350 for
selecting information from multi-record results from database searches, and Prompt for Current Row
element on page 351 to allow callers to select a result from a set through automated prompts

Ability to sort database data from elements in a service (refer to Fetch Data element on page 344)

The service code and service expiry date are available from the About NetVanta UC menu box (refer
to Accessing Technical Support on page 369)

Support for ITSP Gateways (refer to Configuring Communication Systems on page 185)
Improved gateway management (refer to Configuring Communication Systems on page 185)
Dial plan improvements (refer to Routing calls using the dial plan on page 49)

Importing users from text files supports importing phone information, resulting in faster on site
deployment (refer to the NetVanta UC Server Configuration Guide, Users section)

10
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* Ability to restart or reboot phones from the Administrator user interface (UI) (refer to Restarting Phones
and Reloading Phone Configurations on page 149)

» SIP phone user guides, available in the NetVanta UC Server help files, on the installation media, and on
the ADTRAN website at http://kb.adtran.com.

 Ability to change phones during a call using the connected call pickup feature (refer to Changing Phones
During a Call on page 203)

» ucCompanion Console application provides phone, call, and availability status information at a glance.
Refer to the ucCompanion documentation for more information.

About the NetVanta UC Server

The NetVanta UC Server is a combination of many applications:

 Session Initiation Protocol (SIP) communication system, including SIP registration and SIP proxy Back-
to-back User Agent (B2BUA)

» Core application service—unified communications services (functioning as an attached voicemail and
unified messaging server), that execute both system and user behaviors, as well as integrate with the
messenger server. This includes support for Personal Assistant and Personal Business Assistant.

 Integration with traditional communication system
» Unified messaging plug-ins
» Administration managed through standard Microsoft tools

NetVanta UC Server integration

Active Directory

Exchange Server (optional)

(optional) =

SIP Aware
Firewall/ALG

NetVanta UC
Server

619510001-1D Copyright © 2013 ADTRAN, Inc. 11
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The NetVanta UC Server provides advanced business communications. A System profile allows you to
configure all aspects of the business communications environment.

The SIP telephony environment allows you to integrate any hardware that conforms to the SIP standard,
for example, SIP telephones, SIP gateways, and SIP trunking to internet telephony service providers
(ITSPs). SIP telephones (hard phones and soft phones) allow users to make and receive telephone calls.
SIP gateways connect to the phone company, also known as the public switched telephone network
(PSTN), and allow users to make calls to people outside your company. Some examples of PSTN
connections are FXO-loop start, PRI (primary rate interface for ISDN connections), or T1. In addition, SIP
trunking can connect to ITSPs through a SIP aware firewall or application layer gateway (ALG), which
then connects to the phone company (PSTN) over the Internet.

SIP telephones and gateways work within an existing network, including networks that have a Dynamic
Host Configuration Protocol (DHCP) server for assigning IP addresses to SIP devices. You can configure
specific options on the DHCP server to allow network devices to retrieve information, such as an File
Transfer Protocol (FTP) server for downloading files.

You might require some other network services to support the automatic configuration of the devices. For
example, FTP or Trivial File Transfer Protocol (TFTP). The NetVanta UC Server provides a SIP registrar
and SIP B2BUA proxy functionality, which allow endpoints to register securely to facilitate routing to
other SIP devices or advanced communications services, like unified communications, personal assistants,
and voicemail access.

The NetVanta UC Server integrates with other applications within your corporate environment, such as
email, in the case of Microsoft Exchange.

How your site is configured depends on your operational requirements, including the number of users, and

the number of office locations. Some possible deployment scenarios are described below, and various
options can be combined to accommodate your organizations needs.

Peer branch office deployment

Main Office Peer Branch

. . S~ NetVanta UC
Active Directory S~ Server ]

(optional) T~ Skg,
~ thwiy .

Exchange Server
(optional)

SIP Aware

SIP Aware
NetVanta UC Firewall/ALG

Server

A peer-to-peer configuration might involve two NetVanta UC Servers, each configured to a different
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branch. Using the dial plan and call routing, the NetVanta UC Servers can connect and communicate with
one another through the PSTN, an ITSP, or through a virtual private network (VPN).

Satellite branch office deployment

Main Office

R ~< Satellite Branch
Active Directory S~
Exchange Server -~

(optional) = (optional) N

S
- lpf;fleway

SIP Aware
Firewall/ALG

SIP Aware LS
Firewall/ALG f\i -
X

NetVanta UC

Server
N LAN
u xo® -
e, \\\GO““ﬁ -
\of/b/) ﬁ? =
N POE
(=) (=

A satellite branch office implementation might involve one NetVanta UC Server at one location, and using
the same NetVanta UC Server to connect to a different physical location at another branch.

Telecommuters deployment

Main Office

Active Directory

Exchange Server (optional)

(optional) 7=

— IR

Y
/\//\,\:9,\ :\: F‘SlP A;/I\;XTG ITSP
NetVanta UC R irewa
Server DATA .\.i :

Telecommuter

The NetVanta UC Server can accommodate telecommuters using a variety of methods. For example,
telecommuters can check their voice and email messages remotely using the telephone user interface (TUI)
or through Web mail, using either a VPN connection or a SIP aware firewall over the Internet.
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NetVanta UC Server integration with a legacy PBX system

NetVanta UC Servers can also connect to a traditional telephone system as a full service unified
communications server, but with call routing managed by the existing telephone system.

Starting the Administrator Application

The NetVanta UC Server client must be installed. The client software must match the
software version of the NetVanta UC Server.

To start the Administrator application

1.
2.
3.

Select Windows Start > Programs.
Select NetVanta UC Client. A menu box will appear

In the Server name or IP address field, enter the name or IP address of the server to which you want
to connect.

If the server and the application are on the same computer, you can type localhost
instead of the full name.

Enable the Save as default check box.

Select OK.

Changing the Password

If your user profile menu has access to multiple profiles, you can view those profiles as tabs across the top
of the window. Make sure you have selected the correct profile for which you want to change the
password.

%\ The default administrator login name is admin.

To change the password

1.

2.

Select the tab of the profile for which you want to change the password.

Select Tools > Change User Password.

14
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3. In the Change Password menu box, do all of the following:

* Inthe Old password field, enter the old password.
* In the New password field, enter the new password.
* In the Confirm new password field, reenter the new password.

The new password takes effect when you restart the application.

Navigating the NetVanta UC Server

In the Administration application, the Admin tab is available when you start the application. From the
Administration navigation pane you can manage the following:

» Users (user profiles)

* Phones

» Paging Groups

»  Gateways

* Ports

» Authentications

* ldentities (typically extensions)

» Data Sources (if you are licensed for database integration, then data sources can be used in custom call
answering services)

* Servers

* Communication Systems

The administrator application is divided into the following four quadrants: the navigation pane, the

summary pane, the identities pane, and the information pane. Selecting an item in the navigation pane, for

example Users, opens the information in the summary pane, for example a list of users. Selecting an item

in the summary pane, for example a particular user, displays more information about the selection in the

information pane.

The identities pane displays information about the identities associated with the administrator application.
From here, you can change the default number of rings before a call is directed to voicemail, locate and
edit information about services, and retrieve user login and password information for SIP authentication.

619510001-1D Copyright © 2013 ADTRAN, Inc. 15
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When you select the Admin tab, the following menu appears:

+ Netvanta UC Client 1H[=] E3
File Edit Yiew Tools Help
Jﬂﬂ*ﬂ’ﬁﬂ‘h\i‘\é@@‘mamx y €@ @ T ‘
Tabs ———pp @ dnin |En:Weus| ShaunWeHsl
Administration | [ Display Hame: [ idertities | Classof Service | Locked out | Phones [ Mac
Users Adnmin
B hones R Eric wels 2003 General Voicemal Per:
18}, Paging Groups @ 3ane Doe 010 General Voicemal Pers
TOpiCS Gateways @ 3ohnDos 000 General Voicemall Pere Summary
Ports @ shaun wells 2004 = Pane
@ Classes of Servics
@ authentications
3 dentites
In Data Sources < | |
) servers ﬁ User name: Admin
) communicatin systems Host recent BUI access: 9/22/201012:30:18 PH
“EL Wetvanta 7000 Series
] options
L wtvanea LC Ssrver
] Routing
| services
Navigation >
Pane
St Detail
_ < Pane
Nav|gat|on Distribution Lists
—P Fares
Bar
ars Logs
[The Admin user profils doss not have any associated
Identitites .
Pane
For Help, press F1 |Connected as Admin 4

Customizing the NetVanta UC Server

Configuring system call options

You can configure system-wide call options, such as playing background music when a caller is on hold.

You can also configure what callers hear if an error occurs during a call. When the Play warning prompts
mode is enabled, then a voice prompt plays to tell the caller that the system is unable to complete the call.
When this mode is disabled, the caller hears a tone pattern when a call is not completed.

You can set the call park or pickup communication system feature, which allows a user to park a caller on
their phone and allows another user to pick up that caller on their phone.

The two modes for this feature are System and Extension.

System The System mode applies the services options to a attendant service. When a call is
parked (*99) with this mode selected, every call receives a unique park identifier. The
park ID is announced to the user parking the call at the time the call is parked (for
example, extension 800 parks a call, and to pick up, the user dials *98 <unique
identifier>). System is the default mode.

Extension The Extension mode applies the services options to an extension service. When a call
is parked (*99) with this mode selected, the call is labeled with the extension parking the
call (for example, extension 800 parks a call, and to pick up, the user dials *98 800).

16 Copyright © 2013 ADTRAN, Inc. 619510001-1D
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Choose System park if you expect users to want to park more than one call at a time.
Choose Extension park if there is only one call parked at a single extension at any time.

<t Services

Audio

[¥ Play backaround music when a caller is on hald

IV Play warning prompts when an error occurs during a cal

Sound Card Paging

v allow overhead paging

Call Park,

[ Enable parkfpickup call Funckionality

Type: ISystem =l
Failover LRL: I

Failover timeout: | 120 seconds

Global Advanced Call Queus (ACQ)
¥ auto-logout agent after I 1 missed calls

CQverflow tmeout: 300 seconds

‘Wrap up kime: I 5 seconds

To configure call options

1. Inthe Administration navigation pane, double-click Communication Systems to open the
communication system options.
2. Double-click the communication system for which you want to configure services options.
3. Select Services.
4. Enable any of the following check boxes:
» Play background music when a caller is on hold
» Play warning prompts when an error occurs during a call
» Allow overhead paging
* Enable park/pickup call functionality
If a caller places a call on hold and then parks the call, the other party hears
background music, regardless of whether Play background music when a caller is on
hold is enabled.
5. From the Type list, select one of the following:
e System—users are able to park more than one call at a time
» Extension—users can park only one call at an extension at any time
6. Type a URL in the Failover URL box. The call rings back at this extension after the failover timeout
period elapses. If this box is blank, the call rings back to the extension that originally parked the call.
7. Type atime out in the Failover Timeout box. The default time out is 120 seconds.

619510001-1D Copyright © 2013 ADTRAN, Inc. 17
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Installing the NetVanta UC Client

Installing the NetVanta UC Server client application on a user’s computer, provides the following
capabilities:

» Fax printer driver enables sending faxes from a user’s desk

» Greeting management

» One time messages

» Assistant options (for example, transferring callers and notification services)

» Personal settings for message delivery, mailbox options, client time zone settings, and so forth
» For the Personal Business Assistant (PBA), the ability to manage services and announcements

To install the application

1. Navigate to the folder that contains the NetVanta UC Server software that you downloaded and
double-click CAAutoRun.exe.

2. Inthe ADTRAN NetVanta Unified Communications CD Menu, select Install UC Client. The
ADTRAN NetVanta Unified Communications Client Setup Welcome menu appears.

3. Inthe Welcome menu, select Next. The End-User License Agreement (EULA) will appear.

4. Select the | accept the terms in the License Agreement check box and select Next. The Custom
Setup menu will appear.

18 Copyright © 2013 ADTRAN, Inc. 619510001-1D
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5. If the user requires the French spell checker function in the ucCompanion instant messaging feature,
select the plus symbol next to Clients to expand the components of the Clients feature.

Custom Setup

Select the way you want features to be installed.

=-|Base Files
=== Clients
2~ UC Client

net Fra k French Languagd
=3~ Desklo
5| Softphone Client
S-|Help Files
-2 -| Fax Printer Driver Files
X -| Administration Toals
4 ] »

@ADTRAN NetVanta Unified Communications Client Setup

Click the icons in the free below to change the way features will be installed.

T =

.net Framework French Language
Pack. Required for French
Spellchecking.

This feature requires OKB on your
hard drive.

[ Reset " Disk Usage “

Back " et " Cancel l

Select the down arrow next to the red X next to .net Framework French Language Pack, and select
Will be installed on local hard drive from the drop-down menu. Then select Next. The Ready to
install NetVanta Unified Communications Client menu will appear.

Custom Setup

Select the way vou want features to be installed.

1=3-|Base Files
=e| Clients
=+| UC Client
IEX| i vork Fren

[Q%‘ADTRAN NetVanta Unified Communications Client Setup

Click the icons in the tree below to change the way features will be installed.

=l B

et Framework French Language
Pack. Required for French
Spellchecking.

= Will be installed on local hard drive R

.| =8 Entire feature will be installed on local hard drive

_Igv . M «
« -| X Entire feature will be unavailable

i » ‘

| Reset | Diisk Usage I

[ .

6. Inthe Ready to install NetVanta Unified Communications Client menu, select Install to begin the

installation of NetVanta UC Client.

7. If you selected to install the .net Framework French Language Pack, once NetVanta UC Client has
finished installing, the .net Framework French Language Pack installation wizard will start. Follow
the directions in this wizard to install the language pack.

8. Once the language pack has been installed, select Finish in the ADTRAN NetVanta Unified

Communications Client Setup Wizard.

619510001-1D
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Setting System-Wide Options

2. Setting System-Wide Options

This chapter explains how the NetVanta UC Server administrator options can be used to configure the
behavior of the system by setting system-wide options. System-wide options fall under the following

categories:

» Setting User Options on page 22

» Setting Auto Attendant and System Announcement Options on page 33

» Setting Outbound Calls and Dialing Options on page 38

» Setting Administrative, Maintenance, and Diagnostic Options on page 42

To access the NetVanta UC Client administrator options

Log into NetVanta UC Client as a user with administrator privileges.

Select the Admin tab.

1
2
3. Inthe menu bar of the Administrator application, select Tools > Options.
4

Select from the tabs available to change system-wide options.

|

Message Buffering I Message Archiving I Fax-on-demand

Fax Messages I Message Waiting Light | Active Domains
Diagnostics Syskem Options I Errar Reporting I Mailbox Management TUI I \oices
Gereral | Dialing | Message Delivery I Cperatar Definition | Yaice Mail I Identity

Automatic log archiving

g% Iv' Enable automatic archiving

Automatically archive the logs when log File size is greater than

I 1000 3: KBytes

Do nok allow log file writing when disk storage available is less than

Iﬁ MEytes

¥ Enable auditing

Keep audit records For I 30 days

Dial-by-name behavior
Eﬁ‘ Flease select which order callers will enter names when using

Auditing

dial-by-name Functionality
" First name, last name

&' Last name, first name

Assisted transfer

Set the maximum time ko wait for answer before recalling an assisted
@ transfer aktempt:

I 20 3: seconds

Defaulks |

[a]'4 I Cancel Help

619510001-1D
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Setting User Options

There are a number of system-wide user options that can be set to define the default user behavior.

» Setting Message Delivery Options on page 22

» Configuring Message Waiting Indicator Options on page 24
» Setting the Message Playback Order on page 26

» Setting Voicemail Options on page 27

» Setting Assisted Transfer Options on page 29

» Setting Fax Message Delivery Options on page 29

» Setting Fax-on-demand Options on page 30

» Message Archiving Options on page 32

Setting Message Delivery Options

Message delivery options apply to the Active Message Delivery and Pager Notification features that are
available to Personal Assistant (PA) users.

When Active Message Delivery is in use, you can specify the maximum number of concurrent calls, and
the number of seconds to wait after connecting before prompting the caller. The default value for the
maximum number of concurrent calls is 1. Increasing this value increases the number of simultaneous calls
that can made. However, setting the value too high reduces the number of ports available for other
activities such as auto attendants, calls forwarded to voicemail, outgoing Active Message Delivery, and on
some PBX integrations, message waiting indicators. You must also consider the number of circuits or
trunks when setting this value, to ensure that you have enough PSTN gateways/trunks that can be used at
any one time.

For the Pager Notification feature, you can specify the number of attempts to deliver messages. You can
also specify the interval between successive delivery attempts.

For the Sending Email field, you can select the email service that is used to send notifications by email.

You can set the Message Sensitivity mode for the message that you want to deliver. This mode lets you
mark a message as one of the following:

* Normal—this is the default mode
» Private—for personal or business-related messages that you do not want others to see
» Personal—for personal but not business-related messages

» Confidential—for business-related messages that you want to be treated according to the confidentiality
policy of your company

You can set this mode for both voice and fax messages.
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To specify the maximum number of concurrent calls

In the menu bar of the Administrator application, select Tools > Options.
Select the Message Delivery tab.

Select the maximum number of concurrent calls.

Select OK.

A W o

To specify the number of seconds to wait after connecting before prompting a caller
1. In the menu bar of the Administrator application, select Tools > Options.
2. Select the Message Delivery tab.

3. Inthe second(s) after connecting before prompting callee field, select the number of seconds to
wait after connecting before prompting the callee for a password.

4. Select OK.

To specify the number of delivery attempts using the pager notification feature
1. Inthe menu bar of the Administrator application, select Tools > Options.
2. Select the Message Delivery tab.

3. In the maximum attempts to deliver to the pager system field, select the number of attempts for
delivery to the pager system.

4. Inthe Delay drop-down menu, select the number of minutes to wait between notification delivery
attempts.

5. Select OK.

To specify the email service that is used to send email
1. In the menu bar of the Administrator application, select Tools > Options.

2. Select the Message Delivery tab.

3. From the Send Email using drop-down menu, select the email service that you want to use for the
Send email feature. The Send email using drop-down menu consists of servers that have already been

configured on the system.

4. Select OK.

To specify the message sensitivity mode
1. In the menu bar of the Administrator application, select Tools > Options.

2. Select the Message Delivery tab.
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3. Inthe Message Sensitivity section, do one of the following:

» From the Voice Messages drop-down menu, choose the sensitivity level that you want for a voice
message.

* From the Fax Messages drop-down menu, choose the sensitivity level that you want for a fax
message.

4. Select OK.

Messages that have different sensitivity levels are managed by individual message stores.
% You can check the email server’s documentation for the specific capabilities that are
available when using this mode.

Configuring Message Waiting Indicator Options

You can specify how the message waiting indicator operates after a user receives a message. The
instructions below describe how to set the message waiting indicator behavior system wide, however you
can also set it individually for specific users. Users can also set their own message waiting indicator
behavior. If a user selects Use system defaults, then the message waiting indicator behavior defaults to the
message waiting indicator behavior set system wide.

Because message waiting indicator behavior can be set by both the administrator and the user, and the
administrator can set it both system wide and individually, sometimes these settings may differ. The
message waiting indicator behavior in effect corresponds to the last mode set. Thus, the administrator can
set the system wide message waiting indicator behavior when a new system is installed or upgraded. The
user can then set their own message waiting indicator behavior, which may differ from the system setting.
However, if the administrator then changes the system wide setting, this setting overrides the user's setting,
and they will have to reset it if they want a different setting.

Disable the mode if you do not want to manage the message waiting activity. If you enable the mode, the
message waiting indicator turns on when:

» A caller leaves a message in the user’s mailbox.
» The user receives a message sent using the manage mailbox feature.
» A forwarded voice or fax message arrives in the user’s mailbox.

A voice or fax message that is forwarded by email does not turn on the recipient’s
%\ message waiting indicator.

You can specify the message waiting indicator to turn off when the user listens to the first new message, or
the last new message in the mailbox.

If the system is busy and is using voicemail ports to manage the message waiting indicator activity, you
can increase the number of simultaneous operations. Doing so can reduce the time it takes to deliver
changes to message waiting indicators. Set the number at about 1/8 the total number of ports in the system.
There is no advantage to setting the number higher than the number of ports.
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When configuring message waiting indicators there are some options that should rarely be changed. The
simultaneous event monitor’s value controls the number of threads used to process mailbox events for the
purpose of updating message waiting indicators. The default value is 1, and this mode rarely requires
changing.

Only change the value of the simultaneous event monitors under the direction of the
%‘\ ADTRAN Technical Support team.

For message waiting indicators to update when messages are accessed in Microsoft
Outlook Web Access or on a mobile device, you can configure Microsoft Exchange

%;\ Server to monitor for changes in users’ mailboxes, and for the NetVanta UC Server to
adjust the waiting light accordingly. For more information, refer to Configuring
Microsoft Exchange Server on page 170.

For troubleshooting information, refer to Troubleshooting Message Waiting Indicators
%\ on page 359.

To disable the message waiting indicator mode

A W o

In the menu bar of the Administrator application, select Tools > Options.
Select the Message Waiting Light tab.
Enable the Never turn on or off button.

Select OK.

To specify message waiting indicator options

) W npoE

In the menu bar of the Administrator application, select Tools > Options.
Select the message waiting indicator tab.
Enable the Turn on when new message arrives button.

Enable either of the following:

e Turn off when first message is accessed in mailbox—the light turns off when the user accesses
the first new message, regardless of whether the user disconnects before listening to the message

» Turn off when no more new messages in mailbox—the light turns off when the user accesses the
last new message

Select OK.

The changes that you make to the message waiting indicator options come into effect for
new messages only.
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For information on setting the message waiting indicator options for individual users,
refer to Configuring a user’s message waiting indicator on page 117.

To set the number of simultaneous message waiting indicator operations
1. In the menu bar of the Administrator application, select Tools > Options.
2. Select the message waiting indicator tab.

3. Inthe Operational section, enter a number in the Maximum number of simultaneous field.

%{\ You can set the number anywhere between 1 and 16 inclusively. The default is 1.

4. Select OK.

To set the number of simultaneous event monitors
1. In the menu bar of the Administrator application, select Tools > Options.
2. Select the message waiting indicator tab.

3. Under Operational parameters, Maximum number of simultaneous monitors, select a number.

%\ You can set the number anywhere between 1 and 16 inclusively. The default is 1.

4. Select OK.

Setting the Message Playback Order

You can configure system wide the order in which new (unheard) and old (previously heard) messages are
played over the telephone user interface (TUI).

» If Enable sorting is checked, then the default values are for new messages to be played in chronological
order (oldest messages first), while old messages are played in reverse chronological order (newest
messages first). Enable sorting is the default value.

» If Enable sorting is unchecked, then messages will be played in an order that is dependent on the server.

That is, the user cannot rely on any specific order for message playback. If a specific order of message
playback is required, then Enable sorting should be checked.e

Users do not have the same options for setting message playback sort order, and instead have the following
options available to them:

» Listen to voice and fax messages only.
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» Listen to voice and fax messages first then email messages.
» Listen to all messages in the order they were received.

If Enable sorting is checked, and a user has selected Listen to voice and fax messages
only, or Listen to voice and fax messages first then email messages, then all voice, fax,
and email messages (if selected), are sorted together.

To set message playback order for new and old messages
1. In the menu bar of the Administrator application, select Tools > Options.
2. Select the Mailbox Management TUI tab.

3. Check the Enable sorting checkbox. Play new (unheard) messages defaults to playing in
chronological order, while old (heard) messages defaults to playing in reverse chronological order.

4. Select the radio buttons to play new (unheard) messages and old (heard) messages in either
chronological or reverse chronological order, and select OK.

Setting Voicemail Options

These options define how voicemail elements work when you include them in a service that you activate
on a trunk or when a user with Personal Business Assistant mode inserts the voicemail element in a
service. The options also apply system-wide to Personal Business Assistant mode.

You can allow callers to transfer out of a user’s voicemail when they press a specified key. This is useful if,
for example, a caller wants to talk to any salesperson. While the caller listens to a salesperson’s voicemail,
the caller can press a key to transfer to another salesperson. Alternatively, callers can leave a message for
one salesperson, and transfer to another after they finish recording their message, without having to hang

up and call back into the system.

%\ For information on voicemail elements, refer to VVoicemail element on page 276.

To specify the NetVanta UC Server access key
1. In the menu bar of the Administrator application, select Tools > Options.
2. Select the Voice Mail tab.

3. From the Enter mailbox management drop-down menu, select a key to be used to start mailbox
management.This key is the NetVanta UC Server access key.

The NetVanta UC Server access key cannot be the same as the operator access key (refer
%‘\ to To specify the dial by name mode on page 36).
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To enable a beep to signal the start of recording

A W o

In the menu bar of the Administrator application, select Tools > Options.
Select the Voice Mail tab.
Enable the Beep before recording check box.

Select OK.

To set the maximum length of a recording

1.
2.
3.

In the menu bar of the Administrator application, select Tools > Options.
Select the Voice Mail tab.

In the Record for field, enter in seconds the maximum length of a recording. The length can range
from 5 to 900 seconds. The default maximum length of a recording is 240 seconds.

Select OK.

To enable silence detection

H W N

In the menu bar of the Administrator application, select Tools > Options.
Select the Voice Mail tab.
Enable the Stop recording after check box.

Specify in seconds the period of silence to elapse before the call is terminated. Recording stops after
the number of seconds that you specify. The default period is 8 seconds.

Select OK.

To enable the termination of arecording when a caller presses a key

1.
2.
3.

In the menu bar of the Administrator application, select Tools > Options.
Select the Voice Mail tab.

Enable the Stop recording when key pressed check box.
The recording stops when a caller presses a key.

Select OK.

To allow transfer from voicemail when a caller presses a key

1. Inthe menu bar of the Administrator application, select Tools > Options.

2. Select the Voice Mail tab.

3. Select a key from the Enter skip-out of voicemail when drop-down menu.

4. Enable the Allow transfer from greeting check box if you want callers to be able to transfer out of a
user’s greeting before leaving a message.
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5. Enable the Allow transfer after record check box if you want callers to be able to access another
user’s voicemail after they record a message.

6. Select OK.

Setting Assisted Transfer Options

The Assisted Transfer element is used in call answering services. You can specify the maximum number of
seconds that the NetVanta UC Server waits for an answer before recalling an assisted transfer attempt. The
default is 20 seconds.

%{\ For information on the Assisted Transfer element , refer to Assisted Transfer element on
page 279.

To change the assisted transfer timer mode
1. Inthe menu bar of the Administrator application, select Tools > Options.

2. From the General tab, enter or select the number of seconds to wait before recalling an assisted
transfer attempt.

Setting Fax Message Delivery Options

Fax specifications relate to outgoing fax transmissions from your workplace and to Fax-on-demand
elements that you add to services.

You can specify the number of times that the NetVanta UC Server attempts to transmit a fax. You can also
specify the interval between successive attempts.

Fax transmission options allow you to specify what is included with a fax transmission report. Fax
transmission reports go to a user’s Sent Items folder when a fax is sent successfully. If the fax is
unsuccessful, an email stating the failure appears in the user’s inbox.

%{\ For more information on faxing, refer to Faxing on page 205.

To set the number of transmission attempts for outgoing faxes
1. Inthe menu bar of the Administrator application, select Tools > Options.
2. Select the Fax Messages tab.
3. Inthe Try drop-down menu, select the number of transmission attempts for outgoing faxes.

4, Select OK.
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To set the delay between transmission attempts for outgoing faxes

A W o

In the menu bar of the Administrator application, select Tools > Options.
Select the Fax Messages tab.
In the Delay drop-down menu, select the number of minutes between transmission attempts.

Select OK.

To set the number of simultaneous outgoing faxes

1.
2.
3.

In the menu bar of the Administrator application, select Tools > Options.
Select the Fax Messages tab.

From the Send up to drop-down menu, select the number of simultaneous faxes that you want to
send.

Select OK.

To specify fax transmission options

1.
2.
3.

In the menu bar of the Administrator application, select Tools > Options.
Select the Fax Messages tab.

In the Fax transmission report options section, select one of the following from the drop-down
menu:

» Entire fax only—delivers the entire fax to the user’s Sent Items folder, without including the fax
transmission report.

» Entire fax with fax transmission report—delivers the entire fax including the fax transmission
report to the user’s Sent Items folder.

» Fax transmission report only—delivers only the fax transmission report to the user’s Sent Items
folder. If you select this mode, the following warning appears: “Selecting “Fax Transmission
Report only” will not include the original fax contents when delivering to individual mailboxes or
the system defined mailbox for Message Archiving. Ensure that delivering “Fax Transmission
Report only” complies with your internal document retention policy and adherence to your
industry legislative guidelines.”

%{\ Changes to the fax transmission options take effect immediately.

Select OK.

Setting Fax-on-demand Options

For a Fax-on-demand element activated on a service, you can specify the minimum and maximum number
of digits that a fax number must have to initiate transmission. You can also enable or disable the service for
long distance callers. Advanced Fax-on-demand options involve specifying the keys that callers press to
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indicate that they have finished entering their fax number or to cancel the operation.

You can specify the number of times callers are allowed to attempt to enter their fax number, as well as the
interval between attempts. You can also specify the number of simultaneous faxes that the user can send.

%\ For more information on faxing, refer to Faxing on page 205.

To set the minimum and maximum number of digits for local fax-on-demand services

1.
2.
3.

In the menu bar of the Administrator application, select Tools > Options.
Select the Fax-on-demand tab.

In the Local phone number boxes, select the minimum and maximum digits for fax-on-demand
services.

Select OK.

To make fax-on-demand services available to long distance callers

M W

In the menu bar of the Administrator application, select Tools > Options.
Select the Fax-on-demand tab.
Check the Enable long distance phone numbers check box.

Select the minimum and maximum number of digits for Fax-on-demand services for long distance
phone numbers.

Select OK.

To specify keys to signal the end of caller input and to cancel a fax-on-demand request

A W o

In the menu bar of the Administrator application, select Tools > Options.
Select the Fax-on-demand tab.
Select Advanced... to open the Advanced Fax-on-demand Options menu box.

From the End of input drop-down menu, select the key that callers can press to signal that they have
finished entering their fax number.

From the Cancel drop-down menu, select the key that callers can press to cancel their fax-on-demand
request.

Select OK.
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To set the maximum number of times a caller can attempt to enter a fax number and the
timeout period

A W o

In the menu bar of the Administrator application, select Tools > Options.
Select the Fax-on-demand tab.
Select Advanced... to open the Advanced Fax-on-demand Options menu box.

In the Maximum attempts to enter a fax field, enter the maximum number of times callers can
attempt to enter their fax number. When callers reach the maximum number of attempts, the operation
terminates.

In the Timeout after second(s) if caller does not respond field, enter the number of seconds to wait
for callers to enter a fax number before the operation terminates.

Select OK.
Select OK.

Message Archiving Options

You can configure message archiving options for each user on the system.

To specify the message archiving mode

1.
2.
3.

In the menu bar of the Administrator application, select Tools > Options.
Select the Message Archiving tab.

Enable any of the following check boxes:

* Incoming fax messages
» Outgoing fax messages
* Incoming voice messages

From the Select the user’s mailbox that all duplicate messages will be recorded to drop-down
menu, select the mailbox of the user that you want to apply message archiving to.

Select OK.

To specify the user’s mailbox for duplicate messages

1. Inthe menu bar of the Administrator application, select Tools > Options.

2. Select the Message Archiving tab.

3. Select a user’s mailbox from the Select the user’s mailbox that all duplicate messages will be
recorded to drop-down menu.

4. Select OK.
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Setting Auto Attendant and System Announcement
Options

You can set the following auto attendant and system announcement options:

Setting Operator Options on page 33

Configuring Voices for System Announcements on page 34
Selecting the Order for Dial by Name Dialing on page 36
Configuring Non-user Extensions and Identities on page 37

%{\ For more information about auto attendants, refer to Auto Attendant ldentities on
page 133.

Setting Operator Options

You can set system-wide options for the operator, typically the company receptionist.

To set operator options

1.
2.
3.

In the menu bar of the Administrator application, select Tools > Options.
Select the Operator Definition tab.

Check the Enable operator key check box if you want to allow callers to enter the operator access
key and be transferred to the operator extension.

From the Operator access key drop-down menu, select a key for operator access.This is the number
that callers will press to be transferred to a company receptionist. Typically the number 0O is used.

The operator access key cannot be the same as the NetVanta UC Server access
% key (defined in the next section, Setting Voicemail Options on page 27).

In the Operator Identity field, enter the operator extension to which callers are transferred when they
press the operator access key (as defined in step 4, above).

From the Default mailbox drop-down menu, select an Exchange mailbox. This is the mailbox where
voice and fax messages are left for the operator. This includes incoming faxes that are sent directly to
an attendant service using the Play Announcement element, or where a service element does not
route them to a user extension. The configured mailbox can then redistribute the fax to the appropriate
person.

Select OK.
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Configuring Voices for System Announcements

The NetVanta UC Server administrator can configure the voices that are used for prerecorded
announcements, voice mailbox management, and voicemail behavior for the Voice Mail element and
Personal Assistant mode. The properties of a voice combine features of language, gender, and text to
speech (TTS). For example, the English (U.S.) Female voice provides audio prompts and TTS spoken in
American English by a female speaker.

Enabling and Disabling Voices

The NetVanta UC Server administrator can enable or disable voices from the Voices tab in the
Administrator Options. Enabling a voice adds it to the list of voices a user or administrator can select for
the user's voice and to the list of voices the administrator can select for prerecorded announcements.
Disabling a voice removes it from the list of voices a user or administrator can select for the user's voice
and from the list of voices the administrator can select for prerecorded announcements. Enabling or
disabling a voice also affects the Change Voice element used in services, service elements using the
System Voice value (such as the Compare Data element), and database fields with a VVoice data type.

To enable a system voice
1. Inthe menu bar of the Administrator application, select Tools > Options.

2. Select the Voices tab.

3. Inthe list of available voices, select the voice you would like to enable. The voice will become
highlighted.

4. Select the Enable button. The Enabled column in the list of available voices will change from No to
Yes.

5. Select OK.

If the number of enabled voices exceeds the license limit, then the attempt to commit
% the changes will be unsuccessful and the following error message is displayed: The
number of enabled voices exceeds the license limit.

To disable a system voice
1. Inthe menu bar of the Administrator application, select Tools > Options.
2. Select the Voices tab.

3. Inthe list of available voices, select the voice you would like to disable. The voice will become
highlighted.

4. Select the Disable button. The Enabled column in the list of available voices will change from Yes to
No.

%{\ The Disable button is inactive if the voice you selected is the default voice.
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5. Select OK.

If a voice being disabled is currently in use by a user, you will be warned that A voice
being disabled is in use by one or more users and prompted to confirm or cancel the
changes. If the changes are confirmed, then the attempt to commit the changes

%\ continues; otherwise, the commit attempt is cancelled. If the commit attempt is
successful, all users who use a disabled voice will automatically be changed to use the
system default voice.

Setting the Default Voice

The default voice is the voice used by default for system announcements. Users who have not selected a
voice for system announcements (or have not been assigned a voice by an administrator) will automatically
receive system announcements in the default voice. The default voice can be changed from English (U.S.)
Male to another available voice. When a new default voice is configured, it is automatically enabled.

To set the Default voice
1. In the menu bar of the Administrator application, select Tools > Options.

2. Select the Voices tab.

3. Inthe list of available voices, select the voice you would like to make the default voice. The voice will
become highlighted.

4. Select the Default button above the list of available voices. [Default] will appear in the Default
column of the selected voice, signifying that the selected voice is now the default voice.

5. Select OK.

To revert the voice settings back to the system defaults, select the Defaults button
below the list of available voices.
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Configuring the Text to Speech Voice Properties

The default TTS voice properties can be changed for available voices using the Edit VVoice menu. This
menu allows administrators to configure the voice to use for TTS, as well as the TTS volume and the
sample rate. The available TTS voices are dependent upon the TTS vendor that was licensed.

Only one TTS vendor, either Nuance Communications or Speech Technology Group (STG),
%‘\ can be licensed.

The table below shows the TTS voices available from each vendor and the voices with which they are
associated by default.

Voice Default TTS Voice Name
Nuance Licensed STG Licensed
English (U.S.) Male Speechify Solo Tom (quality 01708) | VW Paul
English (U.S.) Female Speechify Solo Mara (quality 01708) | VW Julie
French (Canada) Female VW Chloe

To configure the TTS voice properties
1. In the menu bar of the Administrator application, select Tools > Options.
2. Select the Voices tab.

3. Inthe list of available voices, select the voice for which you would like to configure the TTS
properties. The voice will become highlighted.

4. Select the Open button. The Edit VVoice menu will appear.
5. Inthe Edit Voice menu, use the Voice Name drop-down menu to select the desired TTS voice.

6. Enter the desired volume for the TTS voice in the Volume field. This value is a percentage of the
maximum playback volume for the TTS voice. The default value is 80 percent.

7. Use the Sample Rate drop-down menu to select the sample rate in samples per second (Hz). Higher
values correspond to higher TTS voice quality. The default value is 16000.

8. Select OK.

Selecting the Order for Dial by Name Dialing
Using the dial by name mode, you can specify the order in which callers can enter a name (either the first
or last name) using their telephone keypad, and then be connected to a corresponding extension.
To specify the dial by name mode
1. Inthe menu bar of the Administrator application, select Tools > Options.

2. Select the General tab.
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3. Select one of the following:

* First name, last name
e Last name, first name

4, Select OK.

For information on the Dial by Name element, refer to Dial by Name Element on
%‘\ page 275.

Configuring Non-user Extensions and Identities

Identities typically refer to extensions. The NetVanta UC Server validates a transfer destination identity.
You can transfer to identities that do not have a user associated with the extension number, such as
conference rooms, lobby phones, etc.

For more information about identities, refer to Managing User Extensions and Identities
on page 127.

The identities that you enter allow the Dial by Extension and Select Extension elements, used in custom
call answering services, to transfer callers to these identities.

For more information about services, refer to Creating Custom Call Answering Services
on page 253. For more information about the Dial by Extension and Select Extension

%\ elements, refer to Dial by Extension Element on page 274 and Select Extension Element
on page 289.

In order for inbound callers to transfer to the NetVanta UC Server conference bridge, the conference bridge
number must be added to the list of valid entries. The default number is 7050.

For more information about the NetVanta UC Server conference bridge, refer to Using
%\ the NetVanta UC Server Conference Bridge on page 196.

To define a list of accessible identities

In the Administrator application, select Tools > Options.
Select the Identity tab.

Select the Insert identity icon.

Enter the identity.

Select OK.

ag > w e
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Setting Outbound Calls and Dialing Options

Dialing rules allow you to restrict outgoing calls, specify dialing properties, and specify the keys that users
must press to access an outside line for local and long distance calls. Dialing options are used to set
restrictions, properties, and rules related to outgoing calls, and are used for services and many NetVanta
UC Server features including:

» Active Message Delivery
» Pager Notification

» Transfer Call

» Fax-on-demand element
» Fax sending capabilities

Active Message Delivery, Pager Notification, and Transfer Call are options available to Personal Assistant
(PA) users. The Fax-on-demand element is available for use in custom call answering services, which are
available to Personal Business Assistant (PBA) users.

The dialing options are not global dialing rules that apply to regular outgoing calls from
phones. These dialing options work in conjunction with the dialing restrictions set on the
communication system. The dialing restrictions set on the communication system

%{\ override those set from the Tools > Options > Dialing tab. To set restrictions and rules
for incoming and outgoing calls, refer to Routing Calls on page 49, specifically the
sections Routing calls using the dial plan on page 49 and Allowing and Restricting Long
Distance and Other Calls on page 53.

For more information on faxing, refer to Faxing on page 205.

You can set restrictions for outgoing calls, for example to prevent users from transferring calls to long
distance numbers. You can also set exceptions to the restrictions. For example, you might restrict long
distance calls in general, but allow long distance calls to a specific area code where another office or a
customer is located. In addition, you can define when dialing restrictions are applied for PA, PBA, and
Attendant services. For example, a restriction set to prevent long distance calls denies calls starting with 1.
However, this restriction also prevents calls to extensions starting with 1. If internal extensions were a
maximum of four digits, then enabling Enforce only for numbers longer than 4 digits, prevents long
distance calls while allowing calls to extensions starting with 1.

Rules relate to the number that users must enter on their telephone keypad to access an outside line for
local or long distance telephone calls.
To restrict outgoing calls

1. In the menu bar of the Administrator application, select Tools > Options.

2. Select the Dialing tab.

3. Inthe Exclude prefixes field, enter the restrictions that you want to apply to outgoing calls. Use a
semi-colon (;) to separate each restriction.
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In the But allow field, type any exceptions that are not restricted.

In the Enforce only for numbers longer than x digits, enable the check box and select the number of
digits to apply the restrictions only to numbers above the specified number of digits.

Select OK.

To set dialing properties

1.

o >~ w

In the menu bar of the Administrator application, select Tools > Options.

Select the Dialing tab.

From the Country/region field, select the country or region that you want to dial from.
Enter the area code in the Area code field.

Select OK.

To define the keys that are used to obtain an outside line for local and long distance calls

A w o

5.

In the menu bar of the Administrator application, select Tools > Options.
Select the Dialing tab.
Enter a number in the To access an outside line for local calls, dial field.

Enter a number in the To access an outside line for long distance calls, dial field.

The number in each field represents the key that users press to access an outside
%{\ line for local and long distance calls. That key depends on the configuration of
the PBX. The default key on most PBXs is 9 for both types of access.

Select OK.

Advanced Dialing Rules

Advanced dialing rules allow you to specify the conditions under which you can dial telephone numbers

from your office. You can apply dialing rules to a specific area code or office code of outgoing telephone
numbers. The office code consists of the first three digits of a regular seven-digit telephone number. You
can also specify local 10-digit dialing.

You can change the prefix that is applied to specified outgoing telephone numbers.

To specify advanced dialing rules for outgoing calls

A W o

In the menu bar of the Administrator application, select Tools > Options.
Select the Dialing tab.
Select the Advanced button.

Select New to specify a set of advanced dialing rules.
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5. Type an area code in the Area Code field.

6. Choose one of the following:

» All office codes—the advanced dialing rules apply to all office codes
» Specific office codes—the advanced dialing rules apply to the office codes that you specify

7. If you enable the Specific office codes button, enter the office code in the office code field, and then
select OK.

8. Select Add to enter an additional specific office code.

9. Select OK.

To specify the prefix

In the menu bar of the Administrator application, select Tools > Options.
Select the Dialing tab.

Select the Advanced button to open the Advanced Dialing Properties field.

M W o

In the Before the number, dial section, choose one of the following:

» Local prefix
» Long distance prefix
* Custom

5. If you choose Custom, in the Custom field enter the prefix that you want.

6. If you want to dial the area code, enable the Include the area code check box.

Check the Preview the dialed number field to preview the telephone number
%{\ elements to dial. These elements are based on the advanced dialing properties that

you specify.

7. Select OK.

Setting Account Codes

You can set a default account code that applies to any service, or you can specify the account code dialing
rules so the user can use any account code that follows the rules that you specify. An account code is a
specified set of digits that the caller must enter after completing the dialing pattern. Account codes
represent an accounting category, for example, expenditures, revenues, or salaries. They are also used to
ensure security because a caller who does not have an account code cannot access specified information.

The account code dialing rules let you specify the following:

» Account code dialing position—determines the position where the account code is inserted in the
dialing string. You can insert the account code before the PBX external dialing prefix, between the PBX
external dialing prefix and the telephone number, or after the telephone number.

» Account code dialing information—specifies special digits or pauses that must be inserted before or
after the account code. A single comma (,) represents a half-second pause. You can specify special PBX
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dialing sequences or feature access codes.

You can also specify multiple commas using the following syntax: \xx, where xx is the
% number of commas. e.g.: 9\05,5551234 -> 9,,,,,5551234

Account code dialing format—specifies the minimum and maximum length of account codes that a
user can enter when dialing out. If users enter an account code that is too long or too short, an error
message states that they must enter an account that is within the specified range.

You can use account codes to allow long distance dialing, in which the telephone company applies the long
distance charges to your account code.

To set the default account code

o > w npoE

In the menu bar of the Administrator application, select Tools > Options.
Select the Dialing tab.

In the Account code section, enable the Enable account codes check box.
Enter the account code in the Account code field.

Select OK.

To set the account code dialing position

o > w DpoE

In the menu bar of the Administrator application, select Tools > Options.
Select the Dialing tab.

In the Account Code section, enable the Enable account codes check box.
Select the Details button to open the Account Code Dialing Rule field.

In the Account code dialing position section, specify where you want to insert the account code in the
dialing string.

Select OK.

To set the account code dialing format

H W npoE

In the menu bar of the Administrator application, select Tools > Options.
Select the Dialing tab.
In the Account Code section, enable the Enable account codes check box.

Select the Details button to open the Account Code Dialing Rule field.
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5. Inthe first Account code dialing format section, specify pauses (,) or dual-tone multi-frequency
(DTMF) characters that you want to be inserted before or after the account code.

% A comma inserts a half-second pause before or after the account code.

You can also specify multiple commas using the following syntax: \xx, where xx is
% the number of commas. e.g.: 9\05,5551234 -> 9,,,,,5551234

6. Select OK.

To set the account code dialing format length

In the menu bar of the Administrator application, select Tools > Options.
Select the Dialing tab.

In the Account Code section, enable the Enable account codes check box.

Select the Details button to open the Account Code Dialing Rule field.

o > w npoE

In the second Account code dialing format section, specify the minimum and maximum length of
account codes that a user can define.

6. Select OK.

Setting Administrative, Maintenance, and Diagnhostic
Options

The following administrative, maintenance, and diagnostic options can be set system-wide.

» Automatically archive logs

» Configuring diagnostic system options
» Setting mail server message buffering
» Specifying active domains

» Configuring system call options

Automatically Archive Logs

You can enable automatic log archiving, in order for the NetVanta UC Server to periodically create log
archives based on a set of criteria that you configure, allowing you to manage log information more
effectively.

You can set the maximum size of an individual log file. Once the size of a log file exceeds that threshold, it
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is automatically archived.

The NetVanta UC Server ensures that the log files do not fill the hard drive of the NetVanta UC Server. The
log system does not store logs to the NetVVanta UC Server hard drive if the hard drive is lower than the limit
configured for the disk threshold limit.

%\ For more information on logs and log archives, refer to Managing logs on page 366.

To automatically archive logs

In the menu bar Administrator application, select Tools > Options.
On the General tab, check Enable automatic archiving.

Set the log file size limit.

Set the disk storage limit.

Select OK.

o > w npoE

Configuring Diagnostics System Options

You can configure the system’s diagnostics to notify ADTRAN of any problems with the NetVanta UC
Server. This information is then used to make improvements to the NetVanta UC Server. You can also
configure the exception reports and diagnostic notifications to be sent to you so or your reseller so that the
appropriate action can be taken if the NetVanta UC Server is not functioning properly. Multiple email
addresses can be entered to receive the reports and notifications.

ADTRAN does not take action in response to the emails received. Data is gathered for
statistical purposes only to aid in improving the NetVanta UC Server. ADTRAN will not

% take action unless you create a service request, following standard support procedures.
For information on contacting ADTRAN Technical Support, refer to the ADTRAN
website at www.adtran.com/support.

%{\ For information, refer to Enabling Diagnostic Information on page 368.

The diagnostics system options allow you to specify the following:

» Exception Reports - Generates and sends a report to ADTRAN or the configured email recipients
whenever the application is not operating properly. A detailed error report, if enabled, can be included
with the exception report. This detailed error report is the contents of the error report file generated when
an exception occurs in NetVanta UC Server. The maximum file size of the detailed error report can also
be configured.

» Diagnostic Notifications - Sends diagnostic notifications to specified email addresses.

619510001-1D Copyright © 2013 ADTRAN, Inc. 43


http://www.adtran.com/support
http://www.adtran.com/support
http://www.adtran.com/support

Setting System-Wide Options ECS/BAS Administrator Guide

» Port Auditing - Specifies how frequently you want to test idle ports. If a port is faulty, it is reset and
returned to idle status.

To configure the NetVanta UC Server to send exception reports

In the menu bar of the Administrator application, select Tools > Options.

Select the Diagnostics System Options tab.

In the Exception reports section, select the Enable check box.

M W

In the email address field, enter the email address where you want the exception reports sent. The
default email address is: exceptionreports@adtran.com. You can enter multiple email addresses
separated by semicolons.

5. Select OK.

%{\ An exception report does not contain confidential company information.

Configuring Error Reporting

You can configure whether NetVanta UC Server attaches a detailed error report to the exception report
email if an exception or error occurs in NetVanta UC Server. This detailed error report is the contents of the
error report file generated when an exception occurs. The maximum file size of the detailed error report
can also be configured.

To configure the NetVanta UC Server to attach an error report to the exception report

In the menu bar of the Administrator application, select Tools > Options.

Select the Error Reporting tab.

Select the Include error report details check box.

L

In the Maximum Size KB field, enter the desired maximum file size in kilobytes for the error report
that will be sent as an attachment to the exception report email. The valid range is 1 to 10240.

If the size of the error report attachment exceeds the specified maximum file size, the
%{\ error report details file (.dmp file) will not be sent; however, the error report email will
still be sent.

To configure the NetVanta UC Server to send diagnostic notifications
1. In the menu bar of the Administrator application, select Tools > Options.
2. Select the Diagnostics System Options tab.

3. In the Diagnostic notifications section, check the Enable check box.
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4. Type an email address in the Email address field, where you want to send the diagnostic
notifications. You can enter multiple email addresses separated by semicolons.

5. Select OK.

To specify the port auditing interval
In the menu bar of the Administrator application, select Tools > Options.
Select the Diagnostics System Options tab.

In the Port auditing section, check the Enable check box.

A W poE

In the Audit interval field, enter the number of minutes that you want to elapse between port audits.

The port auditing interval cannot be less than one minute or more than 60 minutes. The
default is 5 minutes.

5. Select OK.

Setting Mail Server Message Buffering

The servers temporarily cache voice and fax messages when the mail server is not available—possibly
because of a power outage or network problems. You can specify the maximum number of voice and fax
messages that are cached on the mail server, the maximum period that is attempted to deliver the messages
to the email server (after that period, the administrator might restart the server to continue delivering the
messages), and the time between successive attempts at delivering the voice and fax messages to the user’s
mailbox. After the mail server communication link has been re-established with the NetVVanta UC Server,
you can specify the message throughput to the mail server.

%{\ For more information on mail servers, refer to Configuring Servers on page 169.

To configure mail server message buffering
1. Inthe menu bar of the Administrator application, select Tools > Options.

2. Select the Message Buffering tab.
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3. Enter a value in each of the following boxes:

* Maximum days to attempt delivery—specifies the number of days the NetVanta UC Server
attempts to deliver cached messages to the mail server (the default is 7 days).

» Message re-send time interval (min)—specifies the period that the NetVanta UC Server waits
between concurrent attempts to deliver messages to the mail server (the default is 5 minutes).

» Message delivery rate—specifies the number of messages per minute that are delivered to the
mail server (the default is 60 messages per minute).

» Maximum messages to queue—specifies the number of messages that are temporarily stored on
the NetVanta UC Server in the event that communication with the mail server has stopped (the
default is 10,000 messages).

4. Select OK.

Specifying Active Domains

Active domains are domains for which the server supports the creation of Windows users and
authentications based on profiles on those domains. The server also supports single sign-on only for
profiles in active domains. The server’s local domain is always an active domain.

Active domains must have a trust relationship with the server’s local domain. A trust relationship is a
logical relationship established between domains to allow authentication and authorization to shared
resources. The authentication process verifies the identity of the user, and the authorization process
determines what the user is allowed to do on a computer system or network.

Active domains are only relevant to systems integrated with Active Directory. For more
information on Active Directory, refer to Integrating with Active Directory on page 83.

To specify active domains
1. Inthe menu bar of the Administrator application, select Tools > Options.
2. Select the Active Domains tab.

3. From the Trusted Domains field, select the trusted domain that you want to specify as an active
domain.

4. Select the Select>> button. The trusted domain appears in the Active Domains field.
5. Repeat steps 3 and 4 until all the trusted domains that you want appear in the Active Domains field.

6. Select OK.

To remove an active domain from the list
1. Inthe menu bar of the Administrator application, select Tools > Options.
2. Select the Active Domains tab.

3. From the Active Domains field, select the active domain that you want to remove.
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4. Select the <<Select button.
5. Repeat steps 3 and 4 until all the active domains that you want are removed.

6. Select OK.

Configuring System Call Options

You can configure system-wide call options, such as playing background music when a caller is on hold,
and enabling overhead paging for sound card paging.

For more information on sound card paging, refer to Configuring Sound Card Paging
%’\ on page 71.

You can also configure what callers hear if an error occurs during a call. When the Play warning prompts
mode is enabled, then a voice prompt plays to tell the caller that the system is unable to complete the call.
When this mode is disabled, the caller hears a tone pattern when a call is not completed.

1. You can enable the call park/pickup Communication System feature, which allows a user to park a
caller on their phone and allows another user to pick up that caller on their phone. This feature is also
useful if you want to change phones during a call. Communication Systems to open the

For more information on using the call park/pickup feature, refer to Parking Calls and
%‘\ Picking up Parked Calls Using Access Codes on page 198.

Communication Systems options.
2. Select Services.

3. Enable any of the following check boxes:

* Play background music when a caller is on hold
» Play warning prompts when an error occurs during a call
» Allow overhead paging

This mode is only applicable to sound card paging. It does not apply to SIP paging or gateway paging.

4. Enable park/pickup call functionality if you wish to enable call park/pickup.

* Type a URL in the Failover URL box.
» Type atimeout in the Failover Timeout box. The time can range from 15 to 7200 seconds (two
hours).

If a caller places a call on hold and then parks the call, the other party hears
%{\ background music, regardless of whether play background music when a caller is
on hold is enabled.
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5. Enable auto logout agent if you wish to automatically log out agents after missing a call in a call

gueue. You must specify the number of missed calls, from 1 to 99, before an agent is automatically
logged out.

Specify the amount of time in seconds that a call is presented to available agents, until the overflow
timeout expires, and the call is redirected to the overflow service. This time can range from 15 to 7200
seconds (two hours). The default is five minutes.

Specify the duration of wrap up time that an agent is given after finishing a call. This number can
range from 1 to 7200 seconds (two hours).
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3. Routing and Restricting Calls

This chapter details how to route calls, restrict long distance and other calls, and route calls to queues. It
covers the following topics:

» Routing Calls on page 49
» Allowing and Restricting Long Distance and Other Calls on page 53
* Routing Calls to Queues on page 59

For information on setting dialing options, refer to Setting Outbound Calls and Dialing
% Options on page 38.

Routing Calls

Calls are routed using the integrated SIP communications system, which routes to registered identities or
telephones first. The communication system routes calls according to dial plan entries by order of priority.
If multiple dial plan entries match and the priorities are equal, the communication system determines the
route.

Routing and dial plans allow phones on the NetVanta UC Server to use:

» Qutgoing call access—accesses a gateway to dial calls through the PSTN

» Feature codes—to access system resources. The dial plan works in conjunction with gateways,
telephones, and system features that are accessed by a feature code.

Routing calls and restricting calls both use standard regular expressions.

Routing calls using the dial plan

The dial plan is used to instruct the call processing agent about how to route calls. You route calls by
assigning dial plans to a gateway, or to a host although it is not recommended. Adding digits to the dial
plan allows you to specify a range of numbers, attendant line, or other set of digits. You can add rules to the
dial plan table that change system behavior. You can also add special dialing requirements, such as prefix
or suffix digits, or system-wide speed-dial numbers. The rules are evaluated based on their priority. The
dial plan entries include NetVanta UC Server feature access codes to enable various NetVanta UC Server
features.

You can edit existing dial plan entries, for example, changing a feature access code
number if there is a conflict, or replacing the current feature access code with a number
that users used in a previous system. However, changing a dial plan entry incorrectly can
ur cause the feature to no longer function. Ensure that you follow the instructions given,
’ and only change those fields that are necessary, in order to maintain feature
functionality.
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The Dial Plan table uses the following information, from the Dial Plan Entry menu.

Routing Rule
Original Digits

Description

Priority

Destination

Gateway

Host

Call next member after X seconds

Digit Manipulation

Digits to skip

Prefix to add

Suffix to add

Options
Transport

Source Pattern

Digits consist of a unique regular expression. Incoming digits that
match the expression in the digits field are passed to the host after
the specified digit translations.

Allows you to describe the dial plan rule.

You can assign priority to the rule that you want to use, if two or
more dial plan rules match a given string. The lower the number,
the higher the priority. The default priority is “30”. Ring groups and
hunt groups are assigned a priority of “10”.

It is recommended that when adding any new dial plan entry, a
gateway is selected as the destination address.

Select a gateway from the list, as a destination address.

Selecting a host as a destination address is hot recommended. If
you select Host, then enter an IP address, a fully qualified domain
name (FQDN), a DNS name, or an extension. You can also enter
"pbxservices" as a host name. The host can be local or remote.

You can configure multiple hosts by separating them with spaces.

Allows you to specify the number of overflow rings before a call is
forwarded.

Indicates the number of digits (starting at the left) that you want to
discard before the digits travel to the host. This is useful if you want
to remove special digits that users must dial to select a particular
host.

Allows you to specify a digit string to add in front of a dialed string,
before it travels to the host. This is useful for adding common
prefixes, such as “1-800” to a dialed number.

Allows you to specify a set of digits to add at the end of a dialed
digit string, before it travels to the host. This is useful for adding
suffixes such as a calling card number.

The default transport protocol is UDP, however you can select TCP.

Allows you to route calls based on the calling and called parties
(who is calling and where they are calling). Matches are then
performed for both of these using regular expressions. The default
is ".*" which is a wildcard expression that matches all number
patterns by default. For specific matches, the source pattern
requires a complete IP address with a port number, such as
"5112@10.10.8.143:5060". Alternatively, add "@.*" to the end of a
regular dialing expression in order for the source pattern matching
to occur.
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The Source Pattern can be configured so that calls originated by dialing the same digits
are routed to different places depending on who is calling. This is most commonly used
for 911 calls. In this instance, the source of the call must be identifiable so that 911
services can locate the origin of the call. For example, assume that users with extensions
starting with 2000 are in one building, while users with extensions starting with 3000
are in another. The first building has a gateway GW1, while the second building has a
gateway GW2. This would be handled by having two entries where the digits dialed are
911. One entry would have the source pattern with the regular expression 2[0-9]{3} to

%‘\ indicate callers with four digit extensions starting with 2, where the call is then routed to
host GW1. Another entry for the digits 911 would show callers from the second location,
with four digit extensions starting with 3, with the regular expression 3[0-9]{3} and the
host GW2. If a caller from one of these locations then calls 911, the source pattern
specified is identified, and the call is routed accordingly so that the location of the call
can be identified. An alternative use for the Source Pattern would be to route calls from
one source through a host that permits long distance calls, while calls from another
source are routed through a host that does not permit long distance calls.

If you have more than one gateway, you can create a gateway group, and assign it to a
dial plan entry. If a gateway within the group is busy or unavailable, the next gateway in

% the group is used instead. This method provides increased capacity, alternate routes for
dialing, and fault tolerance/disaster recovery options. For more information see To
create a gateway group on page 165.

To add a new dial plan

1. In the Administration navigation pane, under Communication Systems, select the communication
system to which you want to add a new dial plan.

2. Select Routing.
3. From the Dial Plan table, select the plus (+) button to open the Dial Plan Entry menu.

4. In the Dial Plan Entry menu, enter any of the following information that you want to include in the
dial plan entry:

* Original Digits

e Description

* Priority

» Gateway (or Host)

o Call next member after X seconds
» Digits to Skip

» Prefix to Add

» Suffix to Add

e Transport

e Source Pattern

5. Select OK.
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To edit an existing dial plan

1. In the Administration navigation pane, under Communication Systems, select the communication
system for which you want to edit an existing dial plan.

Select Routing.
Double-click the dial plan entry that you want to edit, to open the Dial Plan Entry menu.

In the Dial Plan Entry menu, edit the dial plan information that you want to change.

a > w DN

Select OK.

To delete a dial plan entry

1. Inthe Administration navigation pane, under Communication Systems, select the communication
system from which you want to delete a dial plan entry.

2. Select Routing.

3. Select the dial plan entry that you want to delete.

4, Select the trash can ﬁ' .

Using regular expressions to route and restrict calls

Dial plan and toll restriction digits are managed using regular expressions. Regular expressions are a
flexible way of delivering patterns that are a match. For example, if you specify the regular expression
[0-9]{7,}, the NetVanta UC Server recognizes any digits from zero to nine, repeated a maximum of seven
times, in other words, a standard local telephone number.

Routing incoming DID numbers to extensions

Incoming direct inward dialing (DID) services offer a range of telephone numbers provided by a telephone
company, that are typically mapped to attendants, user extensions, fax machines, or PBX services.
Through the dial plan, you can map any incoming or outgoing numbers to either a block of telephone
numbers or to an individual number.

Using regular expression codes, you can use one rule to map all numbers, rather than mapping numbers
individually.

Example:

» A company has purchased a block of 100 DID numbers.

» Using 10-digit dialing, the numbers include 613-555-11xx, where xx ranges from 00 to 99.

» The company extension numbers are 3-digit numbers beginning with the number 2, or 2xx.

You can map all incoming numbers, 613-555-11xx to extension numbers 2xx, by entering the following
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information in the Dial Plan Entry menu.

x
Routing rule -
J Original dighs: | 61355511([0-9}{2})
Dasoription: | tncaming OI0 Numbsers
Prioriy: -
Destination
" Gabeway: |pstrgatewa J
* Host: |z
Call next member after fﬂ_a seconds
Digk manpulation
Dgtstosipr [0 =
[ Daedaumbe [
Prafix to add Suffix bo add
Options
Transport: !udn :]
Socurce pattern; I."
.

You can also route a particular DID number to an individual extension number.
Example:

To map the incoming DID number 613-555-1100 to extension 271, you would enter the following
information in the dial plan.

Assign the priority number to a higher priority than the general rule.
Other applications include:

* 1-800 numbers

» Conference calls (for the Host, enter 7050)
* ENUM ITSP prefix

» Call queuing

Allowing and Restricting Long Distance and Other
Calls

Use toll restrictions to restrict calls, and to allow only certain types of calls. For example, you can restrict
some users from making long distance calls, or restrict all users from calling 1-900 numbers.
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There are two types of toll restrictions that you can manage. The toll restrictions that you manage in the
Routing configuration category apply to telephones and unified communications servers. The NetVanta
UC Server also includes toll restrictions that apply only to Personal Business Assistant and Personal
Assistant.

Toll restrictions allow you to define rules that control access to particular ranges of dialed numbers, such as
long distance or 900 number services. Toll restrictions are evaluated and executed from top to bottom, as
they appear in the table. If the Toll Restrictions table is empty, the system allows all calls.

The Toll Restrictions table uses the following information:

» Calling Number—indicates individual extensions, or ranges of extensions, to which you want to control
access (uses regular expressions).

» Called Number—indicates individual extensions, or ranges of extensions or devices, to which you want
to restrict or allow access (uses regular expressions).

» Allow—specifies if a call is blocked or allowed. A 0 blocks calls, a 1 allows calls.

» Priority—allows you to assign priority to the rule that you want. The default value for priority is 1. The
lower the number, the higher the priority.

» Description—allows you to describe the toll restriction.

? Toll Restrictions

Calling Number Called Number Alllow Priority Description

private audiocodes 1 10 To Pstn

private mediatrix 1 10

private multivoip 1 10 To multivoip

private vega 1 10 To Pstn

pstngateway1 pstngatewayl 1] 20 deny all calls from PSTN to PSTN

public pstngatewayl 1] 20 deny calls From public internet to PSTN gateway

Use the Toll Restrictions table to define rules for individual phones or groups of phones. The table also
uses regular expressions to specify calling and called numbers. Configuring the priority determines the
position of a rule within the table. By changing the priority, you can specify exceptions to the general rules.

For information on setting dialing options, refer to Setting Outbound Calls and Dialing
%‘\ Options on page 38.

Allowing local and toll free calls

You can give users access to local and toll free numbers.

First line allows any registered SIP phone to make local or toll free calls on the PSTN gateway. Dialed
numbers similar to the following are allowed by this rule:

» 0-123-4567

o 123-2345

» 1-800-234-4567
» 1-866-543-5678
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» 1-877-657-7689
» 1-888-768-3546

Second line prevents any calls not matched by the previous rule from accessing the PSTN gateway trunks,
which blocks other users from making toll calls over the PSTN trunks

Restricting long distance calls

You can control user access to long distance numbers. To do this, enter a rule that gives unrestricted access
to one extension, and then all the other extensions have only local and toll free access.

First line enables extension 1112 unrestricted access to the PSTN gateway.

Second line allows any unregistered SIP phone to make local or toll free calls on the PSTN gateway.
Dialed numbers similar to following are allowed by this rule:

» 9-123-4567

o 123-2345

» 1-800-234-4567
» 1-866-546-5678
» 1-877-657-7689
» 1-888-768-3546

Third line prevents any call not matching the previous rule from accessing the PSTN gateway trunks.

To add a new toll restriction

1. In the Administration navigation pane, double-click Communication Systems to open the
communication system options.

Double-click the communication system to which you want to add a new toll restriction.
Select Routing.

Right-click anywhere in the Toll Restrictions summary pane.

Select Add...

Enable the Allow these types of calls check box.

A - e e A

Enter the information that you want in any of the following boxes:

e Calling number
» Called number
* Priority

» Description

8. Select OK.
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To edit an existing toll restriction

1.

A L e e A

In the Administration navigation pane, double-click Communication Systems to open the
communication system options.

Double-click the communication system for which you want to edit an existing toll restriction.
Select Routing.

Right-click the toll restriction that you want to edit.

Select Edit...

Change the toll restriction information that you want.

Select OK.

To delete a toll restriction

1.

o > w DN

In the Administration navigation pane, double-click Communication Systems to open the
communication system options.

Double-click the communication system for which you want to delete a toll restriction.
Select Routing.
Right-click the toll restriction that you want delete.

Select Delete.

Allowing and restricting access to paging

Access to all types of paging is disabled by default for all users. However, you can modify toll restrictions
using regular expressions to enable selected users to send pages. For more information on toll restrictions,
refer to Allowing and Restricting Long Distance and Other Calls on page 53. For more information on
using regular expressions, refer to Using regular expressions to route and restrict calls on page 52.

The first three examples in the table below show how to allow and restrict access to paging. The last three
examples in the table below show how to allow and restrict access to HFAA paging.

Calling Number Called Number Allow Priority Description

*

*@pagingservices 1 49 Allows all users to access
paging services

1000|1001|1002 F@pagingservices 0 50 Prevents selected users from

accessing the paging server

1000|1001|1002 F@pagingservices 1 50 Allows selected users access

to the paging server to
enable sending pages

=

49 Allows all users to access
HFAA paging services

hfaa-.*@pagingservices
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Calling Number Called Number Allow Priority Description

1000|1001|1002 hfaa-.*@pagingservices |[g 50 Prevents selected users from
using HFAA paging.

1000|1001|1002 hfaa-.*@pagingservices |1 50 Allows selected users to use
HFAA paging.

The calling numbers outlined above are default examples only, and can be replaced with
valid user identities to enable specific users the ability to send pages.

services to access the paging service, as this may cause the paging feature to no longer

Do not alter the default entry (where Calling Number = .*@ucservices) that allows UC
cﬁur% -
) function.

For information on configuring paging, refer to Configuring Paging on page 69. For
% instructions on sending pages, refer to Paging on page 197.

Restricting picking up connected calls

Using connected call pickup, you can seamlessly transfer calls from one device to another, such as from a
cell phone to your desk phone. This feature is most commonly used with mobile twinning, where calls to
one phone number can ring simultaneously at multiple devices, such as an internal extension number and a
cell phone number. For more information on connected call pickup, refer to Changing Phones During a
Call on page 203. For more information on mobile twinning, refer to Configuring Mobile Twinning Using
a Ring Group Identity on page 137.

Connected call pickup is enabled by default, so if your company policy restricts this behavior, then follow
the instructions below to disable connected call pickup, using a dial plan entry. This disables connected call
pickup for all users, unless you enable the feature for specific users. For more information on dial plans,
refer to Routing calls using the dial plan on page 49.

You can disable connected call pickup for most users, while enabling it for some users. To do so, follow the
instructions below to disable connected call pickup. Then, follow the instructions to enable connected call
pickup for specific users, using individual dial plan entries. Specified users can then pickup calls from
specific phone numbers, such as their cell phones, using particular phones, such as their internal extension
number.

To disable connected call pickup

1. Inthe Administration navigation pane, under Communication Systems, select the communication
system, and select Routing.

2. From the Dial Plan table, select the plus (+) button to open the Dial Plan Entry menu.
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3. Enter the information in the dial plan entry, as described below.

Routing Rule

Original Digits [*127[0-9]{3,}
This regular expression refers to any
calls starting with *27 followed by any
three or more numbers.

Description Disable connected call pickup for all
users.

Priority 20

Destination

Gateway

Host prompt-403@pbxservices

This results in an error message if a
user dials *27 plus any three or more
numbers.

Call next member after X seconds

0

Digit Manipulation

Digits to skip

Prefix to add

Suffix to add

Options

Transport

udp

Source pattern

Any user dialing *27 plus three or more numbers now hears an error message, and is unable to pickup a
connected call.

To enable connected call pickup for specific users

1.

2. From the Dial Plan table, select the plus (+) button to open the Dial Plan Entry menu.

In the Administration navigation pane, under Communication Systems, select the communication
system, and select Routing.
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3. Enter the information in the dial plan entry, following the example described below.

Routing Rule

Original Digits [*127
Because you are specifying the called
number below (Suffix to add), in this
case Jane’s cell phone number, Jane
is not required to enter the called
number to answer a call from her cell
phone.

Description Enable Jane to answer her cell phone
from her extension

Priority 25

Destination

Gateway

Host pbxservices

Call next member after X seconds 0

Digit Manipulation

Digits to skip 3

The dialed digits *27 are skipped.

Prefix to add

connectpickup-

Accesses the connected call pickup
feature.

Suffix to add

6135551111

Adds Jane’s cell phone number
automatically as the called number.

Options
Transport udp
Source Pattern 2602@.+

Jane’s extension number, followed by
“@.+" refers to any calls originating
from Jane’s extension, 2602.

The dial plan entry above allows Jane to pickup calls to her cell phone number, 613-555-1111, from her
extension, 2602. Jane can pickup calls in this manner, even though connected call pickup has been disabled
for all other users using the previous dial plan example.

Routing Calls to Queues

Call queuing allows you to route incoming calls to a specific queue. The queued calls are then answered by
a person who belongs to a certain group. For example, a call to the sales department can be routed to a
sales queue and then answered by any sales agent.
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The feature is useful for companies that handle a lot of incoming phone calls, and where the caller is not
trying to reach a specific individual, but wants to talk to a member of an agent group, such as a salesperson,
as quickly as possible. Call queuing allows callers to remain in a queue while they wait for their call to be
answered by the next available agent in the group.

The total number of simultaneous calls that can be queued in the system is 64. Contact
%\ ADTRAN if you require your system to queue more than 64 calls.

The agent is typically associated with a particular area of expertise, for example, sales or support. A
support agent who is ready to answer calls logs into the agent group and receives support calls in the order
that callers enter the queue.

To create a queue, create a dial plan entry that directs calls to an attendant identity number (for example,
5000). Add the prefix queue- to the identity number in the routing plan. After you create the queue, an
agent can log into the agent group for the queue with that identity number, to answer queued calls. For
information about using the call queuing feature, refer to Working with Call Queues on page 200.

You must also configure an attendant identity and a service associated with that identity to manage
overflow calls. How a service manages overflow calls is called the overflow behavior. If an agent does not
answer a queued call within a specified time period (the default is five minutes), the call is routed to the
service that is associated with the attendant identity that has the number that is used to access the queue in
the dial plan. The service determines the overflow path that the calls follow, for example, to the support
voicemail.

For information about creating and managing services and activating them on attendants, refer to

Managing Services on page 254. For information about building services, refer to Working with Elements
to Build a Service on page 259.

Routing calls to queues using dial plan entries

] 7] 5 o] I
Destination Digits Priceity | Digits... | Prefix To Add | Suffix To Add | Description -
| appserver 5000 10 0 Jueue- Support Hunk Group

Use a simple dial plan entry to direct calls into a queue, by adding a prefix of queue- to the called number
in the dial plan, such as in the example above.

In this example, when the call is placed to number 5000, the dial plan entry routes the call to queue-5000.
The dial plan entry does this by adding the prefix queue- to the original called number (5000). If the call is
not answered, the call is forwarded to the overflow attendant. For more information about overflow
behavior, refer to Configuring overflow calls to queues on page 63.

To create a call queuing dial plan entry

1. Inthe Administration navigation pane, select Communication Systems to open the communication
system options.

2. Select the communication system to which you want to add a new dial plan.
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3. Select Routing.
4. Inthe Dial Plan table, select the plus (+) button.

5. In the Dial Plan Entry menu, enter any of the following information that you want to include in the
dial plan entry:

Routing Rule

Original Digits: This corresponds to the digits used to dial the queue, for
example, 2170 or 5000.

Description: Enter a description that identifies the call queuing entry.

Priority: Enter a priority of 10. Priority determines the matching priority
between different or conflicting dial plan entries. The priority must
be set below 30.

Destination

Host: Enter pbxservices

Call next member after X seconds: |0

Digit Manipulation

Digits to Skip: If you want to strip any digits out of the called number, for
example, the called number is 8006132170, but you want to map
it to 2170, you can skip the first 6 digits by entering 6 in Digits to

Skip.

Prefix to Add: Enter queue- so the dial plan recognizes that the entry is routing
calls to a queue.

Suffix to Add: Leave blank.

Options

Transport: UDP

Source Pattern: X

6. Select OK.

Planning call queuing

You can use services to determine overflow behavior, and to direct calls to a queue.

Using a dial plan entry, you can route incoming calls from specified numbers directly to a queue. This is
useful when a company does not need to filter types of callers into specific queues. For example, if you
have dedicated numbers for each of sales and support, your dial plan entries can simply direct callers to the
appropriate queue based on the number they dialed.

Use attendant services to route incoming calls to a queue based on information provided by callers, which
then is gathered by a service. This is useful when you want to route callers to a queue based on information
the caller provides. For example, the service can ask the caller to provide a customer number and, based on
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that number, route the caller to the most appropriate queue, particularly when there is a single called
number, but several queues are available on the system.

Calls are distributed to the most idle agent. When at least one agent is logged into the agent group, the
caller hears an introductory queue greeting. When no agents are logged in, the caller hears that agents are
currently not available. The call waits in the queue for a specified period of time (the default is five
minutes), for an available agent, and, if an agent does not answer the call, the call takes the specified
overflow behavior. Calls to the queue cannot be recorded or monitored.

%{\ The maximum number of agents that can log in to a queue at the same time is 64.

If no agent, the call overflows
to the NetVanta UC Server

Direct into queue & —_ applications service.
from dial plan entry.

Direct & N Sales Overflow
Irectto group ——> > Attendant

Intelligent Routing
through Attendant
Services Attendant

Support Overflow
Skills based routing: > Attendant

-Caller Selection

-Time of Day If no agent, the call overflows

-Database Query to the NetVanta UC Server
applications service.

Gather some information about your system and about how you want the call queuing feature to function
on your system.

Note the called number (DID number) that is sent by the phone company. If your company uses analog
trunking, you can have only one dialed number, which is configured in the gateway.

If your company uses digital trunking, you can negotiate how many dialed numbers you purchase, for
example, all the numbers between 613-555-2170 and 613-555-2199. You can also negotiate what numbers
the telephone company sends through the digital facilities. You can, for example, request that the phone
company deliver 4 digits to you. In the example of 613-555-2170, you can have them send any number of
digits up to the length of the telephone number. In the same example, you can have them send the entire
telephone number 6135552170.

You must know the called number in order to correctly configure a dial plan entry that routes callers into a
queue.

Note whether multiple incoming numbers must be routed to the same queue. Rather than telling callers
which numbers to dial to enter the queue, you can create dial plan entries that automatically route several
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called numbers into the same queue. For example, the called number 2170 is always directed to the support
gueue. The company decides to add a 1-800 support number, which also must go to the same queue. You
can create dial plan entries that route calls from either number into the same queue.

Decide whether you need an attendant service to route incoming calls to the appropriate queue, or if a dial
plan entry is sufficient.

Whether you use an attendant service and a dial plan entry to route calls to a queue, or only a dial plan
entry, you must determine where the call goes when no queue agent is available. If there is no service to
direct overflow behavior, the caller receives an error message that the number entered is invalid. Create an
attendant identity for overflow calls, and then assign a service to it.

Configuring overflow calls to queues

To configure the overflow behavior, you must create an attendant identity having the same number as the
dial plan used to create the queue, and a service for the identity to determine the call flow actions to take.
For example, this service can allow the caller to leave a message in a voicemail box, or provide more
complex actions such as using caller information or collecting more information from the caller to use
database lookups to determine a more complex behavior. For example, such complex behavior could send
some callers to a voicemail box, but escalate others to another agent queue, or send email notifications to
agent mailing lists. You can associate the attendant service with the administrator profile, or any other user
profile.

The service for overflow behavior can be as simple as a single VVoice mail element.

To create an attendant identity for overflow calls
1. In the Administration navigation pane, select Identities.
2. Right-click anywhere in the Administrator Identities summary pane.
3. Select New Identity to display the New Identity Wizard welcome menu.
4

On the Select Identity Type menu, select the communication system from the Select a
communications system drop-down menu that corresponds to the communication system on which
you created the dial plan entry.

In the Select the class of identity section, select Attendant service.
Select Next.

In the Name field, enter a name for the attendant identity.

© N o g

In the Address field, enter an address for the attendant identity (for example, 5000). This must
correspond to the dial plan entry Digits field, which is used to dial the queue (with the prefix queue-
removed).

9. Enable the Run Service button.

10. From the Run Service drop-down menu, select the service you want to assign as overflow behavior
for the queue.

11. Select Finish.
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Routing calls using attendant services

You can use attendant services to intelligently route calls. An attendant service can route calls based on
information from the caller, for example, Caller ID or time of day. Use, for example, a Transfer Call
element to transfer calls to a queue from an attendant or Personal Business Assistant service.

Use NetVanta UC Server database integration to route calls. For example, if customers routinely call to
find out the status of an order, you can have different agent groups with agents who are trained to respond
to questions regarding each status. The service prompts the customer to enter an account number, checks
the database to determine the status of the order, and routes the call to the agent group that has agents
capable of answering the customer’s specific questions.

A dial plan entry adds the prefix queue- to the called number and sends the call to the queue specified in
the Digits field of the dial plan. The call is placed in the queue and answered by the first available agent
logged into the agent group.

If the call is not answered, an attendant service handles overflow behavior. The service for overflow
behavior can be as simple as a Voice mail element.

You can associate the attendant service with the administrator profile, or any other user profile.

To route calls using attendant services

1. Create an attendant service to route calls to a queue based on criteria you specify (see the example
below).

2. Create the dial plan entry by following all the steps in the To create a call queuing dial plan entry on
page 60.

3. Create an identity for overflow calls by following all the steps in the Configuring overflow calls to
queues on page 63.

If you want to route calls to an appropriate queue during business hours, and to voicemail after hours, you
can insert the Flow Control element in a service to intelligently route the calls. Refer to the following
procedure as an example:

To route calls to a queue using the Flow Control element

1. Create a service by following all the steps in To create a service on page 254.
Double-click the new service to start the Service Editor.

Drag a Flow Control element to the canvas.

Using the Compare drop-down menu, select Times.

Enable the check boxes for the days in which you want calls to the attendant routed to the queue.

© g > w D

In the From and To fields, enter the times each day when you want calls to the attendant routed to the
queue.

7. Drag a Transfer Call element to the Compare Times connector pin.
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10.

On the Transfer Call element, enter the queue number to which you want calls routed during the
times that you specified.

Drag a Voice Mail element to the Otherwise connector pin.

In the Mailbox drop-down menu, select the voicemail box to which you want to send callers outside

business hours.
A [Fiow Cortrol a Transfor Call -
"Q ? @ 2|

Compare: | Times vl Transfer call to:

% This number: i
¥ Mon ¥ Tue ¥ Wed [& =000 s I
M 1w ¥ Fril” sat ™ sun e

From: Toi
[ 8:30 :j [16:0 = Otherwisa
@ Viaice Mail -
Otharvise - | 2
Msilbone:
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¥ May status message

Add Mera Them

For information about building services to create a call flow, refer to Creating Custom
%‘\ Call Answering Services on page 253.

Use a service with database elements to route calls to the appropriate agent group based on dynamic
database information about the caller.

Play Announcement element—informs callers they must have their account number handy to proceed
Gather Digits element—gathers the account number.

Fetch Data element—finds a match in the Account Status database.

Compare Digits element—compares the gathered digits to the digits fetched from the database.
Transfer Caller elements—route the calls to the appropriate queue.

Refer to the following for instructions on how to route calls using database integration.

To route calls using database integration

o > w poE

Create a service by following all the steps in To create a service on page 254.

Double-click the new service to start the Service Editor.

Drag a Play Announcement element from the Standard tab to the canvas.

Record or select a greeting that informs the caller to be prepared to enter a customer account number.

Drag a Gather Digits element from the Advanced tab to the connector pin of the Play Announcement
element. In the example, the service gathers 6 digits because all account numbers must be 6 digits
long.
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6. Drag a Fetch Data element from the Database tab to the top connector pin of the Gather Digits
element.

7. On the Fetch Data element, specify the Data Source, Filter Field, and Equals (if required) information.
8. Drag a Compare Digits element to the One row fetched connector pin of the Fetch Data element.

9. Inthe Compare section, select the value to which you want to compare the gathered digits (in this
example, the customer account number). The service compares the customer account number that the
caller entered to the customer account number that it fetched from the database. In this example, the
agent groups that correspond to the different customer status types have been named as follows:
Bronze, Silver, or Gold. Each group corresponds to a customer status type.

10. Drag a Transfer Call element from the Standard tab to the connector pin of each of the status groups
to which customer calls can be routed.
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For information about using database elements in a service, refer to Using Database
Elements on page 343

Configuring call queues

You can configure the following call queuing options:

» Enable automatic logging out of agents after missing a specified number of calls.

» Set the amount of time that a call remains in the call queue unanswered before being directed to the
overflow behavior.

» Set the amount of time that agents are given to wrap up a call after a call has ended, for example, to
complete necessary paper work.

You can enable automatic logging out of agents after missing calls in a call queue, and you can specify the
number of calls missed, from 1 to 99, before the agent is logged out. When an agent is logged out, either
automatically or manually, calls are no longer presented to that agent, until the agent manually logs in
again. If auto logout is disabled, then agents are not automatically logged out, regardless of the number of
missed calls, so calls continue to be presented to those agents.

As long as an unanswered call remains in the queue, then it is dispatched to the next available, logged in
agent until the overflow timeout expires. Therefore, the same call can be presented to an agent multiple
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times in a round-robin sequence, until it is either answered or the overflow timeout expires, and the call is
directed to the overflow behavior. You can set the duration of time that a call remains in the queue
unanswered before being redirected to the queue's overflow service. The overflow timeout can range from
15 to 7200 seconds, or two hours. The default value is five minutes. If no agents are logged in at a given
time, then calls are automatically redirected to the overflow service.

You can also set a wrap up time period, which is the duration of time that an agent is given to finish up their
work after finishing a call, for example to complete relevant documentation or input data. This time period
can range from 1 to 7200 seconds, or two hours.

To configure call queues

1. In the Administration navigation pane, double-click Communication Systems to open the
Communications Systems options.

2. Select Services.

3. Under Global Advanced Call Queue (ACQ), check Enable auto logout agent after X missed calls if
you wish to automatically log out agents after missing a call in a call queue. Specify the number of
missed calls, from 1 to 99, before an agent is automatically logged out.

4. Specify the amount of time in seconds that the call is presented to available agents, until the Overflow
timeout expires, and the call is redirected to the overflow service. This time can range from 15 to 7200
seconds (two hours). The default is five minutes.

5. Specify the duration of wrap up time that an agent is given after finishing a call. This number can
range from 1 to 7200 seconds (two hours).
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4. Configuring Paging

The NetVanta UC Server provides paging to overhead paging devices and desktop phones.You can send
live pages through overhead speakers or page specific users over their phone. You can create and select
paging groups to determine who receives a page. Live and prerecorded pages can be sent from within a call
answering service. Additionally, hands free auto-answer (HFAA) paging allows a single recipient to
receive and respond to a page.

NetVanta UC Server supports various paging devices. The paging device you chose depends on a number
of factors including your particular system configuration, the paging feature required, existing paging
equipment, and the overall cost.

For more information, refer to the following sections:

» Configuring a Paging Device on page 69

e Creating and Configuring Paging Groups on page 73

» Configuring Hands Free Auto-Answer Paging on page 77
» Enabling Users to Access Paging on page 81

Configuring a Paging Device

The NetVanta UC Server supports multiple paging devices including: SIP phones, VVolP speakers, VoIP
zone paging controllers, sound cards, and gateway paging to an existing PBX or a paging controller. The
following sections outline the paging devices:

» Configuring SIP Phones and VolIP Paging Devices on page 69
» Configuring Sound Card Paging on page 71
» Configuring Gateway Paging on page 72

For information on paging devices, refer to the NetVanta UC Server Planning and
% Deployment Guide, available on the ADTRAN Support Community at
https://supportforums.adtran.com.

Configuring SIP Phones and VolP Paging Devices
SIP and VolP paging includes the following paging features:

» Pages can be received both over the phone and through overhead speakers.
» Additional equipment is not required to receive pages over the phone.
» Supports multicast paging using phone handsets or overhead speakers that support multicasting.

» Allows callers to select from multiple paging groups or zones, by supporting dual tone multi-frequency
(DTMF, also known as touchtone dialing) tones.

» Supports sending live pages.
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» Supports sending live and recorded pages from call answering services.

Requirements for SIP Phone and VolP Paging Devices

The requirements for SIP phone and VolIP paging devices are as follows:

» Ensure that the phones you are using support SIP paging.

» If you are using multicast paging (optional), then ensure that the phones and speakers you are using
support multicasting.

For a list of devices that support SIP paging and multicast paging, refer to the NetVanta
%{\ UC Server Interoperable SIP Device Features and Comparisons technical note
available from the ADTRAN Support Community at https://supportforums.adtran.com.

Configuring Multicast Paging

Multicasting is a method of distributing single streams of audio or video broadcasts to thousands of
endpoints simultaneously. Multicasting is used in paging applications to conserve bandwidth while

distributing audio pages to several endpoints. For a large paging deployment with several endpoints,
multicasting is the recommended method because it reduces PBX performance issues.

Multicast paging can be used for both phone handset and overhead paging and is typically used for large
paging deployments. You can send live pages over the phone to a selected group of users, who receive the
page either over their phone, through overhead speakers, or both. You can also send live or recorded pages
from call answering services. Multicast support also enables sending pages to multiple paging groups or
zZones.

Multicast paging is currently only supported using speakers and phone handsets that
support multicasting and requires some manual configuration. For information on

%{\ devices that support multicasting, refer to the NetVanta UC Server Interoperable SIP
Device Features and Comparisons technical note available from the ADTRAN Support
Community (https://supportforums.adtran.com).

%{\ Multicast paging may require additional licensing.

Requirements for Multicast Paging across Multiple Subnets

In order to forward multicast requests or packets across multiple subnets, the network routers must be
configured correctly. Refer to the manufacturer's documentation for your particular router for instructions.

Paging all Users of Snom Phones

If you are using multicast handset paging on snom phones, then use the multicast IP address 224.6.9.2 and
port number 2000 in order to page everyone using a snom phone. This multicast address and port number
have been added to the configuration files for snom phones.
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Configuring Sound Card Paging

Sound card or integrated paging uses analog speakers and a sound card installed in the server computer, to
connect with an external paging system. Using this function, you can send a live or recorded page over
overhead speakers.

While this method of paging is supported, SIP phones and VolP paging devices are the
%‘\ recommended paging devices. For instructions on paging, refer to Paging on page 197.

Sound card paging includes the following features:

» Supports sending pages to overhead speakers
» Supports sending live and recorded pages

Requirements for Sound Card Paging

Ensure that your system has met the necessary requirements for sound card paging outlined below.

* Asound card must be installed on the computer where the NetVanta UC Server is installed.
» Analog speakers are required to be used as the output device.

* You must have a paging amplifier that accepts 4 or 8 ohm terminations.

* You must have specialized overhead speakers and amplifiers.

» The speakers or amplifier must be connected to the output jack of the sound card, typically the green
colored jack.

» Overhead paging must be enabled for the communication system. To enable overhead paging, refer to
Configuring System Call Options on page 47.

To properly detect the audio device that you will use for sound card paging, you must
%{\ remove or disable all other audio devices. This must be done before deployment of the
NetVanta UC Server.

Sound card paging does not support DTMF tones. Therefore, if you require additional
paging zones or groups, you must use SIP phone and VolP paging devices, or an FXO or

%{\ FXS gateway paging system, so that callers can select the paging zone or group to page.
For more information, refer to Configuring SIP Phones and VolP Paging Devices on
page 69 or Configuring Gateway Paging on page 72.

Disabling Device Mapping for Windows Sounds for Audio Quality

To prevent sound effects from the NetVanta UC Server computer being heard on the speakers during
paging, you must disable device mapping for Windows sounds.
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To disable device mapping

1. Select Start > Settings > Control Panel. The path may vary slightly depending on the operating
system installed.

Double-click on Sounds and Audio Devices, and select the Hardware tab.
Locate your sound card in the available list, and double-click it.
Select the Properties tab, expand Audio Devices, and select your audio device.

Select the Properties button.

o a ~ w D

Check Do not map through this device.

Configuring Gateway Paging

If your paging system does not support using SIP phones, VoIP paging devices, or sound card paging, then
you can use gateway paging as an alternative method of overhead paging. Gateway paging systems
connect to an FXO or FXS gateway. The FXO/FXS gateway provides a combination of paging access and
an audio path to the paging system.

Gateway paging includes the following features:

» Supports sending live pages
» Allows callers to select from multiple paging groups or zones, using DTMF tones
» Pages are received through overhead speakers

Requirements for FXO/FXS Gateway Paging

Before configuring gateway paging, ensure that you have met the following requirements:

» The FXO gateway port must be able to maintain a connection to the FXO paging interface in the absence
of dial tone.

* The FXO gateway port must be able to maintain an audio path in the absence of answer supervision.
e The FXO gateway must support an interface voltage of -48 VDC.

» The FXO gateway should support an interface voltage of -24 VDC.

» The FXO/FXS interface must be able to pass DTMF tones that are entered by the caller initiating the

page request.
To configure gateway paging
1. Connect the paging system to the gateway.

2. Configure the dial plan on the gateway so that calls to the gateway are directed to the FXO or FXS
port.

3. For FXS gateways, create a new identity. On the gateway, configure registration for the new identity.
For more information, refer to User Identities on page 130.
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4. For FXO gateways, configure a dial plan on the NetVanta UC Server. For more information, refer to
Routing calls using the dial plan on page 49.

For information on configuring gateways, refer to the appropriate technical note for
% your gateway. For the latest technical notes, refer to the ADTRAN Support Community
at http://supportforums.adtran.com.

Creating and Configuring Paging Groups

Before sending a page you must create a paging group to indicate who receives the page. You can select
users to be members of a paging group by selecting identities, or by selecting specific phones. You can also
select multicast IP addresses to be members of a paging group, however this is currently only supported
using phones and speakers that support multicasting and requires some manual configuration.

For information on using paging, refer to Paging on page 197. For information on
%z\ sending live or prerecorded pages using services, refer to Page Live Element on
page 301 and Page Recorded Element on page 302.

To create a paging group

1. In the Administration navigation pane, double-click on Paging Groups, and select New Paging
Group.

2. Select Next at the Welcome menu. The Paging Group Details menu appears.

3. Inthe Paging Group Details menu, enter a name for the paging group in the Name field (for
example, Everyone).

4. Enter a description of the paging group in the Description field (for example, All employees,
contractors, and service phones).

5. Inthe Number field, enter a paging number that will uniquely identify the paging group.

6. Enter the maximum wait time (in seconds) in the Maximum wait field. This is the amount of time
that will elapse after the paging device answers the call before starting the page. The default
Maximum wait time is 2000 ms.

7. Enable the check box if you want an audio prompt sent to paging group members prior to sending a
page. If you enable this check box, then users will hear a beep over their phone or over an overhead
speaker prior to hearing a page.

8. Select Next. The Select Identites menu will appear.

9. Inthe Select Identites menu, enable all user identities that you want to be included in the paging
group using the check boxes next to the identity extension in the Address column, and select Next.
The Select Phones menu will appear.
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10. Inthe Select Phones menu, you can select specific phones (rather than user identitites) to be included
as members of the paging group. Use the check boxes next to the phone MAC address in the MAC
Address column to select the phones you would like to include in the paging group. If you have
already selected an identity associated with a phone, you do not need to select the corresponding
phone MAC address. Select Next. The Enter Multicast IP Addresses menu will appear.

11. Inthe Enter Multicast IP Addresses menu, select Add to add a multicast IP address to the paging
group. In the Mulsticast IP Address Details menu that appears, enter the multicast IP address of the
paging equipment in the Multicast address field, and enter the corresponding port number in the
Port field. Select OK to add the multicast IP address. After you have added all of the desired
multicast IP addresses, select Next.

The multicast IP address and port numbers are configured on the multicast paging
devices. Multicast IP addresses are in the range 224.1.0.0 to 239.255.255.255. Refer

%‘\ to the section Configuring Multicast Paging on page 70 for more information about
multicasting.

12. Review the paging group summary. If there are any changes you wish to make, select the Back button
and make the changes. When you are satisfied with the paging group summary, select Submit.

13. Select Next.
14. Select Finish.

Adding a Sound Card or Gateway Paging Device to a Paging Group

In order for users to send pages using the NetVanta UC Server sound card or gateway paging devices, it
may be necessary to create feature access codes and add them to the paging group as dialable numbers. A
dialable number is a paging group member type used specifically with feature access codes to allow users
to page using the NetVanta UC Server sound card or gateway paging device. Feature access codes
associated with paging devices cannot be added when creating new paging groups; however, once a paging
group has been created, you can edit the paging group and add the feature access codes as dialable
numbers. For more information on adding a dialable number to an existing paging group, refer to Adding a
Member to a Paging Group on page 75.

Adding a Feature Access Code for Sound Card Paging

The following feature access codes already appear in the dial plan by default: .

Sending a live page *75

Sending arecorded page *77

To enable users to send pages using the sound card on the NetVanta UC Server computer, add the feature
access codes above as dialable numbers in a paging group. Users in the paging group can then follow the
default instructions for sending a live page, using feature access code *72, while the page is sent using the
sound card on the NetVanta UC Server computer to the external overhead paging system. For more
information on adding a dialable number to an existing paging group, refer to Adding a Member to a
Paging Group on page 75.
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Adding a Feature Access Code for Gateway Paging Devices

If you are adding gateway paging to an existing PBX or to a paging controller, you must also add an
appropriate feature access code to the dial plan. Ensure that the access code is not already being used by
either the NetVanta UC Server or the SIP phone models in your organization. Once the feature access code
has been added to the dial plan, add the feature access code as a dialable number to the paging group. For
more information on adding a dialable number to an existing paging group, refer to Adding a Member to a
Paging Group on page 75.

For information on adding feature access codes to the dial plan, refer to Routing calls
%‘\ using the dial plan on page 49.

Adding a Member to a Paging Group

You can add the following new member types to an existing paging group: identities, phones, multicast IP
addresses, and dialable numbers.

To add a member to a paging group
1. Inthe Administration navigation pane, double-click Paging Groups.
2. Select the paging group to which you want to add a member.

3. Inthe summary pane on the right, right-click on the paging group, and select Add members from the
drop-down menu.

4. Inthe Welcome menu of the Paging Group Wizard, select Next.

5. Select the member types you would like to add to the paging group. :

» Select Identities if you want to select specific user identities to add to the paging group.

» Select Phones if you want to add specific phones to the paging group. If you have already added a
user's identity, you do not need to add the corresponding phone MAC address.

» Select Multicast IP addresses if you want to enter multicast IP addresses to add to the paging
group. In order to use multicast paging, users must be able to receive the page over a phone
handset or speaker that supports multicasting. For more information, refer to Configuring
Multicast Paging on page 70.

» Select Dialable numbers if you want to add a paging device. If you are adding a sound card
paging device, then add the specified feature access codes for sound card paging devices. If you
are adding gateway paging to an existing PBX or to a paging controller, then ensure that you have
already added an appropriate feature access code to the dial plan, before adding the feature access
code as a dialable number.

6. Select Next.

7. Inthe Select Identities menu, enable any user identities that you want to be included in the paging
group using the check boxes next to the identity extension in the Address column, and select Next.
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8.

10.

11.

12.
13.

In the Select Phones menu, select the specific phones (rather than user identitites) to be included as
members of the paging group. Use the check boxes next to the phone MAC address in the MAC
Address column to select the phones you would like to include in the paging group. If you have
already selected an identity associated with a phone, you do not need to select the corresponding
phone MAC address. Select Next.

In the Enter Multicast IP Addresses menu, select Add to add a multicast IP address to the paging
group. In the Mulsticast IP Address Details menu that appears, enter the multicast IP address of the
paging equipment in the Multicast address field, and enter the corresponding port number in the
Port field. Select OK to add the multicast IP address. After you have added all of the desired
multicast IP addresses, select Next

In the Enter Dialable Numbers menu, select Add to add a feature access code for a NetVanta UC
Server sound card or gateway paging device. In the Dialable Number Details menu that appears,
enter the feature access code for the paging device in the field, and select OK. After you have entered
all desired feature access codes for paging devices, select Next.

Review the paging group summary. If there are any changes you wish to make, then select the Back
button and make the changes. When you are satisfied with the paging group summary then select
Submit.

Select Next.
Select Finish.

Removing a Member from a Paging Group

Once you have created your paging groups, you can remove users from the paging groups as needed.

To remove a user from a paging group

1. In the Administration navigation pane, double-click on Paging Groups.

2. Select the paging group from which you want to remove a member.

3. Inthe summary pane on the right, right-click on the paging group member(s) you want to remove, and
select Remove members.

4. Select Yes to confirm. The selected user is removed from the paging group.
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Configuring Hands Free Auto-Answer Paging

HFAA paging allows a user to send a bidirectional page to a single recipient. When a user places an HFAA
page, the recipient’s phone will automatically answer the call, and a tone (if enabled) will be issued to alert
the recipient of the page. The page will then behave like a normal call between two users, allowing both
parties to converse freely.

The settings for HFAA paging such as the maximum wait time, whether an audio prompt is issued to alert
the recipient of the page, and the WAV file used for the audio prompt are configured using the
PagingServer.exe.config file located in the NetVanta UC Server Bin directory on the server computer.
Additionally, the feature access code used to initiate an HFAA page can be changed from the default using
the NetVanta ECS dial plan, and the users able to use the HFAA paging service can be controlled using the
NetVanta ECS toll restrictions. For more information on configuring entries in the NetVanta ECS dial plan
refer to Routing Calls on page 49. For more information on configuring toll restrictions, refer to Allowing
and Restricting Long Distance and Other Calls on page 53.

The following sections outline the settings that can be configured for HFAA paging:

» Configuring the HFAA Maximum Wait Time on page 77

« Enabling and Disabling the HFAA Audio Prompt on page 78

» Changing the HFAA Audio Prompt WAV File on page 79

» Restarting the ADTRAN NetVanta UC Server SIP Paging Server Service on page 81

Configuring the HFAA Maximum Wait Time

The maximum wait time is the maximum amount of time the system will wait while attempting to reach
the page recipient during an HFAA page. If the system cannot reach the recipient before the specified wait
time expires, the system will return to the caller with an error message. By default, the system will wait
2000 milliseconds (2 seconds) before returning to the caller with an error message. The wait time is
specified in the PagingServer.exe.config file by altering the value of the HandsfreeMaxWaitTime
parameter.

To configure the Maximum Wait Time for an HFAA page

1. On the NetVanta UC Server computer, use Windows Explorer to navigate to the directory below that
is appropriate for your operating system.
For 32-bit systems navigate to the following directory:
C:\Program Files\ADTRAN\NetVanta UC Server\Bin
For 64-bit systems navigate to the following directory:
C:\Program Files (x86)\ADTRAN\NetVanta UC Server\Bin

2. Open the PagingServer.exe.config file using a text editor program such as Notepad.

The .config file extension may not appear in the filename. The file may appear as
% PagingServer.exe in Windows Explorer.
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3. Inthe PagingServer.exe.config file, locate the following lines of XML code:

<setting name="HandsfreeMaxWaitTime" serializeAs="String">
<value>2000</value>

The number 2000 between the <value> start tag and </value> end tag is the default value (in
milliseconds) for the maximum wait time of an HFAA page. If your maximum wait time value has
been changed from the default, this number will be different.

4. To change the maximum wait time (in milliseconds) of an HFAA page, replace the number 2000
between the tags with another number. Valid entries are whole numbers from 100 to 30000. Do not
add any spaces between the tags and the maximum wait time value. The following example
configures the maximum wait time for 4500 milliseconds:

<setting name="HandsfreeMaxWaitTime" serializeAs="String">
<value>4500</value>

5. Save the PagingServer.exe.config file and close the text editor.

6. For changes to take affect, you must restart the ADTRAN NetVanta UC Server SIP Paging Server
service using the procedure outlined in Restarting the ADTRAN NetVanta UC Server SIP Paging
Server Service on page 81.

Enabling and Disabling the HFAA Audio Prompt

The audio prompt is a short tone that is issued to alert the recipient of an HFAA page. After the audio
prompt is issued, the paging user and recipient can communicate freely. The audio prompt is enabled by
default but can be disabled if desired. The audio prompt is enabled or disabled in the
PagingServer.exe.config file by altering the value of the PlayHandsfreeAnnounceTone parameter.

To enable or disable the audio prompt for an HFAA page

1. On the NetVanta UC Server computer, use Windows Explorer to navigate to the directory below that
is appropriate for your operating system.
For 32-bit systems navigate to the following directory:
C:\Program Files\ADTRAN\NetVanta UC Server\Bin
For 64-bit systems navigate to the following directory:
C:\Program Files (x86)\ADTRAN\NetVanta UC Server\Bin

2. Open the PagingServer.exe.config file using a text editor program such as Notepad.

The .config file extension may not appear in the filename. The file may appear as
% PagingServer.exe in Windows Explorer.

3. Inthe PagingServer.exe.config file, locate the following lines of XML code:

<setting name="PlayHandsfreeAnnounceTone" serializeAs="String">
<value>true</value>

The true between the <value> start tag and </value> end tag is the default value for the audio prompt
of an HFAA page. If the audio prompt has been disabled, this value will be false.
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4. To disable the HFAA audio prompt, replace the true value between the tags with false. Do not add

any spaces between the tags and audio prompt value. For example:

<setting name="PlayHandsfreeAnnounceTone" serializeAs="String">
<value>false</value>

To enable the HFAA audio prompt, replace the false value between the tags with true. Do not add any

spaces between the tags and audio prompt value. For example:

<setting name="PlayHandsfreeAnnounceTone" serializeAs="String">
<value>true</value>

5. Save the PagingServer.exe.config file and close the text editor.

6. For changes to take affect, you must restart the ADTRAN NetVanta UC Server SIP Paging Server

service using the procedure outlined in Restarting the ADTRAN NetVanta UC Server SIP Paging

Server Service on page 81.

Changing the HFAA Audio Prompt WAV File

When an HFAA page is initiated, an audio prompt issued on the recipients phone to alert the recipient of

the page. This audio prompt can be changed by specifying a different WAV file for the

HandsfreeAnnounceFile setting in the PagingServer.exe.config file. The WAV file can be specified

using an absolute path or only the file name. If a file name only is specified, the file must be placed in the

ADTRAN\NetVanta UC Server\Data\System\Announcements directory.

To change the HFAA audio prompt WAV file using only a filename

1. On the NetVanta UC Server computer, use Windows Explorer to navigate to the directory below that

is appropriate for your operating system.

For 32-bit systems navigate to the following directory:

C:\Program Files\ADTRAN\NetVanta UC Server\Data\System\Announcements

For 64-bit systems navigate to the following directory:

C:\Program Files (x86)\ADTRAN\NetVanta UC Server\Data\System\Announcements

2. Copy the new HFAA audio prompt WAV file into the directory accessed using Windows Explorer in

1.

3. On the NetVanta UC Server computer, use Windows Explorer to navigate to the directory below that

is appropriate for your operating system.

For 32-bit systems navigate to the following directory:
C:\Program Files\ADTRAN\NetVanta UC Server\Bin

For 64-bit systems navigate to the following directory:
C:\Program Files (x86)\ADTRAN\NetVanta UC Server\Bin

4. Open the PagingServer.exe.config file using a text editor program such as Notepad.

The .config file extension may not appear in the filename. The file may appear as
% PagingServer.exe in Windows Explorer.
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5.

In the PagingServer.exe.config file, locate the following lines of XML code:

<setting name="HandsfreeAnnounceFile" serializeAs="String">
<value>PagingTone.wav</value>

The PagingTone.wav between the <value> start tag and </value> end tag is the default audio prompt
WAV file that issues to alert the recipient of the HFAA page. If the default audio prompt WAV file has
been changed, the filename will be different

To change the HFAA audio prompt WAV file, replace the PagingTone.wav value between the tags
with the filename of the WAV file copied to the Announcements directory in 2. Do not add any
spaces between the tags and WAV filename. For example:

<setting name="PlayHandsfreeAnnounceTone" serializeAs="String">
<value>PagingAlert.wav</value>
Save the PagingServer.exe.config file and close the text editor.

For changes to take affect, you must restart the ADTRAN NetVanta UC Server SIP Paging Server
service using the procedure outlined in Restarting the ADTRAN NetVanta UC Server SIP Paging
Server Service on page 81.

To change the HFAA audio prompt WAV file using an absolute path

1.

On the NetVanta UC Server computer, use Windows Explorer to navigate to the directory below that
is appropriate for your operating system.

For 32-bit systems navigate to the following directory:

C:\Program Files\ADTRAN\NetVanta UC Server\Bin

For 64-bit systems navigate to the following directory:

C:\Program Files (x86)\ADTRAN\NetVanta UC Server\Bin

2. Open the PagingServer.exe.config file using a text editor program such as Notepad.
The .config file extension may not appear in the filename. The file may appear as
% PagingServer.exe in Windows Explorer.
3. Inthe PagingServer.exe.config file, locate the following lines of XML code:
<setting name="HandsfreeAnnounceFile" serializeAs="String">
<value>PagingTone.wav</value>
The PagingTone.wav between the <value> start tag and </value> end tag is the default audio prompt
WAV file that issues to alert the recipient of the HFAA page. If the default audio prompt WAV file has
been changed, the filename or absolute path will be different.

4. To change the HFAA audio prompt WAV file, replace the PagingTone.wav value between the tags
with the absolute path of the desired WAV file for the HFAA audio prompt. Do not add any spaces
between the tags and the absolute path. For example:

<setting name="PlayHandsfreeAnnounceTone" serializeAs="String">
<value>C:\Users\Administrator\Music\PagingAlert.wav</value>

5. Save the PagingServer.exe.config file and close the text editor.
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6. For changes to take affect, you must restart the ADTRAN NetVanta UC Server SIP Paging Server
service using the procedure outlined in Restarting the ADTRAN NetVanta UC Server SIP Paging
Server Service on page 81.

Restarting the ADTRAN NetVanta UC Server SIP Paging Server Service
After making changes in the PagingServer.exe.config file, you must restart the ADTRAN NetVanta UC
Server Paging Server service for the changes to take effect.

To restart the ADTRAN NetVanta UC Server SIP Paging Server service

In the Start menu of the computer where the NetVanta UC Server software is installed, select Run.
In the Open field, enter services.msc, and select OK. The Services window appears.

In the Services window, scroll to the ADTRAN NetVanta UC Server SIP Paging Server service.

A W poE

Right-click ADTRAN NetVanta UC Server SIP Paging Server, and select Restart from the drop-
down menu to restart the service.

Enabling Users to Access Paging

Access to paging can be disabled by default for all users. To enable selected users to send pages, you must
modify the toll restrictions. For more information, refer to Allowing and restricting access to paging on
page 56.
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5. Integrating with Active Directory

Overview

All users on the system are characterized by user profiles, identities, and authentications. Provided a user
authentication has access to a system profile, a user might manage user profiles, identities, authentications.

For management purposes, authentications can give a user access to the profiles of other users to configure
personal profile settings, such as announcements and notification services.

Active ~ N NetVanta
Directory UC Server

\

User Authentication

User Authentication:

Users may be
authenticated with the &
NetVanta UC Server or by l &&& &

Microsoft Active Directory.

(8]
(g

User Profile

User Profile:
88 8 Authenticated users have a user
profile in the NetVanta UC Server that
8 manages their business assistants and
their message stores across multiple
identites and devices.

Identities

~

I

[

§

M

H

Business Communications: Various SIP-Compatible Devices:
Each user can have multiple identities Each user can have multiple identites
associated with traditional telephony associated with different SIP devices

equipment such as PBXs.

Users can have any number of identities on the system, such as an extension number. Through the user
profile, users can manage the identities that are associated with their profile. The identities can also exist
on different communications systems.

NetVanta UC Server is integrated with Active Directory. If your network includes Active Directory for
managing networks and shared resources, NetVanta UC Server can take advantage of the Microsoft
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credentials for granting access to NetVanta UC Server resources.

%{\ For information on selecting an active domain, refer to Specifying Active Domains on
page 46.

For information on changing users to local or Windows users, refer to Changing Users
to Local or Windows Users on page 99.

Understanding Active Directory

Microsoft networks include Active Directory, which contains information about all computer accounts,
users, and network components, such as printers, file shares, and permissions. Active Directory organizes
information about network elements in a tree structure, similar to the way that Windows uses folders and
files to organize information on a computer.

When you use the NetVanta UC Server New User Wizard to create a new user, you must choose the user
type that you want to create, either a Windows user or Local user.

Some users and authentications might be defined entirely within NetVanta UC Server. These are called
local authentications and users.

Authentications might also be defined based on some Windows user. This Windows authentication is
logically linked to exactly one Windows user defined in a domain that has a two-way trust relationship
with the domain within which the server is located. Windows authentications are used to enable single
sign-on.

Windows users are linked to Active Directory. Certain attributes of a user are linked to Active Directory as
well, including the display name, first and last name, Exchange mailbox, and Contacts Database IDs. The
last two are used only if the user is configured to use Exchange Server for messaging.

Using Active Directory, the NetVanta UC Server is able to identify and authenticate Windows user logon,
using Microsoft credentials, and allow Windows users specific privileges and permissions based on their
system-defined roles. Active Directory provides:
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» Single sign-on—allows users to access network resources without logging on every time.

» Single management—oprovides a single, consistent point of management for users, applications and
devices.

Single sign-on strengthens system security and provides administrators with consistent tools to manage
security services for local users and remote users. Active Directory improves security by centralizing
management and enforcing role-based security, which means that users have access to aspects of the
system based on roles that are defined by the NetVanta UC Server administrator.

Single management of resources allows, for example, one place for managing users, including attributes
related to the NetVanta UC Server, Windows, and Exchange.

You can, however, create a local user that does not have access to Active Directory. Local users must enter
a password each time they log on to the system. For example, creating a local user is useful for the
NetVanta UC Server and mailbox accounts that do not have Windows accounts, or service accounts.

The New User Wizard prompts you to specify a password when you create a local user. For information
about using the New User Wizard to create a user, refer to Using the New User Wizard on page 101.

Using the Active Directory Users and Computers
Console

You cannot use the NetVanta UC Server plug-in for Active Directory Users and
%‘\ Computers if the client operating system is Windows 2000.

The NetVanta UC Server is integrated with Active Directory Users and Computers Console, which unifies
and simplifies day-to-day system management tasks. It allows administrators to create special tools to
delegate specific tasks to users or groups. Administrators can create unique consoles for workers who
report to them or for workgroup managers. They can assign a tool with a system policy, deliver the file by
email, or post the file to a shared location on the network. Access to Active Directory Users and Computers
is automatic with the installation of the NetVanta UC Client. Administrators can change, and delete
NetVanta UC Server user profiles from the NetVanta UC Server or from Active Directory.

For information on how to create, change, and delete user profiles from the NetVanta UC
%‘\ Server, refer to Using the New User Wizard on page 101.

For information on changing users to local or Windows users, refer to Changing Users
% to Local or Windows Users on page 99.
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To open the Active Directory Users and Computers Console

1. On the Windows desktop, double-click the shortcut Active Directory Users and Computers.

If there is no desktop shortcut, select Start > Programs > Administrative Tools >
Active Directory Users and Computers. If this shortcut doesn’t exist, select Start >

% Settings > Control Panel > Administrative Tools > Active Directory Users and
Computers.

2. Once Active Directory Users and Computers Console is open, navigate to the Users folder. From here,
there are two ways to configure users for the NetVanta UC Server:

» Server User Tasks Wizard
* NetVanta UC Server MMC snap-in

The Server User Tasks Wizard allows you to enable or disable users in the NetVanta UC Server, and to
change user attributes. Follow the steps in the Server User Tasks Wizard to perform any or all of the
following tasks:

» Enable a NetVanta UC Server user, including:

 ldentity and fax address

 PIN

» Authorization role

» Location of the user’s mailbox and contact information
* Phone selection

» Call answering mode and operator properties

* Modify NetVanta UC Server user-specific attributes
» Change PIN (for TUI access)
» Disable a NetVanta UC Server user

To start the Server User Tasks Wizard
1. From the list of users, right-click the user that you want to modify.

2. Select All Tasks > UC Server Tasks.
Similar to the Server User Tasks Wizard, the MMC snap-in allows you to enable or disable users in the
NetVanta UC Server, and to change user attributes. Unlike the Server User Tasks Wizard, the snap-in
provides the ability to configure additional user properties on an attribute-by-attribute basis. For example,
the snap-in allows you to configure additional identities for a user, and allow access to the profile from
other authentications, and provision additional phones.
To start the NetVanta UC Server MMC snap-in

1. From the lists of users, right-click the user that you want to modify.

2. Select Properties.

3. Select the UC Server tab.
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When you enable a NetVanta UC Server user profile in Active Directory, then the NetVanta UC Server is

To create a new user it is recommended that you use the New User Wizard in the
NetVanta UC Server. When using the New User Wizard, you create an identity for that
user at the same time, and then assign a temporary PIN to that user. If you enable a user

%\ profile in Active Directory, rather than through the New User Wizard, then an identity is
not created for the user, and therefore a PIN number cannot be assigned, and this could
create security issues. For information on creating NetVanta UC Server user profiles,
refer to Creating User Profiles on page 99.

able to identify and authenticate a Windows user logon using Microsoft credentials, and allow Windows
users specific privileges and permissions based on their system-defined roles.

User profile information is available from the UC Server tab. For more information on user profiles, select
the Advanced button to open the User Details menu.

To enable NetVanta UC Server user profiles from Active Directory
1. From the drop-down menu, select the NetVanta UC Server for which you want to configure this user.

2. Check Enable Unified Communications Server for this user to link the NetVVanta UC Server user to
their Windows Active Directory profile. The user profile information is now available.

Changing user profiles from Active Directory

You can change the following types of user profile information, depending on the type of user you have
configured for the system:

e General user information

» User messaging information
» User’s phone and identities
» User authentications

You can change general user information from Active Directory, including resetting a user’s PIN. Users
enter a PIN when they access their mailbox using the telephone. You can reset a user’s PIN if the user
forgets it, or for added security.

NetVanta UC Server user profile information includes the first, last, and display name of the user, as well
as the option to include the user in the dial by name directory.

You can specify the call answering mode, either Personal Assistant (PA) or Personal Business Assistant
(PBA).

» The PA user is the default call answering mode, and includes access to all of the standard voicemail
features.

» The PBA user has access to more advanced features, and is for users who want to create personalized
services and announcements.

You can also specify the operator for the user, either System or Personal. Callers are directed to an operator
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by pressing a button in a voicemail greeting, typically 0.

» A System operator is the general operator, and the call is typically transferred to the extension of the
company receptionist.

» A Personal operator is an alternative to the System operator, and callers are directed to a different
extension, for example, to a personal receptionist, or to an individual in a particular department or
location.

Each user profile has a time zone setting that indicates in which time zone the user is located. The time
zone setting affects the times and dates that appear on voice, fax, and email messages when users access
their mailbox using the telephone user interface. For workers who travel, or are relocating to another site
for a period of time, you can change each user’s time zone settings.

To reset a user’'s PIN

1. Inthe Users summary pane, right-click the user name for which you want to reset the PIN, and select
Properties.

Select the UC Server tab.

Select the server for which you want to configure this user.
Ensure that Enable UC Server for this user is checked.
Select PIN.

Enter a new number in the New PIN field.

Reenter the new number in the Confirm new PIN field.

© N o g~ w D

Select OK.

%{\ The new PIN takes effect immediately.

To change general user information
1. Inthe Users summary pane, right-click the user name that you want to modify, and select Properties.
Select the UC Server tab.
Select the server for which you want to configure this user.
Ensure that Enable Unified Communications Server for this user is checked.

Select the Advanced button to open the User Details menu.

o g & w DN

On the General tab, in the User Information section, change any of the following options:

e First name
e |ast name
» Display name
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7.

8.

Enable the Include in dial by name directory check box if you want the user to be accessible by the
dial by name mode.

Select OK.

To change the call answering mode for a user

o o &M w Do

7.

In the Users summary pane, right-click the user name that you want to modify, and select Properties.
Select the UC Server tab.

Select the server for which you want to configure this user.

Ensure that Enable Unified Communications Server for this user is checked.

Select the Advanced button to open the User Details menu.

On the General tab, in the Call Answering section, select one of the following answering modes for
the user:

» Personal Assistant (PA)—allows this user access to all the standard voicemail features. This is
the default call answering mode.

» Personal Business Assistant (PBA)—allows this user access to more advanced features than the
PA user. This call answering mode is for users who want to create personalized services and
announcements.

Select OK.

To change the operator for a user

o g B~ w Do

In the Users summary pane, right-click the user name that you want to modify, and select Properties.
Select the UC Server tab.

Select the server for which you want to configure this user.

Ensure that Enable UC Server for this user is checked.

Select the Advanced button to open the User Details menu.

On the General tab, in the Call Answering section, select one of the following operators for the user:

» System—the general operator, typically a company receptionist, where calls are directed when a
caller presses 0 in a voicemail greeting.

» Personal operator—a specific operator, for example a personal receptionist or an individual user
in a particular department or location, where calls are directed when a caller presses 0 in a
voicemail greeting.

If you selected Personal operator, enter the operator’s extension number in the field.

Select OK.
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To change the time zone setting for a user

1.

N o o~ D

In the Users summary pane, right-click the user name whose time zone setting you want to change,
and select Properties.

Select the UC Server tab.

Select the server for which you want to configure this user.

Ensure that Enable UC Server for this user is checked.

Select the Advanced button to open the User Details menu.

On the General tab, in the User Information section, select a Time zone from the drop-down menu.

Select OK.

You cannot change the time zone setting for the system profile. The system profile
time zone setting is always the same as the time zone of the server.

For each user profile, you can specify the email storage type, mailbox, and server, which determines where
voice, fax, and email messages are stored.

Select a server to handle contact information. This functionality includes contact matching for messages
and call routing based on contact. It also applies to managing mailbox functionality, including contact
search for manage mailbox, forwarding messages to contacts, and reply or callback to contacts.

The Messaging tab is linked to the user profile mailbox selection. The Messaging tab is
not visible for Active Directory users where Use mailbox defined by Active Directory is

% enabled. The Messaging tab is also not visible for Microsoft Exchange Server
mailboxes. For more information, refer to Configuring a user’s message storage on
page 113.

You can enable users to have access to integrated messaging. Enabling integrated messaging adds a
Mailboxes navigation bar to a user’s NetVanta UC Client. The user is then able to manage their voice and
fax messages visually through the Inbox and Sent Items folders in the NetVanta UC Client.

To change messaging information for a user

1. Inthe Users summary pane, right-click the user name that you want to modify, and select Properties.
2. Select the UC Server tab.

3. Select the server for which you want to configure this user.

4. Ensure that Enable UC Server for this user is checked.

5. Select the Messaging store button to open the Messaging tab.

6. Select an email storage type from the Email Storage drop-down menu.
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7. Check Enable integrated messaging client, if you want the user to have access to integrated
messaging.

8. Select a server from the drop-down menu.

9. Select OK.

An identity is associated with a specific extension or SIP identity for a hard or soft phone. A user profile
can have zero or more identities, for example, a user might have several telephones. However, identities
can only be associated to one user profile.

You can start the New Identities Wizard to create an identity for a user using the Users summary pane in
Active Directory.

When you create an identity, SIP devices require both a SIP authorization and password to successfully
register with NetVanta UC Server SIP registration. The SIP authorization and password are associated
with a user identity. Some phones, for example, Polycom and ADTRAN branded Polycom phones, support
automatic configuration. For more information, refer to To obtain the SIP authentication and password for
an identity on page 144.

When configuring an identity on a SIP telephone that does not support automatic
%{\ configuration, consult ADTRAN technical notes and the phone manufacturer
documentation for the specific configuration for your environment.

To add an identity to a user using Active Directory

1. Inthe Users summary pane, right-click the user name to which you want to add an identity, and select
Properties.

Select the UC Server tab.
Select the server for which you want to configure this user.
Ensure that Enable Unified Communications Server for this user is checked.

Select the Identities button to open the Identities tab.

© o &~ w D

Select Add to add an identity to the user profile. The New Identity Wizard begins. For information on
using the New ldentity Wizard, refer to User Identities on page 130.
To delete an user’s identity using Active Directory

1. Inthe Users summary pane, right-click the user name from which you want to delete an identity, and
select Properties.

Select the UC Server tab.
Select the server for which you want to configure this user.

Ensure that Enable UC Server for this user is checked.

o > w N

Select the Identities button to open the Identities tab.
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6.
7.
8.

Select the identity that you want to delete.

Select the trash can ﬁ' .
Select OK.

You cannot assign a user directly to a phone, but you can assign an identity to a user, and then assign that
identity to a phone. For example, Jane Smith has a phone on her desk with two line buttons. Line one has
identity 201, which is Jane's personal phone line. Line two has identity 301, which is a customer support

line that is also assigned to Jane Smith, and to other users.

You can assign or remove identities to phones from Active Directory.

c% When you assign an identity to a phone, the phone immediately reboots.

/

To assign an identity to a new phone

1. Inthe Users content pane, right-click the user to whom you want to assign a phone, and select
Properties.
2. Select the UC Server tab.
3. Select the server for which you want to configure this user.
4. Ensure that Enable Unified Communications Server for this user is checked.
5. Select the Advanced button.
6. Select the Phones tab.
7. Select Add.
8. In the Property Page menu, enter the information for the new phone, and select Next.
9. From the Select Identities menu, select the identity that you want to assign to the new phone.
10. Select Finish. The identity that you assign to the phone appears in the Identities section of the Phone
tab.
If the phone type has several buttons, the identities are assigned to the buttons in
%\ numerical order. You can assign as many identities as there are buttons on the
phone.
11. Repeat steps 7 to 10 for all the identities that you want to assign to the new phone.
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12.

Select OK.

You can also assign an identity to a phone using the Identities navigation pane in
NetVanta UC Server. For more information, refer to Assigning a User Identity to a

%\ New Phone on page 131, or Assigning a User ldentity to an Existing Phone on
page 132.

To assign an identity to an existing phone

1.

10.

© N o o > w DN

In the Users content pane, right-click the user to whom you want to assign an identity, and select
Properties.

Select the UC Server tab.

Select the server for which you want to configure this user.

Ensure that Enable Unified Communications Server for this user is checked.
Select the Advanced button.

Select the Phones tab.

Select Add.

In the Property Page menu, select Assign to an existing phone. All existing phones with available
line buttons are displayed. To show all phones, enable the Show all phones check box. All phones are
displayed.

Select a phone and select Next.

Select the identity that you want to add, and select Finish.

To change information associated with a phone

1.

© N o g w DN

In the Users content pane, right-click the user whose phone you want to change, and select
Properties.

Select the UC Server tab.

Select the server for which you want to configure this user.

Ensure that Enable Unified Communications Server for this user is checked.
Select the Advanced button.

Select the Phones tab.

Select a phone and select Open.

Change the phone’s information.

You can only change some of the information associated with a phone, for example, IP
%{\ address or description. If you want to reconfigure the phone, remove it from the network
and re-install it using To add a phone manually on page 144.
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9. Select OK.

To change the button number for identities on a phone

1. Inthe Users content pane, right-click the user whose button humber you want to change, and select
Properties.

Select the UC Server tab.

Select the server for which you want to configure this user.

Ensure that Enable Unified Communications Server for this user is checked.
Select the Advanced button.

Select the Phones tab.

Select the identity whose button number you want to change.

© N o g & w DN

Select the up or down arrow to change the button number for the identity. The button number refers to
the line buttons on the phone.

9. Select OK.

To delete an identity on a phone

1. Inthe Users content pane, right-click the user whose identity you want to delete from a phone, and
select Properties.

Select the UC Server tab.

Select the server for which you want to configure this user.

Ensure that Enable Unified Communications Server for this user is checked.
Select the Identities button.

Select the identity that you want to delete.

Select the trash can ﬁ' .

Select OK.

An authentication is a set of credentials that allow or deny users access to the system, for example, using a
user name or password. User profiles can have many authentications, and vice versa. Therefore, when an
authentication is used to access the NetVanta UC Client, the user might have access to several user profiles,
each with several identities. For more information, refer to Enabling Access to User Profiles using
Authentications on page 123.

© N o g > w DN

Authentications are created automatically when a user is added using the New User Wizard. The primary
authentication is the “main” authentication that owns the user profile.

%\ Although it is possible to remove the primary authentication, ADTRAN does not advise
doing so.
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When you add an authentication to a user profile, the authentication then has access to another user’s
NetVanta UC Server client application. The profiles that a user has authorization to access are displayed in
the Authentications field, on the UC Server tab.

To add an authentication to a user

1.

10.

© ©® N o a B~ W N

In the Users summary pane, right-click the user name to which you want to add an authentication, and
select Properties.

Select the UC Server tab.

Select the server for which you want to configure this user.

Ensure that Enable Unified Communications Server for this user is checked.
Select the Authentications button to open the Authentications tab.

Select Add to add an authentication.

Select a user name from the Select Authentication drop-down menu.

Select Select.

Repeat steps 6 to 8 until you have added all the users that you want.
The users that you select appear in the Authentications field.

Select OK.

To delete an authentication from a user

1.

© N o o ~ w D

In the Users summary pane, right-click the user name from which you want to remove an
authentication, and select Properties.

Select the UC Server tab.

Select the server for which you want to configure this user.

Ensure that Enable Unified Communications Server for this user is checked.
Select the Authentications button to open the Authentications tab.

Select the authentication that you want to delete.

Select the trash can ﬁ' .
Select OK.

Deleting user profiles from Active Directory

When you delete a user profile, all of that user’s data is lost. For example, all greetings the user recorded,
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all announcements, and all services the user created are deleted.

If the local message store user also has messages stored on NetVanta UC Server, the
CAUT messages are deleted.

%‘\ The user’s email account is not affected when you delete the NetVanta UC Server user
profile.

To delete a user profile
1. From the Users folder in Active Directory, right-click a user name.
2. Select Delete.

3. Select Yes to confirm the deletion.
You have deleted the NetVanta UC Server user profile.
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6. Managing User Profiles

This chapter outlines the types of user profiles that you can create and add to the system using the New
User Wizard, and how to manage users in the NetVanta UC Server. It includes information about Active
Directory, local users, and Windows users so that you can decide the types of users that you want. The
chapter covers the following topics:

» Overview on page 97

» Creating User Profiles on page 99

» Changing Users to Local or Windows Users on page 99

» Using the New User Wizard on page 101

» Configuring User Profiles on page 110

» Enabling Access to User Profiles using Authentications on page 123
» Managing User Profiles from EBS on page 125

For information on managing user profiles from Active Directory, refer to Using the
%‘\ Active Directory Users and Computers Console on page 85.

Overview

Accounts for all users on your system might have been imported from the Microsoft Exchange Server
when the NetVanta UC Server was configured at your work site. If accounts were successfully imported
using the NetVVanta UC Server Configuration Wizard, you do not have to set up user accounts, or profiles,
unless a user is new to the system. If user profiles were not imported, you need to set up a user profile for
each user in your office.

Each NetVanta UC Server user needs a profile to access unified communications services. A user profile is
associated not only with the general information about a user, such as first and last name, but also with
authentications and identities. An authentication determines whether a user can access the system. For
example, an authentication might correspond to a login name and password, or a Windows log on. An
identity is the address of a user on some device, for example, an extension number. It might be an
extension on a communication system or a SIP address that can be used on a SIP hard phone or soft phone.

Each user profile consists of one mailbox and at least one identity, or possibly several identities. You can
also have phantom mailboxes that are not associated with a physical identity, such as an extension number.
NetVanta UC Server routes incoming calls for each user to the user’s extension number so that messages
can be received and then stored in the user’s mailbox for later retrieval. Each identity can have a separate
set of behaviors, but messages are saved in the message store that is associated with the user profile.

%‘\ For more information on identities, refer to Managing User Extensions and Identities on
page 127.
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To access user profiles
In the Administration navigation pane, select Users. User names are displayed in the summary pane.
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The Users summary pane lists the following information for each user on the system:

Display name
Identities
Phones

Mode

Message Store

Displays the name of the user or mailbox.

Displays the identity of the user or mailbox, for example, an extension number.

Displays the phones that are associated with the user.

Displays the call answering mode that is configured for the user or mailbox, for
example, Personal Assistant or Personal Business Assistant.

Displays the name of the message store type.

The New User Wizard helps you set up each new user profile. You can create either an internal (or local)
user or a user based on a Windows user.

Local users require a password each time they log into the application. The message store for local users
can be Exchange.

Passwords for Windows users are maintained by Active Directory, so that Windows users do not have to
enter a password each time they log on. This functionality is called single sign-on. Windows users can
automatically choose to configure an Exchange mailbox from Active Directory.
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Creating User Profiles

Select the Admin tab to obtain the Administration navigation pane.

After you connect the SIP telephones to the network, the NetVanta UC Server automatically recognizes the
phones and allows you to assign user identities to the phones using the New User Wizard. For information
about installing and configuring SIP telephones, refer to Installing and Configuring SIP Phones on

page 143.

You can also edit user profiles, identities, or phones after you create user profiles. For information about
editing users, identities, and phones, refer to Configuring the NetVanta UC Server on page 165.

Before you create a user profile

1. Connect the new user’s telephone to the manufacturer’s PBX according to the manufacturer’s
instructions.

2. If you want to create a unified communications mailbox, then you must first create an email account
for the new user, for example, an Exchange mailbox. If you do not want to create a unified
communications mailbox, then you can create a local mailbox for users.

After you connect the new user’s telephone to the PBX and computer to the server, you can create a
NetVanta UC Server user profile.

There are three types of message store for which you can create user profiles: local message store,
Exchange, and IMAP. IMAP is the preferred configuration for Lotus Notes.

The New User Wizard is dynamic and prompts you for different information depending
on the choices that you make when configuring the new user. For example, Active

% Directory authentication, extension numbers, message store (Exchange, Integrated
Messaging, Voice Mail, or IMAP4). The procedures below are only a few of the possible
wizard menus that you might view when creating a user profile.

The type of message store that you choose depends on where you want to store the new user’s messages.
Choosing Exchange means that the user’s messages and personal contacts are all stored on the Exchange
server. Choosing local message store means that the user’s messages and Outlook contacts are stored
locally, on the NetVanta UC Server. Choosing IMAP message store means that messages are stored on the
IMAP server.

Changing Users to Local or Windows Users

Using the NetVanta User Migration Wizard you can quickly change the location and status of groups of
users. You can migrate local users to Microsoft Windows users, linked to Microsoft Active Directory,
including converting the users to using Microsoft Exchange Server as a message store.

If a system has been configured off-site, prior to customer installation, users might have been created or
imported as local users. Once at the site, you can migrate all or some of those users to Active Directory by
running the User Migration Wizard. Link users to Active Directory to enable single sign-on. You can also
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choose to automatically link users to an Exchange Server.

You can migrate Windows users to local users, which are controlled exclusively by the NetVanta UC
Server. Local users have local authentications and you can also choose to use Local Message Store.

To change local users to Windows users

A W o

Right-click anywhere in the Users summary pane, and select Migrate Users.
Select Next to begin the wizard.
Enable Local users to Windows users and authentications.

From the drop-down menu, select the domain where Active Directory users will be matched to local
users.

Select one or both of the following:

» Use Active Directory for messaging configuration—switches users to the Exchange Server
message store

» Delete existing Local authentications that own each user—causes the authentication to be
deleted if the local user is owned by a local authentication

Select the local users that you want to migrate to Windows users.

You can select each user by enabling the check box next to the user’s name. Select Select
%‘\ All to select all users, or select Deselect All to clear all check boxes.

Review the information on the summary menu and select Submit if the information is correct.

You must have already performed network integration on the system, using the NetVanta
UC Server Configuration Wizard, prior to attempting to migrate users.

%\ Voice and fax messages do not migrate from one system to another.

To change Windows users to local users

1. Right-click anywhere in the Users summary pane, and select Migrate Users.

2. Select Next to begin the wizard.

3. Enable Windows users to Local users and authentications.
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4. Enable any or all of the following check boxes, and select Next:

» Migrate to Local Message Store—migrated users are switched (if necessary) to using Local
Message Store

» Create default login password—the login password is initialized to the first identity for the user

» Delete existing owning Windows authentication—if the Windows user is owned by a Windows
authentication, the authentication is deleted after the users migrates and the new Local
authentication is created

5. Select the Windows users that you want to migrate to local users.

You can select each user by enabling the check box next to the user’s name. Select Select
All to select all users, or select Deselect All to clear all check boxes.

6. Review the information on the summary menu and select Submit if the information is correct.

You must have already performed network integration on the system, using the NetVanta
%\ UC Server Configuration Wizard, prior to attempting to migrate users.

%{\ Voice and fax messages do not migrate from one system to another.

Using the New User Wizard

After you finish entering information on a menu, select the Next button to move to the next menu. If you
are missing information that the NetVanta UC Server needs to create a user, a warning displays with
instructions about the type of information that is missing. You can move Back through the menus at any
time to change the information that you entered. You can also select Cancel, which closes the wizard and
deletes all the information that you entered. Restart the wizard to begin again.

If you want the new user to be linked to Active Directory, select Windows User on the User Type
Selection menu. This mode allows user information and messaging options to be linked with Active
Directory. For information about Active Directory, refer to Understanding Active Directory on page 84.

If you want the new user to be exclusive to the NetVanta UC Server, select Local User on the User Type
Selection menu. This mode allows user information and messaging options to be exclusively controlled by
the NetVanta UC Server.

If the user is a SIP user, you can assign a phone. If you do not assign a phone to a new user, you can use the
Phones pane to do so later. If you assign a new user to a phone that does not have buttons available, the last
user that was assigned to the phone is no longer associated with it. To avoid this problem, do not assign
new users to telephones that do not have at least one available button.
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With the New User Wizard you can do the following tasks:

» Create a new user.

» Create initial passwords for accessing the new user profile, either over a telephone or from a computer.
» Associate the user to a message store for voice or fax messages.

» Associate the user with an identifying number, for example, an extension number.

» Define the call answering behavior.

To start the New User Wizard
1. Inthe Administration navigation pane, select Users.
2. Right-click anywhere in the Users summary pane.
3. Select New.

4. Select Next to begin.

To create a Windows user
1. Follow all the steps in To start the New User Wizard on page 102.
2. On the User Type Selection menu, select the Windows User radio button, and select Next.

3. On the User Information (Active Directory) menu, and select Browse. The Select User menu will
appear.

4. If neccessary, use the Object Types button to select the User object type. After selecting the object
type, it will appear in the Select this object type field.

If prompted to do so, enter the name and password of an account with permissions for
the network domain.

5. If neccessary, use the Locations button to select the location of the Active Directory user object. After
selecting the location, it will appear in the From this location field.

If prompted to do so, enter the name and password of an account with permissions for
the network domain.

6. Inthe Enter the object name to select field, enter the first name and last name of the Active
Directory user object associated with the user you would like to add.

7. Select the Check Names button to verify that the user object entered in the Enter the object name to
select field matches a user object in the selected From this location field. If more than one object
matching the user object name exists, the Multiple Names Found menu will appear.

8. Inthe Multiple Names Found menu, select the desired object from the Matching names list, and
select OK. The Select User menu will reappear.
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10.

11.
12.

13.

In the Select User menu, select OK to accept the user object.

Enable the Include in dial by name directory check box, if you want the user included in the dial by
name directory.

Use the Class of service drop-down menu to select the class of service (CoS) for the user.

Use the Voice drop-down menu to select the desired voice that the system will use for prerecorded
announcements, voice mailbox management, and voice mail behavior for the VVoice Mail element and
Personal Assistant mode. The properties of a voice combine features of language, gender and Text to
Speech (TTS). For example, the English (U.S.) Female voice provides audio prompts and TTS
spoken in American English by a female speaker.

Enable the Use Active Directory for messaging configuration check box to allow the new user to
have Windows user privileges. Active Directory users do not have to enter a password each time they
log into the system. NetVanta UC Server recognizes and authenticates the user.

Enabling Use Active Directory for messaging configuration automatically
configures the user to use Exchange Server as the email message store if the user is
configured to use Exchange Server in Active Directory.

14.

15.
16.

Enter an extension number in the Identity # field.
This extension number is also known as an Identity.

Using the adjacent drop-down menu, select a server for the identity.

If you want the identity to belong to a phantom mailbox, enable the corresponding Phantom check
box.

Phantom extensions can also be created for extensions with no physical phones
%\ attached.

17.

18.

19.

If the user requires a fax number, enter a fax number for the user in the Fax # field. This is the number
that callers dial to send faxes to the user. The user receives any faxes directed to them in their Inbox.
The Message Waiting Indicator (MWI) also flashes on their phone, and a voice mail message notifies
the user that a fax has been received.

From the adjacent drop-down menu, select a server for the fax number, and select Next. The
Authentication (Active Directory) menu will appear.

In the Authentication (Active Directory) menu, enter a numerical telephone access PIN in the PIN
field.

The PIN number is used to access a mailbox using the telephone user interface (TUI),
%‘\ either locally or remotely.

20.

Reenter the PIN in the Confirm field, and select Next. The Messaging menu will appear.
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21.

22.

In the Messaging menu, use the Email Storage drop-down menu to select a message store for the
user.

If you selected Local Message Store for the user’s Email Storage and you want the new user to have
integrated messaging, then select the Enable integrated messaging client check box. Enabling
Integrated Messaging adds a Mailboxes tab to a user's NetVanta UC Client. Within the Mailboxes
tab a user is then able to manage their phone and fax messages visually using Inbox and Sent Items
folders in NetVanta UC Client.

Regardless of the options that are selected, messages accessed by local message store
users are always played in order from oldest to newest.

23.

If you selected an Exchange Server message store for the user’s Email Storage, use the Mailbox
drop-down menu to select the the mailbox associated with the user. If desired, enable mailbox
monitoring for the user. Mailbox monitoring ensures that when a user accesses their voice mail
messages through Microsoft Outlook Web Access or through a mobile device, that their message
waiting light on their phone updates accordingly. Without mailbox monitoring enabled, UC Server is
unaware when a user accesses their voice mail messages through Outlook Web access or through a
mobile device, such that the message waiting light on their phone may continue to flash even after
they’ve accessed all their new messages.

%\ Mailbox monitoring works in conjunction with the message waiting light options set.

To enable mailbox monitoring for individual users, you must also configure Exchange
%{\ Server to enable mailbox monitoring. For more information see Adding and
Configuring Exchange Server.

Performance issues may arise when mailbox monitoring is enabled. For more
CAUTI information, refer to Configuring Microsoft Exchange Server on page 170.

Use server default Use the server default setting selected when configuring Exchange
Server. This is the default value.

Enabled Enabling mailbox monitoring opens the Exchange Server mailbox and
starts monitoring the mailbox at system start up. This applies only to the
Inbox, and other folders are not monitored. When the user accesses
messages through Outlook Web Access or through a mobile device, the
message waiting indicator synchronizes accordingly.
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Disabled If mailbox monitoring is disabled, then when the user accesses messages
through Outlook Web Access or through a mobile device, the message
waiting indicator does not synchronize accordingly. The message waiting
indicator turns on when a new message arrives, and it is managed,
according to the message waiting indicator options set, when messages
are accessed through the regular Outlook client.

24. If you selected an IMAP message store for the user’s Email Storage, enter the user’s IMAP Mailbox
in the Mailbox field. Then, enter the password for the IMAP mailbox in the IMAP password field,
and reenter the password in the Confirm field.

25. Once you have configured all of the user’s messaging settings, select Next. The Phone Selection
menu will appear.

26. In the Phone Selection menu, enable one of the following:

» Skip assigning a phone to this user
* Assign to a new phone
» Assign to an existing phone

27. If you selected Assign to a new phone, enter the MAC Address and choose a phone type from the
Phone Type drop-down menu.

The MAC address is located on a sticker on the phone.

28. If you selected Assign to an existing phone, select the phone to which you want to assign the new
user.

Only existing phones that have buttons available appear in the drop-down menu. To
show all phones in the drop-down menu, enable the Show all phones check box. If

% you select a phone that does not have buttons available, then the Replace Existing
Identity menu appears when you select Next. From the drop-down menu, select an
existing identity to replace with the current identity.

29. Once you have finished configuring a phone for the user, select Next. The Call Answering menu will
appear.

30. Inthe Call Answering menu, select one of the following call answering modes:

» Personal Assistant—provides standard voicemail features and is the default call answering mode
» Personal Business Assistant—provides more advanced features for the user who wants to create
personalized services and announcements

31. Select the operator for the new user:

» System—the general operator, typically a company receptionist, where calls are directed to when a
caller presses “0” in a voicemail greeting

» Personal operator—a specific operator, for example a personal receptionist or an individual user
in a particular department or location, where calls are directed to when a caller presses “0” in a
voicemail greeting

32. If you selected Personal operator, enter the operator’s extension number in the adjacent field.

33. Select Next. The Summary menu will appear.
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34.

Review the summary of the information for the new user.

If there is information in the Summary field that is incorrect, you can select Back to the
% appropriate menu and change it.

35.

Select Submit to create the new user profile.

You cannot use the same name, extension, or mailbox number as another user. The
extension number cannot be the same as a port extension. The NetVanta UC Server
displays a warning if any of the above conditions exist, and the New User Wizard
restarts.

To create a local user

1. Follow all the steps in To start the New User Wizard on page 102.

2. Select the Local User radio button, and select Next.

3. Inthe User Information (Local) menu, enter the following new user information:

* First name
e Last name
» Display name

4. Enable the Include in dial by name directory check box, if you want the user included in the dial by
name directory.

5. Use the Class of service drop-down menu to select the Class of Service for the user.

6. Use the Voice drop-down menu to select the desired voice that the system will use for prerecorded
announcements, voice mailbox management, and voice mail behavior for the Voice Mail element and
Personal Assistant mode. The properties of a voice combine features of language, gender and Text to
Speech (TTS). For example, the English (U.S.) Female voice provides audio prompts and TTS
spoken in American English by a female speaker.

7. Enter an extension number in the Identity # field.

This extension number is also known as an Identity.

8. Using the adjacent drop-down menu, select a server for the identity.

9. If you want the identity to belong to a phantom mailbox, enable the corresponding Phantom check
box.

Phantom extensions can also be created for extensions with no physical phones
%‘\ attached.
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10.

11.
12.
13.

If the user requires a fax number, enter a fax number for the user in the Fax # field. This is the number
that callers dial to send faxes to the user. The user receives any faxes directed to them in their Inbox.
The MWI also flashes on their phone, and a voice mail message notifies the user that a fax has been
received.

From the adjacent drop-down menu, select a server for the fax number, and select Next.
On the Authentication (Local) menu, in the Password field, enter a login password for the user.

In the Confirm field, reenter the login password.

If you do not enter a password, the NetVanta UC Server assigns a 4-digit password
% based on the extension number. For example, extension number 300 is assigned the
password 0300.

14.

15.
16.
17.

18.

19.

20.

If you would like to require the user to change the password after the next account logon, select the
User must change password at next logon check box.

In the PIN field, enter a numerical telephone access PIN for the user.
In the Confirm field, reenter the telephone access PIN.

If you would like to require the user to change the PIN after the next account logon, select the User
must change PIN at next logon check box.

After all user authentication information has been entered in the Authentication (local) menu, select
Next.

In the Messaging menu, use the Email Storage drop-down menu to select a message store for the
user.

If you selected Local Message Store for the user’s Email Storage and you want the new user to have
integrated messaging, then select the Enable integrated messaging client check box. Enabling
Integrated Messaging adds a Mailboxes tab to a user's NetVanta UC Client. Within the Mailboxes
tab a user is then able to manage their phone and fax messages visually using Inbox and Sent Items
folders in NetVanta UC Client.

Regardless of the options that are selected, messages accessed by local message store
%\ users are always played in order from oldest to newest.
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21.

If you selected an Exchange Server message store for the user’s Email Storage, use the Mailbox
drop-down menu to select the the mailbox associated with the user. If desired, enable mailbox
monitoring for the user. Mailbox monitoring ensures that when a user accesses their voice mail
messages through Microsoft Outlook Web Access or through a mobile device, that their message
waiting light on their phone updates accordingly. Without mailbox monitoring enabled, UC Server is
unaware when a user accesses their voice mail messages through Outlook Web access or through a
mobile device, such that the message waiting light on their phone may continue to flash even after
they’ve accessed all their new messages.

%\ Mailbox monitoring works in conjunction with the message waiting light options set.

%{\ Server to enable mailbox monitoring. For more information see Adding and

To enable mailbox monitoring for individual users, you must also configure Exchange

Configuring Exchange Server.

22.

23.

24.

Performance issues may arise when mailbox monitoring is enabled. For more
CAUTI information, refer to Configuring Microsoft Exchange Server on page 170.

Use server default Use the server default setting selected when configuring Exchange
Server. This is the default value.

Enabled Enabling mailbox monitoring opens the Exchange Server mailbox and
starts monitoring the mailbox at system start up. This applies only to the
Inbox, and other folders are not monitored. When the user accesses
messages through Outlook Web Access or through a mobile device, the
message waiting indicator synchronizes accordingly.

Disabled If mailbox monitoring is disabled, then when the user accesses messages
through Outlook Web Access or through a mobile device, the message
waiting indicator does not synchronize accordingly. The message waiting
indicator turns on when a new message arrives, and it is managed,
according to the message waiting indicator options set, when messages
are accessed through the regular Outlook client.

If you selected an IMAP message store for the user’s Email Storage, enter the user’s IMAP Mailbox
in the Mailbox field. Then, enter the password for the IMAP mailbox in the IMAP password field,
and reenter the password in the Confirm field.

Once you have configured all of the user’s messaging settings, select Next. The Phone Selection
menu will appear.

In the Phone Selection menu, enable one of the following:

» Skip assigning a phone to this user
» Assign to a new phone
» Assign to an existing phone
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25.

26.

If you selected Assign to a new phone, enter the MAC Address and choose a phone type from the
Phone Type drop-down menu.

The MAC address is located on a sticker on the phone.

If you selected Assign to an existing phone, select the phone to which you want to assign the new
user.

Only existing phones that have buttons available appear in the drop-down menu. To
show all phones in the drop-down menu, enable the Show all phones check box. If

% you select a phone that does not have buttons available, then the Replace Existing
Identity menu appears when you select Next. From the drop-down menu, select an
existing identity to replace with the current identity.

27.

28.

29.

30.
31.
32.

Once you have finished configuring a phone for the user, select Next. The Call Answering menu will
appear.

In the Call Answering menu, select one of the following call answering modes:

» Personal Assistant—provides standard voicemail features and is the default call answering mode
» Personal Business Assistant—provides more advanced features for the user who wants to create
personalized services and announcements

Select the operator for the new user:

» System—the general operator, typically a company receptionist, where calls are directed to when a
caller presses “0” in a voicemail greeting

» Personal operator—a specific operator, for example a personal receptionist or an individual user
in a particular department or location, where calls are directed to when a caller presses “0” in a
voicemail greeting

If you selected Personal operator, enter the operator’s extension number in the adjacent field.
Select Next. The Summary menu will appear.

Review the summary of the information for the new user.

If there is information in the Summary field that is incorrect, you can select Back to
the appropriate menu and change it.

33.

Select Submit to create the new user profile.

You cannot use the same name, extension, or mailbox number as another user. The
extension number cannot be the same as a port extension. The NetVanta UC Server
displays a warning if any of the above conditions exist, and the New User Wizard
restarts.
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Configuring User Profiles

You can change the following types of user profile information, depending on the type of user you have
configured for the system:

» Configuring a user’s general information

e Configuring a user’s message storage

» Configuring a user’s message waiting indicator

» Configuring a user’s identity

» Configuring a user’s phone (refer to Configuring SIP Phones on page 146)
» Configuring a user’s authentications

The Messaging tab is unavailable for Active Directory Windows users. For information
about Active Directory, refer to Understanding Active Directory on page 84. For

% information on how to change, and delete user profiles from Active Directory, refer to
Using the Active Directory Users and Computers Console on page 85.

Configuring a user’s general information

You can change the following types of general user information:

e User name

* Including the user in or removing the user from the dial by name directory

» Time zone

» Voice for system announcements

» Call answering mode (PA/PBA)

» Operator (the extension the caller may be directed to if the user is unavailable)

User information includes the first, last, and display name of the user, as well as the option to include the
user in the dial by name directory.

Each user has a time zone setting that indicates in which time zone the user is typically located. The time
zone setting affects the times and dates that appear on voice, fax, and email messages when users access
their mailbox using the telephone user interface. For workers who travel, or are relocating to another site
for a period of time, you can change each user’s time zone settings, or configure the time zone setting for
multiple users.

In the user information you can configure the voice that is used for the user’s prerecorded announcements,
voice mailbox management, and voice mail behavior for the voice mail element and for Personal Assistant
mode. The properties of a “voice” combine features of language, gender and Text to Speech (TTS). For
example, the English (U.S.) Female voice provides audio prompts and TTS spoken in American English
by a female speaker.

You can specify the call answering mode, either Personal Assistant (PA) or Personal Business Assistant
(PBA).
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» The PA user is the default call answering mode, and includes access to all of the standard voicemail
features.

» The PBA user has access to more advanced features, and is for users who want to create personalized
call answering services and announcements.

When a user is unavailable, callers are transferred to an operator’s extension by pressing a button in a
voicemail greeting, typically 0. You can specify the operator for the user, either System or Personal.

» A System operator is the general operator, and the call is typically transferred to the extension of the
company receptionist.

» A Personal operator is an alternative to the System operator, and callers are directed to a different
extension, for example, to a personal receptionist, or to an individual in a particular department or
location.

You can specify the same operator number for several users.

To change a user’'s name information
1. Inthe Users summary pane, right-click the user name that you want to modify, and select Open.

2. Change any of the following options:

e First name
e |ast name
» Display name

If the user is a Windows user with access to Active Directory, you can select Browse to
%{\ search the system for user name information. For information about Active Directory,
refer to Understanding Active Directory on page 84.

3. Enable Include in dial by name directory if you want the user to be accessible by the dial by name
mode.

4. Select OK.

To change the time zone for a single user

1. Inthe Users summary pane, right-click the user whose time zone you want to change, and select
Open. The Edit User menu will open.

2. Inthe Edit User menu, use the Time zone drop-down menu to select the desired time zone for the
user.

3. Select OK..
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To change the time zone for multiple users

1. Press Shift and select each user for which you want to change the time zone setting. The selected
users will become highlighted.

2. Right-click one of the highlighted users, and select Change time zone. The Change Time Zone
menu appears.

3. Inthe Change Time Zone menu, select the time zone from the drop-down menu.

You cannot change the time zone setting for the system profile. The system profile time
%\ zone setting is always the same as the time zone of the server.

To change the system announcement voice for a single user

1. Inthe Users summary pane, right-click the user whose voice you want to change, and select Open.
The Edit User menu will open.

2. Inthe Edit User menu, use the VVoice drop-down menu to select the desired system announcement
voice for the user.

3. Select OK.

To change the system announcement voice for multiple users

1. Press Shift and select each user for which you want to change the voice setting. The selected users
will become highlighted.

2. Right-click one of the highlighted users, and select the desired system announcement voice for the
users using the Change Voice submenu.

To change a user’s call answering mode
1. Inthe Users summary pane, right-click the user name that you want to modify, and select Open.

2. Select one of the following answering modes for the user:

» Personal Assistant (PA)—this user has access to all the standard voicemail features. This is the
default call answering mode.

» Personal Business Assistant (PBA)—this user has access to more advanced features than the PA
user. This call answering mode is for users who want to create personalized call answering
services and announcements.
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To select a user’s operator

1.

In the Users summary pane, right-click the user for which you want to select an operator, and select
Open.

Select one of the following operators for the user:

System—the general operator, typically a company receptionist, where calls are directed to when a
caller presses “0” in a voicemail greeting.

Personal operator—a specific operator, for example a personal receptionist or an individual user
in a particular department or location, where calls are directed to when a caller presses “0” in a
voicemail greeting. If you selected Personal operator, enter the operator’s extension number in

the field.

Select OK.

%{\ The operator’s extension must be longer than one digit. An operator number does not

need to be a user extension; it can be a phantom mailbox.

To select an operator for multiple users

1. Press Shift and select all users for which you want to specify the same operator number.
2. Right-click the selected user names, and select Set operator identity.
3. Enter the extension number that you want in the Operator identity field.
The operator extension must be longer than one digit. An operator number does not
% need to be a user extension; it can be a phantom mailbox.
4. Select OK. If you leave the Operator identity field blank, or enter the system operator extension,

you are prompted to confirm the selection.

%\ If you do not specify an extension number for a user, callers are transferred to the

system’s operator extension number when they dial ‘0.

Configuring a user’s message storage

For each user profile you can specify the email storage type, mailbox, and server, which determines where
voice, fax, and email messages are stored. You can also select a server to handle contact information,

including contact matching for messages, call routing based on contacts, and other mailbox functions such
as contact searches for managing your mailbox, forwarding messages to contacts, and reply or callback to
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contacts.

The Messaging tab is linked to the user profile mailbox selection. The Messaging tab is
not visible for Microsoft Active Directory® users where Use mailbox defined by Active

%\ Directory is enabled. For more information, refer to Understanding Active Directory on
page 84.

When selecting a message storage server, consider the following:

» Selecting Exchange means that the user’s messages are stored on Microsoft® Exchange Server.

* IMAP (Internet Message Access Protocol) is a method of accessing and storing email messages. This is
the preferred configuration for Lotus Notes and Lotus Domino servers.

» Selecting Local Message Store means that the user’s messages are stored locally, on the NetVanta UC
Server.

When you configure a user’s messages to be stored on Exchange Server, there are some additional options
available related to message delivery, and to mailbox monitoring, which affects message waiting
indicators.

The message delivery mode determines whether voice and fax messages are sent from the system mailbox
or are stored directly in the user's mailbox. This setting affects whether:

» User defined message rules in Microsoft Outlook® or Microsoft Exchange Server are applied
» Messages are sent to third-party applications such as BlackBerry® Enterprise Server
» The caller's phone number appears in the From line of the message

The settings below determine message delivery for the individual user selected, however message delivery
can also be configured system-wide.

Use system-wide setting Use the system-wide setting for message delivery
configured for Exchange Server. This is the default
value. For more information on the system-wide
setting, refer to Configuring Microsoft Exchange
Server on page 170.

Send messages from system mailbox Because voice and fax messages are sent from the
system mailbox:
» User defined message rules set in Outlook or
Exchange Server are applied.

For example, a user's rule might direct messages from
a particular contact to a specific folder.

» Messages are sent to any third-party applications
such as BlackBerry Enterprise Server.

» The message appears to be from the system
mailbox, so the From line does not include the
caller's phone number.
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Impersonate caller and store to mailbox Because voice and fax messages are stored directly

in the user's mailbox, rather than being sent:

» User defined message rules in Outlook or
Exchange Server are not applied.

For example, a user's rule directing messages from a
particular contact to a specific folder will not be
applied.

» Messages are not sent to third-party applications
such as BlackBerry Enterprise Server.

e The From line includes the caller's phone number,
or the caller's name from a contact that matches
the phone number.

Mailbox monitoring ensures that when a user accesses their voicemail messages through Microsoft
Outlook Web Access or through a mobile device, that their message waiting indicator on their phone
updates accordingly. Without mailbox monitoring enabled, the NetVanta UC Server is unaware when a
user accesses their voicemail messages through Outlook Web access or through a mobile device. For
example, a user’s message waiting indicator on their phone may continue to flash even after they’ve
accessed all their new messages.

g

Mailbox monitoring works in conjunction with the message waiting indicator options
set. For example, the message waiting indicator options determine if the message
waiting indicator is turned off when the first message is read, or when all new messages
have been read. For more information, refer to Configuring Message Waiting Indicator
Options on page 24.

g

In order to enable mailbox monitoring for individual users, you must also configure
Exchange Server to enable mailbox monitoring. For more information on configuring
Exchange Server to enable mailbox monitoring, refer to Configuring Microsoft
Exchange Server on page 170.

Performance issues may arise when mailbox monitoring is enabled. For more
information, refer to Configuring Microsoft Exchange Server on page 170.

Use server default Use the server default setting selected when configuring Exchange Server.

Enabled

This is the default value.

Enabling mailbox monitoring opens the Exchange Server mailbox and starts
monitoring the mailbox at system start up. This applies only to the Inbox, and
other folders are not monitored. When the user accesses messages through
Outlook Web Access or through a mobile device, the message waiting
indicator synchronizes accordingly.
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Disabled If mailbox monitoring is disabled, then when the user accesses messages
through Outlook Web Access or through a mobile device, the message
waiting indicator does not synchronize accordingly. The message waiting
indicator turns on when a new message arrives, and it is managed,
according to the message waiting indicator options set, when messages are
accessed through the regular Outlook client.

To configure a user’s message storage

1. Inthe Administration navigation pane, select Users.

2. Inthe Users summary pane, right-click the user whose information you want to change, and select
Open.

3. Inthe Edit User menu box, select Messaging.

4. Select an email storage type from the drop-down menu available.

% The options that appear on the Messaging tab depend on the Email Storage type
selected.

To store a user’'s messages locally
1. Onthe Messaging tab, for Email Storage select Local Message Store.

2. Select the Enable integrated messaging client check box, if you want the user to have access to
integrated messaging. Integrated messaging adds a Mailboxes navigation bar to a user’s NetVanta UC
Client. The user can then manage their voice and fax messages visually through the Inbox and Sent
Items folders in NetVanta UC Client.

3. Select a server from the Select the server that handles contact information drop-down menu.

To store a user’s messages on Exchange Server
1. On the Messaging tab, for email storage select Exchange.
2. Select an Exchange Server mailbox from the drop-down menu available.
3. From the drop-down menu, select a server to handle the user’s contact information.
4

Select a message delivery mode from the following options:

» Use system-wide setting
» Send messages from system mailbox
» Impersonate caller and store to mailbox

5. Select a mailbox monitoring mode from the following options:

» Use server default
 Enabled
e Disabled
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Configuring a user’'s message waiting indicator

You can set how the message waiting indicator operates on users' phones after the NetVVanta UC Server
receives a message. The instructions below describe how to set the message waiting indicator behavior for
an individual user, however you can also set the message waiting indicator behavior system wide. Users
can also set their own message waiting indicator behavior.

Because message waiting indicator behavior can be set by both the administrator and the user, and the
administrator can set it both system wide and individually, sometimes these settings may differ. The
message waiting indicator behavior in effect corresponds to the last mode set. Thus, if you set the message
waiting indicator behavior for an individual user, then this setting takes effect rather than the system wide
or the user selected mode. However, users can reset the message waiting indicator behavior by selecting an
mode themselves.

For message waiting indicators to update when messages are accessed in Microsoft
Outlook Web Access or on a mobile device, you can configure Microsoft Exchange

%{\ Server to monitor for changes in users’ mailboxes, and for the NetVanta UC Server to
adjust the waiting light accordingly. For more information, refer to Configuring
Microsoft Exchange Server on page 170.

To change a user's message waiting indicator behavior

1. Inthe Users summary pane, right-click the name of the user whose message waiting indicator
behavior you wish to change.

2. Select Open.
3. Select the message waiting indicator tab.
4. Choose one of the following options.

Use system defaults The message waiting indicator behavior for the user
is set according to the system wide settings made in
the Tool > Options > message waiting indicator
menu.

This is the default setting for new and upgraded
users.

Never turn on or off The NetVanta UC Server does not manage the
message waiting indicator

Turn on when new message arrives

Turn off when first message is accessed in  The light turns off when the user accesses the first
mailbox new message, regardless of whether the user
disconnects before listening to the message.

Turn off when no more new messages in The light turns off when the user accesses the last
mailbox new message.
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5. Select OK.

g

Any changes to the message waiting indicator options come into effect immediately.

g

For information on setting the message waiting indicator options system wide, refer to
Configuring Message Waiting Indicator Options on page 24

Ry

For troubleshooting information, refer to Troubleshooting Message Waiting Indicators
on page 359.

Configuring a user’s identity

An identity can be an extension assigned to a user, an auto attendant, or receive incoming faxes.An identity
can refer to a user extension, a hunt or ring group, an auto attendant, a fax extension, or an email address.
An identity is associated with a specific extension or SIP identity for a hard or soft phone.

A user can have up to two identities, for example, one for a telephone, and another for a softphone. Any
additional identities require an additional license. Users can have more than one identity, but identities are
always associated with only one user.

You can create a fax identity to receive incoming faxes for a user, and direct the faxes to the user’s Inbox.

I x|
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£ 100 Everson (Fax o) 203 LIC Server [Hot ap

T lcustomer Support Ring Group. 2905 LIC Server [iuck ap

i | |
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You can start the New Identities Wizard to create an identity for a user using the Users summary pane. An
identity that you create in the Users summary pane also appears, and can be managed, in the identities

pane.
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When you create an identity, SIP devices require both a SIP authorization and password to successfully
register with NetVanta UC Server SIP registration. The SIP authorization and password are associated
with a user identity. Some phones, for example, Polycom and ADTRAN branded Polycom phones, support
automatic configuration. For more information, refer to To obtain the SIP authentication and password for
an identity on page 144

When configuring an identity on a SIP telephone that does not support automatic
% configuration, consult ADTRAN integration notes and manufacturer documentation for
the specific configuration for your environment.

To create an identity in the Users summary pane
1. Right-click the user to which you want to associate an identity.
2. Select Create Identity. The New ldentity Wizard starts. For information about using the New Identity
Wizard to create a new identity, refer to User Identities on page 130.
To add an identity to an existing user profile
In the Users summary pane, right-click the user name that you want to add an identity to.
Select Open to open the User menu box.
Select the Identities tab.
Select Add... to add an identity to the user profile.
Select OK.

a > w npoE

To delete an identity from an existing user profile

In the Users summary pane, right-click the user name that you want to delete an identity from.
Select Open to open the User menu box.

Select the Identities tab.

Select the identity that you want to delete.

Select the trash can ﬁ .
Select OK.

o o &M w Do

Configuring a user’s authentications

An authentication is a means by which a person can access the system, for example, a user name or
password. Many user profiles can have many authentications, and vice versa. Therefore, when an
authentication is used to access the NetVanta UC Server, the user might have access to several user
profiles, each with several identities. For more information about managing authentications using the

619510001-1D Copyright © 2013 ADTRAN, Inc. 119



Managing User Profiles ECS/BAS Administrator Guide

Authentications user pane, refer to Enabling Access to User Profiles using Authentications on page 123.

General | Messaging | Message Waiting Light | 1dsreities | Phenes  Authentications |

Authentications

%‘g Select primary suthentication:  [Saly Wise

=
ol =

%,-: Admin

Authorization for Primary Authentication

Role: |- tio Roles Cefried =]

ok | coe | Wb |

The primary authentication is the main authentication that owns the user profile. When a user logs in with
the primary authentication, the user profile is on the main tab.

%{\ Although it is possible to remove the primary authentication, ADTRAN does not advise
doing so.

When you add an authentication to a user profile, the authentication then has access to another user’s
NetVanta UC Server client application. The profiles that a user has authorization to access are displayed as
a horizontal list of tabs across the top of the application window. The user selects the tab of another user to
change their greetings, change transfer options, or any other function that they might be required to
perform. You can change some aspects of authentications using the Users summary pane. For full
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authentications management, use the Authentications pane.

Bl G pee Lok me
Wt WO | FE e X ¢ (=0 5T
UEEF + : gt | . [ miam | s it | 1
: : [ooporrams [ bbwmtes - T Fhares Tikde [ e s E
authentication tab T
1 b ¥a B Ll Mo W T el P
{f s rin = FEAFTOR  Parsrd Bomres desmtund §echarge b (0 MR
f tramemdu 31 o L i ey itk
s v = ol M Ters ey wel S
s » B e L
- - - g AT vy Sl [~
B et s F— g s Dy
Y- v ——_— R———— -
s deilis b bl L =
Pl e Halml
Wl Liiwed
o bt g il Lo Vi
[T [T
Ues e rdo Ll
Farnj erie ey
Has bgged o
e g [P ——" -
Coadian ol sl e Ll e oreed e
e EEE R I Lratind
T < i W i e
A csdrd Lberdea o
121 P el sl
Arbaae v dimed ta s gedle
L
b A LA 8 e
L] 1B
T
M cabrd |-y
oot B | | PO =
P v, i 11 e i B 1

% You must restart the application to view changes to user authentication tabs.

To add an authentication to an existing user profile

In the Users summary pane, right-click the user name that you want to add an authentication to.
Select Open to open the User menu box.

Select the Authentications tab.

Select Add... to add an authentication.

Select a user name from the Select Authentication drop-down menu.

Select Select.

N o g M DNk

Repeat steps 4 to 6 until you have added all the users that you want.
The users that you select appear in the Authentications drop-down menu.

8. Select OK.

To delete an authentication from an existing user profile
In the Users summary pane, right-click the user name that you want to remove an authentication from.
Select Open to open the User menu box.

Select the Authentications tab.

> 0w e

Select the authentication that you want to delete.
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5.
6.

Select the trash can | i |.
Select OK.

Resetting a user’s PIN

Users enter a PIN when they access their mailbox using the telephone. Reset the PIN for users on the
system for added security, or if a user forgets the telephone PIN to retrieve messages over the telephone.

To reset a PIN for a user

1.

o > w DN

Right-click the user name for which you want to reset the PIN.
Select Reset PIN # to open the Change Personal Identification Number (PIN) menu.
Enter a new number in the New PIN field.

Reenter the new number in the Confirm new PIN field.

Select OK.

% The new PIN takes effect immediately.

Deleting a user

To delete an existing user profile

1. Right-click a user name.

2. Select Delete.
3. Select Yes to confirm the deletion. You have deleted the NetVanta UC Server user profile. All that

user’s data is lost. For example, all services the user created, all greetings the user recorded, and all
announcements are deleted.

(¢
/

If the local message store user also has messages stored on the NetVanta UC Server, the
ur messages are deleted.

%{\ The user’s email account is not affected when you delete the NetVanta UC Server user
profile.
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Enabling Access to User Profiles using
Authentications

NetVanta UC Server allows you to manage multiple users using a single client application. An
authentication is a set of credentials that either allow or deny access to system resources. You can allow
specific users to have access to the profiles of other users. For example, department managers might want
to have access to all the employee accounts so that they can change everyone’s service at once.

There are two types of authentication:

» Windows user authentication—whose credentials are based on the single sign-on Active Directory
account into which the user is logged

» Local user authentication—which is created and managed by the NetVanta UC Server. When the
authentication type is local, users must enter a user name and password each time they log on.

Authentications are either dependent on an Active Directory user, or are managed by the NetVanta UC
Server. If authentications depend on Active Directory, single sign-on can be used for managing the
associated profiles and for automatically viewing voice and fax messages for Exchange or Lotus Notes
integration.

Authentications are automatically created when a user is added using the New User Wizard. Manage
authentications only when you want to add authentications that have not already been created for a
Windows user, or that do not have an associated user profile.

Single sign-on is accomplished in Microsoft networks by ensuring the following:

» aWindows Active Directory user is created on the domain
» aNetVanta UC Server Windows user is created

The administrator can grant other users the ability to manage aspects of the system. For example, if the
administrator adds the authentication “Bob Jones” to the Administrator user profile, “Bob Jones” can now
manage the NetVanta UC Server.

You can also enable Windows authentication, which allows you to assign a role to a Windows user.
Authorization is the process by which it is determined whether a user can perform a certain operation on
some object or objects (for example, identities, profiles, ports, announcements, faxes). You can add or
remove users from specific roles. If you have created a custom authorization store on your system, you can
choose from the following roles:

» Administrator — authentications have full access, for example, are fully able to manage system objects
(like users and ports), and they can create, change, and delete objects in shared folders

» Read Only Administrator — authentications can do almost everything that Administrator users can do,
except that they cannot create, change, and delete system objects

» Restricted User — authentications with capabilities typically associated with Personal Assistant and
Personal Business Assistant users, except that they cannot create or delete announcements, and can only
read services

619510001-1D Copyright © 2013 ADTRAN, Inc. 123



Managing User Profiles ECS/BAS Administrator Guide

» Standard User — authentications with capabilities typically associated with Personal Assistant and
Personal Business Assistant users

» Executive Assistant — authentications are the same as Standard Users, but can also manage objects that
belong to other profiles to which they have access. For other profiles, their authorization does not allow
them to create or delete announcements, and allows them to only read services.

» Restricted Executive Assistant — authentications that have Restricted User capabilities for their own
profile and the same authorization for other profiles to which they have access

» Power User — authentications similar in capability to Executive Assistant, except that they can also
create or delete announcements for other profiles and have full authorization for services

If there is no custom store, all Windows authentications are treated as if they belong to
the Administrator role.

A user’s authorization for a specific profile depends on the following:

» The role associated with a user’s authentication
» The user’s profile type, for example, System, Personal Business Assistant, or Personal Assistant

To create a new authentication for an existing user profile

Right-click anywhere in the Authentications summary pane, and select New.

Enter a login name for the new authentication in the Login name field.

Make sure the Enabled check box is enabled.

Enter a password in the Password field.

Reenter the password in the Confirm field.

Select the Change button to select an owned user from the list of available user profiles.
Select the Add button to add accessible users to the new authentication.

Select OK.

L N o g kr w0 D PP

To assign a Windows user to arole

1. Right-click anywhere in the Authentications summary pane, and select Enable Windows
Authentication.

Select Browse.
Select a user from the Select User field.

Select OK.

ag > w D

In the Authorization section of the Enable Windows user section, select a role from the Role drop-
down menu.

The drop-down menu is disabled if there are no authorization roles available.
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6. Select OK.

To add an accessible user to an existing user profile

1. In the Authentications summary pane, right-click the Login Name of the user to which you want to
allow another user access, and select Open.

In the User associations section, select the Add button.
In the Select accessible user profile section, select the user that you want to have access.

Repeat step 4 until all the users that you want are listed in the Accessible users field.

o ~ w N

Select OK.

To remove an accessible user from a user profile

1. In the Authentications summary pane, right-click the Login Name of the user for which you want to
remove another user’s access, and select Open.

2. Inthe Accessible users section, select the name of the user that you want to remove.

3. Select the trash can ﬁ .
4, Select OK.

Managing User Profiles from EBS

If your system uses Windows Essential Business Server (EBS) 2008 then you can manage NetVanta UC
Server users from within the EBS’ Administration Console.

To access NetVanta UC Server user profiles from EBS, the NetVanta UC Client must be
%‘\ installed on EBS.

When the NetVanta UC Client is installed on EBS, then under Business Applications a tab is added for
NetVanta UC Server Users. The information provided in the tab is the same information that is available
from the NetVanta UC Client Users contents and detail panes. Therefore, you can add, edit, and delete
NetVanta UC Server users from within the EBS Administration Console, just as you would in the NetVanta
UC Client. Changes made to NetVanta UC Server user profiles from EBS are automatically updated in the
NetVanta UC Client. From within the UC Server Users tab, you can also open the NetVanta UC Client, or
connect to another server.

To access NetVanta UC Server user profiles in EBS
1. Run EBS’ Administration Console and select the Business Applications tab.

2. Select the UC Server Users tab.
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If prompted, select the server to login to.

If required, login as Administrator, or a user with administrative privileges. A list of NetVanta UC
Server users appears, with the same headings and information available that appear in the NetVanta
UC Client Users summary pane.

Select a user. The user’s information appears in the pane below, similar to the detail pane in NetVanta
UC Client.

To add a NetVanta UC Server user from EBS

1.

From the right-hand pane, select Add user.
The NetVanta UC Server New User Wizard opens.

Follow the steps for the New User Wizard to add a new user. Refer to Using the New User Wizard on
page 101.

To edit a NetVanta UC Server user from EBS

Select a user.
From the right-hand pane, select Edit user. The Edit user menu opens.

Follow the steps for the Edit User menu to edit a user profile. Refer to Configuring User Profiles on
page 110.

To delete a NetVanta UC Server user from EBS

1. Select a user.

2. From the right-hand pane, select Delete user.

3. At the prompt, confirm that you want to delete the user.
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7. Managing User Extensions and Identities

This chapter introduces user extensions and identities and how to manage them. It includes the following
topics:

« QOverview on page 127

» User Identities on page 130

» Auto Attendant Identities on page 133

* Ring and Hunt Group Identities on page 136

» Configuring ldentities Using the Identities Pane on page 139
» Configuring the Global Phone Directory on page 140

Overview

An identity, which is defined as a dialable entity, corresponds to any of the following: user extension, auto
attendant, or email address. Using the Identities menu, you can create a new user, or attendant, or group
identity, and you can edit or remove an identity.

The NetVanta UC Server uses the following categories of identities:

e User identity
— An extension number that is dialed by another telephone or automated attendant
— Call forwarding can be configured for the user
— Used on ucCompanion, a softphone, or a hardphone

» Attendant identity

— Anentry in the dial plan that is typically used for an automated attendant or a service (for example,
Interactive Voice Response, pre-screening, etc.)

— Differs from a user identity because it cannot be associated with a telephone, and no call forwarding
is configured

» Group identity
— A group of user identities
— Call forwarding behavior (also referred to as overflow behavior) can be configured for the group

A user may have one or more identities by default. For example, when two identities are available for each
user, one identity can be used for a hardphone and another for a softphone. Any additional identities

require an additional license. To increase the number of identities, contact your reseller or ADTRAN Sales.
To contact ADTRAN Sales, email sales@adtran.com, or visit the ADTRAN website at www.adtran.com.

To determine the maximum number of identity licenses per user
1. Log into NetVanta UC Client as an administrator.
2. From the Admin tab, select Help > License Information.

3. Go to the Number of additional per user SIP identities, and note the license value.
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4. Go to the Number of additional pooled SIP identities, and note the license value.

5. Add the sum of the two values noted above, to determine the maximum number of identity licenses
per user.

You can associate multiple identities to a single user profile and each identity can have a different behavior
that is managed by the owner of the profile. This behavior can be defined by the administrator by assigning
a service to the identity when the service is created. Services are essentially customized ways of answering
calls. By default:

» The Default Trunk Service is assigned to identities associated with the administrator account.
» The Default Personal Business Assistant is assigned to identities associated with user accounts.

Users can only assign services in the user’s service folder or in the Shared services folder to identities
associated with a user. Similarly, administrators can only assign services in the administrator’s services
folder or the Shared services folder to identities associated with the administrator account. Once created:

» Theadministrator can change the service attached to identities associated with the administrator account,
but cannot automatically change the services of an identity associated with a user account.

» Users can change the services attached to the identities associated with their own account through the
NetVanta UC Client.

If an administrator wants to change the service associated with a user identity, then they can temporarily
add their user authentication to the authentications of the user account. This allows the administrator to
access the user account through a new tab in the NetVanta UC Client, once they close and re-launch the
NetVanta UC Client. The administrator can then modify the service associated with the user identity in the
user tab and then subsequently remove their authentication from the user account. The tab is removed
when the NetVanta UC Client is restarted. For more information about services and how to build and
activate them, refer to Managing Services on page 242, or Creating Custom Call Answering Services on
page 241.

Use an attendant identity to connect a caller directly to an auto attendant or to a service (for example,
Interactive Voice Response, pre-screening, etc.). When callers dial in to the system, they can access, for
example, a user extension, or the auto attendant, or a hunt group.

You can create a fax identity to receive incoming faxes for a user, and direct the faxes to the user’s Inbox.
An identity is associated with a communication system using the following formula: identity =

communication system + address. Typically an identity is a numeric extension, however, in SIP an identity
can also be alphanumeric.

You can have the same address on different communication systems. For example, an
identity on SIP can equal 2000, and a communication system extension can be 2000.

When you create an identity, SIP devices require both a SIP authorization and password to successfully
register with NetVanta UC Server SIP registration. The SIP authorization and password are associated with
a user identity. Some phones, for example, Polycom and ADTRAN branded Polycom phones, support
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automatic configuration.

When configuring an identity on a SIP telephone that does not support automatic

configuration, consult the ADTRAN integration notes available from the ADTRAN
% support community at http://supportforums.adtran.com, and manufacturer

documentation for the specific configuration for your environment.

The New Identity Wizard steps you through the process of creating a new identity.

The New Identity Wizard is dynamic and prompts you to enter different information
depending on the configuration options that you choose, for example: configuring an

%z\ identity type, associating a user with an extension number, or defining call answering
behavior. The procedures below are only a few of the possible wizard menus that you
might view when creating an identity.

You can create the following types of identities using the wizard:

ﬁj User Identity This identity type belongs to a user and is typically associated with
ucCompanion, a softphone or a hardphone.

o Attendant Identity This identity type allows calls to route directly to an auto attendant or to a
' service (for example, Interactive Voice Response, pre-screening, etc.)

Group Identity This identity type allows you to create either a ring group or hunt group
extension, which distributes calls to members of these group types.

'ii'"%"‘? Ring Group A ring group creates an identity that distributes calls to all members of the
ring group at the same time.

Hunt Group A hunt group creates an identity that distributes calls to members of the
hunt group sequentially, based on availability.

Pury
e

To access identities
In the Admin tab in the Administration navigation pane, select the Identities topic. Identities are
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displayed in the summary pane.

[ Netvanta UC Client =N eh =)
File Edit View Tools Help
= & x 3@ 7
Tabs Adin | John Rosbuck
Adrminigtiation ‘ Display Marne Identity  Priority  Answering Enabled  Global Phone ... Servic
m Users L (] 100 Yes es
8], Phones S Admin 200 100 Yes Included  Default Persanal Bu
Tobi [}, Paging Graups H} John Rocbuck 2005 100 Yes Included  [MotApplicable - Pt Summary
opics Gateways m .
| Steve Jackson 2007 100 Yes Included [NDtApP'IEEb_
Ports Pane
I3 Classes of Senvice
@ Authentications
% Identities
[}, Dats Sources ‘ i 3
'Cﬂ. Servers Display name: absence Tracker
@ Comraunication Systerms Identity: 3000
Navigation L Metvanta ECS Priority: 100
Pane ‘ll o ] Active service: Absences Tracker
Communication System: Met¥anta ECS
41 Services
L Associated user: Admin
Answering enabled: Ves
Services Dialed number: 3000
Navigation Announcements
Bars Distibulion Lists .
Faxes Detalil
‘ Lo < Pane
‘m Adrmin [2006 on Metants ECS] E]
Mumber of rings: ld -
“E Default Personal Business Assistant s
Identitites wsence Tracker [3000 on NetvantaECS] =)
Pane
“E absences Tracker r
Far Help, press F1 Connected as Admin

User lIdentities

A user identity is an extension number that is dialed by another telephone or automated attendant. User
identities are intended to be used with ucCompanion, a softphone, or a hardphone

User identities can be configured as phantom identities. A phantom identity is not physically configured on
a communication system, which means that there is no message waiting indicator functionality. Also, any
transfer to a phantom identity automatically runs the behavior associated with that identity. A phantom
identity does not ring at a phone, but goes directly to voicemail.

Configuring a New User Identity

To create a new user identity, follow these steps:

1. Right-click anywhere in the Identities summary pane.

2. Select Create Identity to display the New Identity Wizard menu.
3. Select Next to proceed.
4

In the Select Identity Type menu, select a communication system from the Select a communications
system drop-down menu.

5. From the Select a user profile drop-down menu, select a user profile to which you want to associate
the identity.
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10.

11.
12.

13.

Select User as the new identity type.
On the Configure User Identity menu, enter a name for the new user in the Name field.

In the Address field, enter an address for the new user. An address is typically an extension number.

Ensure that you do not add an extension that is restricted in the dial plan. For
example, by default the NetVanta UC Server restricts the following dialing prefixes:

%x\ 0, 1,411, 611, 911, 1900, and 1976. If a call is routed to an extension number
beginning with one of these restricted numbers, the call will not be completed. For
more information, refer to Routing calls using the dial plan on page 49.

If you want to configure the identity as a phantom identity, enable the Phantom check box.

From the Run service drop-down menu, choose the service that you want to assign to the new
identity.

Select Next to proceed.

On the Configure SIP Authentication menu, enter a password in the Password field. The password
allows the phone to connect to the communication system.

Select Finish to create the new user identity.

The new user identity appears in the Identities summary pane beside its distinctive
%{\ icon. By default, only the auto attendant identities appear, but you can display all
the identities by selecting View > Display User Identity Details.

Assigning a User ldentity to a New Phone

To assign a user identity to a new phone, follow these steps:

1. Inthe Identities summary pane, right-click the user identity that you want to assign to a phone.
rlﬁj
User identity
2. Select Assign to Phone. The Assign Identity to Phone menu appears.
3. Enable the Assign to a new phone button.
4. Enter the phone’s MAC address in the MAC Address field.
% The MAC address of each phone is printed on a sticker located on the phone.
5. Select a phone type from the Phone Type list.
6. Select OK.
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Assigning a User Identity to an Existing Phone

To assign a user identity to an existing phone, follow these steps:

1.
2.

5.

In the Identities summary pane, right-click the user identity that you want to assign to a phone.
Select Assign to Phone. The Assign Identity to Phone menu appears.

Enable the Assign to an existing phone button.

Only telephones that have available buttons are displayed in the existing phones
% list. To view all phones on the network, enable the Show all phones check box.

Select the existing phone to which you want to assign the identity.

%\ Make sure that the existing phone that you select has at least one available button.

Select OK.

Changing the Number of Rings for an Identity

To change the number of rings for an identity, follow these steps:

1.

In the Identities summary pane, right-click the identity for which you want to change the number of
rings.

Select Open. The Identity menu will appear.

In the Identity menu, use the Number of rings drop-down menu to select the number of rings that
you want for the identity. The default number of rings is 4.

Select OK.

Removing an ldentity

To remove an identity, follow these steps:

1.

In the Identities summary pane, right-click the identity that you want to remove.

2. Select Delete.

3. Select Yes to confirm the deletion.
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Auto Attendant Identities

An attendant service connects callers directly to an auto attendant or to a service (for example, IVR, pre-
screening, etc.). When the NetVanta UC Server was configured to function with your system, each of the
attendant lines was set to run a default service. This means that the attendant lines already provide basic
extension dialing, dial-by-name support, operator access, and the ability for users to access and manage
their mailboxes remotely.

For the NetVanta UC Server to use a new attendant, the Communication System must be programmed to
do so. If automatic configuration is supported for your Communication System, the NetVanta UC Server
can program the Communication System so that incoming calls for the new attendant are directed to a port
that is connected to the NetVanta UC Server.

The NetVanta UC Server might also support direct inward dialing (DID) attendants, depending on the
switch compatibility.

You can create an attendant service and configure it to receive faxes. Incoming faxes are then directed to

the user's mailbox, for example, through Microsoft Outlook, Microsoft Exchange Server, Lotus Notes, or
through an integrated messaging client (a Mailboxes navigation bar on the user’s NetVanta UC Client) or
IMAP4. The message waiting indicator (MWI) flashes to indicate that there is a new message waiting, and
a voicemail message indicates that a fax has been received.

You can assign a fax identity to a new user using the New User Wizard, by entering a Direct Inward Dial
(DID) fax number for the user. Alternatively, you can create a fax identity for an existing user using the
New ldentity Wizard, and selecting the Receive Fax mode. Either method has the same result in that the
fax number or address entered is configured to receive incoming faxes, and incoming faxes are directed to
the user’s Inbox.

You cannot configure or delete a user DID fax attendant using the identities menu. You
%‘\ must manage fax attendants using the Users menu.

The options available for an attendant identity depend on the type of user selected. Admin and Personal
Business Assistant (PBA) users can be configured to run a service. The PBA and Personal Assistant (PA)
users can be configured to receive faxes in their mailbox.

For information about selecting a voice for system announcements, or the order in which
%:\ callers enter a name (either first or last) refer to Setting Auto Attendant and System
Announcement Options on page 33.

Configuring an Attendant Identity

To configure an attendant identity, follow these steps:

1. Right-click anywhere in the Identities summary pane.

2. Select Create Identity to display the New Identity Wizard menu.
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10.
11.

Select Next to proceed.

In the Select Identity Type menu, select a communication system from the Select a communications
system drop-down menu.

From the Select a user profile drop-down menu, select a user profile to which you want to associate
the identity. The user profile that you select is able to manage the behavior of this identity.

Select Attendant service as the new identity type.

On the Configure Attendant Identity menu, enter a name for the new attendant identity in the Name
field.

In the Address field, enter an address for the new attendant identity. An address is typically an
extension number.

From the Run service drop-down menu, choose the service that you want to assign to the new
attendant identity. This option is available to Admin and PBA users only.

Select Next to proceed.

Select Finish to create the new identity.

The new identity appears in the Identities summary pane beside its distinctive icon.
% By default, only the auto attendant identities appear, but you can display all the
identities by selecting the View menu > Display Identities for all Profiles.

Configuring a Fax Attendant Identity

A W o

Right-click anywhere in the Identities summary pane.
Select Create Identity to display the New Identity Wizard menu.
Select Next to proceed.

In the Select Identity Type menu, select a communication system from the Select a communications
system drop-down menu.

From the Select a user profile drop-down menu, select a user profile to which you want to associate
the identity. The user profile that you select is able to manage the behavior of this identity.

Select Attendant service, and select Next. The options that appear on the Configure Attendant
Identity menu depend on the user profile selected in the previous menu. Admin users do not have the
Receive Fax mode.

In the Name field enter a display name for the fax attendant identity. This is the display name that
appears in the ldentities summary pane.

In the Address field, enter an address for the fax attendant identity. An address is typically an
extension number, but it can be any string of numbers that can be dialed and is unique to a user, such
as an email address. The address is the identity number that callers use to send faxes to the user.
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10.

Select Receive Fax to configure the attendant identity to receive incoming faxes, and select Next.
Incoming faxes are then directed to the user’s Inbox. The MWI flashes, and a voicemail message
indicates that a new fax has been received. This option is unavailable for Admin users.

Select Finish to create the fax attendant identity.

Editing an Attendant Identity

To edit an attendant identity, follow these steps:

1.

In the Identities summary pane, right-click the attendant identity that you want to edit.

O

Attendant Identity

Select Open.

Enter changes in any of the following fields:

» Display name
* Address
* Number of rings—the number of rings before the overflow behavior is initiated

In the Call answering behavior section, enable or disable the Enable check box.

If you want to change the attendant identity Active service, select the value selector |I| and choose a
new service.

Select OK.

Changing the Number of Rings for an Identity

To change the number of rings for an identity, follow these steps:

1.

In the Identities summary pane, right-click the identity for which you want to change the number of
rings.

Select Open. The Identity menu will appear.

In the Identity menu, use the Number of rings drop-down menu to select the number of rings that
you want for the identity. The default number of rings is 4.

Select OK.

Removing an ldentity

To remove an identity, follow these steps:

1.
2.

In the Identities summary pane, right-click the identity that you want to remove.

Select Delete.
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3. Select Yes to confirm the deletion.

Ring and Hunt Group ldentities
You can create ring or hunt groups, and you can include external numbers as part of the group.

Ring Group A ring group is a group of identities that are all contacted simultaneously when a call
comes in. For example, a sales department might include several sales agents in a
ring group. When a call comes in, the call rings simultaneously at each agent’s
phone, so that any available agent can take the call.

Hunt Group A hunt group is a group of identities that are contacted in sequential order when a call
comes in, until the call is answered. For example, a customer service department
might have several agents in a hunt group. If the first agent does not answer the call
after the specified number of rings, then the call is forwarded to the next agent in the
group, until the call is answered.

When you add an external number to a group identity, it is automatically associated with one of your
external gateways. To support the feature, the external SIP PSTN gateway must provide Answer
Supervision. Answer Supervision is the ability for the phone company to signal that the remote party has
answered the call. For information about your gateway’s ability to provide Answer Supervision, refer to

the documentation provided with your gateway.

If you add an external number to a ring group or hunt group and your gateway does not
support true answer supervision, the group stops presenting the call to all the other
internal extension numbers and rings only the external telephone number.

Configuring a New Ring Group or Hunt Group Identity
To configure a new ring group or hunt group identity, follow these steps:
Right-click anywhere in the Identities summary pane.

Select Create Identity to display the New Identity Wizard menu.

Select Next to proceed.

A W dpoE

In the Select Identity Type menu, select a communication system from the Select a communications
system drop-down menu.

5. From the Select a user profile drop-down menu, select a user profile to which you want to associate
the identity. The user profile that you select is able to manage the behavior of this identity.

6. Select Ring group or Hunt group as the new identity type.
7. Select Next.

8. Inthe Name field, enter a name for the new group identity.
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9. Inthe Address field, enter an address for the new group identity.
10. Select Add to open the Select a Member Identity menu.

11. If you want to add an external number to the group identity, select Add External.

If your gateway does not support true answer supervision, the ring group stops
%{\ presenting the call to all the other internal extension numbers and rings only the
external telephone number.

12. Select the user identity that you want to add to the group.
13. Select Select.

14. Repeat Steps 6 to 8 until all the identities that you want in the group are listed in the Members
section.

% Use the up and down arrow keys to change the order of the identities in the group.

15. Select Next. The Configure Overflow Options menu appears.

16. From the Number of rings before overflow list, select the number of rings.

» Foraring group, the number of rings determines the number of rings that are made simultaneously
to all the members of the ring group before the call is redirected to the overflow behavior.

» For a hunt group, the number of rings determines the number of rings that are made to a member of
the hunt group before the call is redirected to the next member of the group. The overflow
behavior only occurs after the number of rings has been made to the last member of the hunt

group.
17. From the Run Service list, select an overflow service for the group identity. If the call is not answered

after the specified number of rings for a ring group, or the specified number of rings for each member
of a hunt group, the service that you select answers the call.

18. Select Next.
19. Select Finish.

Configuring Mobile Twinning Using a Ring Group Identity

Mobile twinning refers to twinning devices that use one phone number to ring more than one device
simultaneously. For example, an internal extension can be twinned to a cell phone. When a call comes in,
both devices ring simultaneously. If a user is away from their desk, they can then answer the call on their
cell phone. This allows mobile users to be available for calls while away from their office. The benefits of
mobile twinning include:

» Users are accessible using one number and have only one voice mailbox to manage.

» Twinned calls that are placed to your cell phone can easily be moved to your desk phone, using the
connected call pickup feature.
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» Mobile twinning increases your availability to customers, while minimizing costs.

The connected call pickup feature allows users to seamlessly transfer a call from one device to another, for
example, from a cell phone to a desk phone. For more information, refer to Changing phones during a call
on page 188.

The connected call pickup feature is very powerful in that it allows any user to pickup
any connected telephone call that went through the NetVanta UC Server, as long as they
know the number of the phone that answered the call, for example, the extension number

%\ or the cell phone number. If your company policy restricts this behavior, then follow the
instructions to disable connected call pickup. For more information, refer to Restricting
picking up connected calls on page 57.

To configure mobile twinning using a ring group identity, follow these steps:

1.

Create a ring group identity for the user, using the steps above in Configuring a Fax Attendant Identity
on page 134.

Include any numbers in the ring group at which the user can be contacted, for example, both their
internal extension number and their cell phone number. For example, if the extension number is 300,
then change the extension identity to 3001, create a ring group as 300, and include 3001 and the
external number as members of that ring group. When a call is transferred to 300, it rings at both
3001, their desk telephone, and their cell phone number. A call that is answered on a users cell phone
number (the call must have been made to, transferred, twinned or forwarded from the NetVanta UC
Server) can then be picked up on another phone, such as their desk phone. From the phone on which
the user wants to pickup the call on, the user dials the connected call pickup feature code *27 <called
phone number>. The called phone number is the number of the phone that initially answered the call,
such as the cell phone number. If restrictions were configured for using this feature, then the user may
only need to dial *27 to pickup the call from their desk phone.

Editing a Ring or Hunt Group Identity

To edit a group identity, follow these steps:

1. In the Identities summary pane, right-click the group identity that you want to edit.
2. Select Open.
3. Enter changes in any of the following fields:

» Display Name

* Address

e Priority

*  Members—enter the addresses of the members that you want to include in the group.

» Number of Rings—enter the number of rings after which you want the call to be redirected. For a
ring group, all members will ring simultaneously after which the call is redirected to the overflow
behavior. For a hunt group, each member of the group will ring individually, after which the call is
redirected to the next member of the group. If the last member of the group does not answer, then
the call is redirected to the overflow behavior.
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4. If you want to change the group type, choose a new type from the Group Type list.

» Arring group creates an identity that distributes calls to all members of the ring group at the same
time.

» A hunt group creates an identity that distributes calls to members of the hunt group sequentially,
based on availability, followed by the default overflow behavior.

5. If the group is a hunt group, use the up and down arrows to change the order of identities in the group.

6. If you want to change the group identity overflow service, use the Active service value selector El to
choose a new service.

7. Select OK.

Changing the Number of Rings for an Identity

To change the number of rings for an identity, follow these steps:

1. Inthe Identities summary pane, right-click the identity for which you want to change the number of
rings.

2. Select Open. The Identity menu will appear.

3. Inthe Identity menu, use the Number of rings drop-down menu to select the number of rings that
you want for the identity. The default number of rings is 4.

4, Select OK.

Removing an ldentity

To remove an identity, follow these steps:
1. Inthe Identities summary pane, right-click the identity that you want to remove.

2. Select Delete.

3. Select Yes to confirm the deletion.

Configuring ldentities Using the ldentities Pane

The sections below outline the configuration options available using the identities pane in the lower-left
guadrant of the NetVanta UC Client interface. This pane allows you to directly edit an identity’s active
service, locate the service currently used by the identity in the Service navigation pane, and change an
identity’s active service.

Editing an Active Service Using the Identities Pane

To edit an active service using the Identities pane, follow these steps:
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1. Inthe Identities pane, select the active service icon.

=]

Active Service icon

2. Select Edit Active Service. The service that is active on the identity opens in the Service Editor. For
information about editing services using the Service Editor, refer to Creating Custom Call
Answering Services on page 241.

Locating an Active Service Using the Identities Pane
To locate an active service using the identities pane, follow these steps:

1. Inthe Identities pane, select the active service icon.

2. Select Locate Active Service. The Services navigation pane opens with the active service highlighted
in the Services summary pane.

Changing a Service Using the Identities Pane

To change a service using the identities pane, follow these steps:

1. Inthe Identities pane, select the value selector El in the services list that corresponds to the identity
that you want to change.

2. Select Services.

3. Select the desired service for the identity.

For information about services and how to build and activate them, refer to
Creating Custom Call Answering Services on page 241.

Configuring the Global Phone Directory

The Global Phone Directory uses Polycom’s Corporate Directory feature to enable users of Polycom and
ADTRAN IP phones to use the GUI on their phones to search for identities included in the Global Phone

Directory.

The Global Phone Directory feature is supported for all ADTRAN IP phones (except the
ADTRAN IP 706 and IP 712) and Polycom IP phones using firmware 3.1.8 and higher.

%{\ No other phone types are supported. Phones associated with other communication
systems (such as the NetVanta 7100) are not provisioned by NetVanta UC Server, and,
therefore, are outside the scope of this document.

Users can search the Global Phone Directory database using simple and advanced searches. In a simple
search, the user enters either the first name, last name, or phone number of the identity for which they are

140 Copyright © 2013 ADTRAN, Inc. 619510001-1D



ECS/BAS Administrator Guide

Managing User Extensions and Identities

searching. In the advanced search, the user can search on one or more of the first name, last name, and

phone number values.

Administrators can include or exclude identities from the Global Phone Directory using the Identities
summary pane. The inclusion status (Included or Excluded) of an identity is displayed in the Global

Phone Directory column in the Identities summary pane.

Services
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Distribution Lists

Faues

Logs

MHumber of rings: | 4 -

" Absences Tracker

For Help, press F1

‘aﬂ' Adrin [2006 on Nefanta ECS]) E

[ Defaul Personal Business Assista *

O Abszence Tracker [3000 on Meta E .

[ 2

1

B3 Hetvanta UC Client [= = |z
File Edit “iew Tools Help
& Sl G I
ﬂ Admin | John Foebuck
Adrministration | Dizplay Mame Identity Priority Answering Enabl..  Global Phone Directory

&), Paging Groups » | absence Tracker 3000 100 Yes Excluded

Gateways U tdmin 2006 100 Yes Included Defa

Ports | | ahn Roebuck 2005 100 Yes Included [Mot
(3R Classes of Service €5 Ring Group 1 2555 100 Yes Included
£} Authentications G steve Jackson 2007 100 Yes Included [Mat
% Identities
P‘l Diata Sources 8

Connected as Admin

All newly created eligible identities are added to the Global Phone Directory, with the exception of

attendant service identities. Eligible attendant service identities can be included after they are created.

Ry

Identities that are not associated with the NetVanta ECS communication system and
phantom identities cannot be included in the Global Phone Directory.

Each Global Phone Directory entry contains a first name, last name, and phone number value. The entry's
phone number is the identity's address. However, because identities have a display name but not a first and
last name, an entry's first name and last name are derived from the display name using the following rules:

If the display name contains exactly two words, the first name will be the first word, and the last

name will be the second word.
If the display name contains only one word, the first name will be empty, and the last name will be

the full display name.
If the display name contains three or more words, the first name will be all words except the last
word, and the last name with be the last word.
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For display names ending with the titles Jr or Sr, the above rules for deriving the first
name and last name may not be ideal. For example, for the display name John Doe Jr,

%\ the first name will be John Doe and the last name will be Jr. Consequently, searching
for Doe will not return John Doe Jr. To work around this issue, the last name used in the

display name should be hyphenated (for example, John Doe-Jr).

Including an Identity in the Global Phone Directory

To include an identity in the Global Phone Directory, follow these steps:

1. Inthe Identities summary pane, select one or more identities, and right-click on the highlighted
identity or identities.

2. Select Global Phone Directory > Include in Global Phone Directory.

Excluding an Identity in the Global Phone Directory

To exclude an identity from the Global Phone Directory, follow these steps:

1. Inthe Identities summary pane, select one or more identities, and right-click on the highlighted
identity or identities.

2. Select Global Phone Directory > Exclude from Global Phone Directory.
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8. Installing and Configuring SIP Phones

This chapter presents basic SIP phone installation and configuration information for the NetVanta UC
Server:

Installing SIP Phones using Automatic Configuration on page 143
Installing SIP Phones Manually on page 143

» Configuring SIP Phones on page 146

Reducing Loss of Phone Service on page 150

Installing SIP Phones using Automatic Configuration

The NetVanta UC Server allows you to quickly install SIP phones to the network. When you physically
connect an unconfigured SIP phone that supports automatic configuration to the network, the phone is first
assigned an IP address by the DHCP server. If NetVanta UC Server has been properly set as the FTP or
TFTP server in the DHCP server, the DHCP server also provides the IP address of the NetVanta UC Server
computer to the SIP phone. The SIP phone will then retrieve a default configuration file from NetVanta UC
Server. The default configuration file will instruct the phone to register to port 6000 on the NetVanta UC
Server computer, causing the phone to appear in the Phones pane of the NetVanta UC server Administrator
application. The identity and other phone features can be configured through the Administrator
application.

If you install a SIP phone on a network on which neither the NetVanta UC Server n, the
phone will not be able to retrieve the correct IP and MAC addresses. however, the

%{\ NetVanta UC Server gives you the option of entering MAC addresses manually or using
a barcode scanner. If you are installing a large number of SIP phones on the network,
ADTRAN recommends you use a barcode scanner.

To add a phone with automatic configuration
1. Provide power to the phone.

2. Connect the LAN cable from the phone to the same subnet as the NetVanta UC Server computer. The
phone will automatically appear in the Phones summary pane.

The phone cannot make an outgoing call or receive a call until it is properly configured
%‘\ by the NetVanta UC Server administrator.

Installing SIP Phones Manually

It is not necessary that the phones that you add support automatic configuration. You can add any SIP
phone, but you must configure the phones manually, according to the manufacturer’s instructions. To
complete the configuration, and for the phone to connect to and register with the communication system,
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you must supply a SIP authorization and password. The SIP authorization and password are associated
with a user identity.
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Jinﬁ*@ﬂ‘i\i\;@@\anmx y 0B @ ® ‘
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Topics
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L netvana 7000 Series
] cntions
L wetvanta LC Server
] Rauting
| services
Navigation
Pane >
Bt Detail
Announcements ‘ Pane
Navigation Distrioution Lists
Fares
Bars
Logs
[The Admin user profils doss not have any associated
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Pane
For Help, press F1 |Connected as Admin 4

To obtain the SIP authentication and password for an identity

In the Administration navigation pane, select the Identities topic.

In the menu bar, select View. Ensure that Display Identities for all Profiles is checked.

In the Identities summary pane, right-click the user identity to which you want to assign a phone.

Select Open from the drop-down menu.

A w0 PoE

In the Identity menu, select the SIP Authentication button. Take note of the User/login name and
Password.
To add a phone using a barcode scanner
1. Inthe Administration navigation pane, select the Phones topic.
2. Select the IP address field in the summary pane.
3. Using a barcode reader, scan the MAC address barcode on the phone. The phone will appear in the
Phones summary pane.
To add a phone manually
1. Inthe Administration navigation pane, select the Phones topic.
2. Right-click anywhere in the Phones summary pane.

3. Select New Phone from the right-click menu.
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4. Inthe Phone menu, enter the phone information. The table below provides descriptions for the

various settings:

Phone
General information
@ MAL address:
IP address (optional):
Description (optional ):
Phone type:
MNumber of buttors:

Mumber of lines:

Phone class of service:
Advanced connection aptions

Enable secondary registration

Proxy:

hNumber of expansion module buttons:

4C _ 10 _ 08 _ A9 _

37 _ BA

Polycom-SoundPoint 1P 320

2
2

0 fof O Maximum)

Standard Phones

=

Assigred buttons

9

<Mone> -

Auto Correct J J J Insert

Bu...

Walue Description

[ Ok J I Caricel I [ Help J

MAC address

Enter the MAC address of the phone. The MAC address is printed on a label
attached to the phone.

IP address Leave this field blank if you do not know the IP address. When you connect
a SIP phone to the network, the IP address for the phone will automatically
appear in the Phones summary pane.

Description Optional. Enter a description for the phone to distinguish it from other
phones on the network.

Phone type Specifies the brand and model of the phone you are configuring. Choose a

phone type from the options available in the list.

Number of buttons

The number of buttons is displayed automatically based on the phone type
that you choose.

Number of lines

The number of lines is displayed automatically based on the phone type that
you choose.

Number of expansion
module buttons

The number of expansion module buttons is displayed automatically based
on the expansion module added to the phone.
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Phone class of service | The phone class of service (CoS) to which you want the phone to belong.
The phone CoS determines whether the phone registers to a secondary
NetVanta UC Server (if one exists and if the phone is capable of secondary
registration) or a SIP proxy server.

Advanced connection | The options under this heading are available if the Phone class of service
options is set to <None>.

Enable secondary Used with Business Continuity. Specifies that the phone will register with
registration both the primary and secondary NetVanta UC Servers. A secondary server
must be configured, and the phone must be capable of dual registration for
this checkbox to be active.

Proxy Used with Business Continuity. The SIP proxy is used to forward SIP
packets to the secondary server in case the primary server fails.

» Type - Specifies the type (Outbound or Stateful) of SIP proxy server
to which the phone will register. Stateful proxy mode is typically used
with Business Continuity. In stateful proxy mode, each phone is
registered to the proxy and SIP signaling is sent to the AOS proxy
device. Outbound SIP proxy only provides local phone survivability in
the case of a Primary Server failure.

» Address - Enter the IP address of the SIP proxy server.

» Port - Enter the port on the SIP proxy server to which the phone will
register.

5. Select OK.

Configuring SIP Phones

Using the Phones summary pane you can change phone information, remove a phone from the network,
restart a phone, or reload phone configurations. From the Phone menu (accessed by double-clicking a
phone in the Phones summary pane) you can assign identites, speed dial numbers, busy lamp fields (BLFs)
and Park Zone buttons to lines on the phone. For information about assigning a SIP phone to a user profile
using the New User Wizard, refer to Using the New User Wizard on page 101.
To change information associated with a phone

1. Inthe Phones summary pane, right-click the phone that you want to change.

2. Select Open from the drop-down menu.

3. Change the phone’s information as required..

You can only change some of the information associated with a phone, for example,
%;\ IP address or description. If you want to reconfigure the phone, remove it from the
network and re-install it using To add a phone manually on page 144.

4, Select OK.
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To remove a phone from the network
In the Administration navigation pane, select the Phones topic.
In the Phones summary pane, right-click the phone that you want to remove.

Select Delete from the drop-down menu.

A wo o

Select Yes to confirm the deletion.

If the phone that you remove is still connected to the network, if might appear in the
% unconfigured phones area.

Assigning Phone ldentity, Speed Dial, BLF, and Park Zone buttons

After a phone has been added to the system, identities, speed dial numbers, BLF, and Park Zone buttons
can be assigned to the phone using the Phone menu. Identities assign a user identity and its associated
extension to the phone. BLF buttons allow users to monitor whether or not another extension is busy. Park
Zone buttons allow users to park calls in and retrieve calls from a shared park zone associated with the
Park Zone button. Each Park Zone button is assigned to a single park zone, and park zones are shared
among users in NetVanta UC Server. For example, if a user parks a call in Park Zone 1 (using either a Park
Zone button assigned to Park Zone 1 or the *99 feature access code), another user can retrieve the parked
call from Park Zone 1 using a park button assigned to Park Zone 1 on their phone.

Because each Park Zone button is assigned to a specific park zone, users can only use
Park Zone buttons to retrieve calls from park zones associated with their phone's Park

% Zone buttons. For example, a Park Zone button assigned to park zone 1 cannot be used to
retrieve a call parked in park zone 2.

To assign an ldentity, Speed Dial, BLF, or Park Zone button
1. Inthe Administration navigation pane, select the Phones topic.
2. In the Phones summary pane, right-click on the phone to which you would like to assign a button.

3. Select Open from the drop-down menu. The Phone menu will appear.
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4. In the Assigned Buttons section of the Phone menu, select the Insert button. A new button with an

Empty value will appear in the Assigned Buttons list.

Assigned Buttons

General information

MAC address: I?_IT_I?_IT_IZ_—_I?

== [P address (optional): 10 I 24 | 1n I 6
Description (optional):
Phone type: ADTRAN-706 =l
Mumber of buttons: 6
Number of lines: &
Mumber of expansion module buttons: lﬁ {of 0 Maximum)

| Insert I

Auto Correck | @| '|

Button | Type

| Value

| Description

1 Speed Dial 2001

2 Speed Dial 2002

3 BLF Jeremy Swanson [2006 on Netva...
Empty -

Empty
Identity
Park Zone
Speed Dial

Jeremy Swanson

O

| Cancel | Help |

5. Double-click Empty in the Type column. From the drop-down menu, select the type of button you
want to create (BLF, Empty, Identity, Park Zone, or Speed Dial).

6. Double-click the empty Value field next to the button type you selected in the previous step.

» If you selected an Identity button type, select the identity you would like to associate with the

phone from the drop-down menu.

/

CB’[@N When you assign an identity to a phone, the phone immediately reboots.

» If you selected a BLF button type, select the extension you would like to monitor with BLF.
» If you selected a Speed Dial button type, enter the extension you would like to add as a speed dial

button.

» If you selected a Park Zone button type, enter the Park Zone number.

Ry

zone and share the same behavior.

The Park Zone value is a non-negative identification number (for example, 1, 2, 3,
4, etc.) representing a shared park zone. The value is not associated with an

extension. Park Zone values can be reused on Park Zone buttons on other phones;
however, all Park Zone buttons that have the same value represent the same park

7. Double-click the empty Description field, and enter the description you would like to appear for the

button label on the phone.
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8. Repeat Steps 4 through 6 for all the buttons you want to assign to the new phone.

9. Select OK.

You can also assign an identity to a phone using the Identities navigation pane. For
%{\ information about assigning i dentities, refer to Assigning a User Identity to a New
Phone on page 131, or Assigning a User Identity to an Existing Phone on page 132.

To change the button number for Identities, Speed Dial, BLF, and Park Zone buttons.
1. Inthe Assigned Buttons list, select the button whose number you want to change.

2. Select the up or down arrow j J to change the button number.

3. Select OK.

To delete a button on a phone

1. Inthe Assigned Buttons list, select the button that you want to delete.

2. Select the trash can ﬁ to delete the button.
3. Select OK.

Restarting Phones and Reloading Phone Configurations

If you are experiencing problems with the phone or the network, you may need to restart a phone. Some
phone types, such as ADTRAN, Polycom, and ADTRAN branded Polycom phones, automatically restart
when the phone configuration is reloaded, while other phone types, such as snom phones, do not
automatically restart. Therefore, you may have to reload the system configuration for the phones following
changes to the configuration.

To restart a phone

1. Inthe Phones summary pane, right-click the phone that you want to restart. More than one phone can
be selected by holding down the CTRL key and selecting the desired phones.

2. Select Restart Phone from the right-click menu.

%\ This method can only be used to restart ADTRAN Connect PLUS™ phones.
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To reload a phone’s configuration

1. Inthe Phones summary pane, right-click the phone whose configuration you want to reload. More
than one phone can be selected by holding down the CTRL key and selecting the desired phones.

2. Select Reload Configuration from the drop-down menu. Depending on the make and model, this
could restart the phone.

%{\ This method can only be used to reload the configurations of ADTRAN Connect PLUS™
phones.

Reducing Loss of Phone Service

External problems that affect the IP connection, or the availability of a SIP connection from your service
provider, could interfere with IP trunk availability. Also, local power outages can temporarily interfere
with SIP phone operation.

You can reduce loss of phone service in the following ways:

» Use a PSTN gateway to provide backup phone service.

» Use an uninterruptible power supply (UPS) to maintain SIP phone operation during power outages of
short duration.

 Install an analog phone on an analog trunk for basic and emergency phone service in case of a power
outage of extended duration.
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9. Configuring Classes of Service

The user and phone class of service (CoS) feature helps the system administrator configure settings for
multiple user accounts or phones by configuring a single CoS and applying it to multiple users or phones.
The NetVanta UC Server user CoS includes settings for local voice mailbox limits, specifying rules for
user passwords and personal identification numbers (PINSs), authentication lockout and tracking of user
accounts, and enabling user access to certain UC server features. The NetVanta UC Server Phone CoS
includes settings for registering phones to a secondary NetVanta UC Server or SIP proxy server for
Business Continuity failover support.

Configuring a User CoS

The user CoS feature helps the system administrator configure settings for multiple user accounts by
configuring a single CoS and applying it to multiple users.

The user CoS features can be applied to multiple users, or each feature can be configured individually on a
per-user basis (without using the CoS). However, a CoS and an individual configuration cannot be applied
to a single user at the same time. If a CoS is applied to the user, individual settings cannot be applied to
override specific aspects of the CoS. If a different variation of settings is necessary, the user either must be
individually configured, or a new CoS with the desired settings must be created and applied to that user.

When adding new users to the NetVanta UC Server system, the default CoS is available to all users. The
default System Voice Mail CoS is available as the user’s CoS default during a new installation of the
NetVanta UC Server or a system upgrade. If another CoS has been configured, it is also available during a
new installation or system upgrade. If another CoS is set as the default, then it will be available as the
default CoS to all new users. If the default CoS does not exist, then the CoS of None is available for all
users.

Creating a User CoS

To create a new user CoS, follow these steps:

1. From the Administration tab, select the Administration navigation bar to access the
Administration navigation pane.

619510001-1D Copyright © 2013 ADTRAN, Inc. 151



Configuring Classes of Service

ECS/BAS Administrator Guide

2. Select the Classes of Service topic from the list.

Tabs

Topics

Navigation
Pane

Navigation
Bars

Identitites
Pane

n NetVanta UC Client
File Edit View Tools Help

ISR =5

& &2l @7
cinmin |.John Jeffries |.John Roebuck‘
Administration | Mame Type Default
il Users - | Phone Class of Servi... Phone
Phones | # Standard Phones Phone [DEFAULT FOR PHON... Summary
. =t 7,
Ll Paging Groups [} System Voice Mail User [DEFAULT FOR USERﬁ Pane
1 Gateways # User Class of Service User
&) Ports
% Authentications ~ | (@3 Name: Phone Class of Service
o= L (PR .
SERiEEE Type: Phone
Default: Mo
Announcements i .
Register with secondary server: [s]
Distribution Lists Outbound proxy:

Faxes Proxy port: 0

Logs Proxy type: MNone Detail
O N\7100- Direct Voicemal = Pane
s& Direct Volcemall Transfer + | | =

NY7100 - Ext | Cheack v
o] emnal Check V. _ . = \
For Help, press F1 Connected as Admin

3. Right-click on the Classes of Service topic in the Administration navigation pane pane and select
New User Class of Service from the drop-down menu. You can also create a new CoS by
highlighting the Classes of Service topic in the Administration navigation pane and right-clicking on
the summary pane. Select New User Class of Service from the drop-down menu. The New User
Class of Service menu appears.

New User Class of Service

General ‘Loca\ Mailbax Limits |Security |Features|

=

General

MName:

User Class of Service]

[ Use as default for new users

Caricel I I Help
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4. Inthe General tab of the New User Class of Service menu, specify the name for the CoS in the
Name field. The name should be a unique identifier specifically for this CoS.

5. Select the check box next to Use as default for new users if you want this user CoS to be the default.

6. You can select OK to save the user CoS with the default settings or you can continue to edit the user
CosS settings in the Local Mailbox Limits, Security, and Features tabs. The following sections
provide information for configuring the settings available in these tabs:

» Configuring the User CoS Local Mailbox Limits on page 154
» Configuring the User CoS Security on page 154
» Configuring the User CoS Features on page 157

7. After you have finished configuring the user CoS settings, select OK to save the user CoS.

Editing an Existing User CoS
If you would like to make changes to an existing user CoS, follow these steps to open and edit a user CoS:
1. From the Administration tab, select the Administration navigation bar to access the
Administration navigation pane.
2. Select the Classes of Service topic from the list.

3. In the summary pane, double-click on the user CoS that you would like to edit. The Edit User Class
of Service menu appears.

Edit User Class of Service @

Seneral |Local Mailbox Limits | Security | Features‘

Gereral

Name:  User Class of Service]

[ Use as default for new users

[ Ok ] [ Cancel J [ Help J

4. Edit the user CoS settings in the Local Mailbox Limits, Security, and Features tabs. The following
sections provide information for configuring the settings available in these tabs:

» Configuring the User CoS Local Mailbox Limits on page 154
» Configuring the User CoS Security on page 154
» Configuring the User CoS Features on page 157
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5. After you have finished configuring the user CoS settings, select OK to save the user CoS.

Configuring the User CoS Local Mailbox Limits

The Local Mailbox Limits tab allows the administrator to specify the mailbox storage limits that will be
enforced for members of the CoS. Use the check boxes to enable the limits, and specify the maximum for
each limit using the up and down arrows or enter a value in the provided field.

New User Class of Service @
(General | Local Mailbox Limits | Security | Features
Storage limits

Select the limits that will be enforced for this class of service. Select and configure all

that apply.
+ |Maximum number of all voice messages in a mailbox: 100
+ |Maximum total length of all voice messages (minutes) 120
+ |Maximum age of any voice message (davs): S0

I OK I | Caricel | | Help

The following table describes the available local mailbox limit options:

Maximum number of all
voice messages in mailbox

Limits the maximum number of voice messages stored for a user. By
default, all mailbox limits are disabled. When enabled, the maximum
number of voice messages allowed in the mailbox defaults to 100
minutes. The valid maximum message range is 1 to 9999.

Maximum total length of all
voice messages

Limits the maximum combined length (in minutes) of voice messages
stored for a user. By default, all mailbox limits are disabled. When
enabled, the maximum combined length of voicemail messages defaults
to 120 minutes. The valid maximum message length range is 1 to 9999
minutes.

Maximum age of any voice
message

Limits the maximum amount of time (in days) a voice message is stored
for a user. Messages older than the maximum voice message age are
deleted from the system. By default, all mailbox limits are disabled. When
enabled, the maximum storage time for voicemail messages defaults to
90 days. The valid storage range is 1 to 9999 days.

Configuring the User CoS Security

The CoS security measures that can be configured include the account lockout behavior, the minimum
password and PIN lengths, the frequency with which passwords and PINs must be changed, and the
complexity requirements for passwords and PINs. These features can be configured in the Security tab

154
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when editing a user CoS profile.

New User Class of Service @
General |Local Mailbox Limits | Security |Features
Account lockout
| Enable automatic lockout of accounts
MNumber of failed attempts before lockout; 10 =
Failed atternpt tracking period (minutes): 30 =
Password rules
Minimum password length: 4 =
Maximurn password age (days): 120
v |Password must meet complexity reguirements
PIM rules
Minimum PIN length: 4 =
Maximum PIN age (days): 120
| PIN must meet complexity requirements
QK l | Cancel | | Help

Account Lockout

In the interest of a more secure voicemail system, administrators can enable an automatic lockout feature
to lock users out of an account if there have been too many failed access attempts. In addition, NetVanta
UC Server can track the number of failed login attempts for a specified amount of time. If the user reaches
the maximum number of failed attempts during the specified tracking time, the user is locked out of the
system until the tracking time expires. The account lockout feature does not apply to Windows
authentications. The following table describes the settings available in the Account lockout section of the
Security tab:

Enable automatic lockout
of accounts

Locks users out of their accounts after they exceed the specified number
of failed login attempts. By default, automatic lockout of accounts is
enabled.

Number of failed attempts
before lockout

Specifies the number of failed login attempts allowed before a lockout
occurs. By default, lockout occurs after 10 failed attempts. The valid
attempt range is 1 to 99.

Failed attempt tracking
period (minutes)

Specifies the time period in which failed attempts are logged and counted
against the maximum allowed number of failed attempts. When this time
period elapses, the tracked number of failed attempts is reset and begins
again. By default, login attempts are tracked for 30 minutes. The valid
tracking range is 1 to 525600 minutes (one year).

Password and PIN Rules

Administrators can specify the rules to which users must adhere when configuring their passwords and
PINs for logging into their voice mailbox. These password and PIN rules revolve around enforcing a
certain level of complexity when defining passwords and PINs, defining minimum and maximum lengths
for both the password and PIN, and mandating password and PIN changes after a certain amount of time.

619510001-1D
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Specifying these rules helps maintain a more secure voicemail system. The following table describes the
settings available in the Password rules section of the Security tab:

Minimum password
length

Specifies the minimum length of a password. By default, the minimum
password length is 4 characters. The valid password length range is 4 to 128
characters.

Maximum password age

Specifies the frequency (in days) with which the user's password must be
changed. By default, passwords can be used for 120 days. To specify that
passwords must be changed after a particular amount of time, select the
check box next to Maximum password age and enter the number of days
until the next password is required. The valid range is 1 to 9999 days.

Password must meet
complexity requirements

Specifies whether passwords must meet complexity rules. By default,
complexity rules for passwords are enabled.
The complexity rules for passwords are as follows:
e Must not match the authentication name.
* Must have at least one uppercase and one lowercase alphabet
character.
« Must have at least one digit or symbol.

A new password cannot be the same as the existing password. This requirement is always
in effect and cannot be disabled.

The following table describes the settings available in the PIN rules section of the Security tab:

Minimum PIN length

Specifies the minimum length of a PIN. By default, the minimum PIN length
is 4 characters. The valid PIN length range is 4 to 15 characters.

Maximum PIN age

Specifies the frequency (in days) with which the user's PIN must be
changed. By default, PINs can be used for 120 days. To specify that PINs
must be changed after a particular amount of time, select the check box
next to Maximum PIN age and enter the number of days until the next PIN
is required. The valid range is 1 to 9999 days.

PIN must meet
complexity requirements

Specifies whether PINs must meet complexity rules. By default, complexity
rules for PINs are enabled.
The complexity rules for PINs are as follows:
¢ Must not match the mailbox number.
¢ Must not be the reverse of the mailbox number.
¢ Must not be a single repeated digit (for example, 1111).
* Must not be a consecutive sequence of ascending or descending
numbers (for example, 1234).
* Must not be a consecutive sequence of ascending or descending odd
or even numbers (for example, 7531).

A new PIN cannot be the same as the existing PIN. This requirement is always in effect and
% cannot be disabled.
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Configuring the User CoS Features

The user CoS features that can be configured include the following NetVanta UC Server Personal Assistant
features: transferring calls, using Active Message Delivery (AMD), using pager and email message
notifications. Also, you can configure whether users are able to send bulletin voice messages. These
features can each be enabled or disabled for user CoS members in the Features tab when editing a user
CosS profile using the check-box next to the feature.

New User Class of Service @
General | Local Mailbox Limits | Security | Features
Personal Assistant featLres
V| Enable transferring of calls
v |Enable Active Message Delivery
v |Enable pager notification

v |Enable e-mail notification

Mailbox features

Enable bulletin voice messages

Personal Assistant Features

In the Personal Assistant features section of the Features tab, an administrator can allow user CoS
members to transfer calls, use Active Message Delivery, and receive pager and email message notifications
in the NetVanta UC Server Personal Assistant. By default, users have access to all Personal Assistant
features. To allow user CoS members access to a feature, enable the check box next to the feature. To deny
user CoS members access to a feature, remove the check from check box next to the feature.

Mailbox Features

In the Mailbox features section of the Features tab, you can allow users to create and send bulletin voice
messages. A bulletin message that has already been listened to completely (played or marked heard) will
remain saved and will be presented to the user again at the next TUI access. Users can skip bulletin
messages, but the bulletin message will be presented again on the next TUI access unless it has been
deleted. By default, users cannot create bulletin voice messages. To allow user CoS members access to
sending bulletin messages, enable the check box next to the feature. To deny user CoS members access to a
feature, remove the check from the check box next to the feature.

The bulletin message feature is available for both Local Message Store users and
%‘\ Exchange Message Store users.
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Applying the CoS to User Profiles

Once the user CoS is created, it can be applied to user accounts in a number of ways. You can apply the
CoS to multiple or individual users already configured on the system or users as they are imported into the
system. The following sections outline the different methods of applying a user CoS to various user
accounts.

Applying the CoS to Users Already in the System

If you have users that have already been added to the NetVanta UC Server system, you can apply the user
CosS to an individual user or multiple users simultaneously. To apply a configured user CoS to existing
users, follow these steps:

1. Select the Users topic from the list in the Administration navigation pane.

2. Inthe Users summary pane, select the users to which you want to apply the user CoS. To select
multiple users, hold down the Shift key while making your selection. Once you have selected the
users to which you want to apply the CoS, right-click in the highlighted area, and select Change
Class of Service from the drop-down menu. The Change Class of Service menu appears.

3. From the Change Class of Service menu, select the desired user CoS from the drop-down menu.

Change Class of Service @

Please select the class of service for the selected users:

System Yoice Mail - |

I OK I ‘ Cancel ‘

4. Select OK. The Class of service field in the Users summary pane will display the newly assigned
user CoS.

You can also change a user’s CoS in the Edit User menu. To access this menu, right-click

on a user in the Users summary pane and select Open. In the Edit User menu, select the
% General tab and select the desired user CoS from the Class of service drop-down menu.

When you have finished with your changes, select OK to apply the new CoS to the user.

Applying the CoS to Multiple Users Being Imported into the System

If you are importing a large number of users into the NetVVanta UC Server system, you can apply a user
CoS during the import process. To apply a user CoS as you import users using the NetVanta UC
Configuration Wizard, follow these steps:

1. Inthe NetVanta UC Configuration Wizard, select the Users wizard. (The NetVanta UC Configuration
Wizard can be accessed at any time by navigating to Start > All Programs > ADTRAN > NetVanta
UC Server Configuration Wizard. You will be prompted for your user name and password before
you can select the Users wizard.)
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2. On the wizard Welcome menu, select Next. Proceed through the steps of the Users wizard, entering
the appropriate user import method, file location, etc. Regardless of whether you import users from
Microsoft Exchange, a text-based file, or manually enter them, you have the option to select (from a
Class of service drop-down menu) a CoS to apply to the users as you add them.

Once you have selected the correct CoS for the imported users, follow the remaining steps in the Users
wizard to add these users to the system. When you have completed importing the users, their information
(and CosS type) appears in the Users summary pane. For more informaiton on using the Users wizard, refer
to the NetVanta Unified Communications Server Configuration Guide for your version of NetVanta UC
Server available from the ADTRAN support community (https://supportforums.adtran.com).

Configuring a Phone CoS

The phone CosS feature is used to quickly apply common attributes to one or more phones. For example, it
can be used to configure multiple phones to register with a secondary NetVanta UC Server or a SIP proxy
server to allow failover support in Business Continuity installations.

%{\ Only phones that support dual registration can register with a secondary NetVanta UC
Server.

The phone CoS features can be applied to multiple phones, or each feature can be configured individually
on a per-phone basis (without using the CoS). However, a CoS and an individual configuration cannot be
applied to a single phone at the same time. If a CoS is applied to the phone, individual settings cannot be
applied to override specific aspects of the CoS. If a different variation of settings is necessary, the phone
either must be individually configured, or a new CoS with the desired settings must be created and applied
to that phone.

When adding a new phone to the NetVanta UC Server system, the default CoS is available to all phones.
The default CoS of Standard Phones is available as the phone's CoS default during a new installation of
the NetVanta UC Server or a system upgrade. If another CoS has been configured, it is also available
during a new installation or system upgrade. If another CoS is set as the default, then it will be available as
the default CoS to all new phones. If the default CoS does not exist, then the CoS of None is available for
all phones.

Creating a Phone CoS

To create a new phone CoS, follow these steps:

1. From the Administration tab, select the Administration navigation bar to access the
Administration navigation pane.
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2.

Right-click on the Classes of Service topic in the Administration navigation pane and select New
Phone Class of Service from the drop-down menu. You can also create a new phone CoS by selecting
the Classes of Service topic in the Administration navigation pane and right-clicking on the
summary pane. Select New Phone Class of Service from the drop-down menu. The New Phone
Class of Service menu appears.

New Phone Class of Service @

A phone class of service can be applied to one or more phones and defines some
common attributes for those phanes.

MName:

Phone Class of Service|
Use as default for new phones

Advanced connection options
Enable secondary registration (if secondary server exists)

Proxey:

Type: | <MNone» hi ‘

I QK l | Cancel | | Help |

Specify the name for the CoS in the Name field of the New Phone Class of Service menu. The name
should be a unique identifier specifically for this CoS.

Select the check box next to Use as default for new phones if you want this phone CoS to be the
default CoS for all new phones added to the system.

You can select OK to save the phone CoS with the default settings or you can continue to edit the
Advanced connection options. For more information on configuring the Advanced connection
options, refer to Configuring the Advanced Connection Options on page 161

After you have finished configuring the phone CoS settings, select OK to save the phone CoS.

Editing an Existing Phone CoS

If you would like to make changes to an existing phone CoS, follow these steps to open and edit a phone
CosS:

1.

2.

From the Administration tab, select the Administration navigation bar to access the
Administration navigation pane.

Select the Classes of Service topic from the list.
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3. In the summary pane, double-click on the phone CoS that you would like to edit. The Edit Phone
Class of Service menu appears.

Edit Phone Class of Service @

A phaone class of service can be applied to one or mare phones and defines some
common atrributes for those phones.

MName:

Phore Class of Service
Use as default for new phones

Advanced connection aptions

Enable secondary registration (if secondary server exists)

Proxy:

Type: <MNone> v

I OK I | Caricel | | Help |

4. You can select OK to save the phone CoS with the default settings or you can continue to edit the
Advanced connection options. For more information on configuring the Advanced connection
options, refer to Configuring the Advanced Connection Options.

5. After you have finished configuring the phone CoS settings, select OK to save the phone CoS.

Configuring the Advanced Connection Options

In order to provide Business Continuity failover support, phones must be able to redirect to the secondary
NetVanta UC Server in the event the primary NetVanta UC Server fails. The advanced connection options
are used to configure the phone information required for Business Continuity failover support. When
configuring the CoS advanced connection options, you can specify whether phones register with a
secondary NetVanta UC Server or a SIP proxy server. If a SIP proxy server is used, the SIP proxy will
forward the SIP packets to the secondary server in case the primary server fails.

If you are using a SIP proxy, it must be aware of both the primary and secondary NetVanta
%{\ UC Server, and it must be configured to reroute the SIP packets from the phones based on
which NetVanta UC Server is operational.
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Enabling Secondary Registration

To enable registration to the secondary NetVanta UC Server for phones in this CoS, select the Enable
secondary registration (if secondary server exists) check box. The phones with this CoS applied will

dual register with both the primary and secondary NetVanta UC Server.

Only phones that support dual registration can register with a secondary NetVanta UC

% Server.

=

Edit Phone Class of Service

A phone class of service can be applied to one or more phones and defines some
common attributes for those phones.

Name:

Phone Class of Service
Use as default for new phones

Advanced connection options

v |Enable secondary registration (if secondary server exists)

Proy:

<Mane>

619510001-1D
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Configuring SIP Proxy Registration

To configure the phones in this CoS to register to a SIP proxy server, follow these steps:

1. Use the Type drop-down menu to select either Stateful or Outbound for the SIP proxy type. This is
the type of SIP proxy server to which the phones will register. Stateful proxy mode is typically used
with Business Continuity. In stateful proxy mode, each phone is registered to the proxy and SIP
signaling is sent to the SIP proxy device. Outbound SIP proxy only provides local phone survivability
in the case of a Primary Server failure.

Edit Phone Class of Service @

A phaone class of service can be applied to one or mare phones and defines some
common atrributes for those phones.

MName:

Phore Class of Service
Use as default for new phones

Advanced connection aptions

Enable secondary registration (if secondary server exists)

Proxy:

Type: [outbaund |
Address: 172.200.1.193
Port: 5060
I QK I | Carcel | | Help |

2. If the SIP proxy Type selected is Outbound, enter the IP address of the SIP proxy server in the
Address field. If the SIP proxy Type configured is Stateful, enter the hostname of the SIP proxy
server in the Address field..

3. Inthe Port field, enter the port on the SIP proxy server to which the phones will register.

4. Select OK to apply the settings and save the changes to the CoS.

Apply the CoS to Phones

Once the phone CoS is created, it can be applied to phones in a number of ways. You can apply the CoS to
multiple or individual phones already configured on the system or to phones as they are added to the
system. The following sections outline the different methods of applying a phone CoS.

Applying the CoS to Phones Already in the System

You can apply a phone CoS to individual phones or multiple phones already existing on the NetVanta UC
Server system. To apply a configured phone CoS to existing phones, follow these steps:

1. Select the Phones topic from the list in the Administration navigation pane.
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2. In the Phone summary pane, select the phone to which you want to apply the CoS. To select multiple
phones, hold down the Shift key while making your selection. Once you have selected the phones to
which you want to apply the CoS, right-click in the highlighted area and select Change Class of
Service from the drop-down menu. The Change Class of Service menu appears.

Change Class of Service @

Please select the class of service for the selected users:

Standard Phones - |

3. From the Change Class of Service menu, select the desired CoS from the drop-down menu.

4. Select OK. The Class of service field in the Phones summary pane displays each phone's assigned
CoS.

You can also change a phone’s CoS assignment in the Phone menu. To access this menu,
right-click on a phone in the Phones summary pane and select Open. In the Phone menu,

%\ select the desired CoS from the Phone class of service drop-down menu. When you have
finished with your changes, select OK to apply the new CoS to the phone.

Applying the CoS to a New Phone

If you are manually adding a new phone to the NetVanta UC Server system, you can apply a phone CoS to
the phone during the configuration process. Use the Phone class of service drop-down menu in the Phone
menu to apply a CoS when adding a phone. For more information on adding and configuring new SIP
phones, refer to Installing and Configuring SIP Phones on page 143.
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10. Configuring the NetVanta UC Server

The NetVanta UC Server is typically configured at the time of installation, using the NetVanta UC Server
Configuration Wizard. However, further configuration may be required when hardware is replaced, or
when the network or system is upgraded. This chapter presents information on configuring the NetVanta
UC Server and includes the following topics:

» Configuring Gateways on page 165

» Configuring Ports on page 166

» Configuring Servers on page 169

» Configuring Communication Systems on page 185
» Configuring Licenses on page 190

You can configure gateways, ports, servers, and communication systems from the Administration
navigation bar.

Configuring Gateways

The gateways section allows you to define a gateway, including its host name (or IP address), device type,
and description with each gateway on the system. Enter information for each of the gateways that are
configured on the communication system server.

A gateway allows callers to phone people that are external to the NetVanta UC Server, through PSTN
gateways, Internet Telephony Service Providers (ITSPs), and SIP Peers. Gateways are available from
many different vendors.

Make sure to consult ADTRAN integration notes and manufacturers’ documentation for
each gateway on the system.

To configure PSTN gateways
Enter the host name for the PSTN gateway.

To configure SIP Peers
1. Enter the host name for the SIP Peer. This is the current IP address or DNS name of the host.

2. Enter the port number. This has a default value of 12555, which is suitable for most networks.

To create a gateway group

1. From the Available gateways list, select a gateway and select Add to add the gateway to the gateway
group.

2. Repeat the step above until you have added all the gateways you want to your gateway group.

3. Select Next when you have finished creating your gateway group.
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To configure the gateway

1. Enter a unique name for the gateway. This information is for display purposes only, on the NetVanta
UC Server and in the database.

2. Select the communication system for which the gateway is associated. The default is the NetVanta UC
Server.

3. Enter a brief description of the gateway. This information is for display purposes only.

To Edit a Gateway
1. From the Administration Navigation pane, select Gateways.
2. From the Content pane, double-click on the gateway you want to edit.

3. From the Edit Gateway menu, General tab, the following gateway information can be edited,
depending on the gateway provider:

» Name - Enter a gateway name, used for display purposes only in the NetVanta UC Server.
» Description - Enter a brief description of the gateway, for information only.
» Host - Enter the gateway host name, if applicable.

To Delete a Gateway

the dial plan entry, or if it is the last gateway in a gateway group that is the only gateway
configured for the dial plan entry.

(¢
/

Deleting a gateway removes the dial plan entries if it is the only gateway configured for
kurgm

1. From the Administration Navigation pane, select Gateways.

2. Right-click on the gateway you want to delete, and select Delete.

prompted to confirm the deletion. Make sure that you want to delete the entry before

When you delete any communication system configuration category entry, you are not
CAUT -
doing so.

Configuring Ports

The NetVanta UC Server ports provide a real-time view of the system activity. A port represents an active
call into the NetVanta UC Server, and allows you handle incoming calls and personalized communication
services.

You can view the following types of port activity:

» Incoming calls

+ voice and fax
* includes calling line ID, if available
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» Outgoing calls
* handset playback
* port auditing

» Outgoing faxes

A port represents a physical resource and associated hardware in the attached communication system.

You can add and manage ports only if a communication system already exists. For information about

managing communication systems, refer to Configuring Communication Systems on page 185.

The NetVanta UC Server can connect to multiple communication systems at the same time, provided the
integration hardware and software components support it. For example, the NetVanta UC Server can
simultaneously support the integrated SIP server and Avaya IP Office.

To manage ports, in the navigation pane, select the Ports folder. Port names are displayed in the summary

pane.

# Met¥anta UC Client =1
Fie Edi View Tools Help
[ |=Esmex e +@ [@le ]
Tabs ———pr 2 Admm'EncWens| Shaunwels |
e e | [ Display Name [ idenfities | Classof Service | Locked Out | Phones [ Moc
T [Raim
&), Phones @ Eric wels 2003 General Woicemail Per:
&), Paaing Grouss & sanepoe 5010 General Weicemail Pers
Topics Gateways {# 2chnDoe 000 General Woicemal Per: Summary
p - Ports @ shoun wells 2004 4‘?? Pane
[0 Classes of Service
B} authentications
T3 1dentiies
m Data Sources 4 | ]
G, servers ﬁ User name: Adrin
B, commurication Systems Most recent GUI access: /222010123018 P
L Mstanta 7000 Ssriss
_.,ﬂ Options
*HL, Netvanta UC Server
4] Rauting
] services
Navigation
Pane >
ST Detail
Announcements ‘ Pane
Navigation Distribution Lists
Fases
Bars ==
[The Admin user profile does not have any assaciated
Identitites ficlizn)
Pane
[Far Help, press F1 [Connected as Admin /,,
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Configuring ports for all types of communication system

You can configure the NetVanta UC Server ports. Ports are the physical connections on the telephony card
that connect the NetVanta UC Server to the communication system.

}\‘}@m If you remove a port that is responsible for activating or deactivating message waiting
CAUT

indicators, you must first delete the message waiting indicators status from the attached
communication system.

If you integrate additional communication systems, the hardware and software components must be
installed before you can configure ports for the communication system. If your system uses a traditional
communication system, you must configure a port for each configured communication system port. If your
system has an integrated SIP communication system, you require only one port to handle multiple
simultaneous calls.

To add a new port so that the NetVanta UC Server answers it

1.

a > w DN

Right-click anywhere in the summary pane.

Select New to open the Port menu box.

In the Name field, enter a name for the new port.

In the Extension field, enter the extension number associated with the new port.

Enable the Enable use of port for check box if you want the NetVanta UC Server to answer calls on
that port.

Enable any of the following check boxes to configure port management:

» Handset call

» Pager notification

* Message delivery

* message waiting indicator changes
» Fax transmission

* Port audit

Select a communication system from the Pbx drop-down menu.

Select a device from the Device drop-down menu. Devices are channels on the menuic telephony
card.

%{\ Information about the port device that you select appears in the Information section.

10.

If you select a SIP port, enter a port number in the Port number field, and choose a protocol from the
Protocol drop-down menu.

Select OK.
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To edit a port
1. Right-click the port that you want to edit.
2. Select Open to open a Port menu box that has the name of the port.

3. If you want to rename a port, enter a new name in the Name field.

You cannot change the extension number of an existing port. To change an extension
number, you must remove and then re-create the port.

4. If you want to disable the port, disable the Enable use of port for check box.

5. If you want to enable the port, enable any of the following check boxes to edit the configuration of
port management:

» Handset call

» Pager notification

* Message delivery

* message waiting indicator changes
* Port audit

» Fax transmission

6. If you want to change the device, select a new device from the Device drop-down menu. Devices are
channels on the menuic card.

7. Select OK.

To delete a port so that the application no longer answers it
1. Right-click the port that you want to delete.
2. Select Delete.

3. Select Yes to confirm the deletion.

It is not advisable to delete or change the primary port on the Norstar communication

system. If you do so, all identitiestrunks and extensions must be re-configured so that
CAUT incoming calls are directed to the new primary port. This is a time-consuming process
s during which calls might not be answered.

Configuring Servers

In the Administration navigation pane, you can use the Servers summary pane to add servers. You can add
five types of servers: Microsoft Exchange Server, Microsoft Exchange Server 2010 SP1+, IMAP, SMTP,
and Trusted UC Server. Lotus Notes and Lotus Domino servers use the IMAP integration.

Adding a server lets you configure a variety of functions. For example, adding an Exchange Server allows
you to store and retrieve voice, fax, and email messages, configure the Send email function, and integrate
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your contact list with NetVanta UC Server clients. Additionally, adding a trusted NetVanta UC Server
allows NetVanta ucCompanion users to use the presence, instant messaging (IM), and other ucCompanion
features to communicate with other users of trusted NetVanta UC Server systems.

For non-Exchange Server set-ups, you can use an SMTP server to send email notification. The IMAP
server configuration is preferred for use with Lotus Notes.

You can also change server information and delete a server.

# Net¥anta UC Client [_ O]
File Edit Wiew Tools Help
Jinﬁ*@ﬂ‘i\i\;@@\anmx y 0B @ ® ‘
Tabs ——er @ Anin | Eicwe | shaunwels |
Admiistration | [ Display Mame: | ientities | Class of Serviee | Locked Ot | Phones [ tac
Users {1 admin
B, Phones @ Eric wels 2003 General Voicemal Pert
[}, Paging Groups @ 2ane Doe 010 General Voicemal Pers
. Gateways @ 30hnDoe 000 General Voicemal Pere Summary
Topics
Ports @ shaun wells 2004 = Pane
%‘ Classes of Servics
[ Authentications
(38 1dentites
I'n Data Sources < | |
) sorvers User name: Adrrin
Gl communication Systems Most recent GUI access: 5/22/2M012:30:18 PH
L netvana 7000 Series
] cntions
L wetvanta LC Server
] Rauting
| services
Navigation
Pane >
Bt Detail
Announcements ‘ Pane
Navigation Distrioution Lists
Fares
Bars
Logs
[The Admin user profils doss not have any associated
Identitites |
Pane
For Help, press F1 |Connected as Admin 4

For information on setting mail server message buffering options, refer to Setting Mail
%‘\ Server Message Buffering on page 45.

Configuring Microsoft Exchange Server

When configuring Microsoft Exchange Server, there are several options available to consider. The
following sections describe these options.

Selecting a Method for Connecting to Microsoft Exchange Server

As of version 5.2.0, NetVanta UC Server is able to connect to Microsoft Exchange Server using either
Messaging Application Programming Interface (MAPI) or Exchange Web Services (EWS). Each
connection method is configured using a separate configuration menu accessed from the Servers summary
pane. Exchange Server connections via MAPI are configured using the Microsoft Exchange Server
Configuration menu, and Exchange Server connections via EWS are configured using the Mircosoft
Exchange Server 2010 SP1+ Configuration menu. The method NetVanta UC Server can use to connect
to Exchange Server is dependent on the version of Exchange Server. The following table summarizes the
connection methods available for each version of Exchange Server:
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Microsoft Exchange Server Version Available Connection Method(s)
Microsoft Exchange Server 2003 MAPI

Microsoft Exchange Server 2007 MAPI

Microsoft Exchange Server 2007 Service Pack 1 (SP1) MAPI

Microsoft Exchange Server 2007 SP2 MAPI

Microsoft Exchange Server 2007 SP3 MAPI

Microsoft Exchange Server 2010 MAPI

Microsoft Exchange Server 2010 SP1 MAPI, EWS

Microsoft Exchange Server 2010 SP2 MAPI, EWS

Selecting the Client Access Server for MAPI Connections to Exchange Server 2010

The Client Access server (CAS) role was introduced in Exchange Server 2007 to accept client connections
to services such as Outlook Web Access, much like the Exchange Server 2003 front-end server.
Nevertheless, in Exchange Server 2007, exchange clients (including NetVanta UC Server) still connect
directly to the Mailbox server via MAPI.

In Exchange Server 2010, the RPC Client Access service was introduced to allow the CAS to handle all
client connections. Instead of Exchange clients (including NetVanta UC Server) connecting to the Mailbox
server directly, they must connect to the CAS to access the Mailbox server. If you are integrating NetVanta
UC Server with Exchange Server 2010, this change can affect which physical server should be designated
as the Server when configuring an Exchange Server 2010 connection in NetVanta UC Server. You must
designate a physical server that hosts the CAS role as the Server. If, for example, the CAS role and
Mailbox server role are hosted on separate physical servers, the server hosting the CAS role should be
designated as the Exchange Server. If multiple physical servers host the CAS role in a CAS array, any one
of these servers can be designated as the Server when configuring the connection.

NetVanta UC Server does not provide failover for Microsoft Exchange Server
configurations with CAS arrays. If the CAS server designated as the Server fails,

%{\ NetVanta UC Server will not redirect to another CAS server in the array. However, CAS
arrays do provide failover for remote procedure call (RPC) client connections to
Exchange mailbox databases and database availability groups (DAGS).

Selecting the Exchange Server Version when Using a MAPI Connection

NetVanta UC Server can connect to several versions of Exchange Server. As of version 5.1.0, NetVanta UC
Server automatically detects the version of the Exchange Server connected to the NetVanta UC Server and
configures the connection settings accordingly. However, the administrator can manually override the
Exchange Server version selected by NetVanta UC Server using the Version drop-down menu of the
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Microsoft Exchange Server Configuration window.

Each time NetVanta UC Server connects to Microsoft Exchange Server it will detect
Exchange Server’s version. If the version of Exchange Server selected in NetVanta UC
Server does not match the version detected, an error is logged. If the detected version of

% Exchange Server is later than the current configuration, then the later version will be
used for connectivity settings. For more information on how to access error logs, refer to_
Using Logs in the NetVanta UC Server available on ADTRAN’s Support Forum at
http://supportforums.adtran.com (article 2605).

Configuring message delivery

When you configure a Microsoft Exchange Server connection, you can set the system-wide message
delivery mode to determine whether voice and fax messages are sent from the system mailbox or are stored
directly in users’ mailboxes. This setting affects whether:

» User defined message rules in Microsoft Outlook® or Microsoft Exchange Server are applied.
» Messages are sent to third-party applications such as BlackBerry® Enterprise Server.
» The caller's phone number appears in the From line of the message.

The message delivery modes are as follows:

Send messages Voice and fax messages are sent from the system mailbox. This mode has the
from system mailbox following effects:

* Any user defined message rules set in Outlook or Exchange Server are
applied. For example, a user's rule might direct messages from a particular
contact to a specific folder.

» Messages are sent to any third-party applications such as BlackBerry
Enterprise Server.

» The message appears to be from the system mailbox, and the From line
does not include the caller's phone number.

Impersonate caller Voice and fax messages are stored directly in the user's mailbox, rather than
and store to mailbox being sent. This mode has the following effects:

» User defined message rules in Outlook or Exchange Server are not applied.
For example, a user's rule directing messages from a particular contact to
a specific folder is not applied.

» Messages are not sent to any third-party applications such as BlackBerry
Enterprise Server.

» The From line includes the caller's phone number, or the caller's name from
a contact that matches the phone number.

You can configure Exchange Server to monitor users’ mailboxes to determine when a new message arrives
or is read, or when a message is marked as read or unread. The advantage is that when a user accesses their
voicemail messages through Microsoft Outlook Web Access or a mobile device, the NetVanta UC Server
adjusts the message waiting indicator on the user’s phone accordingly (to turn it on or off). Without
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mailbox monitoring, the NetVanta UC Server is unaware when a user accesses their voicemail messages
through Outlook Web Access or a mobile device. For example, even after a user has accessed all their new
messages, the message waiting indicator on their desk phone may continue to flash.

However, mailbox monitoring can however, negatively impact system performance. Therefore, you may
want to enable mailbox monitoring only for those users who require it.

The mailbox monitoring options are as follows:

Enable mailbox monitoring  Opens the Exchange Server mailboxes of selected users at system start

up. The NetVanta UC Server monitors each mailbox for changes such as
a new message has arrived or is read, or a message is marked as read or
unread. This applies only to the Inbox; other folders are not monitored.
When a user accesses messages through Outlook Web Access or a
mobile device, depending on the message waiting indicator (MWI)
settings selected, the MWI turns on or off accordingly.

Default setting for users If mailbox monitoring is enabled, then this mode turns mailbox

monitoring for users on or off by default.

Mailbox monitoring works in conjunction with the MWI options set. For example, the
MWI options determine if the message waiting indicator is turned off when the first
message is read, or when all new messages have been read. For more information, refer
to Configuring Message Waiting Indicator Options on page 24. For information on
troubleshooting message waiting indicators, refer to Troubleshooting Message Waiting
Indicators on page 359.

If mailbox monitoring is enabled, you can also configure mailbox monitoring for
individual users. For more information, refer to Configuring a user’s message storage on
page 113.

Mailbox monitoring could negatively impact system performance. Mailbox monitoring
increases the traffic between the Microsoft Exchange Server and the NetVanta UC Server.
Depending on the number of users configured for mailbox monitoring, the bandwidth
between the Exchange Server and NetVanta UC Server, and the CPU power, performance
can be affected. On systems with more than 100 users, system design and engineering
must consider the increased load of mailbox monitoring on the Exchange Server.
Monitoring more than 500 mailboxes requires careful consideration and should not be
done without a slow roll-out procedure to validate the performance of both Exchange
Server and NetVanta UC Server in the specific customer environment. If your Exchange
Server is at or near capacity, then you may want to disable mailbox monitoring.
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To add a Microsoft Exchange Server (MAPI Connection)

1.
2.

In the Administration navigation pane, select the Servers topic.

Right-click in the Servers summary pane, and select New > Exchange to open the Microsoft
Exchange Server Configuration menu box.

You can add only one Exchange Server. If you have already added an Exchange
% Server, the option is unavailable.

Enter a name for the server in the Name field. This name is used as a label to distinguish between
different message servers and appears in the list of server names.

Use the Server drop-down menu to select an Exchange Server that has been detected by NetVanta UC
Server. The server name is the name of the physical Exchange Server to which the NetVanta UC
Server is connected. If you are adding a Microsoft Exchange Server 2010 server, you must select a
server with the CAS role. Refer to Selecting a Method for Connecting to Microsoft Exchange Server
on page 170 for information on selecting the appropriate Microsoft Exchange Server 2010 server.

In the Mailbox field, enter the Microsoft Exchange Server mailbox name for the NetVanta UC Server
service account. This mailbox is the Microsoft Exchange Server mailbox that has special access
privileges in Exchange Server..

If you change a mailbox name, the corresponding Exchange Server account might
%\ also need to be configured.

If the version of the selected Exchange Server differs from the version in the Version field, use the
drop-down menu to select the appropriate version of Microsoft Exchange Server.

To select the mailbox from which you want email notification sent, enable one of the following:

System mailbox The email notification appears to come from the configured NetVanta
UC Server Exchange Server account.

User mailbox The email notification appears to come from the user’s mailbox.

The sender information for Exchange Server applies only if the Exchange Server is
%\ configured to send email notification.

In the Message delivery section, select one of the following options:

Send messages from Voice and fax messages are sent from the system mailbox.
system mailbox

Impersonate caller and  Voice and fax messages are stored directly in the user's mailbox, rather
store to mailbox than being sent.
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9. Inthe Mailbox monitoring section, check Enable mailbox monitoring if you want to enable mailbox
monitoring for any or all users.

Enable mailbox monitoring Opens the Exchange Server mailboxes of selected users at
system start up. The NetVanta UC Server monitors each mailbox
for changes in new message status, and depending on the MWI
settings, adjusts the MWI accordingly.

Default setting for users If mailbox monitoring is enabled, then this mode turns mailbox
monitoring for users on or off by default.

10. After configuring the Exchange Server, the summary pane shows the connection state of the
Exchange Server. The connection state will appear as Disconnected if the service account has no
mailbox or if the service account lacks permissions to access the Exchange Server. For instructions on
configuring a NetVVanta UC Server service account mailbox, refer to Appendix A of the NetVanta UC
Server Configuration Guide available from the ADTRAN Support Community
(https://supportforums.adtran.com). For instructions on configuring permissions for the NetVanta UC
Server service account, refer to Configuring Microsoft Exchange 2007 and 2010 Permissions for
Integration with NetVanta UC Server available from the ADTRAN Support Community
(https://supportforums.adtran.com).

To add a Microsoft Exchange Server 2010 SP1+ (EWS Connection)
1. Inthe Administration navigation pane, select the Servers topic.

2. Right-click in the Servers summary pane, and select New > Exchange 2010 SP1+ to open the
Microsoft Exchange Server 2010 SP1+ Configuration menu box.

You can add only one Exchange Server. If you have already added an Exchange
%‘\ Server, the option is unavailable.
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3. Enter a name for the server in the Name field. This name is used as a label to distinguish between
different message servers and appears in the list of server names.

Microsoft Exchange Server 2010 SP1+ Configuration B

General information
Mame: I Exchange Server 2010 SP2

Exchange Server options
R

If necesary override the autodiscover Exchange Server and SMTFP address,

™ Override Exchange Server URL (https://server/ews exchange. asmx)

I <DEFALLT URL=

[~ Cwerride service account smbp address {user@domain. com)

I <DEFALLT SMTP ADDRESS:

‘When sending e-mail notifications, send using:

Sender information

& System maibox ¢ User mailbox

Message delivery

Specify the system default delivery mechanism For voice and Fax messages.

ISend messages from system mailbox j

Mailbox monitaring

@ Mailbox monitaring provides an alternate method For synchronizing message
waiting lights. Monitaring can be turned off completely or can provide a
default setting For users:

IV Enable mailbox maonitaring
Default setting For users: on Off

OF I Cancel | Help |

4. NetVanta UC Server will automatically detect the Microsoft Exchange Server URL and service
account SMTP address. If necessary, the detected values can be overridden.
To override the automatically detected Exchange Server URL, select the Override Exchange Server
URL check box and enter the Exchange Server URL in the provided field using the format
https://<server>/ews/exchange.asmx. The <server> variable is the fully qualified domain name
(FQDN) of the physical Exchange Server that hosts the CAS role or the FQDN of any Exchange
Server hosting the CAS role in a CAS array.
To override the automatically detected service account SMTP address, select the Override service
account smtp address check box and enter the Exchange Server mailbox name for the NetVanta UC
Server service account. The format for the service account mailbox is user@domain.com (for
example, UCServer@ ADTRAN.com). This mailbox is the Microsoft Exchange Server mailbox that
has special access privileges in Exchange Server.

If you change a mailbox name, the corresponding Exchange Server account might
%‘\ also need to be configured.

5. To select the mailbox from which you want email notification sent, enable one of the following:

System mailbox The email notification appears to come from the configured NetVanta
UC Server Exchange Server account.

User mailbox The email notification appears to come from the user’s mailbox.
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The sender information for Exchange Server applies only if the Exchange Server is
%\ configured to send email notification.

6.

In the Message delivery section, select one of the following options:

Send messages from Voice and fax messages are sent from the system mailbox.
system mailbox

Impersonate caller and  Voice and fax messages are stored directly in the user's mailbox, rather
store to mailbox than being sent.

In the Mailbox monitoring section, check Enable mailbox monitoring if you want to enable mailbox
monitoring for any or all users.

Enable mailbox monitoring Opens the Exchange Server mailboxes of selected users at
system start up. The NetVanta UC Server monitors each mailbox
for changes in new message status, and depending on the MWI
settings, adjusts the MW!I accordingly.

Default setting for users If mailbox monitoring is enabled, then this mode turns mailbox
monitoring for users on or off by default.

After configuring the Microsoft Exchange Server 2010 SP1+, the summary pane shows the
connection state of the Exchange Server. The connection state will appear as Disconnected if the
service account has no mailbox or if the service account lacks permissions to access the Exchange
Server. For instructions on configuring a NetVanta UC Server service account mailbox, refer to
Appendix A of the NetVanta UC Server Configuration Guide available from the ADTRAN Support
Community (https://supportforums.adtran.com). For instructions on configuring permissions for the
NetVanta UC Server service account, refer to Configuring Microsoft Exchange 2007 and 2010
Permissions for Integration with NetVanta UC Server available from the ADTRAN Support
Community (https://supportforums.adtran.com).

Configuring IMAP Server

IMAP is a method of accessing and storing email messages. The NetVanta UC Server can integrate with
IMAP version 4 revision 1 servers conforming to RFC 2060. For more information on IMAP version 4
revision 1, refer to www.ietf.org/rfc/rfc2060.txt. Add an IMAP server when you need to integrate the

server with Lotus Notes, Lotus Domino, Novell GroupWise, Google Gmail, or other servers.

The NetVanta UC Server can use mailboxes on an IMAP server to store voice and fax messages in order to

provide users with unified messaging functionality. In addition, users licensed for text-to-speech (TTS) can
listen to their email messages from their mailbox over the telephone.

IMAP servers vary in the methods they support for retrieving a user's voice and fax messages, and these
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methods vary in the speed at which they retrieve such messages.

To optimize IMAP server performance and to minimize delay between when a user logs
into the telephone user interface (TUI) to check their mailbox, and when the NetVanta
UC Server can play mailbox and message information, such as the number of new

% messages, ensure that you select the fastest search method available that your IMAP
server supports. For more information, refer to Determining the Appropriate Query
Optimization Technique on page 179.

You can add multiple IMAP servers. This can be used to connect to different servers, or
to create different servers with different configuration options.

To add an IMAP server

Right-click anywhere in the Servers summary pane.
Select New > IMAP to open the IMAP4 Configuration menu box.

Enter a server name in the Name field. The server name is used to distinguish the IMAP server from
other server types. This is a descriptive name and cannot be changed after creating the server. Ensure
that you use a distinct and meaningful name.

Enter a host name in the Host name field. The host name or IP address must be the host name or IP
address of the IMAP server that the mailboxes are on. In some cases, such as Gmail, this may point to
a proxy instead.

Enter a port number in the Port number field. The port number is the Internet protocol port number of
the IMAP service on the target server. The default port number for IMAP servers is 143.

If you want the messages that users delete to be permanently deleted from the server, enable the
Permanently delete messages flagged for deletion check box. Some IMAP servers may require this
to be set in order for messages to actually be removed from menu in the user's email client. By default,
when messages are deleted from an IMAP server, they are only marked for deletion. Enabling this
mode causes deleted messages to be removed from the mailbox after a message is marked for deletion
by the NetVanta UC Server. With some IMAP servers, user's may still see messages in their mailbox
after deleting them using the telephone user interface (TUI). If this is the case, then enabling this
mode should resolve this issue.

If you want to disable message waiting indicators, enable the Disable message waiting indicators
check box. Disable the message waiting indicators if you do not have a compatible mail client
installed with the NetVanta UC Server voice forms. If you are using Lotus Notes or Lotus Domino
then enable message waiting indicators if client integration is installed, otherwise, if you are not using
NetVanta UC Server client forms then disable the message waiting indicators. In all other cases this
should be disabled.
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8. For Query optimization technique select the fastest option available for retrieving messages that your
IMAP server will support. To determine the appropriate query optimization technique for your IMAP
server, refer to Determining the Appropriate Query Optimization Technique on page 179.

Search custom message headers (requires
SEARCH HEADER; fastest)

Search subject and then check message
headers

(requires SEARCH SUBJECT)

No query optimization
(use if SEARCH not supported; slowest)

This is the default value. Select this mode if you are
using Lotus Notes with Indexing turned On.

Select this mode if you are using Gmail or
GroupWise.

Select this method only if your IMAP server does not
support the other methods available.

Select this mode if you are using Lotus Notes with
Indexing turned Off.

Note: If this method is selected then users must be
informed of the importance of not storing large
numbers of messages in their inbox as this delays
message retrieval.

If you are using Gmail, GroupWise, or Lotus Notes as your IMAP server, then a
supported method of retrieving messages has already been determined. Select the
appropriate query optimization technique noted for your server configuration. If you

% are not using Gmail, GroupWise, or Lotus Notes as your IMAP server, then proceed
to the following section Determining the Appropriate Query Optimization Technique
on page 179 to determine the optimal settings.

message retrieval delays.

If you select a search method that is not supported for your IMAP server, then the
NetVanta UC Server first tries the selected method. If the selected search method
returns an IMAP protocol error to the NetVanta UC Server, then the NetVanta UC
Server automatically falls back to the No query optimization method and tries again.

%{\ While this method will function with all server configurations, IMAP server
performance may be affected and message retrieval may be delayed as the selected
method is attempted and fails, and then the slowest method is implemented. Select
the fastest method that is supported by your server configuration to minimize

9. Select OK.

Determining the Appropriate Query Optimization Technique

If you are using Gmail, GroupWise, or Lotus Notes as your IMAP server, then a
supported method of retrieving messages has already been determined and you do not

%‘\ need to follow the steps below. If you are not using Gmail, GroupWise, or Lotus Notes as
your IMAP server, then follow the steps below to determine the optimal settings.

IMAP servers vary in the methods they support for retrieving a user's voice and fax messages, and the
speed at which they retrieve such messages. The procedures below involve selecting the fastest retrieval
method first and testing the results to determine whether your IMAP server supports the method selected.
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If this method is unsuccessful then select the second fastest method and test the results again. If this
method is unsuccessful then select the third method.

If an unsupported method is selected, then the NetVanta UC Server automatically falls back to the No
guery optimization, the slowest method, and tries again. For this reason the testing procedures described
must be followed to determine the fastest supported method of filtering messages.

To optimize IMAP server performance and to minimize delay between when a user logs
into their telephone user interface (TUI) to check their messages and when the NetVanta

%‘\ UC Server can play mailbox and message information, ensure that you select the fastest
message retrieval method available that your IMAP server supports.

The steps below outline the general process used to determine the optimal method of filtering messages, as
detailed in the following sections:

1.

Select a query optimization method using the steps outlined in To configure IMAP for searching and
retrieving messages on page 180.

Test the query optimization method selected using the steps outlined in To test the selected method of
filtering messages on page 181.

Check for message retrieval failure using the steps outlined in To check the software logs for message
filtering fall back messages on page 182.

Depending on the outcome of steps 2 and 3 above, follow the relevant procedures below:

» If delay was not detected in step 2, and no message filtering fall back messages were found in step
3, then no further configuration is required.

» If delay was detected in step 2 or the software logs included message filtering fall back messages
in step 3, then the steps above are repeated, starting at step 1, and selecting the second fastest
method of filtering messages.

» If the second fastest method of filtering messages was selected in step 1, and delay was detected in
step 2 or the software logs included message filtering fall back messages in step 3, then repeat step
1 only and select the No query optimization method.

To configure IMAP for searching and retrieving messages

1. From the Administration navigation bar, select Servers.
2. Right-click on the IMAP Server and select Open.
3. Select a Query optimization technique from one of the options listed below, starting with the fastest to
the slowest method in the order presented below.
Trial order |Query optimization technique Description
1 Search custom message headers This is the default value. The NetVanta UC
Server adds custom headers to voice and fax
(requires SEARCH HEADER,; fastest)  |[messages so that they can be identified and
retrieved.
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Trial order |Query optimization technique Description
2 Search subject and then check message  [This method first searches the Subject
headers header for voice and fax messages. Of those
messages retrieved, the message headers are
(requires SEARCH SUBJECT) then checked for the custom voice and fax

message headers.

3 No guery optimization This method does not use a query so all
messages have information retrieved from
(use if SEARCH not supported; slowest) [the IMAP server, and all messages are then
searched to retrieve the voice and fax
messages. All IMAP servers support this
method, but use this method only if
SEARCH is not supported.

Note: This method will be notably slower if
there are a large number of messages in a
user's inbox as all messages have header
information retrieved and searched. If this
method is selected then users must be
informed of the importance of not storing
large numbers of messages in their inbox.

4, Select OK.

If you select a method that is not supported by your IMAP server, then when the
SEARCH operation returns an IMAP protocol error to the NetVanta UC Server, the
NetVanta UC Server automatically falls back to the No query optimization method and
tries again. While the No query optimization method functions with all IMAP servers, it
is the slowest method, and it will be slowed further if another method is selected and then

%\ fails before the No query optimization method is attempted. To maintain optimum IMAP
server performance and to minimize message retrieval delay, it is important that you
select the fastest retrieval method possible that is supported on your system, and only
select the No query optimization method if neither of the other options are successful
with your IMAP server.

To test the selected method of filtering messages
1. Leave a voice message for a user configured for IMAP.
2. Login to the user's voicemail using the TUI.

3. Check the user's voice messages to determine if the voice message left in step 2 is there. If there is a
time delay in the message being available over the TUI (i.e., checking immediately after leaving the
message fails to present the message, but checking 20 minutes later works), then this may be an
indication that the selected method of filtering messages is not supported by your server.

4. Play the voice message left in step 2.
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To check the software logs for message filtering fall back messages

If a message retrieval method was selected but failed (it is important to identify when the NetVanta UC
Server falls back to the No query optimization method), then this will be noted in the software logs.

1.

Navigate to the software logs. The default location is C:\OWLogs. The Software Logging
Configuration Tool can be used to check the location. The most recent log is swlog.txt, and log files
will rotate as they get larger.

Look for the following messages after the voice message was left in step 2 of the previous set of
instructions.

"IMAP optimization technique may be [This indicates that the IMAP server does not support the
set wrong (SEARCH HEADERS), selected message retrieval method, and has switched to the
switching to 'brute force' technique."  |No query optimization method.

"IMAP optimization technique may be [This indicates that the IMAP server does not support the
set wrong (SEARCH CUSTOM), selected message retrieval method, and has switched to the
switching to 'brute force' technique."  |No query optimization method.

"Failed to brief summary information [This indicates that the IMAP server does not support the
about message." selected message retrieval method.

"Not connected, or unable to reconnect [This indicates that the server cannot be reached.
to server."

If you did not find one of these messages in the software logs then no further steps are required.

If you find one of the messages noted above in the software logs, then repeat the configuration steps
above and select the next fastest method. Repeat the testing procedures starting at To configure IMAP
for searching and retrieving messages on page 180 to determine if the method selected is supported
by your server. If another one of these messages is found in the software logs, then select the No query
optimization method.

Configuring SMTP Server

To add an SMTP server

1. Right-click anywhere in the Servers summary pane.

2. Select New > SMTP to open the SMTP Server Configuration menu box.

3. Enter a server name in the Server name field.

4. Enter a name for the SMTP server in the SMTP server name field. For example,
mail.yourcompany.com.

5. Enter a port number in the Port number field. The default port number is 25.

6. Enter the Sender email display name.

7. Enter the Sender email address.

8. Select OK.
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Managing Trusted UC Servers

In order for NetVanta ucCompanion users to use desktop presence, 1M, click-to-dial, and other
ucCompanion features with users of other NetVanta UC Server systems, a trusted connection must be
established between the systems. When establishing a trusted connection between two NetVanta UC
Server systems, an invitation is sent from the local NetVanta UC Server to a remote NetVanta UC Server.
The remote NetVanta UC Server can either accept or decline this invitation. Accepting the invitation
establishes a trusted connection between the two servers. Subsequently, trusted connections between
NetVanta UC Servers can be disabled or deleted if NetVanta ucCompanion interaction between the users of
the trusted servers is no longer desired.

To add a Trusted UC Server entry
1. Right-click anywhere in the Servers summary pane.

2. In the drop-down menu, select New > Trusted UC Server. The Trusted UC Server window will
appear.

3. Inthe Name field, enter the desired name for the remote NetVanta UC Server to which you which you
want to establish a trusted connection.

4. Inthe Location field, enter the IP address or FQDN of the remote NetVanta UC Server to which you
want to establish a trusted connection.

5. Select OK.

6. The Status of the connection will appear in the Servers summary pane as Unauthenticated. Click
Invite menu item to start authentication. You must now invite the remote NetVanta UC Server to
establish a trusted connection.

To invite the Trusted UC Server

1. Inthe Servers summary pane, right-click the Trusted UC Server entry you created in the previous
section.

2. Inthe drop-down menu, select Invite.

3. The Status of the connection will appear in the Servers summary pane as Invite sent. Waiting for
Accept from <remote UC Server>, where <remote UC Server> is the Name you assigned the remote
NetVanta UC Server in the previous section. The remote server must now accept the invitation in
order to establish a trusted connection between the two NetVanta UC Servers.

To accept an invitation from a remote NetVanta UC Server

If the local NetVanta UC Server has received an invitation to establish a trusted connection from a remote
NetVanta UC Server, the remote server will appear in the Servers summary pane with the status Invite
received from <remote UC server>, where <remote UC server> is the Name of the remote NetVanta UC
Server that has sent the invitation. You must accept this invitation to establish a trusted connection between
the local and remote NetVanta UC Servers.
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1. Inthe Servers summary pane, right-click the remote NetVVanta UC Server that has sent an invitation to
establish a trusted connection.

2. Inthe drop-down menu, select Accept.

3. The Status of the connection will appear in the Servers summary pane as Connected. A trusted
connection is now established between the two NetVanta UC Servers.

To disable a Trusted UC Server connection

Disabling a trusted connection between two NetVanta UC Servers disables the use of all ucCompanion
features (Presence, 1M, click-to-dial etc.) between the two server systems. For example, if a user on one
NetVanta UC Server (Server A) has a contact on another NetVanta UC Server (Server B) and the trusted
connection between the servers is disabled, the contact’s (Server B) user presence will appear in the user’s
(Server A) ucCompanion client as Offline-Unknown, and the contact’s identity presence will appear as
Unknown. Additionally, the two users will no longer be able to communicate using ucCompanion.

1. Inthe Servers summary pane, right-click a Trusted UC Server entry with a Connected status.
2. Inthe drop-down menu, select Disable.

3. The Status of the connection will appear in the Servers summary pane as Unauthenticated. Click
Invite menu item to start authentication. The trusted connection is now disabled between the two
NetVanta UC Servers.

To delete a Trusted UC Server connection

Like disabling a trusted connection, deleting a trusted connection between two NetVanta UC Servers
disables the use of all ucCompanion features (Presence, IM, click-to-dial etc.) between the two server
systems. However, the behavior on the Servers summary pane and in ucCompanion differs depending on
which NetVanta UC Server deletes the connection. For example, if the connection is deleted by the local
NetVanta UC Server, the Trusted UC Server entry will be removed from the Servers summary pane on
the local NetVVanta UC Server. Additionally, all ucCompanion user contacts associated with the users on
the deleted remote NetVanta UC Server will be removed from the local NetVanta UC Server. If the
connection is deleted by the remote NetVanta UC Server, the Trusted UC Server entry will remain in the
Servers summary pane on the local NetVanta UC Server with a status of Unauthenticated. Click Invite
menu item to start authentication. Additionally, all ucCompanion user contacts associated with the users
on the remote NetVanta UC Server will remain; however, the remote contact’s user presence will appear in
the local user’s ucCompanion client as Offline-Unknown, and the contact’s identity presence will appear
as Unknown. Refer to Deleting servers on page 185 for instructions on how to delete a Trusted UC Server.

Configuring email notifications

To configure the Send email function

1. Select Tools > Options.

2. Select the Message Delivery tab.

3. From the Send email using drop-down menu, select the server that you want to use.
4

Select OK.
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Changing server information

To change server information

1. Inthe Servers summary pane, right-click the name of the server whose information you want to
change.

2. Select Open to open the Server Configuration menu box.

The type of information that is available for you to change varies depending on the type
%{\ of server. You cannot change the information associated with the Client-side Contact

server.

3. Change the information that you want.

4, Select OK.

Deleting servers

To delete a server
1. Inthe Servers summary pane, right-click the name of the server that you want to delete.
2. Select Delete.

3. Select Yes to confirm the deletion.

You cannot delete an Exchange Server if there are users assigned to it. You cannot delete
the LMS (Local Message Store) server.

Configuring Communication Systems

You can use the Communication Systems menu to add a communication system, change information for an
existing communication system, or delete a communication system. To manage communication systems,
select the Communication Systems menu in the Administration navigation pane. Configure a NetVanta UC
Server communication system using the Routing and Services categories. Configure an existing PBX
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connected to the NetVanta UC Server through a gateway, using the Options category.
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Communication systems types

The Communication Systems options allow the installer to integrate the NetVanta UC Server with the
communication system depending on the hardware installed on the NetVanta UC Server. Below are some
of the communication system types that are possible:

* Avaya Definity and Multivantage

* |P Office

» Avaya Merlin Magix and Legend

» Cisco CallManager
» Generic Analog
e Generic PBX (via Gateway)

A variety of PBXs can be connected to the NetVanta UC Server through a menuic Media Gateway.

For Generic PBX (via Gateway) gateway configuration information, refer to the

Configuring the menuic Media Gateway technical note available from the ADTRAN
% Support Community (https://supportforums.adtran.com). For a list of compatible PBXs,

and PBX configuration information, refer to the menuic website at www.menuic.com.

The advanced configuration allows you to program the feature codes to correspond to what is currently
configured on the communication system. Configuring message waiting indicator activation and de-
activation codes makes sure that the communication system turns on or off the message waiting indicator.

The message indicator activation code activates the message waiting indicator for user extensions. The
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message waiting indicator is lit when there are new messages in a user's mailbox.

The message indicator de-activation code de-activates the message waiting indicator for user extensions
after they listen to their messages.

The NetVanta UC Server can function as a centralized voicemail service for a main office and one or more
remote IP Office sites using a remote agent application.

When calls at a remote site are unanswered and are redirected to the remote site voicemail hunt group, the
remote agent first sends the call information to the NetVanta UC Server and then redirects the call to the
main site IP Office voicemail hunt group. The NetVanta UC Server uses the information sent by the remote
agent in conjunction with the call information supplied by IP Office at the main site to execute the
appropriate service.

Requirements at the Remote IP Office Site

e Small Community Networking enabled

» Exactly one remote agent application must be installed at each of the remote IP Office sites, and the
firewall configured accordingly.

» Avaya's TAPI driver must be installed on each machine that hosts a remote agent.
» Avalid CTI Link Pro license for each IP Office.
» All extensions, hunt group numbers, and display names must be unigue across all IP Office sites.

» Each remote IP Office site must have a voicemail hunt group where unanswered calls are redirected. The
extensions in this hunt group are monitored by the remote agent application and must not be in use. The
extensions can be one of the following:

* Analog

» TAPI/Wave - requires a license for the remote IP Office

» Digital - requires a physical digital phone plugged into the corresponding digital port, but must not
be used by anyone

» Each remote IP Office site must have a short-code defined that allows for forceful redirects over the IP
trunk connecting the remote and main site IP Offices.

Requirements at the Main IP Office Site

» Small Community Network enabled

» The NetVanta UC Server must be configured for all of the remote agents and the extensions they are
monitoring.

For more information on configuring IP Office remote agents, refer to the IP office Integration technical

note available from the ADTRAN Support Community (https://supportforums.adtran.com).

The Advanced communication system options allow you to configure a CTI link. The CTI link enables the
NetVanta UC Server to obtain external calling line ID.

%{\ You must subscribe to Calling Line ID from your local telephone company to use a CTI
link.
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Consult the manufacturer's documentation about how to install and configure the CTI link for your
particular communication system.

If you are connecting the NetVanta UC Server to an existing PBX through a gateway, then there are a few
options to configure. You must enter an IP address or a Fully Qualified Domain Name (FQDN), and a port
number, to configure the gateway.

If your attached PBX does not have true answer supervision, then enable the prompt for handset playback.
Without true answer supervision, then the beginning of playback and recording using the handset may get
cut off. This affects message playback, announcement playback and recording, and greeting playback and
recording, using the handset.

To configure PBX options for a PBX connected through a gateway

1.

In the Communication Systems summary pane, right-click the Generic PBX (via Gateway) that you
want to change, and select Open.

In the Options menu, enter the IP address or the FQDN.
Enter the appropriate port number, 5060 for a SIP PBX.

Enable the Prompt for handset playback mode if you system does not have true answer supervision.
If the beginning of playback and recording using the handset is being cut off, then this indicates that
your attached PBX does not have true answer supervision, and you should enable this check box.

Select Change.

To add a new communication system

o c w poE

Right-click anywhere in the Communication Systems summary pane.

Select New to start the Communication System Wizard.

Enter a name for the new communication system in the Pbx name field.
Select the type of communication system from the Pbx type drop-down menu.

Select OK.

To change communication system information

1.

In the Communication System summary pane, right-click the communication system that you want to
change.

Select Open.
Change the information about the communication system that you want.

Select OK.
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To delete a communication system

1. Inthe Communication Systems summary pane, right-click the communication system that you want
to delete.

2. Select Delete.
3. Select Yes to confirm the deletion.

4. Select OK.

Configuring NetVanta UC Server communication systems

For each NetVanta UC Server communication system on the system, you can configure the following:

Routing Including:
¢ Routing calls using the dial plan on page 49
« Allowing local and toll free calls on page 54
* Restricting long distance calls on page 55

Services Configuring System Call Options on page 47
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Configuring Licenses

The licensing section provides information on how to manage the license keys on the NetVanta UC Server.
ADTRAN has defined the NetVanta UC Server license system using the following concepts and
terminology:

» Purchase Key — The purchase key (product key) is a unique system identifier that was assigned to you
when the NetVanta UC Server system was ordered. The purchase key includes the core software and the
bundled feature contents according to the original product purchase.

The purchase key can be identified as a unique key that XXXXX-XXXXX-XXXXX where X can be any
combinations of numbers or capital letters.

» Upgrade keys — An upgrade key represents a upgrade to an existing product and is used to generate a
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license key. Upgrade keys can be purchased to increment components of NetVanta UC Server
independently of the core software.

The NetVanta UC Server software does not keep track of upgrade keys, but they are maintained and used
by ADTRAN to generate the correct license key. In addition to product capabilities, upgrade keys are also
used to extend software assurance. An upgrade key can be identified with the following format XXXXX-
XXX XX-XXXXX-U where X can be any combination of numbers or capital letters.

» Machine Identifier — A unique signature that is automatically generated based on the computer platform
installed hardware.

» License Key — An encoded key generated by ADTRAN that includes product attributes that will only
work with systems that have a specific purchase key and associated machine identifier.

How to make a request for a new license key

1. Alicense key request can be generated by using one of the following methods:

» Authorized resellers or customers who maintain their own system may make requests electronically
by using their ADTRAN website account. Once successfully logged into the ADTRAN website, a
request can be made by navigating to My Account > License Key Request
OR

» Obtain the License Key Request form available from the product documentation section of the
ADTRAN support center. Complete the form and follow the instructions in the License Key Request
form.

Product purchases and license key requests are typically fulfilled by ADTRAN
%{\ authorized resellers. Please contact your ADTRAN reseller to purchase additional
products or activate a license key.

To review the current licenses on the NetVanta UC Server
1. From the Administration application, select Help > License Information
A list of the current enabled features appears. The current license menu includes the following:

» Description — The name of the NetVanta UC Server product feature or attribute.
» Value — The current licensed maximum number for a specific product attribute.

» Notes — The content is usually the actual number of a specific product attribute that is being used by the
system.

The current license key field includes the license key that is currently installed.

To review the purchase key and machine ID on the NetVanta UC Server
1. From the Administration application, select Help > License Information

2. Select Modify License...

The purchase key and machine identifier are shown. You can copy the contents to the Windows clipboard
by selecting the purchase key or machine identifier and press Ctrl-C.
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To modify the license key on the NetVanta UC Server
1. From the Administration application, select Help > License Information
2. Select Modify License...

3. Enter the new license key that you received from ADTRAN.

If the license key was delivered in electronic format, simply cut-and-paste the license key from the email
body or accompanying attachment containing the license key into the Enter upgrade field.
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11. Using SIP Telephones

SIP-enabled phones, in conjunction with the NetVVanta UC Server, offer a wide range of phone features,
such as call park/pickup, overhead paging, auto attendant, single button voicemail access, caller ID,
conferencing, hunt groups, ring groups, message waiting indicator, music on hold, and more.

The NetVanta UC Server works with many types of SIP-compliant phones. However, phones from
different manufacturers are configured differently, and the phone features are accessed in different ways.

This chapter does not replace individual phone installation and configuration manuals.
SIP telephone user guides for manufacturers that are part of the ADTRAN Connect or

% Connect PLUS program are available on the ADTRAN website
www.adtran.com/support. Refer to the SIP user guide for information about how to use
the phone with the NetVanta UC Server.

This chapter presents the basics of using SIP telephones, and includes the following topics:

» Customizing Your Phone on page 193
» Using SIP Phones on page 194

Customizing Your Phone

In the NetVanta UC Server you can customize your phone to suit your personal preferences. For example,
you can set the number of rings before your phone goes to voicemail. You can also customize your phone
according to your particular phone's make and model. For information on customizing your phone in the
NetVanta UC Server, refer to the following section.

Changing the Number of Rings Before Calls Transfer to Voicemail

You can change the number of times a call rings on your extension, before the call is directed to voicemail.

An identity refers to a user extension, an auto attendant, or an email address. If you have identities
assigned, they appear in the identities pane, on the bottom-left of the NetVanta UC Client window.

Drisintastion Lists
Fase:
Logs

i’] Joan Everson [2902 on UC Server] =
Hurmbed ol g I-l rI

£} Joan Everson [FAX DD [2303 on UC Server]
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To change the number of rings

On the identities pane, select the identity that you want to change, and select the Number of rings from the
drop-down menu. The default number of rings is 4.

Using SIP Phones

Depending on the manufacturer, SIP phones and the NetVanta UC Server offer a variety of features, such
as the following:

* Using the Global Phone Directory on page 194

» Transferring Callers Directly to Voicemail on page 195

» Using the NetVanta UC Server Conference Bridge on page 196

» Paging on page 197

» Parking Calls and Picking up Parked Calls Using Access Codes on page 198

» Parking Calls and Picking up Parked Calls Using Park Zone Button on page 199
» Working with Call Queues on page 200

» Picking up Ringing Calls on page 202

» Changing Phones During a Call on page 203

Using the Global Phone Directory

The Global Phone Directory uses Polycom’s Corporate Directory feature to enable users of Polycom and
ADTRAN IP phones to use the GUI on their phones to search for identities included in the Global Phone
Directory.

The Global Phone Directory feature is supported for all ADTRAN IP phones (except the
ADTRAN IP 706 and IP 712) and Polycom IP phones using firmware 3.1.8 and higher.

%\ No other phone types are supported. Phones associated with other communication
systems (such as the NetVanta 7100) are not provisioned by NetVanta UC Server, and,
therefore, are outside the scope of this document.

Users can search the Global Phone Directory database using simple and advanced searches. In a simple
search, the user enters either the first name, last name, or phone number of the identity for which they are
searching. In the advanced search, the user can search on one or more of the first name, last name, and
phone number values.

For more information on using the Polycom Corporate Directory search feature, refer to the user manual
for you phone available from the Polycom Knowledge Base at http://support.polycom.com/.

Accessing Voicemail Messages

Some telephones provide a single button to access your voicemail. This is useful when accessing messages
from your phone. You can press your phone’s Messages button and go directly to voicemail to check your
messages.
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You might have one or several identities (typically extensions) assigned to your telephone. The number of
buttons on the phone determines the number of possible identities that can be configured on it.
To use the message button on a phone with one identity
1. Press the Messages button on your phone. The phone automatically dials a SIP URL voicemail.
2. Enter your telephone personal identification number (PIN) at the prompt to access your personal
voicemail.
To use the message button on a phone with more than one identity
1. Press the Messages button on your phone.

2. From the Line Select menu, select using the telephone keypad, or the arrow keys on the telephone
line for which you want to review your messages. The phone automatically dials a SIP URL voicemail
from the line that you selected.

As long as there is a user profile associated with the identity, callers are prompted
% for their telephone PIN.

Transferring Callers Directly to Voicemail

You can transfer a caller directly to voicemail, without ringing the recipient’s telephone. This feature is
useful if a caller needs to leave a message for a user, but does not need to speak to the user directly. After a
direct transfer, the caller hears the user’s personal assistant greeting, and can follow the prompts
accordingly.

To perform a blind transfer to another user’s voicemalil

1. During an active call, begin a blind transfer, which puts the caller on hold. The steps to perform a
blind transfer vary depending on the type of phone you are using. For more information, refer to the
user documentation for your phone.

2. Enter *86<Destination mailbox number>.

3. Press Send or Dial, depending on the phone type you are using.

To perform a supervised transfer to another user’s voicemail

1. During an active call, begin a supervised transfer, which puts the caller on consultation hold. The
steps to perform a supervised transfer vary depending on the type of phone you are using. For more
information, refer to the user documentation for your phone.

2. Enter *86<Destination mailbox number>.
3. Press Send or Dial, depending on the phone type you are using.

4. To complete the transfer, press the Transfer key again.
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To leave a message directly in arecipient’s mailbox
1. Enter *86<Destination mailbox number>.

2. Press Send or Dial.

Using the NetVanta UC Server Conference Bridge

The NetVanta UC Server has the ability to support a limited-sized conference bridge application. The
number of participants is limited to the number of licenses available, however additional conference
expansion licenses can be purchased. You can use your SIP phone during the conference to access several
options, such as muting or adding participants.

The default conference bridge number is 7050, however this number can be changed. To
%‘\ change the conference bridge number refer to To edit an existing dial plan on page 52.

The conference bridge number is associated with a conference and not a user identity.

The conference bridge number must be entered in the list of valid identities in order to
%{\ allow inbound callers to be transferred to this number. For more information, refer to
Configuring Non-user Extensions and ldentities on page 37.

Any lone user in a conference bridge will hear the sound of crickets, which is
%\ confirmation that they are the only person in the conference.

To access the conference bridge

1. From an internal telephone, dial the conference bridge number. The default number is 7050.

An outside caller can also access the conference through the attendant services,
using the dial by extension or dial by name directory.

2. Enter the four-digit conference ID.

3. Follow the prompts to access the conference bridge.

%{\ To access the list of options, you can press * while the conference is in progress.

When you press * during a conference, the following options are available. The available options depend
on when during the conference you press *.
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» Press 1 to mute yourself. Response: You are now muted.

» Press 2 to unmute yourself. Response: You are now unmuted.

» Press 3to disable entry and exit notifications. Response: Entry and exit notifications have been disabled.
* Press 4 to mute all other participants. Response: All others have been muted.

When you press 4 to mute all participants, this does not apply to new callers who join the
conference. To mute new callers, press 4 again.

» Press 5 to unmute all other participants. Response: All others have been unmuted.

» Press 7 to toggle between closing and reopening the conference to additional participants. Response: The
conference is now closed to additional participants. Response: The conference is now reopened to
additional participants.

» Press 9 to end the conference.
» Press 0 to report the number of participants. Response: Including yourself, there are x participants.
» Press # to return to the conference.

Paging

You can send live pages and HFAA pages. Live paging allows you to instantly broadcast a page to an
analog audio device. HFAA pages allow you to send a bidirectional page to a single recipient. You can
also send a live or recorded page from a call answering service. For more information, refer to Page Live
Element on page 301 or Page Recorded Element on page 302.

To send alive page (Method 1)
1. From your phone, dial *72 (or *PA).

2. After you hear the tone, begin speaking.

3. When you are finished with the page, hang up or use the end call function on your phone.

If you are using sound card paging, then you can send a live page, or you can first record the page, and then
broadcast it.

While Method 2 for sending live and recorded pages is still supported, Method 1 is the
% recommended method for sending a live page. To configure sound card paging to use
Method 1, refer to Configuring Sound Card Paging on page 71.

To send alive page (Method 2)
1. From your phone, dial *75.
2. After you hear the tone, begin speaking.

3. When you are finished with the page, hang up or use the end call function on your phone.
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To send arecorded page
1. From your phone, dial *77.

2. When prompted, record your message, and then use the options below.

Stop recording Press #
Playback recording Press 7
Re-record Press 6
Broadcast page Press 5

To send an HFAA page

1. From your phone, dial **

2. Dial the extension of the user you would like to page.
3. After you hear the tone, begin speaking.
4

When you are finished with the page, hang up or use the end call function on your phone.

Parking Calls and Picking up Parked Calls Using Access Codes

You can park an active call, and the parked call can be retrieved on another phone. This feature is useful if
you want to change phones during a call. This feature must be supported by the SIP server.

%{\ To enable call park/pickup, refer to Configuring System Call Options on page 47.

There are two methods of parking calls. In one method, the NetVanta UC Server selects the next available
park number. Alternatively, you can select your own park number. Having the NetVanta UC Server select
the park number is useful if you are uncertain whether a call is already parked at a particular number.

If there is more than one identity is assigned to your phone, then Transfer the call
% instead of putting it on hold.

If a person whose call has been parked then puts the call on hold, the person retrieving
the parked call will hear dead air or silence until the other party resumes the call.
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To park a call at the next available number

1. Place the active call on hold.

If there is more than one identity is assigned to your phone, then Transfer the call
%‘\ instead of putting it on hold.

2. Dial *99.

3. Note the hold position that plays over the telephone. The hold position is used by the person who
answers the parked call. The NetVanta UC Server selects the park number for the caller begining at 1
or the next available higher number.

4. Press DIAL. The call is removed from the hold position and put in the system park position.

To park a call at a selected park number

1. Put the active call on hold.

If there is more than one identity is assigned to your phone, then Transfer the call
%‘\ instead of putting it on hold.

2. Dial *99.

3. Enter the number that you want to use as the park number. The hold position is used by the person
who answers the parked call. For example, if you enter 1234, then the call is parked at 1234, and can
be picked up at 1234.

4. Press DIAL. The call is removed from the hold position and put in the park position.

To answer a parked call
1. Typically, a company announcement informs you that a call is on hold for you.
2. Dial *98. The system prompts you for the park hold position.

3. Dial the number of the park hold position. The system disconnects the current call and presents a new
call.

4. Answer the new call to speak to the parked caller.

If no one answers the parked call, the call rings the extension that originally put the
call on system park.

Parking Calls and Picking up Parked Calls Using Park Zone Button

Calls can be parked and picked using park buttons configured on your phone by your system administrator.
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Each park button is assigned to a single Park Zone, and Park Zones are shared among users in NetVanta
UC Server. For example, if a user parks a call in Park Zone 1 (using either a park button assigned to Park
Zone 1 or the *99 access code), another user can retrieve the parked call from Park Zone 1 using a park
button assigned to Park Zone 1 on their phone.

If there is more than one identity is assigned to your phone, then Transfer the call
%‘\ instead of putting it on hold.

Because each park button is assigned to a specific Park Zone, users can only use park
buttons to retrieve calls from Park Zones associated with their phone's park buttons. For

%‘\ example, a park button assigned to Park Zone 1 cannot be used to retrieve a call parked
in Park Zone 2.

To park a call using a park button

During a call, press a park button. The call will be parked in the Park Zone associated with the park button,
and the button indicator will change from idle to busy.

When parking a call on an ADTRAN IP phone using a Park Zone button, you must first
% place the call on hold then select the desired Park Zone button.

The label for the park button can differ depending on the description chosen by the system
%{\ administrator. However, park buttons are labeled Park <zone> (where <zone> is the
number of the Park Zone) by default.

You can now inform the user for whom the call is parked.

To answer a parked call using a park button

Once informed that a call is parked for you, press the park button associated with the Park Zone on which
the call is parked. The button indicator will change from busy to idle.

Working with Call Queues

%\ For information on routing calls to queues, refer to Routing Calls to Queues on page 59.

Call queuing allows incoming calls to be distributed to an individual within a specified group of agents.
This feature is useful for companies that handle large numbers of incoming phone calls; where the caller is
not trying to reach a specific individual, but wants to speak to a member of an agent group, such as a
salesperson, as quickly as possible. Call queuing allows callers to remain in a queue while they wait for
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their call to be answered by the appropriate agent.

% The total number of simultaneous calls that can be queued in the system is 64.

The agent is typically associated with a particular area of expertise, for example, sales or support. A
support agent who is ready to answer calls can log into the call queue and receive support calls in a
specified order, such as in order of arrival or priority.

Calls are distributed to the most idle agent. If an agent is logged in, the caller hears an introductory queue
greeting. If no agents are logged in, the caller is directed to the overflow destination. The overflow
destination then provides an additional greeting.

If callers know the queue number, they can dial directly into a queue.

Agents can log in or log out of a queue. Agents who log in to a queue receive calls that are directed to that
queue.

%\ The maximum number of agents that can log in to a queue at the same time is 64.

To subscribe to a queue
1. Dial *81<QueueNumber>. Ensure that you enter the correct queue number.

2. Hang up.

To avoid errors when entering queue numbers, use speed dial to log in and out of queues
without errors.

To unsubscribe from a queue
1. Dial *82<QueueNumber>.

2. Hang up.

To present a call to the queue
1. Dial *80<QueueNumber>.

2. Hang up.

If you are logged into a queue to accept incoming queued calls, there may be times when you wish to
temporarily stop accepting queued calls without logging out of the queue. You can manually set your status
to unavailable to prevent accepting further incoming queued calls, without logging out of the queue.
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Temporarily setting your status to unavailable does not change your longest idle position in the agent
group. When you make yourself available again by logging back into the queue, your idle time is based on
the time since your last call, including the time that you were unavailable.
To set your agent status to unavailable

1. Dial *83.

2. Press anumber from 1 to 9 to indicate your reason for being unavailable.

3. Hang up.

To set your agent status to available
1. Dial *83.
2. Press 0 at the prompt.

3. Hang up.

You can check your agent status to verify whether you're currently logged into a call queue, whether your
status is set to temporarily unavailable, or whether you're currently logged out of the call queue.

To check your agent status

1. Dial *84<QueueNumber>. Ensure that you enter the correct queue number.
The system will indicate your current status as:

» The agent is logged in.
» The agent is not available, service code <#>.
» The agent is not logged in.

2. Hang up.

Picking up Ringing Calls
Ringing call pick up allows you to answer other user’s ringing telephones. You can divert a ringing call
from another telephone, typically within earshot, to your own telephone to answer.

To use ringing call pick up, you must know the extension of the phone that is ringing.

This feature also allows for night bell support. Many small companies have an audible bell that rings after
business hours. Night bell support can also allow employees to contact security after hours. This feature
can allow employees who are not stationed at a particular desk to answer any telephone.

To use ringing call pick up, your phone must be configured to receive incoming calls.
%{\ Make sure that such features as call forwarding and do not disturb are not enabled on
the phone.
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To answer a call on another user’s phone
1. When you hear a phone that you want to answer, dial *78<Extension> from your phone.

2. If the phone has stopped ringing by the time you dial the *78 code, the system prompts you to enter
your pickup ID.

If the pickup ID that you enter is invalid, the system prompts you with That is not a valid
% pickup ID, and asks you to enter a valid pickup ID.

Changing Phones During a Call

Using connected call pickup, you can seamlessly transfer calls from one device to another. This feature is
most commonly used with mobile twinning, where calls to one phone number can ring simultaneously at
multiple devices, such as an internal extension number and a cell phone number. For example, if you were
away from your desk and you answered a call that was transferred or twinned to your cell phone, then
when you return to your desk, using the connected call pickup feature, you can pick up that call on your
desk phone, without the caller being aware that you changed phones.

For more information on mobile twinning, refer to Configuring Mobile Twinning Using
%\ a Ring Group Identity on page 137.

The benefits of using connected call pickup include using one phone number and multiple devices to be
accessible to callers, while minimizing costs by then transferring calls to your internal extension or to
another land line phone.

To pick up a connected call, the called number must go through the NetVanta UC Server. That is, the call
must be transferred, forwarded, or twinned to your alternate phone number, for example:

» Calls can be made directly from another extension to your alternate phone number.

 Calls can be transferred by internal users to your alternate phone number.

» Calls can be transferred using the Transfer Call options available from your Personal Assistant or
Personal Business Assistant to your alternate number.

» Using mobile twinning, calls can ring your alternate phone number and your internal extension
simultaneously.

Unless you configured this mode differently, you must know the phone number of the phone that answered
the call, that is, the extension number or the external telephone number, in order to pickup the connected
call.

Your phone must be able to receive another call, that is:
» Aline must be available.

» Do not disturb (DND) must be disabled.
» Call forwarding must be disabled.
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The connected call pickup feature is very powerful in that it allows any user to pick up
any connected phone call that goes through the NetVanta UC Server, as long as they

%\ know the number of the phone that answered the call. This feature is enabled by default.
For information on restricting this feature, refer to Restricting picking up connected
calls on page 57.

To change phones during a call

1. From the phone to which you want to transfer the call, dial *27 <called phone number=>. The called
phone number can be an internal extension number or an external phone number, and refers to the
number of the phone that answered the call. If you restrict this feature, you can configure this mode so
that a user can only pick up connected calls from their desk phone. If this is the case, then dial *27
only. To connect the call, the phone from which you are dialing will ring.

2. Answer the ringing phone. When you answer the phone, the call automatically connects to this phone,
and is dropped from the phone from which you originally answered the call. The call is transferred
from one phone to another silently, so the user may be unaware that you have changed phones.
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12. Faxing

This chapter provides information on receiving faxes on trunk lines, sending faxes from other applications,
sending cover pages only using Quick Fax, managing faxes, creating and using fax cover pages, queuing
faxes, and automatically sending faxes requested by callers.

This chapter covers the following topics:

» Overview on page 205
» Sending Faxes on page 206
» Receiving Faxes on page 230

For information on setting fax specifications for outgoing faxes or when using the Fax-
on-demand element, refer to Setting Fax Message Delivery Options on page 29. For

%‘\ information on setting dialing options related to faxing, refer to Setting Outbound Calls
and Dialing Options on page 38.

Overview

Use the Faxes menu to send and manage fax documents and their cover pages from the NetVanta UC
Client. There are several methods of sending faxes including:

» Sending a fax from other applications using the ADTRAN Fax print driver

» Sending a cover page only from the NetVanta UC Client using Quick Fax

» Sending a prepared fax from the NetVanta UC Client

« Automatically sending faxes requested by callers using the Fax-on-demand element in a service.

» Sending faxes to a specific fax number using the Send fax element

The Faxes menu is not used for receiving faxes. Incoming faxes are received and viewed through a user’s
mailbox, for example, through Microsoft Outlook, Microsoft Exchange Server, Lotus Notes, or through an
Integrated messaging client (a Mailboxes navigation bar on the user’s NetVanta UC Client) or IMAP4.

The NetVanta UC Server can always receive a fax, provided adequate fax channels are available, whenever
a fax tone (CNG tone) is detected.

Other methods of receiving faxes include:

» A dedicated fax number (fax identity). That is, a Personal Fax DID (direct-inward-dial) number.
* A shared voice and fax number (using the same identity)

A shared voice and fax number is not recommended for high numbers of incoming fax
% calls. If an incoming fax call is answered at the user’s extension, the user will have
difficulties transferring the call into their service.
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You can also use the receive fax element in a service to customize receive fax behavior.

Sending Faxes

You can send a fax document from another application or using the Faxes menu of the NetVanta UC Client.
When a fax document is ready to send, the fax is added to the fax queue. Before you send a fax, you can
change the user that you want to send the fax from. This is useful if a user manages several mailboxes, or

as part of a Fax-on-demand element.

R,

For information on setting fax specifications for outgoing faxes, refer to Setting Fax
Message Delivery Options on page 29. For information on setting dialing options
related to faxing, refer to Setting Outbound Calls and Dialing Options on page 38.

R

You can send a fax cover page only using Quick Fax. For more information, refer to To
send a cover page only using Quick Fax on page 229.

Sending faxes from other applications using the ADTRAN Fax Printer

You can send faxes from other applications using the ADTRAN Fax Printer. You can also change user
profiles to send a fax from another user, or to save a fax to another user’s profile.

To send a fax document from another application

1. Open the document that you want to send as a fax.

2. Select File > Print to open the Print menu box.
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3. From the printer name drop-down menu select the ADTRAN Fax Printer, and select OK.
4. If you are prompted, enter the user name and password for the user from which you want to send the
fax, and select OK.
5. Inthe NetVanta UC Client fax printer menu box, select one of the following:
» Send now—sends the fax now, after having made your fax selections
» Save to file—allows you to save the file as a fax to send later
To change the user from which you want to send the fax, refer to To change users when
%‘\ sending or saving a fax on page 209.
6. If you select Save to file, refer to To save a document as a fax on page 208.
7. If you select Send now, select OK to open the Fax Recipients menu box.
8. Select Addresses to select recipients from your Outlook Contacts list. Otherwise, enter the recipient

names and fax numbers.

@ Addresses...

9.

Select Add to List for each recipient that you specify.

%{\ To delete a recipient from the Recipient list, select the recipient and then select Remove.

10.
11.
12.
13.

Select Next and the Fax Scheduling menu box opens.
Specify when you want to send the fax, select Next, and the Select Cover Page menu box opens.
To include a fax cover page select Yes, and double-click a folder to view its contents.

Select the cover page that you want, select Next and the Cover Page Details menu box opens. Use the
arrow if you want to return to the previous folder.

Ry

Go back arrow

14. Enter the subject and notes that you want to add to the cover page, and then select Next.

15.

At the Finished menu select Finish. The fax is sent according to the instructions.
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Saving a document as a fax to send later

To save adocument as a fax
Open the document that you want to save as a fax.
Select File > Print to open the Print menu box.

In the Name drop-down menu, select the ADTRAN Fax Printer, and select OK.

A W o

If you are prompted, then enter the user name and password for the user from which you want to send
the fax, and select OK.

5. If the Server menu box opens then select UC Server from the drop-down menu, enable the Save
server as default check box, and select OK to open the NetVanta UC Client Fax Printer menu box.

6. Enable the Save to file button.

7. Select the Browse button to open the Select Fax Name menu box.

-

Browse Button

8. In the field, enter a name for the file and then select Select.

9. On the Fax Printer menu box, select OK. The fax document is saved in your fax documents folder.

Changing users when sending a fax or saving a fax to send later

When you send a fax from another application, or when you save a document as a fax to send later, you can
change the user that you want to send or save the fax from. This is useful if a user has several mailboxes, or
as part of the Fax-on-demand element.

If you are faxing from another application, or saving a document as a fax, then from the Print menu once
you have selected the ADTRAN Fax Printer and selected Print, then you are presented with the NetVanta
UC Client Fax Printer menu.

£ UC Client Fax Printer _ x|

J ey
Select an option below and click the Ok button:
e % Send now

™ Save ko file

I Faxl Erowse, ., |

T TSR IR p——
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To change users when sending or saving a fax

1. From the NetVanta UC Client Fax Printer menu box, select the Change user button.
Change user button

2. Enter the user name and password for the user from which you want to send the fax. The user’s
information appears in the Current user information section of the Fax Printer menu box.

3. Select OK.

Sending faxes using the Faxes menu in the NetVanta UC Client

From the NetVanta UC Client, to get the Faxes menu select the Faxes navigation bar.

For information about sharing faxes, refer to Importing and Exporting on page 353.
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The Faxes menu displays a Navigation pane, summary pane, and detail pane.

The Navigation pane displays folders for fax cover pages, fax documents, and the fax queue. You can use
these folders to store fax documents and cover pages that are saved to disk. The Queue folder contains the
list of scheduled fax transmissions. Each entry includes the recipient’s name and fax number, the number
of pages to be transmitted, the time and date of transmission, and the cover page that you have associated
with it.

The summary pane displays the contents of a folder when you select it. These contain all the fax
documents that you have prepared to use on trunk-line services containing the Fax-on-demand or Send Fax
element, as well as the cover pages that you use to accompany such transmissions. When you select the fax
Queue folder in the Navigation pane, a list of all faxes scheduled for transmission appears in the Content
pane. Using the Administrator tab, you can see all faxes queued for delivery in the system. You can view
the recipient of the fax, the fax status, size and cover page, and cancel or suspend any fax transmissions
that you want. However, you can only view change the fax documents that you prepare for transmission
yourself.
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The detail pane provides a partial view of a fax document that you select. As you scroll through the list of
available fax documents, you can view them in the detail pane.

Use the Page up and Page down commands on the Preview toolbar to view multiple pages of a fax
document.

@| G| & & g1y

Page down —!
Page up

Use the Rotate commands on the Preview toolbar to change the orientation of a fax in the detail pane. You
can rotate only one page of a fax document, or the entire document.

Rotate single page
180 degrees 45 l ¥ I 3 |

Rotate single page left

Rotate single page right

Rotate document

180 degrees A | ,J',, | *‘- |
Rotate document left — 1

Rotate document right

To view faxes in more detail, you can use the Fax Viewer. For more information about the Fax Viewer,
refer to Managing outgoing faxes on page 211.
To send a fax using the Faxes menu

1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the Fax Documents folder containing the document that you want to send. The folder’s
contents are listed in the summary pane.

Q

Faxes Folder

3. Select the fax document that you want to send.
4. Select File > Print to open the Print menu box.

5. Follow steps 3 to 18 in Sending faxes from other applications using the ADTRAN Fax Printer on
page 206.
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To specify fax numbers and account code

1. Select the telephone icon in the Fax Recipients menu box.

o

Telephone icon

2. Enter the area code and telephone number for the fax that you want to specify.
3. Choose a country code from the Country code drop-down menu.

4, Enable the Use Account Code check box. The administrator must enable account codes from Tools >
Options > Dialing tab in order for this mode to be available.

5. Type an account code in the field, and select OK.

Sending faxes to a specific fax number using the Send Fax element

The Send Fax element allows you to set up a list of fax documents to be sent to a specific fax number. You
can specify the fax number, choose a cover page, and then select the list of documents that you want to
send. For more information, refer to Send Fax element on page 282.

Automatically sending faxes requested by callers using a Fax-on-
demand element

You can use a Fax-on-demand element to set up a fax-on-demand service on a trunk line. The Fax-on-
demand element allows you to select a fax document and an accompanying cover page, and then have the
fax transmitted to callers who select the service from a menu. When callers select Fax-on-demand, they are
prompted to enter a fax number. The fax that you selected is then transmitted. For information about using
the Fax-on-demand element, refer to Fax-on-demand element on page 286.

For information on setting fax specifications when using the Fax-on-demand element,
refer to Setting Fax Message Delivery Options on page 29. For information on setting

%\ dialing options related to Fax-on-demand, refer to Setting Outbound Calls and Dialing
Options on page 38.

Managing outgoing faxes

You can preview or print fax documents that you have prepared for transmission. Likewise, you can
prepare a document, save it, and make it available for transmission at a later time. Prepared fax documents
can be stored in folders for efficient organization and easy retrieval. You can also copy or rename a fax.

A fax transmission report is created and sent with each fax that is sent successfully. A fax transmission
report consists of a graphic page image that contains both the text-based transmission report, and a
reduced-size image of the first page of the fax. The report includes information such as the date and time
the fax was sent, sender’s name, fax number, and total number of attempts. Depending on how your system
has been configured, you may be able to print the fax transmission report, along with the first page of the
fax, by using the File > Print First Page command in the Fax Viewer.
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For information about specifying fax transmission report options, refer to Setting system-wide options,
Setting Fax Message Delivery Options on page 29.

To preview a fax document
1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the fax documents folder containing the document that you want to preview. The folder’s
contents are listed in the summary pane.

g

Faxes Folder

3. Right-click the fax document that you want to preview, and select Open to display the fax in the Fax
Viewer.
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® Fax.tif - UC Client Fax Yiewer =]
File  Wiew Help
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Ready Connected as System MU

Use the zoom control icons to zoom in or out of the fax.

Zoom in —— @ &—— Zoom out

Use the rotate control icons to rotate only one page of a document, or the entire document. Rotate to the
left, right, or 180 degrees.

Rotate single page —ﬂ—é‘n III_.; ‘ Em éh—n%-— Rotate entire document
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Use the page control icons to scroll through a multiple-page document.

Previous page — 4= (i~ Next page

%{\ To print the fax document from the Fax Viewer, select the printer icon on the Fax Viewer
toolbar.

To print a fax document
1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the fax documents folder containing the document that you want to print. The folder’s contents
are listed in the summary pane.

Faxes Folder

3. Right-click the fax document that you want to print, and select Open to display the fax in the Fax
Viewer.

4. Select File > Print Setup to open the Print Setup menu box.

5. Select a printer, and select OK.

To print the first page only of a fax document
1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the fax documents folder containing the document that you want to print. The folder’s contents
are listed in the summary pane.

3. Right-click the fax document that you want to print, and select Open to display the fax in the Fax
Viewer.

4. Select File > Print First Page to print the first page only of the fax. Depending on how your system
is configured, the fax transmission report may also be printed.

You can configure whether the fax transmission report is printed in addition to the first
%{\ page of the fax. To configure this mode, refer to Setting Fax Message Delivery Options
on page 29.

To rename a fax document
1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the fax documents folder containing the document that you want to rename. The folder’s
contents are listed in the summary pane.
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3. Right-click the fax document that you want to rename, and select Rename.

4, Enter a new name for the fax document.

To copy a fax document
1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the fax documents folder containing the document that you want to copy. The folder’s contents
are listed in the summary pane.

3. Right-click the fax document that you want to copy, and select Duplicate. A copy of the fax
document appears in the summary pane, with the words “Copy of” before its name. You can rename
the copied document.

To delete a fax document
1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the fax documents folder containing the document that you want to delete. The folder’s
contents are listed in the summary pane.

Faxes Folder

3. Right-click the fax document that you want to delete, and select Delete.

4. Select Yes to confirm the deletion.
When you create a fax document for transmission at an undetermined time, you can save it to a fax
documents folder. That makes it easy to find the fax when you open the Faxes menu and schedule its
transmission.
To create a folder for fax documents

1. Right-click anywhere in the summary pane.

2. Select New > Folder. A new folder is added is added to the list in the summary pane.

3. Enter a name for the folder.

To put a fax document in a folder

Select the fax document that you want to store in a folder and drag it to the folder where you want to store
it.

%{\ Select a folder to view its contents.
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On the toolbar, use the Go back arrow to return to the list previously displayed in the
%\ summary pane.

Viewing the fax queue and status

Select the Queue icon in the navigation pane of the Faxes menu to view all the faxes that you have
scheduled for transmission.

You can suspend fax transmissions indefinitely, resume transmission, or delete an item from the queue.

All faxes that have been prepared by users on the system are visible to you in the list. However, as
Administrator you cannot view, forward, or change individual faxes unless you have prepared them
yourself. Faxes requested using the Fax-on-demand and Send Fax elements also appear in the fax queue.

When a fax has been successfully transmitted, it is removed from the fax queue. Users receive an email
message signaling successful transmission. As Administrator, you do not have a mailbox. Instead, an email
message is sent to the general or default mailbox in order to signal successful transmission of fax
documents sent by the Administrator. If no general mailbox has been set up, you are not advised of
transmission outcomes. The fax transmission includes a history of the attempts and outcome of the fax. A
fax transmission report is also available in the call logs.

You can specify the maximum number of transmission attempts. For more information about setting fax
options, refer to Setting System-Wide Options on page 21.

If a fax is not successfully transmitted after the maximum number of attempts, users receive an email
message to signal the failure.
To specify the general mailbox

1. Select Tools > Options.

2. Select the Operator Definition tab.

3. Inthe Default mailbox box, specify a default mailbox.

To specify the maximum number of transmission attempts
1. Select Tools > Options.
2. Select the Fax messages tab.

3. Type the number of transmission attempts in the Try box.
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To view the fax queue
1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the Queue folder icon. The folder’s contents are listed in the summary pane.

Queue

For each fax in the list, you can see the recipient’s name and fax number, the scheduled transmission time
and date, and the number of pages including the cover page.
To view an individual fax listed in the fax queue

1. Select the Queue folder. Faxes scheduled for transmission are listed in the summary pane.

2. Right-click the fax that you want to view, and select Open.

To change recipients or fax numbers of a fax listed in the fax queue

1. Select the Queue folder. Faxes scheduled for transmission are listed in the summary pane. You can
change a scheduled fax only if it is in waiting status.

Right-click the fax that you want to change, and select Modify. The Recipients menu box opens.
Make the changes that you want, and then select Next.

To remove a recipient from the list, select the recipient in the list and then select Remove.

To change a recipient’s fax number, select the recipient and then make the change.

Select Next until the Finished menu appears.

A - e e A

Select Finished.

To reschedule transmission of a fax listed in the fax queue

1. Select the Queue folder. Faxes scheduled for transmission are listed in the summary pane. You can
reschedule a fax only if it is in waiting status.

2. Right-click the fax whose transmission you want to reschedule, and select Reschedule to open the
Scheduling menu box.

3. Change the scheduling information that you want and then select Next.
4. Select Next until the Finished menu appears.

5. Select Finished.
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To forward a fax listed in the fax queue

1. Select the Queue folder.

Faxes scheduled for transmission are listed in the summary pane. You can reschedule a fax only if it is
in waiting status.

Queue

2. Right-click the fax that you want to forward, and select Forward to open the Recipients menu box.

3. Select Addresses to select a recipient from your Outlook contacts list. Otherwise, enter the name and
fax number of the recipient to whom you want to forward the fax.

%{\ When you forward a fax document, it appears as a new entry in the fax queue.

4. Select Add to list.
5. Select Next until the Finished menu appears.

6. Select Finished.

To suspend transmission of a fax listed in the fax queue

1. Select the Queue folder. Faxes scheduled for transmission are listed in the summary pane. You can
suspend a fax only if it is in waiting status.

2. Right-click the fax whose transmission you want to suspend indefinitely, and select Suspend. The fax
transmission is suspended indefinitely. View this information in the status field.
To resume transmission of a fax that had been suspended
1. Select the Queue folder. Faxes scheduled for transmission are listed in the summary pane.
2. Right-click the fax whose transmission you want to resume, and select Resume. The fax transmission
is resumed. View this information in the status field.
To delete a fax listed in the fax queue

1. Select the Queue folder. Faxes scheduled for transmission are listed in the summary pane.

Queue

2. Right-click the fax that you want to delete, and select Delete.

3. Select Yes to confirm the deletion.
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Using fax cover pages

This section provides information about how to create and manage fax cover pages. A cover page is sent as
the first page of your document and usually includes your name, your company name and fax number, as
well as that of the recipient, and some information relating to the subject of the fax.

There is a folder for fax cover pages in the navigation pane of the Faxes menu. When you open the Cover
Pages folder, your fax cover pages are listed in the summary pane. From there you can create new cover
pages and manage those that already exist. For information about sharing fax cover pages, refer to
Importing and Exporting on page 353.

You can also send only a fax cover page using Quick Fax.

To create a new fax cover page

1. Select the Faxes navigation bar to open the Faxes menu.
Select the Cover Pages icon.

Right-click anywhere in the summary pane.

Select New > Fax Cover Page. A new untitled cover page appears in the summary pane.

a > w D

Enter a name for the cover page. You can use the Fax Cover Page Editor to design the appearance and
content of the cover page that you created.

6. Select File > Save after you finish the design.

To use an existing fax cover page
1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the Cover Pages icon.

w

Right-click the cover page that you want to use. You can use one of the cover pages that is included,
which are called FaxCoverPage 1 or FaxCoverPage 2.

Select Duplicate to create a copy of the cover page.
Right-click the copy of the cover page.
Select Rename.

Enter a new name for the fax cover page.

© N o o &

Double-click the new fax cover page to open the Fax Cover Page Editor and make the changes that
you want.

If you do not make a copy of the cover page before you make the changes, the application
%‘\ permanently replaces the original cover page template with your changed copy.

Use the Fax Cover Page Editor to customize the cover pages that you create and to change those that
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already exist. You can design and manipulate images to give your cover pages a distinctive look, according
to your needs and preferences. Your cover page is like a template: you can use it, store it, change it, and
reuse it as often as you want. You can access the Fax Cover Page Editor by creating a new fax cover page
or by editing an existing fax cover page.

To access the Fax Cover Page Editor
1. From the NetVanta UC Client select the Faxes navigation bar to open the Faxes menu .

2. To open the Fax Cover Page Editor, right-click anywhere in the summary pane, select New in the
shortcut menu and select Fax Cover Page. Alternatively, to open an existing fax cover page, select a
fax cover page, right-click, and select Open.

3. Inthe summary pane, double-click the icon of the new cover page.
The Fax Cover Page Editor consists of a standard Menu bar and Toolbar, a Tool palette, Canvas area, and

Z FaxCoverPage 1.fcp - UC Client Fax Cover Page Editol -10] x|
Menu bar —rtle Edit View Insert Format Layout Help
Toolbar ————#&| -~ = & 7%
N B
L}
Tool palette -g .....................
ao| [ ciamols fewt [T 0 7o U T S
N
Canvas area CD
=]
Status bar —TReady Cornecisd a6 Syem [770, 574 M|

Status bar. You design your cover page on the canvas using the tools from the tool palette together with the
toolbar and menu commands.

The Menu bar contains the File, Edit, View, Insert, Format, Layout, and Help menus.

The Toolbar contains shortcuts to the most frequently used menu items. Hold the pointer over a button to
show the tooltips.

The Tool palette contains tools for drawing, editing, and organizing your cover pages.
The Canvas is the design area. This is where you customize your cover page.
The Status bar shows the pointer’s status. For example, if you hold the pointer over a toolbar button, a

description of the button’s function is displayed on the status bar. The coordinates at the bottom right of the
status bar provide precise information about the pointer’s position.
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Inserting and changing labels and message information

You can include information related to your workplace and your fax message with your cover page. This
information can include your workplace name and telephone number, a subject line and short note related
to the fax, along with the transmission date, for example. A complete list of information options is
provided within this section.

Note that you cannot insert labels with recipient information. This is because recipients are callers who use
the Fax-on-demand services that you set up. Such callers are unknown to you. Callers are prompted to
enter their fax number when their call encounters the Fax-on-demand element. The fax number is captured
and automatically entered on the cover page. The recipient’s name may also be captured. This is the only
recipient information that appears. The same is true for transmissions initiated by the Send Fax element:
the recipient’s fax number and name will appear on the fax cover page.

When you create a cover page, you select the type of information you want to include from the list of

information options. You do not enter specific sender or message content manually when designing your
cover page, because content will vary depending on each Fax-on-demand service that you set up. Instead,
you insert labels for the information using the Fax Cover Page Editor. A field is created on the canvas for

each of the labels you insert.

TO . [Label]

{Recipient's Name}  [Feld

When a fax is transmitted, the NetVanta UC Server captures the fax number and associated name then
inserts the information as content in the field following the appropriate label on the cover page.

When designing the cover page, you can edit a label’s font, style and content. For example, you can change
the “fax” label so that it appears as “facsimile number.” However, you cannot change the actual content
that is associated with the field. This is because the content information is captured when a caller initiates a
fax request using a service element.

The recipient information labels that you can insert include:

* Name

e Fax number

e Company

o Street Address
+ City
 State/Province
» Zip/Postal Code
» Country

o Title

» Department

» Office location
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* Home telephone number
» Office telephone number

The sender information labels that you can insert include:

* Name

e Fax number

e Company

e Address

o Title

* Department

» Office location

* Home telephone number
» Office telephone number

The message information labels that you can insert include:

* Note

» Subject

* Date sent

* Number of pages

* Number of attachments

To insert an information label

1. From the Insert menu, choose one of the following label types:

* Recipient
* Sender
* Message

In this example, the choice is Recipient.

2. From the submenu, select the label that you want. The label is added to the cover page canvas. It
appears in a dotted rectangle. A field is inserted next to the label. The word recipient’s identifies the

field that appears in a second dotted rectangle.

The label name appears in bold, while the word recipient’s is italicized and has a
bracket in front of it. The label name is included as content on the cover page, but the

%\ word recipient’s is not. The application inserts the recipient name associated with a fax
number when a caller initiates a fax request.

To reposition a label on the canvas

1. Select anywhere inside the label’s dotted rectangle and then drag it to the desired position.

2. Do the same with the dotted rectangle of the associated field.
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To change the font and style of a label or field
1. Select the label or field that you want to change.

2. Do any of the following:
» Select a font from the font drop-down menu.

[rial =]

» Select a point size from the size drop-down menu.

12 =

» Select a style by selecting a style button.

B I U

You can use the familiar, standard font and text style commands from the toolbar to change the font and
style of the cover page, as described above. Alternatively, you can use the menu commands (Format >

Font) which also allow you to change the script and preview the font that you choose.

To change label content
1. Select the label content that you want to change.

2. Enter the changes to the label content.

You can change label content, but you cannot change associated field content from
within the Fax Cover Page Editor. To change field content related to a specific fax

% transmission, you need to do so from the fax queue. Select the fax that you want to
change and right-click to get a shortcut menu.

Using the tool palette to customize fax cover pages

The tools available on the tool palette of the Fax Cover Page Editor can be divided into two groups: the

Text and Drawing group, and the Alignment group.

The tools in the Text and Drawing group allow you to draw shapes and insert text or bitmaps on the canvas.
The drawing tools can be selected only from the tool palette. They allow you to select, use shapes, and
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zoom in on the canvas as you work on your design.

Selector [s
Lock selector !B[@
@7 Zoom in
h Zoom out
@7 Zoom full page
Text ab|
Line &N
5]

Rectangle
= ____ Ellipse

o Insert bitmap
it _ Gridlines

When it is enabled, the Lock selector tool allows you to use the pointer to select and insert a shape, line, or
text on the canvas. Once you have inserted the item of your choice, the pointer resumes its standard
function.

If you select and insert a shape, line, or text when the Selector tool is enabled, the selector tool does not
resume the standard pointer function once you have inserted a shape, line, or text. The Selector tool
continues to insert the drawing tool that you chose from the tool palette. It does so until you select the Lock
selector tool. This disables the Selector tool.

To insert a shape
Select the Lock selector tool.
Select the shape that you want to insert.

Select on the canvas where you want to insert the shape and then drag down and to the right.

A W o

Release the mouse button to create the shape.

To reposition a shape on the canvas
1. Select the shape to select it.

2. Drag the shape to the position that you want.

%\ You can turn on the gridlines. The gridlines help you to position shapes with ease on the
canvas.
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To change the shape and size of a shape
» Select a handle and drag to change the size or shape of the selected object.
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For example, you can change the shape of a circle so that it becomes an ellipse by selecting the handle, as
indicated, and dragging to the right.
To delete a shape

1. Select the shape that you want to delete.

2. Press Delete.

To draw aline

Select the Lock selector tool.

Select the Line tool.

Select on the canvas where you want the line to begin and drag to draw the line.

Release the mouse button to create the line.

ag > w npoE

Select anywhere on the canvas to cancel the selection.

To change or reposition a line
1. Select the line that you want to change to select it.

2. Do either of the following:

» To shorten or extend the line, select one of the boxes at the end of the line and then drag as desired.
» To reposition a line on the canvas, select the line and drag it to a new position.

3. Select anywhere on the canvas to cancel the selection.

To delete aline
1. Select the line you want to delete to select it.

2. Press Delete.

To insert text
Select the Lock selector tool.
Select the Text tool.

Select where you want to insert the text.

H W N

Drag down and to the right. A dotted text box appears on the canvas.
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5. Enter the text that you want to insert. Choose the font, size, and style commands on the toolbar to
change the text.

To insert text in a text box
1. Select the lock selector tool.

2. Select the text tool.

w

Select where you want to insert the text box and then drag to the right and down. A dotted text box
appears on the canvas.

Select Format > Line, Fill and Color to open the Line, Fill and Color menu box.
Select the Draw border/line check box. The text box lines are now solid.

Select line thickness from the Thickness box.

N o &

Enter the text in the text box. Change the font size and style as desired.

To insert a bitmap
1. Select the Insert bitmap tool to open the Open menu box.
2. Select the bitmap that you want to insert.

3. Select Open. The bitmap is inserted on the canvas.

Using the Alignment tools to customize fax cover pages

The second group of tools in the Fax Cover Page Editor is the Alignment group. These tools are used to
space or align selected objects on the canvas. Alignment tool commands can also be found in the Layout
menu.

Bring to front ——— ¢
Send to back ———————
[ir—— Space evenly across
=—— Space evenly down
Align left edge —————@¢

Align right edge—.,zi

B Align top edge
rg——— Align bottom edge

To move a shape to the front/back in relation to a second shape
1. Select the shape that you want to move to the front/send to the back to select it.

2. On the tool palette, select Bring to front/Send to back, as desired. 13
The shape that you selected is brought forward/sent back. i
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To space two or more objects evenly across/down the canvas
1. Select the objects that you want to space.

2. On the tool palette, select one of the following:

 Space evenly across
» Space evenly down

i
=
=

I=I.

Spacing tools
The items that you selected are spaced evenly on the canvas.

To align two or more objects on the canvas
1. Select the objects that you want to align.

2. On the tool palette, select the alignment tool that you want to apply.

Alignment tools
The items that you selected are aligned by the edges that you specify.

To preview a fax cover page
Select the Faxes navigation bar to open the Faxes menu.
Select the Cover Pages icon. The fax cover pages are listed in the summary pane.

Select the fax cover page that you want to preview.

A W

In the detail pane, select Download to get the file from the server. The cover page appears in the detail
pane.
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5. Use the cover page toolbar to view the cover page.
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Rotate single page left

Rotate single page right

Rotate document
180 degrees ——*3) | ',rm | . |
Rotate document left — |

Rotate document right

To rename a fax cover page

Select the Faxes navigation bar to open the Faxes menu.

Select the Cover Pages icon. The fax cover pages are listed in the summary pane.
Right-click the cover page that you want to rename.

Select Rename.

Enter a new name for the cover page.

o o B~ W nhpoE

Select the icon of the new cover page to make the change.

To copy a fax cover page
Select the Faxes navigation bar to open the Faxes menu.
Select the Cover Pages icon. The fax cover pages are listed in the summary pane.

Right-click the cover page that you want to copy.

A W o

Select Duplicate. The copy of the cover page appears in the summary pane, with “Copy of” before its
name. You can rename the cover page if you want to.
To delete a fax cover page

1. Select the Faxes navigation bar to open the Faxes menu.

2. Select the Cover Pages icon. The fax cover pages are listed in the summary pane.

3. Right-click the cover page that you want to delete.
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4. Select Delete.

5. Select Yes to confirm the deletion.

To edit a fax cover page

1. Select the Faxes navigation bar to open the Faxes menu.
2. Select the Cover Pages icon. The fax cover pages are listed in the summary pane.
3. Right-click the cover page that you want to edit.
4. Select Open. The fax cover page is displayed in the Fax Cover Page Editor.
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Use the toolbar and menu commands to change the fax cover page.

5. Select File > Save.

To send a cover page only using Quick Fax
The Quick Fax feature allows you to send a one-page fax message at any time, to as many recipients as you
choose. When you use Quick Fax, you send only a cover page. Your messages appear in the subject area.

1. On the toolbar, select the Quick Fax icon to open the Fax Recipients menu box.

&

Quick Fax icon

2. Select Addresses to select recipients from your Outlook Contacts list. If you are not choosing a
recipient from your Outlook Contacts list, enter the names and fax numbers.
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3. Select Add to List for each recipient that you specify.

% To delete a recipient from the Recipient list, select the recipient and then select Remove.

4. Select Next to open the Scheduling menu box.

5. Specify when you want to send the fax.

% “When phone rates are discounted” means at midnight of the same day.

Select Next to open the Select Cover Page menu box.
Select a cover page to use as your Quick Fax document.

Select Next to open the Cover Page Details menu box.

© ®© N o

Enter the subject of your Quick Fax and then enter a message in the Notes section.
10. Select Next and the Finished menu appears.

11. Select Finish. The Quick Fax message is sent according to the instructions.

Receiving Faxes

There are different methods of receiving incoming faxes.

» The default behavior for incoming faxes is that the NetVanta UC Server detects the standard CNG tone
that signals a fax, the NetVanta UC Server receives the fax, and then stores it in a general mailbox. Using
email, an office administrator can then distribute received faxes to user mailboxes. No configuration is
required for this method to work, however, no notifications are sent to the user that they have a received
a fax.

» A company can have a corporate fax attendant identity using a direct-inward-dial (DID) number, which
receives all incoming faxes.

» A user can have a shared voice and fax number, using the same identity.

A shared voice and fax number is not recommended for high numbers of incoming fax
%{\ calls. If an incoming fax call is answered at the user’s extension, the user will have
difficulties transferring the call into their service.

Incoming faxes are received and viewed through a user’s mailbox, for example, through Microsoft
Outlook, Microsoft Exchange, Lotus Notes, or through an Integrated messaging client (a Mailboxes
navigation bar on the user’s NetVanta UC Client) or IMAPA4.
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Receiving Trunk-Line Faxes

Trunk lines can receive fax transmissions in various ways. Receiving faxes is automatic when the
application detects the standard CNG tone that signals a fax, receives the fax message, and then stores it in
a general mailbox. Using emails, an office administrator then distributes received faxes to user mailboxes.
You can set up this mailbox on the Options tab for Operator Definition. For information about using the
Options tab, refer to Setting System-Wide Options on page 21.

When you specify user information, you can assign a DID trunk to a user so that faxes arriving on that
trunk go to that user’s mailbox. For information about assigning a DID trunk to a new user, refer to
Creating User Profiles on page 99. You can also create a fax attendant identity for an existing user using
the New Identity Wizard, and selecting Receive Fax. For more information, refer to User Identities on
page 130. Whether you assign a fax identity to a new or an existing user, the result is the same. Incoming
faxes are received in the user’s mailbox, the Message Waiting Indicator (MWI) flashes on their phone, and
a voicemail message indicates that they have received a fax.

Fax reception can also be initiated by a Receive Fax element when you have included one in a trunk-line
service. In this case, a fax arriving on a trunk line is subject to the trunk’s active service.

* You can also use the Receive Fax element in a voice service in conjunction with a Select Extension
element so that the fax can be delivered correctly. Thus, when the call encounters the Select Extension
element of the call flow, callers are prompted to enter the extension of the user to whom they want to
send the fax. From there, the fax message encounters the Receive Fax element. When you have set this
element to the “Current Extension,” the fax message is routed to the extension that the caller specified
and it is stored in the user’s mailbox.

» Alternatively, you can create a dedicated “Receive Fax” service to customize receive fax behavior. For
more information, refer to Receive Fax element on page 284.

Notifying users of an incoming fax on a shared voice and fax identity

Personal Assistant (PA) users will be notified of an incoming fax using the same notification settings that
are configured for Active Message Delivery, Email Notification, or Pager Notification. The settings of
each of these options apply equally for voice and fax messages.

Personal Business Assistant (PBA) users can have an identity specifically dedicated to receiving faxes,
using a direct-inward-dial (DID) number, and a custom service that defines the behavior when a fax is
received.

Alternatively, PBA users can receive faxes on a shared voice and fax identity, but they are not
automatically notified of incoming faxes. In order to receive notifications that a fax has been received, a
Receive Fax service must be created.

The user or the administrator can create a Receive Fax service using the Receive Fax element. For more
information on creating a Receive Fax service, refer to Receive Fax element on page 284.
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13. Creating Distribution Lists

Overview

You can use the Distribution Lists menu to create and manage system distribution lists. Distribution lists
allow users to send voice and fax messages to groups of users. Users can create their own distribution lists
but cannot edit system distribution lists.

Two folders are included with the Administrator application, Everyone and System. The Everyone folder
contains all the users that are configured for the system. You cannot add a new folder to the Everyone
folder.

Using System Distribution Lists

You can use the System folder to add new distribution lists to the system, and then add, edit, and delete
users from the distribution lists. You can record an audio identifier for a system distribution list.
To record an audio identifier for a distribution list

1. In the content pane, right-click the system distribution list for which you want to record an audio
identifier, and select Record Identifier.

In the Audio ldentifier section, select the Record button.
Make sure that the desired audio device is selected.

Select |z| If you are using your telephone, wait for the beep before you begin to record.

a > w D

Select |E| when you are finished. If you used your telephone microphone, you can hang up the phone
or press the Release button on the phone to end the recording.

IS

Select [»] to hear the recording.
7. Select OK to keep the recording.

Using Personal Distribution Lists

Use the Personal folder to create distribution lists and then add, edit, and delete users from the distribution
lists. You can also record an audio identifier for a personal distribution list.
To create a new distribution list folder

1. Select the Distribution Lists navigation bar to open the distribution lists menu.

2. Right-click the System folder.

3. In the right summary pane right-click, and select New > Distribution List.
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4. Enter a Name for the distribution list folder.
5. Enter a unique number in the List Identifier field.

6. If you want to record an audio identifier for the distribution list, select Record and follow steps 2 to 7
of To record an audio identifier for a distribution list on page 233.

7. Select OK.

To add a user to a distribution list
1. Select the folder that contains the user that you want to add to the list.

2. Drag the user name to the distribution list folder that you want to copy it to.

To delete a user from a distribution list
1. Select the folder that contains the user that you want to delete from the list.

2. Right-click the name of the user that you want to delete, and select Delete.

To change distribution list information
1. Right-click the system distribution list that you want to change, and select Open.

2. Inthe General Information section, do either of the following:

» Enter a new name in the Name field.
e Enter a new number in the List Identifier field.

3. Ifyou want to change the audio identifier, select Record and follow steps 2 to 7 of To record an audio
identifier for a distribution list on page 233.

4. Select OK.

To rename a system distribution list
1. Right-click the distribution list that you want to rename, and select Rename.

2. Enter a name for the distribution list, and select OK.

To copy a system distribution list
1. Right-click the distribution list that you want to copy.
2. Select Duplicate.
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14. Using Advanced Features

This chapter explains how to use advanced features, that require some custom configuration in order to
use. This chapter covers the following topics:

» Using the Outbound Dialer on page 235
» Customizing System Announcements on the Server on page 250

Using the Outbound Dialer

The Outbound Dialer can be used to make outgoing calls, and to run a service when a call connects. You
can customize the service to meet your organization's needs, but typically it might play an announcement
to notify the person of some information. It could also request that the person enter a PIN or press a
number to indicate that they have received the message, or to input a response into a database.

The Outbound Dialer is an advanced feature that requires some programming to
customize for your business requirements.

The Outbound Dialer requires the following to run:

» A customized application that you create, that may access a company database, and that initiates the
OutDial.exe

» The OutDial.exe provided by the NetVanta UC Server that makes the call request to the NetVanta UC
Server

e A customized NetVanta UC Server service that runs when a call connects

You can create the customized application, script, or .NET application to meet your particular business
requirements. Ideally, the application would gather information from a database, such as the names and the
phone numbers of the people to call. Your custom application must then initiate the OutDial executable,
which makes a call request to the NetVanta UC Server to initiate the calls. When a call is made

successfully, then the service you selected is run.

To create the customized application requires scripting knowledge. Knowledge of
%‘\ databases would also be beneficial.

Outbound Dialer Requirements

For the Outbound Dialer to function optimally, there are some requirements that must be met, and some
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options that can be configured.

For best results, the Outbound Dialer should be used in combination with a database.

For example, your custom application might access a database to gather the names and
%‘\ telephone numbers of the people to call. While a database is not required to use the

Outbound Dialer, not accessing a database limits the capabilities of this feature.

The following requirements must be met in order to use the Outbound Dialer.

» The Outbound Dialer is a licensed option. Only NetVanta UC Server configurations with the Outbound
Dialing Support license have this option available.

» The Outbound Dialer should only be used on trunks with true answer supervision that can accurately
determine when the called party answers the phone, such as digital trunks. Using the Outbound Dialer
with analog gateways may not function reliably.

» By default only Admin users can use the Outbound Dialer. If you have created a custom authorization
store, then PBA users can also use the Outbound Dialer if they have the right to
SubmitOutboundCallRequest.

» You must create a custom application, script, or .NET application, according to your particular business
requirements. For maximum functionality, the application should access a database, and the application
must also initiate the OutDial.exe, which logs into the NetVanta UC Server to make the calls.

e You must create a service to run when a call connects.
* You must configure a port for outbound dialing.

To verify the Outbound dialing support license

1. From the Administrator application, select Help > License Information. A list of the current enabled
features appears.

2. Ensure that Outbound dialing support has the value Yes. If Outbound dialing support has the value
No, then you do not have a license to use the Outbound Dialer. To change your current license, contact
your system integrator or reseller.

Try the Outbound Dialer

The Outbound Dialer requires some customizing to use as a business solution, however we've included a
simple example for you to try in order to see how the Outbound Dialer works. Entering the commands
below into a Command Prompt causes the OutDial.exe to run. OutDial then logs into the NetVanta UC
Server using the authentication provided, calls the phone number that you provided, and runs a sample
service included with the NetVanta UC Server.

To try the Outbound Dialer example requires having the Outbound Dialer license. To
%\ verify whether your configuration has this license available, refer to To verify the
Outbound dialing support license on page 236.
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To try the Outbound Dialer

1. Open a Command Prompt window by selecting Start > Programs > Accessories > Command
Prompt.

2. Use the change directory command, cd, to change the directory path to the NetVanta UC Server Bin
folder. If the NetVanta UC Server was installed in the default location, then the command and the path
would be:

cd \Program Files\ADTRAN\NetVanta UC Server\Bin

3. Enter the outdial command, followed by the parameters listed below, substituting your own values for
the information in brackets. The command and the parameters have been placed on separate lines for
ease of reading only. The parameters can be listed in any order.

outdial

-h <host>

-u <user name>

-pw <password>

-ph <phone number>

-s \Shared\Default Trunk Service

The outdial command initiates Outdial.exe.

The -h parameter connects Outdial to the host server. The host value can be the host name of the
server or an IP address.

The -u and -pw parameters refer to the user name and password for authentication, so that Outdial can
login into the NetVanta UC Server to make the call. If you are using single sign-on, then you can omit
these parameters.

The -ph parameter refers to your phone number, or the phone number that you want Outdial to call.
This can be the full phone number or an extension number.

The -s parameter refers to the service. The Outdial.exe automatically accesses the Services folder.
Within the Services folder we've entered the path to the Shared folder, and to the Default Trunk
Service, which is a sample service provided with the NetVanta UC Server. We've used quotation
marks around the path because of the spaces in the service name, so that the Outdial.exe includes the
entire path for the -s, service parameter.

Outbound Dialer Applications

To use the Outbound Dialer, you need to create a custom application, script, or .NET application that
satisfies your particular business requirements. Outbound dialing can be used for a variety of purposes,
including the following:

» School Absentee Notifications

* Appointment Reminders

» Emergency Response Notifications
» Cancellation announcements

» Information calls
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o Sale announcements

» Product in-stock notifications
» Overdue book reminders

»  Wake up calls

e Surveys

You can use the Outbound Dialer to send school absentee Notifications. In this case, you may want the
custom application to access a database and generate a list of absent students and their parents' contact
numbers. The custom application then must initiate the OutDial.exe, which logs into the NetVanta UC
Server.

When the server runs the call request, a call is attempted at each phone humber listed until a successful
connection is made, or until the maximum number of attempts have been made. When a call is made
successfully, then the specified service is run. You can customize the service to meet your organization's
needs, but typically it might play an announcement to notify a parent or guardian that a student has been
marked absent that day. For example, when a call is answered, the caller might hear:

"John Smith is absent from school today."

The service could request that the person press a number to indicate that they have received the message,
and this would update the database to indicate that a response was received. Note that if a home number
was called, it could be the student who answers the phone.

If the person hangs up or if the call goes to voicemail, then no response is given. The custom application
could scan the notification records to determine if any calls were not acknowledged, and if so, new call
requests could be made, up to a specified number of attempts.

You could create a service that asks the person to press a number to indicate a reason for the absence, for
example:

"Press 1 if your child is ill."

The options available, such as illness, appointment, or unauthorized absence, would be stored in a
database, as would the response received.

To prevent students from responding to the call, you could assign a PIN to each parent and ask them to
enter it. The number entered would then be compared to the PIN assigned to the parent, to determine
whether they match.

You can use the Outbound Dialer to send appointment reminders. In this case, you might want your custom
application to extract from a database a list of patients, their contact numbers, and their appointment dates
and times. The custom application then must initiate the OutDial.exe to login into the NetVanta UC Server.

When the server runs the call request, a call is attempted at each phone humber listed until a successful
connection is made, or until the maximum number of attempts have been made. When a call is made
successfully, then the service is run.

You can customize the service to meet your organization's needs, but in this example it might play an
announcement to notify the person about their appointment. For example, when a call is answered, the
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caller might hear:
"John Smith has an appointment at Park Hills Medical Clinic on Wednesday September 7th at 2:00."

You can use the Outbound Dialer to send emergency response notifications. Using the example of fire
fighters, when a fire is reported, you might want the custom application to extract from a database a list of
volunteer fire fighters and their contact numbers. The custom application then must initiate the
OutDial.exe, which logs in to the NetVanta UC Server, to call each fire fighter on the list.

When the server runs the call request, a call is attempted at each phone number listed until a successful
connection is made, or until the maximum number of attempts have been made. When the call connects
successfully, then the service you have selected is run.

You can customize the service to meet your organization's needs, but in this example it might play an
announcement to notify the person about a fire.

You could create a service that requests that the person press a number to indicate that they have received
the message.

 |If the correct response was received, the database would be updated to show the message was
acknowledged.

* If the person hangs up, the call goes to voicemail, or if the number requested wasn't pressed, for example
if someone else answers the phone, then the database could be updated to show that the notification was
not acknowledged.

The custom application could scan the database notification records to determine if any calls were not
acknowledged, and if so, new call requests could be made, up to a specified number of attempts.

Configuring the Outbound Dialer

To use the outbound dialer, some configuration is required. There are also options that do not require
configuration, but which can be configured to optimize the outbound dialer.

To use the outbound dialer, you must configure a port for outbound dialing to process the call requests.

If you want, you can increase the number of outgoing calls that can be made simultaneously. Refer to To
specify the maximum number of concurrent calls on page 23 for more information.

Server activities regarding outbound dialing are automatically noted in the Sent Items logs, and can be
viewed in the NetVanta UC Server Client. The information that is logged includes the user making the call
request, the result, the called number for successful calls only, the date and time, the number of attempts,
and any error conditions or failures to complete a call. If you want, you can create custom log entries for
services that are run.

%{\ The logs are placed in the Sent Items log category.
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To configure a port for outbound dialing
In the Administration navigation pane, select Ports.
Right-click on the port entry, and select Open.

Under General information, ensure that Enable use of port for is enabled.

M w o

Under Enable use of port for, ensure that Outbound dialing is enabled, and select OK. When a call is
made using the Outbound Dialer, the call displays as Outbound Call in the Ports summary pane.
To view Outbound Dialer logs

1. Select the Logs navigation bar to open the Logs menu.

2. Select the Sent Items menu to view the Outbound Dialer call logs. The Outbound Dialer call logs are
listed in the summary pane. The information for a specific log is shown in the preview or information
pane of the Logs menu.

Creating a Custom Application for Outbound Dialing

To create the custom application requires scripting knowledge, and knowledge of
%‘\ databases would also be beneficial.

The Outbound Dialer can be used for a variety of purposes, whether to convey information only, or to input
responses into a database. The custom application you create, and the service created to run when the call
connects, can be as simple or as complex as you wish. How you create the custom application, script, or
.NET application, and what you decide to include, depends on your particular business requirements.
Ideally, the application would gather information from a database, such as the names and the phone
numbers of the people to call. Your custom application must then initiate the OutDial.exe, which makes a
call request to the NetVanta UC Server to initiate the calls.

For best results, the Outbound Dialer should be used in combination with a database.
%\ While a database is not required, not having access to a database seriously limits the
capabilities of this feature.

The OutDial.exe is available in the following folder, if the was installed in the default location:
\Program Files\ADTRAN\NetVanta UC Server\Bin

The OutDial.exe is a command line utility that uses various required and optional parameters. The
command line syntax is OutDial followed by one or more parameters. Each parameter is composed of a
name and a value, with at least one space in between them. For example:

OutDial parameter_namel valuel ...

Some parameters are required, while others are optional. An example of a command is shown below, and
the optional parameters are surrounded by square [ ] brackets. The parameters are shown on separate lines
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for ease of reading only.
OutDial
[-u <username> -pw <password>]
-h <host>
-ph <phone number list>
[-p <prompt delay>]
[-d <delay between attempts>]
[-r <maximum attempts>]
-S <service>
[-pm <parameters>]

[-? |-help]

The default prompt delay between when the call connects and when the service runs, is
1 second. The default delay between call attempts is 3 minutes, and the default
maximum number of call attempts is 3.

Parameters can be specified in any order. For example, all of the following examples are valid, as they
have the required host, phone number, and service parameters, and all would have the same result.

OutDial -h somewhere.com -ph 6135551212 -s myService

OutDial -ph 6135551212 -s myService -h somewhere.com

OutDial -s myService -ph 6135551212 -h somewhere.com

The command line syntax follows normal Windows command line rules. For example, double quotation
marks ("...") are required around any values that include a space () character in those values, such as might
be found in the username, host, phone number list, or service parameters. For example, Admin would not
require double quotation marks, but "John Smith" requires double quotation marks because of the space

between the first and the last name.

The following is a list of required parameters:
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Table 14-1:

‘Required Parameters

Parameter

Value

Description

-h

IP Address/Host Name

The IP address or host name where the server is located.

_ph

Phone Number List

This is a comma separated list of phone numbers to be dialed.
Each phone number can be specified as a sequence of digits, for
example, 5551212, or using standard formatting characters, for
example, 555-1212, "(613) 555-1212", or "+1 (613) 555-1212".
Numbers that have no formatting characters are dialed as is.
Other numbers have the standard dialing rules applied, as defined
in the Admin options (Tools > Options > Dialing). For example,
the default area code can be added.

Account codes can also be used if they are configured on the user
profile associated with the request.

Service Name

This refers to the NetVanta UC Server service to run when a call is
completed. The value must be the name of a service that belongs
to the owned user profile for the authentication that the utility logs
in as. The service name should be a full path name including any
folders the user has defined. The path is assumed to start from the
Services folder, and thus only any subfolders and the service
name need to be included in the path. The service path should be
from the user's NetVanta UC Server Client.

For example:

OutService

Shared/OutService2

"My Folder\Some Service"

Note: Forward or reverse slashes may be used.

The following is a list of optional parameters:

242
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Table 14-2:

Optional Parameters

Parameter

Value

Description

-u

Login Name

Valid NetVanta UC Server login name. If this parameter is
specified, the -pw parameter (login password) must also be
specified. Specifying -u and not specifying -pw causes an
error. Both values, -u and -pw, are used to login to the
server. If both parameters are omitted, the utility attempts to
connect using single sign-on.

_pW

Login Password

Valid NetVanta UC Server login password. If this parameter
is specified, the -u parameter (login name), must also be
specified. Specifying -pw and not specifying -u causes an
error. Both values, -u and -pw, are used to login to the
server. If both parameters are omitted, the utility attempts to
connect using single sign-on.

Start Delay

The delay before the outdial request is executed. If this
mode is not specified then the outdial request is executed
immediately (or as soon as possible, depending on the
number of requests in the queue). The default value is zero.

-sdu

Start Delay Units

The units used for the delay. This may be minute, minutes,
hour, hours, day, or days. The default is minutes. The start
delay is calculated from the time the request is entered.
The request will not be processed before the time delay has
elapsed, however it is possible that it may be processed
somewhat later if the system is heavily loaded, for example,
with many Active Message Delivery (AMD) requests.
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Parameter

Value

Description

P

Pause in seconds before
starting service

The number of seconds to wait after the call has connected,
before starting the service. If the parameter is not specified,
the value of the outgoing call prompt delay (from the Admin
options, Tools > Options > Message Delivery) is used.
On trunks with no true answer supervision, such as analog
trunks, the NetVanta UC Server can determine when a call
is connected, but it cannot determine precisely when the
call is answered. This delay can be used to ensure that the
service is probably started after the call is answered. Note
that using analog trunks with the Outbound Dialer is not
recommended.

Number of minutes delay
before next attempt

When the server fails to connect to a specific phone
number, the request is queued again. The -d option
indicates the number of minutes delay before the request is
attempted again. If this mode is omitted, the server uses
the Active message delivery delay mode (Tools > Options
> Message Delivery) for the user for whom the request is
being processed.

Number of retry attempts

The server tries each number in turn until a call connects. If
all the numbers fail, the server tries the first number again
and so on. This mode specifies how many times each
number is called before the request is abandoned. For
example, if the value of this mode is 2, then each number is
attempted a maximum of two times. If the mode is not
specified, then the server uses the Active message delivery
retry mode (Tools > Options > Message Delivery) for the
user for whom the request is being processed.

_pm

Additional Parameters List

This is a comma separated list of additional parameters that
are passed to the service when it executes. These values
can be accessed within a service definition as special Text
values whose names are Parameterl, Parameter2, and so
on. The first value in the list becomes the value of
Parameterl and so forth.

-? or -help

List Parameters

This parameter requests the utility to list a description of
valid parameters and their meanings.

Creating Outbound Dialing Services

The Outbound Dialer can be used from a command prompt to make outgoing calls, and to run a service
when a call connects. You can also create a service that uses the Queue Outdial element to launch an
outdial request after a specified period of time. The information in this section explains how to create an
outbound dialing service to run when an outbound dialing request is made from a command prompt. For
information on creating a service to initiate an outbound dialing request, refer to Queue Outdial element on

page 305.

The type of service you create to run when an outbound call connects can be as simple or as complex as
you wish. What elements you choose to include in the service depend on your business requirements.
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At a minimum, you may want to use the Play Announcement element to play a message for the person
answering the call. For more information, refer to Play Announcement element on page 269. You may also
want to use some database elements so that the person answering can input a response into a database. For
more information, refer to Using Database Elements on page 343. For example, you may want the person
to enter a PIN if it's important to ensure that a particular person receives the message. Alternatively, you
may want the person to press a number to indicate a response, for example, "Press 1 to indicate that you
have heard the message. Press 2 to repeat the message..."

You could also use the Generate Tones Element on page 304 for an outbound dialing service to enter
DTMF tones, also known as touch-tone dialing. For example, the Generate Tones element could be used to
enter DTMF digits to dial an extension number for a specific caller in an automated attendant, to access an
external paging system, or to enter an account code.

You can use the Queue Outdial element on page 305 to determine if a call is answered by an answering
machine, so that the behavior of the service can be varied accordingly.

You may want to use additional parameters to customize the outbound dialer service. In the Service Editor,
parameters are not visible by default so you need to modify the view to enable parameters.

Parameter Value Description

-pm Additional Parameters List | This is a comma separated list of additional parameters
that are passed to the service when it executes. These
values can be accessed within a service definition as
special Text values whose names are Parameterl,
Parameter2, and so on. The first value in the list becomes
the value of Parameterl and so forth.

Parameters can be used with the following elements to create custom outbound dialing services:

» The Equals field in the Data Source Selector element (any element that deals with a database)

» The Assisted Transfer, Transfer Call, Deliver Messages, Notify Pager, and Send Fax elements can accept
a parameter as a number to call.

» The Send email element can accept parameters for email addresses.
» The Text To Speech element can read parameters to the person called.

» The Compare Data element can compare a parameter against several values and route the service based
on the outcome.

» The Create Log Entry element can write parameters into the log files.

Note that parameters can be used to obtain a specific record from a database.

To use parameters in defining a service for an Outbound Dialer request
1. From the Services navigation bar, right-click in the summary pane, select New and Service.

2. Select the service, right-click and select Open to open the Service Editor.
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3. Inthe Service Editor, select View > Parameters to enable the Parameters. Once Parameters are
enabled, then parameter names are available for selection.

When an Outbound Dialer call connects, and the service selected runs, it initializes the values of the
parameters based on the parameter values in the call request. This uses the optional -pm parameter, which
refers to any additional parameters. Specific values for the parameters can be provided, and system values
are filled in as usual. The values of Called-1D and Called-1D Number are filled in with the called number.
The Called-1D Name is blank, however if the service requires the name of the person being called, then it
can be passed as a parameter in the request.

If an error results from running the service, then the element exits from the Otherwise pin.

%{\ If values are not provided for one or more parameters, then their default value is blank.

The server knows when a service has started running, however it does not know whether the service was
run successfully, for example, whether the person listened to the message before hanging up. Additional
parameters can be used to determine whether a service was successful. For example, the person answering
the call might be required to press a number to indicate that they have received the message.

Processing Outbound Call Requests

The custom application initiates the OutDial.exe, which is a command line utility. The OutDial.exe logs in
to the NetVanta UC Server using the authentication provided, or using single sign-on. The OutDial.exe
initiates a call request to the NetVVanta UC Server, according to the parameters specified. The utility sends
a request to the server identifying the service, the phone numbers to call, and any additional parameters
provided. The call request is then placed in the Outbound Call Queue.

When a call request is added to the call queue, then an Outbound Call Processor is created for it. The
Outbound Call Processor calls the first number in the list.

 If the call is answered, then the service runs.
 If the call is not completed, then the next number is called.

This process continues up to a specified number of attempts before the request is deleted and a log entry is
created.

Before the calls are made, there are a number of intervening steps. First, the command line parameters
must be verified. When the OutDial.exe is initiated, it scans the command line parameters to ensure that
the required parameters are included, and that the parameters are properly formatted. It verifies that both
the -u <username> and -pw <password) parameters are provided for authentication, or that both are
omitted for single sign-on. It also verifies that the phone numbers in the list are properly formatted. If any
errors occur, they are noted in a written error message, and the OutDial execution ends.

If the parameters pass the validation, then the utility attempts to connect to the server and login. The
connection uses the -h parameter. If the connection succeeds, the login is done using the provided
username and password, or using single sign-on. If any errors occur, they are noted in a written error
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message, and the OutDial execution ends.

If the login is successful, then the utility sends the call request to the server and waits for confirmation. The
server verifies the following information before validating and queuing the request:

» That the service specified exists

» That the user profile for the login authentication is a system userThat the user is authorized to perform
this operation

If any errors occur, for example the utility times out waiting for confirmation, or the server returns an error,
then these are noted in a written error message, and the OutDial execution ends. If the server receives a
request that matches an existing queued request, then the request is rejected as a duplicate. Two requests
match if they are for the same user, service, parameters, and phone numbers. If there are no errors, then the
utility writes a message summarizing the request, and the OutDial execution ends.

When the OutDial execution ends, the utility returns a numeric return code that could be used by a shell or
batch command processor. If the execution is successful, the utility returns 0. Unique non-zero return
codes are returned for the situations below, and any other specific error returns from the server:

* Failed to connect to server

* Failed to login

» No response from request to server
e Duplicate request

* Invalid parameters

If the outbound call request passes the server's validation, then the call request is processed, and the
following actions occur:

* An attempt is made to call the first phone number in the list.

» If the call succeeds, then the service is executed. The execution of the service may be delayed to ensure
the call is answered, using the -p parameter, or the Outgoing call control, prompt delay (Tools > Options
> Message Delivery).

» If the call is not completed, the request is re-queued for the number of minutes indicated in the -d
parameter, or in the user's Active message delivery Delay mode, (Tools > Options > Message Delivery).
The next phone number on the list is then attempted. Calls that were not initially successful are retried
after the period of time has elapsed. The call request is attempted until the maximum number of attempts
have been made, as per the -r parameter, or the Active message delivery Retry mode.

» If acall request is not completed successfully after the appropriate number of call attempts have been
made, then a log entry is written, and can be viewed in the NetVanta UC Server Client. The request is
then removed from the queue.

» When a server receives an outbound call request, this request is copied to disk as well as being entered
in the processing queue. When a request is removed from the queue, because it has been completed, or
because it has not been able to execute the service on any of the phone numbers given, the copy of the
request on the disk is removed. When a server starts up, it reads any requests available and inserts them
into the queue for processing. This ensures that if a server is restarted, any existing call requests are
continued.
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A call request is considered processed if a call connects, and the service begins to run. This means that the
request is not re-queued, even if errors are subsequently detected, for example, the person hangs up before
the service has finished running.

Server activities related to outbound dialing are noted in the logs. In particular, any

%{\ error conditions, failure to complete a call, and successful initiation of the service
should be noted in the logs.

Once the OutDial.exe has successfully logged in to the server, then it sends the call request to the server
and waits for confirmation. The server verifies the information given before validating the request and
gueuing the request.When the OutDial execution ends, the utility returns a numeric return code that could
be used by a shell or batch command processor. If the execution is successful, the utility returns 0. Unigque
non-zero return codes are returned for the situations below, and any other specific error returns from the
server. The following is a list of the NetVanta UC Server return codes, and contains all the errors that can
be reported by OutDial.

Server activities related to the Outbound Dialer are noted in the logs. In particular, any

%{\ error conditions, failure to complete a call, and successful initiation of the service
should be noted in the logs.
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Table 14-3: Outbound Dialer Return Codes

Return Code Description

0 Success

1 Unknown failure

2 Unsupported command

3 Communication error

4 License key error

5 Invalid number to dial

6 Specified service not found

7 Subsystem not available

8 Service fails validation

9 Failed to activate service

10 Failed to open line

11 System busy

12 Permission denied

13 Nothing to do

14 Invalid object

15 Invalid parameters

16 Invalid path

17 Not logged in

18 Data store failure

19 File already exists

20 Mailbox list is empty

21 Object does not exist

22 User not available to the server
23 Invalid password

24 Client using an out-of-date version
25 PBX program error

26 Not licensed or license limit exceeded
27 Cannot delete active service
28 Still in use

29 Authentication has been disabled

You can use the OutDial.exe to query any outstanding outbound call requests, using the command line

shown below. The utility then connects to the server and logs in as usual. A request is sent to the server that
returns a summary of each outbound call request that has not yet been processed, that is, the request is still
in the queue for the given user. The utility returns a message describing each request, including the time it
was submitted, the service, the parameters, and the number of attempts so far.
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To query an outbound call request

1. Locate the OutDial.exe. Itis available in the following folder, if the NetVanta UC Server was installed
in the default location:

\Program Files\ADTRAN\NetVanta UC Server\Bin

2. From the OutDial command line utility, enter the following command line:
OutDial -q[-u <username> -pw <password>] -h <host> [-? | -help]

The username, password, host, and help parameters function as they do when running the OutDial
utility. In the command above, the -q queries the queued outbound call requests for that user. The
optional parameters appear in the square [ ] brackets. The parameters may be used in any order.

You can use the OutDial.exe to cancel outbound call requests, using the command line shown below. The
utility then connects to the server and logs in as usual. The server looks for a queued call request that
matches the specified parameters, that is, the phone number list, service, and parameters must match
exactly. If a matching request is found, then it's removed from the queue, and a log entry is created
indicating the reason. If an entry is found that has already started, where dialing is in progress, then the
request cannot be canceled and an error code is returned to the client.

To cancel an outbound call request

1. Locate the OutDial.exe. Itis available in the following folder, if the NetVanta UC Server was installed
in the default location:

\Program Files\ADTRAN\NetVanta UC Server\Bin

2. From the OutDial command line utility, enter the following command line:
OutDial -c
[-u <username> -pw <password>]
-h <host>
-ph <phone number list>
-S <service>
[-pm <parameters>]
[-? | -help]

The parameters listed function as they do when running the OutDial utility. In the command above,
the -c cancels the outbound call request. The parameters may be used in any order, and the optional
parameters are shown in square [ ] brackets. The parameters are shown on separate lines for ease of
reading only.

Customizing System Announcements on the Server

The NetVanta UC Server is configured with system announcements, which are professionally recorded
audio files used within the application, and play to the user over the telephone. System announcements are
general system prompts that are used throughout the application, for example, for end-of-menu prompts.

However, if you want to change the system announcements, you can customize the announcements file on
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the server. The changes that you make are maintained during NetVanta UC Server software upgrades.

There are three files on the server that the NetVanta UC Server uses for system announcements: English
(U.S.) Male, English (U.S.) Female, and French (CA) Female. You can customize these files. If you
want the files that you add to the custom directories to play in place of the default system announcements,
make sure that the file has the same name.

¢ do not carry out this procedure unless you receive further instruction from ADTRAN.

Customizing system announcements is an advanced feature. It is recommended that you
kurkw
/

If the format of the audio file is incorrect, the new file is not heard. Make sure that the
audio of the new file is recorded in G.711 mu-law format, 8-bit samples, 8 kHz, and
Mono.

To customize server English (U.S.) Male system announcements

1. Navigate to the following file:

Program Files\ADTRAN\NetVanta UC Server\Data\System\CustomAnnouncements\
English (U.S.) Male

2. Change the desired system announcement

To customize server English (U.S.) Female system announcements

1. Navigate to the following file:

Program Files\ADTRAN\NetVanta UC Server\Data\System\CustomAnnouncements\
English (U.S.) Female

2. Change the desired system announcement.

To customize server French (U.S.) Female system announcements

1. Navigate to the following file:

Program Files\ADTRAN\NetVanta UC Server\Data\System\CustomAnnouncements\
French (CA) Female

2. Change the desired system announcement.
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15. Creating Custom Call Answering Services

This chapter describes call answering services, managing services, and building services using the Service
Editor. This chapter covers the following topics:

« Overview on page 253

» Managing Services on page 254

» Using the Service Editor on page 257

» Working with Elements to Build a Service on page 259
» Customizing Services using Parameters on page 262

» Validating Services on page 263

» Troubleshooting Services on page 263

Overview

A service is like a map that the NetVanta UC Server follows when it answers a call. Services are made up
of elements that are linked together to create a call flow. You can design simple services made up of two or
three elements, or you can create complex call flows made up of a dozen elements or more. Use the Service
Editor to build a service.

You can build a service using the Service Editor and then assign it to an identity so that incoming calls
follow the path that you specify. You can create a new service for the purposes of setting up a 1-800 line, a
sales information line, or a line associated with a menu of options that callers can select to obtain specific
information. Likewise, you can set up a fax-back service and activate it on an identity.

For information about designing and changing services, refer to Using Elements to Create Call Answering
Services on page 265. Services can be renamed, copied, organized in folders, and deleted. You can also
share services using the Import/Export feature. For information about the Import/Export feature, refer to
Importing and Exporting on page 353.

To create a service or change information associated with it, from the Administrator application:

» Select the Services navigation bar to open the Services menu. Services are displayed in the summary
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Managing Services

You can create a service, and then you can preview, activate, rename, copy, or delete that service. You can
create and manage the folders in which you save your services.

ADTRAN has provided some samples services to get you started. Before creating a new
service, preview the samples provided to see if a sample service exists that is similar to

%‘\ what you are looking so. If you find a similar service, copy it, rename it, and then modify
it suit your needs.

Many of the sample services provided by ADTRAN use database integration. If your
%{\ NetVanta UC Server version is not licensed for database integration then the database
elements used in the sample services will not work as intended.

To create a service
1. Right-click anywhere in the summary pane.

2. Select New > Service to add a new service to the list in the summary pane. The service icon denotes
the new service and the default name is “Service.”

B

Service icon
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3. Enter a name for the service.

You can also right-click the service and then select Rename. Enter the new name again,
% and then select the icon next to the service name to make the change.

Working with services

When you select the Services navigation bar, the services you create are listed by name in the summary
pane. You can use the Service Editor to view a service and change it. If you want only an overview of a
service, you can preview it in the Services menu.
To preview a service

1. Inthe summary pane, select the service that you want to preview.

2. If the service is in the cache, it appears immediately in the detail pane. Otherwise, select the

Download button in the detail pane to get the preview.

To activate a service on an identity

1. Right-click the service that you want to activate, and select Activate Service.

2. Inthe Activate on section, enable the check box of the identity, or identities, to which you want to
assign the service. The Already activated on section allows you to see on which user identities the
service is already active.

3. Select OK.

%{\ The service must already be created and validated before activating it.

Once you have activated a service on an extension, you cannot ““deactivate” that
service. To change the service, activate another service on the extension.

To rename a service
Right-click the service that you want to rename.
Select Rename.

Enter the new name for the service.

M W o

Select the icon next to the service name to make the change.
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To copy a service
1. Right-click the service that you want to copy.

2. Select Duplicate. The copy of the service appears in the summary pane, with the words “Copy of”
before its name.

3. Rename the copy of the service by following all the steps in To rename a service on page 255.

To delete a service
1. Right-click the service that you want to delete.
2. Select Delete.

3. Select Yes to confirm the deletion.

%\ You cannot delete a service that is active on an identity.

Creating and changing service folders

You can create and manage folders in much the same way as services, and you can use folders to organize
your services. For example, you can create a folder for each of your identities and then store associated
services in it.

%\ Only one service can be active on an identity at any time.

When you want to change the active service on an identity, you can quickly do so if related services are
kept in the same folder. You might have built some services that you are not currently using, for example,
those designed for statutory holidays. Store these together in a folder called “Holidays,” and then retrieve
them when you need them.

To create a folder

1. Right-click anywhere in the summary pane.

2. Select New > Folder to add a new folder to the list in the summary pane. The folder icon denotes the
new folder and the default name is “New Folder.”

R

Folder icon
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3. Enter a name for the folder.

You can also right-click the folder and then select Rename. Enter the new name again,
% and then select the icon next to the folder name to make the change.

To rename a folder
1. Right-click the folder that you want to rename.
Select Rename.

Enter the new name for the folder.

> N

Select the icon next to the folder name to make the change.

To copy afolder
1. Inthe summary pane, right-click the folder that you want to copy.

2. Select Duplicate. The copy of the folder appears in the summary pane, with the words “Copy of”
before its name.

3. Rename the copy of the folder.

4. Select the icon next to the folder name to make the change.

To delete a folder
1. Right-click the folder that you want to delete.
2. Select Delete.

3. Select Yes to confirm the deletion.

To store a service in a folder
» Drag the service to the folder where you want to store it.

Using the Service Editor

To access the Service Editor
From the Administrator application:

1. Select the Services navigation bar to open the Services menu. Services are displayed in the summary
pane.
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2. To open the Service Editor, right-click anywhere in the summary pane. In the shortcut menu, select
New > Service. The newly created service is listed in the summary pane. Double-click the service and
the Service Editor opens.

%{\ Alternatively, you can open the Service Editor by double-clicking an existing service.

The Service Editor consists of a standard Menu Bar and Toolbar, a Tool Palette of Elements, and a Canvas
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area. You design a service on the canvas using a combination of elements that you choose from the tool
palette.

The Menu Bar contains the File, Edit, View, Tools, and Help menus. Use these menus to manage the
service design.

The Toolbar contains visual shortcuts to the most frequently used menu items. Hold the pointer over a
button to show the tool tips.

The Tool Palette contains all available elements. It has Standard, Advanced, and Database element tabs.
You can dock the Tool Palette to either side of the window.

To access database information, the system must be licensed for database integration. If
%\ you are not licensed for database integration, the Database tab in the Service Editor is
unavailable.

The canvas is the design area. All elements and links are shown here. Each element performs a separate
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function within the call flow. Connections between elements are referred to as links, and they define the
call flow.

To view an element

» Drag an element from the tool palette to the canvas. The element is automatically positioned in the top-
left corner. Each Element has an icon, title area, T-bar control, help button, and a connector pin
associated with it. Some elements have more than one connector pin depending on their function.

Icon — P — -bar
Title \ | 2j— Help
Mailbox:
|[Called Extension] L[ Le—— Connector
[V Play status message Pin
Add Menu Ttem |

The Icon is a visual representation of the element type.
In the Title area you can enter a description of the element’s function.
The T-bar control displays the properties associated with the element. To save canvas space, select the T-

bar control to collapse the element as needed. To restore information about a collapsed element, select its
T-bar control. The three modes of display are illustrated below.

Open element Collapsed element Icon only
i Woice Mail i Vaice Mai =
o nice Mal ﬂ" .ﬁ
Mailbiox:
|[Called Extension] L[ -

[V Play status message

Add Menu Ttem |

Select the Help button to access the appropriate help page.

The Connector Pin on the element is used to make a connection to the next element in the call flow. An
element might have more than one connector pin, depending on its function. If you do not connect at least
one pin to another element, the call is terminated.

Working with Elements to Build a Service

To build a call flow for incoming calls, you need to create a service and then open the Service Editor. To
begin the call flow, drag elements one by one from the tool palette and link them using the connector pins.
Repeat this procedure with as many elements as you need until the service is complete.
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To create a service
1. Open the Services menu.
2. Right-click anywhere in the summary pane.

3. Select New > Service to add a new service to the list in the summary pane. The service icon denotes
the new service and the default name is “Service.”

B

Service icon

4. Enter a name for the service. If you are unable to enter the name, right-click the service and then
select Rename. Enter the new name, and then select the icon next to the service name to make the
change.

To initiate a call flow for a new service

1. Double-click the new service to start the Service Editor.

2. Drag an element from the tool palette to the canvas to start the call flow. The element is automatically
positioned in the top-left corner.

The Service Editor’s default menu displays the Standard elements tab. To view advanced
or database elements, select the Advanced or Database tab located at the bottom-left
corner of the menu.

% -_ Standard l Advanced l Database l

The Database tab is available only if the system is licensed for database integration.

To add an element to the call flow
1. Right-click the connector pin of the first element that you put on the canvas, and then select Insert.

2. In the shortcut menu of standard elements, select the element that you want to add. The element is
linked to the first one that you put on the canvas.

To access the shortcut menu of advanced or database elements, select Advanced or
%\ Database on the standard elements shortcut menu. The Database tab is available only if
your system is licensed for database integration.

You can also drag the element that you want from the tool palette to the canvas. Position
% the pointer over the connector pin of the existing element until a red box appears around
the connector pin, and then drop the new element onto the canvas.

Build a service by adding elements until the call flow is complete.
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Using and deleting links

If you link two elements and then change your mind, you can delete the link and reuse the element in the
service.

To delete a link between two elements
1. Right-click the connector pin linking the two elements that you want to separate.

2. Select Delete link to delete the link.

When you delete a link between two elements, the elements are no longer connected on the canvas. At first
glance, one of the elements seems to have been deleted because it disappears from the place it occupied in
the call flow. The element is repositioned at the bottom-left corner of the canvas. From there, you can
connect it elsewhere in the call flow by linking it with another existing element.

B g | Voice Mai s
Vaice Mai o

Mailbox:
I[Callad Extension)

[ Play status messa

Add Menu It
@ Transfer Call i
2
Transfer call
{* This number: &
I v [®

" The operator

Otherwise |

To link existing elements
1. Select and drag from the connector pin to the icon of the element that you want to link.

2. Release the mouse button to link the elements.If you link an element and then decide that you no
longer want to include it in the call flow, you can delete the element from the canvas.

To delete an element from the canvas

1. Select the icon of the element that you want to delete to highlight the element.
v | >|< =)= 0E

Delete

2. Select Delete on the toolbar to delete the element from the canvas, or press the Delete key.

Creating loop-back links

A loop-back link returns a call to a preceding element in the call flow. Loop-back links are useful for
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repeating a set of menu options or for restating instructions to a caller who has failed to make a selection
on the phone keypad following a prompt.

To create a loop-back link

1. Select the connector pin and drag to the element icon that you want to loop back to.

2. Release the mouse to create the loop-back link.

3. Point to the connector link. The loop-back path is highlighted in red.

’Play ’ Menu
I . Announcement

Play: Announcement: P | o |
‘ eﬁfl [Called Extensmn] » “ﬂ] TrunkGreeting »

[~ Play status message

[ allow dial by |Extensior =

(% Stop when key pressed

I I Y
" Play entire message el On |1 ¥

E on |2 vl =
Loop-back path
| Add I Too many attempts "—‘

Customizing Services using Parameters

You can use additional parameters in order to customize services. Parameters can be used in most elements
that accept input, such as email addresses, log entries, transfer numbers, or database comparisons.

Parameters can also be used in the Equals field in the Data Source Selector. For more information, refer to
Using the Data Source Selector on page 339.

Parameters can be used with the following elements:

» The Assisted Transfer, Transfer Call, Deliver Messages, Notify Pager, and Send Fax elements.
e The Send Email element.

» The Text To Speech element.
e The Compare Data element.

» The Create Log Entry element.
» The Select Extension.
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Note that parameters can be used to obtain a specific record from a database.

Parameter Value Description

-pm Additional Parameters List This is a comma separated list of additional
parameters that are passed to the service when it
executes. These values can be accessed within a
service definition as special Text values whose
names are Parameterl, Parameter2, and so on.
The first value in the list becomes the value of
Parameterl and so forth.

In the service editor, parameters are not visible by default. Once enabled, you can select parameters for the
elements that use them.
To view parameters

1. From the Services navigation bar, right-click in the summary pane, select New > Service.

2. Select the service, right-click and select Open to open the Service Editor.

3. Inthe Service Editor, select View > Parameters to enable the Parameters. Once Parameters are
enabled, then parameter values are available for selection.

Validating Services

After you finish building your service, you can validate it. The Service Editor inspects the service for
logical errors or unresolved aspects of the call flow. If there is a problem with your service design, a
message box appears with information about the changes that you need to make.
To validate a service
1. On the toolbar, select the check mark.
X BEA

Check mark

2. If the Service Editor message informs you that the service is valid, select OK. Otherwise, follow the
Service Editor’s suggestions about how to change your service to make it valid.

Troubleshooting Services

If you are having trouble running services, note that particular issues may be noted in the log files. The
following is a list of potential service warnings that may be noted in the System Errors and Warning logs.
To troubleshoot a warning, locate the log entry below, and note the possible causes of and solutions for the
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warning.

Not all errors and warnings necessarily require action. For more information on logs,
refer to Using the NetVanta UC Server Logs on page 362.

To view service warning logs

1. Select the Logs navigation bar to open the Logs menu. All logs are presented in the Content menu.
2. If the logs are not already sorted into categories, then double-click the Logs folder.

3. Select System Errors and Warnings to view the logs in that category.

4. Verify whether either of the following entries appear.

Log Entry Possible Causes and Solutions

Failed to update %s's database There was a problem communicating with the database defined in
with the received fax. The fax will  the Receive Fax element.

be saved instead to the default Check your database connection parameters, and ensure that the
mailbox. database is available.

The data source, %s, referenced in  ServiceStateMachine when an element refers to a data source that
the element, %s, is unknown. no longer exists. Verify the following:

1.The ODBC data source, if applicable, is correctly configured

2.The fields in the reference data source may have been changed
or deleted. Verify the data source configuration.
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16. Using Elements to Create Call Answering
Services

Elements are the building blocks of the services that you create for identities. By combining elements on
the canvas of the Service Editor, you design a call flow that routes incoming calls.

Elements are on the tool palette of the Service Editor. They are divided into three groups: standard,
advanced, and database. Each group has its own tab.

To access database information, the system must be licensed for database integration. If
% you are not licensed for database integration, the Database tab is unavailable. For
more information, refer to Using Database Elements on page 343.

This chapter presents information about the individual elements that you use to build a service. This
chapter covers the following topics:

» Service Element Settings and Features on page 265
» Using Standard Elements on page 268
e Using Advanced Elements on page 288

If your system is licensed for database integration then you will also have a Database
%\ elements tab available. For more information, refer to Using Database Elements on
page 343.

Service Element Settings and Features

This section describes the settings that affect the behavior of certain service elements and some global
features available in many service elements.

User Context and Service Elements

When you start a service, it begins by operating in the context of the user who owns the identity (for
example, the extension) that received the call. The different service elements access mailboxes and objects
that are related to this user context. You can change the user context by modifying the service.

The user context of the service is characterized by an authentication and a user profile (that is accessible
from the authentication).

A service is associated with an identity. When a service starts, the identity is used to locate a user profile
(the one that owns the identity). The user context is then established with the user profile that owns the
identity and the authentication that owns that profile.

Elements cannot change the user context. In particular, Transfer Call, Dial by Name, Dial by Extension,
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and Select Extension, do not change the user context. The Select Extension element causes the selected
extension to be saved in the current call object so that it can be used by other elements.

Synchronizing Contacts

The Synchronize contacts mode is only available to users who have a client-side contact database, where
contacts are stored on a user's computer and not on a server like Microsoft Exchange. Examples of client-
side contact databases include Microsoft Outlook (running in Internet Only Mode), Outlook Express, and
Windows Address Book.

The NetVanta UC Server cannot access contacts that are stored in client-side contact databases; therefore,
in order to perform real-time contact matching, this contact information must be copied and stored locally
on the server computer. Client-side contacts are synchronized with the server computer every time a user
starts or shuts down the NetVanta UC Client . If a user makes changes to their client-side contact database
while the NetVanta UC Client is open and they want the NetVanta UC Server to recognize these changes
without having to shut down and restart their NetVanta UC Client, the user can force a contact
synchronization by using Synchronize contacts.

To synchronize a user’s contacts to the NetVanta UC Server software
On the menu bar, select Tools > Synchronize contacts.

Selecting Values Within Elements Using the Value Selector

Use the value selector El feature available on some elements to specify the following types of values:

Literal values For example, a number or piece of text

References to data files For example, a fax, announcement, or greeting
References to database values References that have been fetched from a database
System values For example, caller ID

Strings of digits Gathered by a Gather Digits element

For example, the Play Announcement element allows you to play a dynamic value, announcement,
greeting, or temporary recording to a caller that encounters the element in a service.

. Play alle
Arnouncement 1 2|
Play: Llelol]
- Database Values ’
Grasting type: Announcements 4 Announcement
- Greetings 4 AT
Temporary Recordings ’ Sample UCNS Audio Files ’
Play stahus message Shared ,
are

2 Stop when key pressed
Flay entire message

The values that are available using the value selector |I| depend on how your service and system are set
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up. For example, to use database values, a database element type must be included in the service. To
specify Gather Digits values, a Gather Digits element must be included in the service.

To use database values and elements, your system must be licensed for database
integration.

Allowing Callers to Make Temporary Recordings Within a Service

Some elements allow you to select audio files such as announcements, greetings, database values, or
temporary recordings. Using the Record Announcement element, a caller can record audio into a
temporary recording, and elements like Play Announcement can be used to play the audio.

Temporary recordings exist only for the duration of the service. That is, when a service starts, no
temporary recordings exist. If a caller makes a temporary recording, the recording is stored in a temporary
file that can be played by another element. All temporary recordings are discarded when the service ends.
Up to ten temporary recordings can be created.

Temporary recordings can be referenced in the following elements:

» Play Announcement element

* Menu element

* Send Email element (custom)

* Record Announcement element
» Page Recorded element

» Add Data element

e Update Data element

In order to use the Add Data and Update Data elements, your system must be licensed
for database integration.

Temporary recordings can be used with the Page Recorded element for a caller to review and confirm a
page announcement before playing it over a paging system. Temporary recordings can be used with a Send
Email element, or Add Data and Update Data elements to record audio for form-filling applications, such
as requesting quotes or answering general customer service questions.
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Using Standard Elements

Select the Standard tab on the tool palette to view the standard elements. The following table gives a brief
description of each available element.

Hang-up Element on page 268

Terminates the call

Play One-time Message Element
on page 269

Allows you to leave a personalized message for a specific caller

Play Announcement element on
page 269

Plays a prerecorded announcement, greeting, temporary recording, or audio
database file to callers

Menu Element on page 272

Allows callers to make a selection using the telephone keypad

Flow Control Element on page 273

Controls the call flow according to phone number or time and day restrictions.

Dial by Extension Element on
page 274

Allows callers to select an extension and be transferred to it

Dial by Name Element on
page 275

Enables callers to dial and be transferred to a user’s extension by entering the
user’'s name

Voicemail element on page 276

Provides basic voicemail service

Deliver Messages element on
page 277

Delivers voice or fax messages from a selected mailbox to a specified number

Transfer Call element on page 278

Transfers the call to another number or extension

Assisted Transfer element on
page 279

Allows call transfer recipients to accept or deny calls based on the caller’s
recorded name

Notify Pager element on page 280

Enables you to send a message to a pager number

Send Email element on page 280

Allows you to be notified by email when a caller moves successfully through the
Send Email element

Send Fax element on page 282

Allows you to send a list of faxes

Receive Fax element on page 284

Receives a fax and places it in a mailbox

Fax-on-demand element on
page 286

Captures a caller’'s number and faxes the selected document to a caller

g

The Dial by Extension and Dial by Name elements are available only to
Administrators, and not to Personal Business Assistant (PBA) users.

Hang-up Element

@

i
2|

Hang-up 2 Lo

The Hang-up element terminates the current incoming call. If a call is
present, this element terminates the call. The same result occurs if a call
flow leads to an unconnected connector pin.

268
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Play One-time Message Element

_ i Including the Play One-time Message element in a service allows you
ﬂ. Play One-time to leave a personalized message for a specific caller. Once a message has
Mo message for current caller

Message 1 ﬂ played, the call flow follows the Message played connection. Calls for
which there is no customized message follow the No message for
current caller connection. Enable the Stop when key pressed button to
Message played stop the message when the caller presses a key. Enable the Play entire
message button to make sure that the caller listens to the message in its

entirety.

¥ Stop when key pressed

" Play entire message

Play Announcement element

| L The Play Announcement element plays prerecorded audio to callers
‘ iﬁ;’uuncement ’ ﬂ including audio files stored in a database, announcements, greetings, or
: temporary recordings. You can select one of the prerecorded
Play: == announcements included with the NetVanta UC Server, or one that you
| [l [called Extension] b | recorded. Alternatively, you can record one as you build the call flow.
Greeting type:
[Active Greeting]

™ Play status message

¥ Stop when key pressed
™ Play entire message

For the Play Announcement element to function, there must be a sound card installed
% on the server computer.
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The greeting type is only enabled if Greetings was selected for the Play mode.

Database Values Supports playing audio stored in a Data Source. The audio must first
be fetched using a Fetch Data element on page 344, or a Dial for Data
element on page 345. Database values come from a Data Source
element and are not directly affected by user context.

Note: Your system must be licensed for database integration in order
to use this mode. In the Service Editor, if you have the Database tab of
elements available, then your system is licensed for database
integration.

Announcements Announcements come from the list that belongs to the user profile in
the user context. For more information, refer to User Context and
Service Elements on page 265.

Greetings You can select [Called Extension] or a specific user's greeting. The
[Selected Extension] mode is available to Administrators only. For
more information, refer to the Select Extension Element on page 289.
If you select Greetings, then select a greeting type, as described
below. If the greeting selected is [Called Extension], itis
recommended to include a Play Announcement element before in
the call flow, because the Administrator application has no greetings.

Temporary Recordings Temporary recordings can be used to record audio temporarily, after a
service has started. Use the Record Announcement Element on
page 292 to record the audio for a specific temporary recording. The
recordings are then stored in a temporary file, which can be played by
another element that plays audio such as the Play Announcement
element. All temporary recordings are discarded when the service
ends. Up to 10 temporary recordings can be made. For more
information on temporary recordings, refer to Allowing Callers to Make
Temporary Recordings Within a Service on page 267.

Active Greeting This is the default greeting.

Internal Greeting Internal greetings are intended for callers calling from extensions at
your workplace.

External Greeting External greetings are intended for callers calling from outside your
workplace.

Out-of-Office Greeting Out-of-Office greetings are typically enabled when you are out of the

office for an extended period of time.

Mailbox Identifier The mailbox identifier consists of your name. This greeting is typically
used when callers are transferred to your extension.

Several additional options are available in addition to the greeting type:

» The Play status message mode preempts the user’s greeting message with a status message and
cannot be interrupted.

» The Stop when key pressed button allows a caller to stop the message by pressing a key.

» The Play entire message button ensures that the caller listens to the message in its entirety before
further action can be taken.
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To record an announcement for a Play Announcement element

1. On the Play Announcement element, select |z| . The Select Announcement menu box appears.

2. Inthe Select Announcement menu box, enter a name for the announcement that you want to record.
3. Select Select to start the NetVanta UC Client Audio Editor.
4

In the tool bar at the top of the NetVanta UC Client Audio Editor, select |Z| The Record Audio
menu box appears.

o

From the Insert new audio drop-down menu, select at the beginning .
6. Select the button for the computer audio device. The button is enclosed by a dotted line.

7. Select |z| and then record the message. As you record, the clock runs and the red record button turns
grey.

8. Select |E| when you are finished recording.
9. Select OK to keep the announcement and return to the NetVanta UC Client Audio Editor.
10. Inthe NetVanta UC Client Audio Editor menu bar, select File > Update to update the recorded
audio announcement.
To play a greeting from a mailbox using a Play Announcement element
1. On the Play Announcement element, select the value selector |I| on the Play field.
2. Select Greetings > [Called Extension] to fetch the greeting from the user profile in the current user

context.

To enable the Play status message mode for greetings
On the Play Announcement element, enable the Play status message button.

Make sure that the Play status message mode is enabled on a corresponding VVoicemail
element (refer to Voicemail element on page 276).

To play temporary recordings

On the Play Announcement element, select the value selector |I| select Temporary Recordings, and
select one of the ten temporary recordings available.

You must use the Record Announcement element in the service in order for a caller to
%{\ record the temporary audio file. For more information on temporary recordings, refer to
Allowing Callers to Make Temporary Recordings Within a Service on page 267.
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Menu Element

. o)

The Menu element allows you to make an announcement and then
direct the call flow based on the DTMF input received when a caller
presses a number on the telephone keypad.

Menu 1

Announcement:

| This element can play an announcement, database value, greeting, or
temporary recording before it takes the specified menu action. It

[~ allow dial by |E retrieves announcements from the set of announcements that belong to

B I__[ the user profile in the user context. Database values come from a Data
On ]1 '.I Source element and are not affected directly by user context. The service
-

retrieves greetings from an explicit user, if such a user is

specified. Temporary recordings are created using the Record
Announcement element, to record the audio for a specific temporary
recording after a service has started, which is discarded after the service
ends. For more information on temporary recordings, refer to Allowing Callers to Make Temporary
Recordings Within a Service on page 267.

Add Too many attempts

When Allow dial by Extension is enabled, the caller can dial a user by entering the user’s extension.
When Allow dial by Name is enabled, the caller can dial a user by entering the first few characters of a
NetVanta UC Server user’s last name. For more information on the operation of dial by name, refer to Dial
by Name Element on page 275.

Callers are allowed to try three times to select from the menu. If they make another attempt, they follow
the Too many attempts connector pin.

When callers press a selection key, they move through the connector pin to the next element, depending on
their choice. When you are finished setting selection keys, you can connect an element for each selection
key that you set.

To set selection keys on a Menu element

1. Inthe first On drop-down menu, select the number that you want. The number one appears by default.

2. Select Add to add an On drop-down menu for setting additional keys. The NetVanta UC Server enters
the key in numerical sequence. You can also select a key from the drop-down menu. You can set a
maximum of 12 keys. Keys range from one to nine, then include zero, *, and #.

3. To delete a selection key on a Menu element, select the trash can & | to the left of the key that you
want to delete. Remember to change the announcement associated with the menu so that it reflects the

changes.
i=l on [t =] |
For information about recording an announcement for the Menu element, refer to To
record an announcement for a Play Announcement element on page 271.
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Flow Control Element

L |
nt )+

Compare: IP'h-:unE Mumbers j

The Flow Control element acts as a decision tree, and allows for two

Flow Control 1 4w different comparison methods: matching based on phone numbers or on

ki time of day and date. The call will be routed to the next element based

on a successful or failed match (a failed match routes the call through

& the Otherwise connector pin). You can select either Phone Numbers or
Times, which determines the comparison element.

For example, you could use the Flow Control element with a Receive
Fax element to call your cell phone, send a pager notification, or send an
email to your personal email address, to notify you when you receive a
fax from a particular number after business hours.

Otherwise '1

Routing incoming calls based on phone numbers

The NetVanta UC Server compares the incoming caller ID to those telephone numbers included in the
Flow Control element list. Telephone numbers in the list can be entered manually, or they can be pulled

from your contact address book by using the value selector El

For more information, refer to Selecting Values Within Elements Using the Value Selector on page 266.
For information about contact address book synchronization, refer to Synchronizing Contacts on page 266.

The NetVanta UC Server compares the numbers of incoming calls with those included in the list.

 If the numbers match, the call is routed to the subsequent element that you specify.

 If the numbers do not match, the call moves to the element connected to the Otherwise connector pin.
To set call flow according to an unknown phone number category

On the Flow Control element in the Compare drop-down menu, select Phone Numbers.

Select the value selector El

Select Contacts > Unknown.

A W o

Select one of the following categories:
e Unknown Number

* Private/Blocked Number

» Out-of-area Number

To enter a phone number manually

1. On the Flow Control element in the Compare drop-down menu, select Phone Numbers.

2. Select the telephone button to open the Enter Phone Number menu box.
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3. Enter the desired phone number in the Telephone number field, and select OK.

You can also enter a phone number by right-clicking the blank field in the Flow Control
% element and selecting New from the drop-down menu.

€ [Fon conbol 1 i You can specify days of the week and a time range. For time restrictions,
I\‘ e -ente ol if either the From or To field is empty, a 24-hour period is assumed.
Compare: I'I'lmes | *Calls received within the specified time range are directed through the

Times connector pin.

*Calls received outside the specified time range move to the element
connected to the Otherwise connector pin.

¥ Mon [V Tue [V wWed
W Thu v Fril” sat [T sun [)

Frorm:

To:
[ 30 :I [16:30 :I

Otherwise '.l

To set call flow according to time restrictions
On the Flow Control element from the Compare drop-down menu, select Times.
Enable the check boxes for the days of the week when the restrictions apply.

In the From field, select the hour and minutes when the time restriction begins. Use a 24-hour clock.

H W

In the To field, select the hour and minutes when the time restriction ends. Use a 24-hour clock.

Dial by Extension Element

= L The Dial by Extension element accepts DTMF tones that a caller enters
%ﬁﬁ_ for an extension. If the tones match a valid extension, the call is

transferred to the specified extension, and the Selected Extension and

Valid extension =s  Selected User Name system values are changed to the extension and the
user name owning that extension. Since the call has been transferred, no
call is present after leaving the Valid extension connection. The valid
Otherwise Le| extension is a user account as well as any extensions defined in the
extensions tab of the options menu.

Dial by Extension

[ Onsingle digit

If you enable the On single digit check box, you can connect an Advanced Menu element to provide
single-digit entry processing for multi-function entry. If a caller enters an invalid extension, the call leaves
the element by the Otherwise connector pin.

In order to transfer callers using the the Dial by Extension element, you must define the
%{\ list of identities which the calls can be transferred to. For more information, refer to
Configuring Non-user Extensions and Identities on page 37.
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% The Dial by Extension element is not available for PBA users.

Dial by Name Element

_ i The Dial by Name element allows callers to dial a user by entering the
Dial by Mame 1 o digits that correspond to the first few letters of either the person’s first or
J last name. The name is compared to the list of users defined by the
valid name Le| contact list. The alphabetic characters correspond to the numerical digits
on the caller’s telephone keypad. For information on selecting the order
Otherwise i in which callers enter a name, refer to Selecting the Order for Dial by

Name Dialing on page 36.

On certain phone models, the keys on which the letters Q and Z appear can differ. The
% Dial by Name element works whether the letter Q corresponds to the 0 or the 7 key, and
whether the letter Z corresponds to the 0 or the 9 key.

Callers hear a standard announcement prompting them to spell either the first or last name. A caller can
attempt to make an exact match of a name by pressing the # key after entering the digits. This is useful for
matching shorter names such as Li. If a caller stops entering digits, and if the digits entered match five or
fewer names, then the caller is presented with a list of names, and is prompted to make a selection. If more
than five names match the digits entered, then the caller is prompted with unable to match the dialed name,
and is prompted to try again.

If the name entered matches a NetVanta UC Server user, the call exits the element by the Valid name
connector pin, and changes the Selected Extension and Selected User Name system values to the
NetVanta UC Server user’s extension and hame.

If the digits that the caller enters do not match a valid user or the caller does not enter any digits, the call
moves to the element connected to the Otherwise connector pin. The caller is allowed three attempts to

enter a valid user before the call exits the element.

The alphabetical characters are represented by numerical digits on the caller's telephone key pad. The
following is a list of the DTMF key to alphabetical character mappings on a standard telephone:

Characters Dial Pad Number
ABC 2
DEF 3
GHI 4
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JKL
MNO
PQRS
TUV
WXYZ

©| o N| o] un

Dial by name also supports extended ASCII for users whose names have accented letters. The following is
a list of the accented vowels and the corresponding dial pad number and equivalent letter on the dial pad:

Accented Letter Dial Pad Equivalent Dial Pad
Number(s) Letter

alA, a/A, a/A, 2 A

e/E, é/E, é/E, &/E 3 E

i, i 4 [

0/0 6 0]

/U, 0/U, a/0 8 U

yIY 9 Y

¢/C 2 C

&l 2and 3 Aand E

e/E 6 and 3 Oand E

%{\ The Dial by Name element is not available for PBA users.

Voicemail element

_ _ i The Voicemail element provides basic voicemail service. It plays the
[= Voice Mail 1 . .

‘ﬁ | mailbox greeting and can take a message from a caller. If the caller

= presses the access humber for mailbox management, the Voicemail

Mailbos: element allows mailbox management for the specified mailbox.
I[Calleu:l Extension] j = . o ) ) )

I Play statu If the Mailbox selection is Called Extension, the mailbox is the one

R selected using a Select Extension element. In this case, the Select
Add Menu Ttem | Extension element must come before the Voicemail element in the call

flow. If the Mailbox selection is Selected Extension, it refers to the
identity selected in the last successful Select Extension element in the service. If there was none, or the
last one failed, it defaults to be the same as Called Extension.

The Play status message mode is enabled by default. The status message pre-empts the user’s greeting
message and cannot be interrupted. Make sure the Play status message mode is also enabled on a Play
Announcement element, if required.
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Administrators can specify the mailbox where messages are stored.

A number of system-wide options apply to the Voicemail element. These can be found on the Voicemail
tab under Options on the Tools menu. For information about administrator options for the Voicemail
element, refer to Setting Voicemail Options on page 27.

Deliver Messages element

e

L The Deliver Messages element sends voice and fax messages from a
selected mailbox to the phone numbers that you specify. Called
Extension refers to the identity originally called. Selected Extension

Deliver Messages

% Play new messages refers to the identity selected in the last successful Select Extension
{" Manage mailbox element in the service. If there was none, or the last one failed, it

_ defaults to be the same as the Called Extension.
Call number(s): | | |

The NetVanta UC Server calls the sequence of numbers, in the order that
= you specify, until the call is answered. The call recipient must enter the
password associated with the selected mailbox to retrieve messages over
the phone. You can limit deliveries to new messages or allow full

Mailbo:

mailbox management.

I [Called Extension] j

Specify call numbers by using the telephone button, or use the

value selector El For more information, refer to Selecting Values Within Elements Using the Value

Selector on page 266. For information about contact address book synchronization, refer to Synchronizing
Contacts on page 266.

The Mailbox drop-down menu allows you to specify the mailbox from which the messages are sent.

Message delivery is provided only for messages left by incoming callers. It does not
apply when a caller forwards, replies to, or sends a message.

To specify phone numbers for the Deliver Messages element

1. Select the telephone button.
2. Inthe Enter Phone Number menu box, enter a phone number in the Telephone number field.
You can also enter a phone number by right-clicking inside the Call number(s) field
%\ and selecting New.
3. If you want to specify an account code, select the Use account code check box and enter an account
code in the field.
4. Select OK. The target number appears in the Call Number(s) field. The NetVVanta UC Server calls the

target number when it attempts to deliver messages.

619510001-1D Copyright © 2013 ADTRAN, Inc. 277



Using Elements to Create Call Answering Services ECS/BAS Administrator Guide

5. Repeat steps 1 to 3 to add more target numbers to the field. The NetVanta UC Server calls each
number in the field, according to the order you specify, until the call is answered.

Refer to Selecting Values Within Elements Using the Value Selector on page 266 to
%\ select a dynamic value for the element.

To change the sequence of target phone numbers listed for Deliver Messages
1. Select the number whose ranking you want to change.

2. Select an arrow ii to arrange the order of the numbers in the field.

To delete atarget phone number from the list for Deliver Messages

1. Select the telephone number that you want to delete.

2. Select the trash can ﬁ' .

Transfer Call element

The Transfer Call element transfers calls to another number.
@ Transfer Call 1 i
ki If the transfer fails, the caller leaves the element through the Otherwise
Transfer call to: connector pin. The NetVanta UC Server automatically adds a VVoicemail
¥ This number: element to the Otherwise connector pin if you do not add an element.

| » M

™ The operator

The telephone number that you specify is subject to the outgoing call
restrictions that are specified.

Otherwise -Ol

To specify a transfer target for the Transfer Call element

1. Inthe Transfer call to section, select one of the following:
* This number—if you want to specify a number to transfer callers to
* The operator—if you want to transfer callers to the operator

2. If you selected this number, do one of the following:

« Use thevalue selector [¥] to specify a value.

» Select the telephone button, and enter the number where you want to transfer the caller.
» Right-click the This number field, select New, and enter the phone number that you want.

For information about selecting a dynamic value using a value selector El refer to

%(\ Selecting Values Within Elements Using the Value Selector on page 266. For
information about contact address book synchronization, refer to Synchronizing
Contacts on page 266.
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Assisted Transfer element

= — — L The Assisted Transfer element allows a transfer call recipient to accept
@: TSS'SE Transter Yl or deny a call based on the caller’s recorded name..
Call rumber(s): | | | & You can enter the telephone number to which you want to transfer calls.

Specify the conditions under which you want to prompt callers to record
their name. When you enter a list of telephone numbers, calls are
b transferred to the numbers in the order that they appear. You can use the

arrow 4| & buttons to change the order of numbers in the list

A call moves to the element connected to the Call is accepted connector
pin when the transfer recipient answers and accepts the call. A call that
Call is accepted is answered, and then declined by the recipient, moves to the element
connected to the Call is denied connector pin.

Prompt: |Unknown caller j

Call is denied
Otherwise If the call is not answered, is answered but not accepted within 10
seconds, or is transferred to an invalid number, the call moves to the
element connected to the Otherwise connector pin.
%{\ The default is to wait 20 seconds for an answer before recalling an assisted transfer
attempt.

To specify a call number for the Assisted Transfer element

1. Inthe Call number(s) section, select the telephone button to open the Enter Phone Number
menu box.

You can also enter a phone number by right-clicking the Call number(s) field and
%‘\ selecting New.

2. Enter the telephone number to which you want to transfer callers.

3. From the Prompt drop-down menu, select one of the following prompt types:

Never Never prompts the caller to record a name.
Always Always prompts the caller to record a name.
Unknown caller Prompts the caller to record a name if there is no match in the contact list.

Use the value selector [#] to select a dynamic value for the element. For more

% information, refer to Selecting Values Within Elements Using the Value Selector on
page 266. For information about contact address book synchronization, refer to
Synchronizing Contacts on page 266.
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Notify Pager element

Motify Pager 1 i
i

Pager number to dial:
| >
M wait| 10 seconds, then

Send message: I

¥ Add Caller1d

Append I to message

The Notify Pager element allows you to send a message from the
NetVanta UC Server to a specified pager number.

The message sent can be a numeric message with an attached caller ID.

To specify a pager number for the Notify Pager element

1. Inthe Pager number to dial section, do one of the following:

» Use the value selector El to specify a value. For more information, refer to Selecting Values
Within Elements Using the Value Selector on page 266. For information about contact address
book synchronization, refer to Synchronizing Contacts on page 266.

» Select the telephone button and enter the pager number that you want
» Right-click the Pager number to dial field, select New, and enter the pager number that you want

2. Enable the Wait check box if you want to specify a pause before paging, and in the Wait...seconds
then field, enter the number of seconds that you want the pause to last.

3. Inthe Send Message field, enter a prefix that you want as part of the message, before caller ID is
displayed on the pager. Numeric prefixes and suffixes are useful to identify calls that are delivered.
The prefix helps you differentiate between callers whose messages you have instructed the NetVanta
UC Server to deliver, and other callers to the paging system. For example, you can use a prefix such
as 123 or 000 to signal deliveries.

4. Enable the Add Caller-1D check box if you want to have caller ID sent with your messages.

5. Inthe Append...to message field, enter information that is part of the messages sent following any
caller ID information displayed on your pager.

Send Email element

N Send E-mail 1 o
2|
Send: INDﬁﬁcaﬁnn j

To e-mail address;

| 3

Using the Send Email element, you can specify the NetVanta UC Server
to notify you, or someone else, by email when a caller moves
successfully through the Send Email element. For example, you could
have an email sent to your personal email address when a caller leaves a
voice message for you after hours, or when you receive a fax. You can
specify the type of message that you want to send and the address where
you want to send it, including multiple email addresses. You can also
send attachments with the email notification. For example, you could

attach a fax of a property listing, or audio describing a property, or some other type of fax or audio specific
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to your particular business.

To use the Send Email element, ensure that you have a Microsoft Exchange Server or
%‘\ SMTP Server configured.

Selecting a Custom notification allows you to enter or select information that you want to include in the
notification. You can combine typed text and selected values in the Subject and Body sections of the
element. In the call flow, the text and values are linked together. From the Attach field you can also select
attachments to send with the notification, such as announcements, greetings, temporary recordings, faxes,
or database values (for example, audio or fax).

Temporary recordings are created using the Record Announcement element. Using the Send Email
element with a temporary recording can be used as a form filling application, such as requesting quotes, or
answering general customer service questions, and so on. For more information on temporary recordings,
refer to Allowing Callers to Make Temporary Recordings Within a Service on page 267.

To specify the NetVanta UC Server to send an email when you receive a voicemail
message

1. Select one of the following from the Send drop-down menu:

» Entire Message—sends an email of all the information associated with the voice message that you
received, including the voice message (as a .wav attachment)

» Notification—sends only the information associated with the voice message

» Short Notification—sends only some of the information associated with the voice message. This
mode is useful for small menu devices, such as cell phones, that are capable of receiving email.

» Custom—allows you to add information that you want to include with the email notification. This
includes sending attachments such as announcements, greetings, temporary recordings, faxes, or
database values (for example, audio or fax).

e Custom With Message—allows you to send a custom email with the latest mail message

Custom notification sends an email notification of calls to a user’s mailbox, whether
%{\ the caller left a message or not. All other types of notifications send email notifications
only when a caller leaves a message.

2. Inthe To email address field, enter the email address where you want the notification sent. If you
want to enter more than one email address, enter them with a semicolon separating each one.

Refer to Selecting Values Within Elements Using the Value Selector on page 266 if you
%{\ want to select a dynamic value for the To email address field. You can enter only one
dynamic value.

Ensure that you enter a valid email address. The NetVanta UC Server does not
authenticate email addresses used with the Send Email element.
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To specify a custom notification
1. From the Send drop-down menu, select Custom.

2. Inthe To email address field, enter the email address where you want the notification sent. Use a
semicolon to separate multiple email addresses.

3. Inthe Subiject field, enter a subject for the email, or use the value selector |I| to select a value.

4. Inthe Body field, enter the body of the email, or use the value selector [#] to select a value.

Refer to Selecting Values Within Elements Using the Value Selector on page 266 to
%\ select a dynamic value for the To email address, Subject, Body, or Attach field. You can
enter only one dynamic value.

5. Inthe Attach field, select a database value (audio or fax), fax, announcement, greeting, or temporary
recording.

Send Fax element

The Send Fax element allows you to send a list of faxes to a specified
?@' Send Fax 1 = fax number
Send: You can enter the fax number to which you want to send a fax message.
ILatest Fax in Mailbox =] A cover page can accompany your fax message and you can select the
= ™ fax documents to include in the list. You can choose to send a list of
| r—| faxes, the latest fax in your mailbox, all faxes in your mailbox, or all

unread faxes in your mailbox.

[T Indude cover page ... I
From
I[Calleu:l Extension] j

To specify a fax number for the Send Fax element

1. On the Send Fax element, select the telephone button.

2. Inthe Enter phone number field, enter the fax number where you want the fax messages sent to.

3. If you want to specify an account code, enable the Use account code check box and enter an account
code in the field.

4. Select OK.

Refer to Selecting Values Within Elements Using the Value Selector on page 266 to
%{\ select a dynamic value for the element. For information about contact address book
synchronization, refer to Synchronizing Contacts on page 266.
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To specify alist of faxes for a Send Fax element

1.
2.
3.

Select List of Faxes from the Send drop-down menu.
Follow all the steps in To specify a fax number for the Send Fax element on page 282.

In the To field, select the value selector [#] and select the database value or fax that you want to send.
The fax appears in the To field.

Repeat step 3 until all the faxes that you want are added to the To field.

To include a cover page for the Send Fax element

1. On the Send Fax element, enable the Include cover page check box, which opens the Fax Cover
Page Details field.

2. Select the browse button to open the Select Cover Page field.

3. Select the fax cover page that you want to include.

4. Select Select. The name of the fax cover page appears in the Select cover page field.

5. Inthe Fax Cover Page Details field, enter information about the fax recipient, the subject of the fax,
and comments that you want to include on the cover page. You can use a combination of typed text
and dynamic values.

Refer to Selecting Values Within Elements Using the Value Selector on page 266 to
%‘\ select dynamic values for the cover page information.
6. Select OK.

To send faxes in your mailbox using a Send Fax element

1.

From the Send drop-down menu, select one of the following:
e Latest Fax in Mailbox

» All Faxes in Mailbox

» All Unread Faxes in Mailbox

Follow all the steps in To specify a fax number for the Send Fax element on page 282.

If you want to include a cover page, follow all the steps in To include a cover page for the Send Fax
element on page 283.

From the From drop-down menu, select the mailbox from which you want to send the fax. Called
Extension refers to the identity originally called. Selected Extension refers to the identity selected in
the last successful Select Extension element in the service. If there was none, or the last one failed, it
defaults to be the same as the Called Extension.

619510001-1D Copyright © 2013 ADTRAN, Inc. 283



Using Elements to Create Call Answering Services

Receive Fax element

2

¥ Save Fax to Maibox
I [Called Extension] j
" Save Fax to Database

Receive Fax 1 E-
ki

Otherwise

The Receive Fax element receives incoming faxes and places them into
a specified mailbox or database. Use the Receive Fax element along
with other elements in a service to customize receive fax behavior.

The default behavior for admin users using an attendant service is that
the NetVanta UC Server detects the standard CNG tone that signals a
fax, the NetVanta UC Server receives the fax, and then stores it in the
default mailbox. An office administrator can then send received faxes by
email to a user’s mailbox.

The following table describes the configurable options in the
Receive Fax element.

Save Fax to Mailbox

Selecting this mode enables you to save incoming faxes to your mailbox.

Called Extension

Saves the fax to the mailbox of the extension number that the caller
called.

Selected Extension

This mode refers to the Select Extension element, which is available to
admin users only. If an admin user creates a service using the Select
Extension element, and makes this service available to other users by
saving it to the Shared folder, then PBA users will have this mode
available. However, PBA users should not select this mode when
creating their own service. If an admin user selects this mode then they
must place a Select Extension Element on page 289 somewhere before
the Receive Fax element in the service.

User Extension

Note: Only the administrator can select a specific user's mailbox.

Save Fax to Database

Selecting this mode enables you to save incoming faxes to a database, if
your system is licensed for database integration. If you have the
Database tab available in the NetVanta UC Client Service Editor, then
you can use the Data Source Selector to save incoming faxes to a
database. For more information, refer to Using the Data Source Selector
on page 339.

Note: If the Save Fax to Database mode is selected and the database is
unavailable, the incoming fax is delivered to the default mailbox.

Otherwise

If a problem occurs receiving a fax, then the call exits through the
Otherwise connector pin, and the fax is not received in the selected
mailbox.

ECS/BAS Administrator Guide

Depending on the configuration, there may be a dedicated fax number or identity to receive faxes. In this
case you may want to use the Receive Fax element in a service to initiate some behavior, such as storing
the fax in a database. Alternatively, you may have a shared voice and fax number or identity, where you
receive voice and fax messages on the same identity or extension. If you are using a shared voice and fax
number, then you may want to create a Receive Fax service, for example, in order to receive notifications
that you have received a fax.When the Receive Fax element is used in a voice service, it's typically placed
after a Menu Element on page 272. Callers are instructed using a Play Announcement element on page 269
that they can press a key on the telephone dialpad to send a fax. For example:
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"If you would like to send a fax, please press 5 and then press the Send button on your fax machine."

When the Receive Fax element is used in a dedicated fax service it is typically the first element in the
service, and it can be combined with other elements to create a custom fax service, such as saving the fax
to a database, or receiving notifications of the received fax.

The Receive Fax service has additional requirements beyond regular service requirements. If you are
using the same identity to receive both voice and fax messages, then you may want to use the Receive Fax
element to create a specific Receive Fax service, for example, to send a notification to a pager, a phone
number, or an email address to notify you that you’ve received a fax. The following is a list of
requirements for a Receive Fax service:

* The Receive Fax service must be called “Receive Fax”.
* The Receive Fax service must contain a Receive Fax element.

» The Receive Fax element must appear as soon as possible within the service, typically the first element
of the service.

* You do not need to activate the Receive Fax service. When a fax call comes in, your active service will
be initiated. When the NetVanta UC Server hears the fax tone, it automatically stops the regular active
service and activates the Receive Fax service.

» The Receive Fax service must be saved in one of the following two locations:

» The shared folder so that it is available to all users in the system (that is, \Services\Shared\Receive
Fax)
» The user's root folder so that it is only available for that user (that is, \Services\Receive Fax)

In order to receive a notification of a received fax you can follow the Receive Fax element in a Receive
Fax service with any or all of the following elements:

» Send Email element
» Deliver Messages element (to send a phone message)
» Notify Pager element

If you want to specify the days of the week or times of day when you want notifications sent, or specify
from which phone numbers you want to be notified of a received fax, then use the Flow Control Element
on page 273.

The following example shows how you might use the Receive Fax element in a Receive Fax service to
notify you during particular days or times, that an incoming fax has been received from a specific fax
number. The example below illustrates that when a fax is received during business hours from a specific
number, then notifications are sent to the user’s cell phone, pager, and personal email account.

,& Receive Fax 1 I .\‘ Flow Control 1- & .\‘ Flow Control 2 - -~ Deliver Messages E- Motify Pager 1
R ﬂ During Work Hour J Office ﬂ 1-To my cell

{* Save Fax to Maibox Compare: I'ﬁmes 'l Compare: IPhone Mumbers (¥ Play new messages Pager number to dial:
Called Extension % o " Manage mailbox &b +1(256) 555-1772 b
(E I ¥ Mon ¥ Tue ¥ Wed E <
Save Fax to Database % Thu ¥ Fril sat | sun &b +1(256) 555-8022 Call number(s): @JJ@ V¥ wait| 10 | seconds, then
+1 (256) 555-9333 r
Send message:
From:
[&30 :’ | 16:30 :I » [¥ add Caller-1d
Append I to message
Otherwise

Otherwise d Otherwise nd

Mailbox:
[Called Extension] -
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To specify a general mailbox

A W o

Select OK.

While signed on to the NetVanta UC Client as an administrator, select Tools > Options.
Select the Operator Definition tab.

Select a mailbox from the Default Mailbox drop-down menu.

To troubleshoot any problems with the Receive Fax element, refer to Troubleshooting
% Services on page 263.

Fax-on-demand element

Fax-on-demand 1 i
2|

Fax document to send: J

| > |

[T Indude cover page ... |

™| Use account code

" | Alse use for local calls

If caller cancels fax

-1

The Fax-on-demand element allows the NetVanta UC Server to send a
fax to callers who move through this element. You can select the fax
document to be made available and a cover page to accompany the fax.

Some callers might cancel their request. You can add an element to the
service to handle such cases and route the call to the next element in the
call flow. For information about configuring fax specifications for the
Fax-on-demand element, refer to Setting Fax Message Delivery
Options on page 29.

To select a fax document for a Fax-on-demand element

On the Fax-on-demand element, select the value selector E| to select a fax document or dynamic
database value. The name and button of the document or value appear in the Fax document to send drop-

down menu.

reference.

To preview a fax document that you selected, select the [...] button in the Fax document
%{\ to send section. The preview fax button works only with a real fax, not a database

To select a fax cover page to accompany the fax document for a Fax-on-demand element

1. On the Fax-on-demand element, enable the Include cover page check box.

In the Fax Cover Page Details menu box, select the Browse |:| button.

2
3. Select a fax cover page.
4

Select Select. The cover page title appears in the Select cover page file field of the Select Cover

Page menu box.
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5. In the Subject and Comments fields, enter information that you want to include on the fax cover
page.

6. If you want to include dynamic information in the Subject and Comments fields, use the value
selectors ' » .

You can include both text and value information in the Subject and Comments fields of
%\ the Fax-on-demand element.

7. Select OK.
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Using Advanced Elements

Select the Advanced tab on the tool palette to view the advanced elements. The following table gives a
brief description of each available element.

Select Extension Element on page 289

Waits for callers to enter an extension number using the
telephone keypad; can be used for selecting mailboxes

Record Announcement Element on
page 292

Allows callers with user accounts to record over existing
announcements or greetings, create temporary recordings, or
record into a database, using a remote telephone

Take Message Element on page 295

Triggers the recording of an incoming message for storage to
a mailbox

Advanced Menu Element on page 296

Allows callers to make a selection using the telephone keypad

Manage Mailbox Element on page 296

Allows callers to retrieve messages remotely

Change Mailbox Password Element on
page 297

Allows users to change their mailbox password

Verify Password Element on page 297

Allows the service to request a password from callers and
ensure that a given password matches a specified one or the
password for a particular mailbox

Loop Counter Element on page 298

Allows you to limit the number of times the call flow will
execute a path in the call flow

Text To Speech Element on page 299

Reads text to the caller

Gather Digits Element on page 299

Allows users to keep track of information that is entered by
callers

Compare Data Element on page 300

Allows users to compare patterns of data and directs call flow
accordingly

Create Log Entry Element on page 301

Allows users to capture and export detailed call log entry
information

Page Live Element on page 301

Connects the caller to the selected paging group, and allows
the caller to do a live page.

Page Recorded Element on page 302

Queues a prerecorded page for a specified paging group. The
request is associated with an audio file to be played when the
paging request is initiated.

Generate Tones Element on page 304

Enables a service to insert a dual tone multi-frequency
(DTMF) tone to the current call.

Queue Outdial element on page 305

Enables a service to launch an outdial request after a
specified period of time.

Execute Program Element on page 307

Enables a service to launch an external program.

Wait for Silence Element on page 308

Enables an outdialing service to wait for a period of silence.

Detect Remote Party Element on
page 309

Detects whether a call is answered by a person, an answering
machine, or a fax machine, typically during an outdial service.

Change Voice Element on page 310

Changes the voice used by elements in the service’s call flow
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The Select Extension, Page Live, Page Recorded, and Execute Program elements are
available to administrators only and not to PBA users. However, admininistrator users

%‘\ can create shared services that contain these elements, and these services can then be
assigned by a PBA user to one of their identities.

Select Extension Element

(¥ By prompting caller Callers can be prompted to enter an extension number using their
" From: telephone keypad. When a caller enters a valid extension number, the
| | call is routed to the next element in the call flow.

The Select Extension element is typically used in services to be shared

ion  ae
Select Extension by several users.

Valid extension Alternatively, an extension number can be selected based on some

I On single digit information automatically provided, such as the called number, or the
caller ID number. The call information provided is compared to
information in a database, and the call is routed accordingly. The Select
Extension element validates the information provided. For example, if
you use the Voicemail element, and choose Selected Extension within the Voicemail element, then you
must have a Select Extension element in the service to provide the selected extension number.

Otherwise

You can use the Select Extension element to change the Select Extension system value to a different
identity number. The element also changes the Selected User Name system value to the user name
associated with the new valid identity number. The Select Extension element works with several elements
including the Manage Mailbox, Verify Password, and Take Message elements, and generally works with
any element that can reference system values.

You can select an identity number from a Data Source value using the Database Values mode. To access

this mode, first select the From button, then select the value selector |I| and select Database Values.
When using this mode, you must include a database element (for example, Fetch Data, Dial for Data,
Move Current Row, or Prompt for Current Row) in the service that indexes the Data Source value that
you wish to use. For example, use a database element to verify the password before the Verify Password
element in a call flow, so that you can reference it in the Verify Password element’s Data Source selector.

» The Select Extension element is available to administrators only. However, an administrator can create
a service that uses the Select Extension element, and then share the service so that it is available to PBA
users.

* Ensure that the Data Source value used is a number data type, since only Data Source values of this type
can be selected.

¢ identity and will cause the element to follow the Otherwise connector pin.

Data Source values that contain non-numeric characters will not provide a valid
ﬂurgm
7t
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In order to use the the Select Extension element, you must define the list of extensions
%{\ which can be selected. For more information, refer to Configuring Non-user Extensions
and ldentities on page 37.

When a caller enters a valid extension number, or the Data Source referenced returns a valid identity
number, the call follows the Valid extension connector pin to the next element in the call flow.

If a caller enters a single digit when On single digit is enabled, the call moves to the element connected to
the On single digit connector pin. This mode is useful if you want to connect an Advanced Menu
element. Callers can then enter a single digit from 0 to 9, from the options available (for example, “Press 1
to speak to an operator™).

When using caller prompt, a call follows the Otherwise connector pin when three sequential selections fail
to match either an extension or a single digit (if enabled). When using a Data Source, a call follows the
Otherwise connector pin if the Data Source does not return a valid identity number.

The Select Extension element is particularly useful when you want to share a service so that it can be used
by many users, and you want to select a particular extension in which to apply some call answering

behavior. The examples below illustrate some ways in which you can use the Select Extension element in
a service.

To record a message in a user’s mailbox or select from a list of menu options

Play o \ 4 [sclect Extension | o= Take Message 1 &
Announcement 1 | 9| 1 1| ki

Play: ple|r].. ' By prompting caller [Selected Extension]
i " From:
|ﬁj AutoAttendantttery [ | Record for at mostl 240.1 secs.
Greetng type: I
Iﬁ V¥ Stop recording after
Valid extension

W seconds silence e
¥ Stop when key pressed
¥ Beep before recording

il Flay. status message

¥ On single digit

* Stop when key pressed

X Otherwise
" Play entire message

¥ Review message menu

¥ Nokeyin [5.0 ses. [
MNew | | I™ Uniisted key
A ol 5 P

In the example above, the caller first hears the main auto attendant menu. The caller is then prompted to
enter an extension number or select from a list of menu options. If the caller enters a valid extension
number then the caller is transferred to the voicemail of the selected extension, where their message is
recorded. If the caller enters a single digit, then the caller is transferred to the menu mode that corresponds
with that digit (for example, “Press 1 to speak with an operator”).
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To transfer caller’s to an assistant’s mailbox

|"fﬁ Voice Mail 1 i Fetch Assistant iri y “ Select Extension -
N 1| y |Date 1| = Ir 2|
Mailbox: Source: € By prompting caller Mailbox:
I[Called Extension] j =3 My Assistant WHERE My & From: I[Selected Extension] j =3
Erigson =@ caeasd
¥ Play status message Number Fetch Assistant Da [¥ Play status message
Add Menu Ttem | Valid extension Add Menu Ttem I
l__, One row fetched I~ &n single digit
E on |1 e gl=cl
Many rows fetched nd Otherwise =3
Mo rows fetched e
Otherwise .

In the example above, callers call into a direct line to a user’s voicemail, and are routed to that user’s
assistant’s mailbox. For example, “You have reached the voicemail field of John Smith. To leave a
message for my assistant, Tony Moore, press 1.” It is not practical to create individual services to associate
each user with their particular assistant, so instead one service is created and shared among many users.
The service determines whose extension was called, and based on the called number, fetches the data from
the database to determine who the assistant is for the called number, and directs the caller to that user’s
assistant’s mailbox. To determine the “Selected Extension” in the second Voicemail element, the Select
Extension element must be included in the service. To determine the appropriate assistant’s extension to
direct the caller to, information must be gathered from a database, in this case using the Fetch Data
element, and using a Data Source table that includes fields for user’s extensions, and their assistant’s
extensions.

To prompt callers to enter an extension number or enter a single digit to access a menu
item

1. Inthe Select Extension element choose By prompting caller. The service prompts callers to enter an
extension number using their telephone keypad. If a caller enters a valid extension number, then the
call exits through the Valid extension connector pin.

2. Ifyou want callers to be able to enter a single digit to access a menu item, then enable On single digit.
If a caller presses a single digit on their telephone keypad, the call follows the On single digit
connector pin.

To select an extension automatically based on some value selected or on information
provided

1. Inthe Select Extension element choose From.

2. Select Database Values, Gather-Digits Values, or System Values.

3. Select a specific value from the list available. If you select a database value, then you must include a
database element in the service. If you select a gather-digits value, then you must include a Gather
Digits element in the service. The On single digit mode is not available if a Data Source value is
selected.
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Record Announcement Element

— pr— L The Record Announcement element allows callers to record over an
‘ﬂ Amouncement 1 existing announcement or mailbox greeting, record a temporary
recording, or record into a database, using a remote telephone.
Record to:
{+ Spedfic: = This element is useful for audio information services that must be
| 3 | updated on a daily basis or at regular intervals. A user can update the
Grecking bype: reco!rded information remotely when you include this element in a
| =] service.
=l
" Database: Make sure to include a Select Extension element before the Record
Announcement element in the call flow if you want callers to record to a
different extension than the one they called.
The Record Announcement element sends a voicemail prompt tone to
Otherwize the caller, and then starts to record the caller. You may want to use a Play
Announcement element before the Record Announcement element to
ll Show advanced options instruct the caller on how to stop the recording. The caller must press a
telephone key to stop recording.
Action Key Description

Stop recording\Plays menu
options

4-9, 0, # Stops recording and prompts the caller with the menu
options for 1, 2, 3, and the * key on the telephone
keypad. If the caller does not subsequently press a key,
then after repeating the menu options three times, the
element keeps the current recording and the call flow
proceeds. If a caller presses keys 4 to 9 or 0, the
prompt menu is repeated the first time, then
subsequently has the same effect as if the 1 key was
pressed.

Listen to the recording

3 Stops recording, plays the recorded audio to the caller,
and then prompts the caller with the menu options.

Record again

2 Stops recording, discards the current recorded audio,
sends a voicemail prompt tone to the caller, and allows
the caller to start recording again. The caller must
press a telephone key to stop the recording.

Keep the recording/cancel

1 Stops recording, keeps the recorded audio, and the call
flow proceeds.

To enable callers to change a specified announcement using a remote telephone

1. Enable the Specific button.

2. Select the value selector El select Announcements, and select the recording that you want. The
name of the announcement appears in the Specific field.
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To enable callers to change a specified extension or user greeting using a remote
telephone

1. Enable the Specific button. Select the value selector |I| select Greetings, and select one of the users
or [Called Extension]. Called Extension refers to the identity originally called. Selected Extension
refers to the identity selected in the last successful Select Extension element in the service. If there
was none, or the last one failed, it defaults to be the same as the Called Extension. The name of the
greeting appears in the Specific field.

Only administrator users can add a Select Extension element to a service. However, if
%{\ an administrator user shares such a service with a PBA user, then the Select Extension
element within that service becomes available to the PBA user.

2. From the Greeting type drop-down menu, select one of the following greeting types:

* Internal Greeting

» External Greeting

» Out-of-Office Greeting
* Mailbox Identifier

%\ Put a Verify Password element before this element if you want to prevent unauthorized
access.

You can use the Record Announcement element to record audio in a specific temporary recording, and
elements like Play Announcement can be used to play the audio. Temporary recordings exist only for the
duration of the execution of a service. That is, when a service starts, none of the temporary recordings
exist. If a caller records a temporary recording, then the recording is stored in a temporary file that can be
played by another element, and the recording is discarded when the service ends. Temporary recordings
can be referenced by the following elements:

» Play Announcement element
* Menu element

e Send Email element (custom)
» Page Recorded element

* Add Data element

» Update Data element

To use the Add Data and Update Data elements, the system must be licensed for
% database integration.

For more information on temporary recordings, refer to Allowing Callers to Make Temporary Recordings
Within a Service on page 267.
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To enable callers to create a temporary recording using a remote telephone
1. Enable the Specific button.

2. Select the value selector El select Temporary Recordings, and select the temporary recording that
you want. The name of the temporary recording appears in the Specific field.

Record the announcement to a database by selecting a Data Source and specifying the filtering
information.

%{\ To access database information, the system must be licensed for database integration.

To enable callers to change an announcement in a database
1. Enable the Database button.

2. Select the Data Source Selector El arrow. For more information, refer to Deliver Messages element
on page 277.

3. Specify the Data Source, Filter field, Equals, and Update information using the drop-down menus.
The Advanced Record Announcements allow you to define additional attributes for the recording. To
change the advanced options select on the show or hide advanced options button.

You can limit the length of the message that can be recorded and avoid recording silence. Enable the
corresponding check boxes to allow callers to signal the end of their message, enable a beep before
recording, and enable review message menu.

To limit the length of arecorded message
Enter a number of seconds in the Record for at most field. Callers cannot leave a message that lasts longer

than the time limit that you specify.
To avoid recording silence
1. Enable the Stop recording after check box.

2. Enter a number of seconds in the field.

If you set the number of seconds of silence too low, callers might be cut off while pausing
%‘\ between phrases or speaking quietly.

To set Take Message specifications
Enable any of the following check boxes:

» Stop when key pressed—callers proceed to the next element after they press a key
» Beep before recording
* Review message menu
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Take Message Element
L The Take Message element records an incoming message. Called
ﬁ Extension refers to the identity originally called. Selected Extension
refers to the identity selected in the last successful Select Extension
|[CE,||E,:| Exctension] = element in the service. If there was none, or the last one failed, it
defaults to be the same as the Called Extension. This element can
receive voicemail messages and store them in a specific mailbox.

Take Message 1

2

Record for at musd 240.1 secs,

¥ Stop recording after
[6.0 secondssience |e|  First, select Called Extension from the drop-down menu. Make sure to

include a Select Extension element before the Take Message element in

the call flow so that callers can enter the extension number that they

¥ Beep before recording want. If you do not include a Select Extension element in the service,

¥ Review message menu the message goes to the Administrator’s mailbox.

¥ Stop when key pressed

This element can receive voicemail messages and store them in a specific mailbox.

First, select Called Extension from the drop-down menu. Make sure to include a Select Extension
element before the Take Message element in the call flow so that callers can enter the extension number
that they want. If you do not include a Select Extension element in the service, the message goes to the
Administrator’s mailbox.

You can limit the length of the message that can be recorded and avoid recording silence. Enable the
corresponding check boxes to allow callers to signal the end of their message, enable a beep before
recording, and enable review message menu.

To limit the length of a recorded message
Enter a number of seconds in the Record for at most field. Callers cannot leave a message that lasts longer

than the time limit that you specify.
To avoid recording silence
1. Enable the Stop recording after check box.

2. Enter a number of seconds in the field.

If you set the number of seconds of silence too low, callers might be cut off while pausing
% between phrases or speaking quietly.

To set Take Message specifications
Enable any of the following check boxes:

» Stop when key pressed—callers proceed to the next element after they press a key
* Beep before recording
* Review message menu
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Advanced Menu Element

] L The Advanced Menu element allows callers to make a selection using
Advanced Menu 1 Yl the telephone keypad. It is advisable to put an audio element (such as
: Play Announcement) that specifies menu options before the Advanced
[T Nokeyin | 5.0 secs. Menu element. The Advanced Menu element can also be attached to
the “on single digit” connection of certain elements.
M | [T Unlisted key
J on m ..I Some callers might not make a selection from the menu. For this reason,

the No key in check box is provided. Select the check box and then enter
in a number of seconds to wait in the associated field. You can specify
the amount of time the NetVanta UC Server waits for a response before it moves to the next element.

To allow callers to move to the next element if they do not select a key
1. Enable the No key in check box.

2. Inthe field, enter the number of seconds to wait.

To set selection keys on a menu

1. Inthe first On drop-down menu, select the number of the key that you want. The number one appears

by default. When callers press a key, they are sent to the element that is adjacent to the connector pin,
depending on their choice.

2. Select New to add an On drop-down menu for setting an additional key. The NetVanta UC Server
enters the keys in numerical sequence. You can also select a key from the drop-down menu. You can
set a maximum of 12 keys. Keys range from one to nine, then include zero, * and #.

When you have finished setting selection keys, you can connect the subsequent element for each selection
key that you set, as applicable.

To remove a selection key from a menu
Select the trashcan button to the left of the key that you want to delete.

Manage Mailbox Element

The Manage Mailbox element allows callers to retrieve messages
@ Manage Maibox 1 dke remotely over the telephone. Called Extension refers to the identity
ﬂ originally called. Selected Extension refers to the identity selected in
Mailbox: the last successful Select Extension element in the service. If there was
| [called Extension] | ™ none, or the last one failed, it defaults to be the same as the Called
Extension.
Access cancelled -OI

As Administrator, you need to specify the mailbox that a caller can
manage or insert a Select Extension element to allow NetVanta UC Servers to select a mailbox. In the
Mailbox drop-down menu, select Called Extension. Make sure to include a Select Extension element
before the Manage Mailbox element in the call flow so that callers can enter an extension number.

You can set up the next element in the call flow depending on whether callers enter a valid extension
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number or cancel the management attempt.

%{\ This element prompts callers for a mailbox password before allowing access.

Change Mailbox Password Element

The Change Mailbox Password element allows users to change their

Change Mailbox i .
mailbox password.

Password 1 ﬂ

Mailbo:

The element prompts callers for a new password, waits until they enter a
I[Called Extension] |

new password, and then confirms it by playing it back to callers. Callers
must accept the change or reject it.

In the Mailbox drop-down menu, select Called Extension. Make sure to include a Select Extension
element before the Manage Mailbox element in the call flow so that callers can enter the desired extension
number.

Called Extension refers to the identity originally called. Selected Extension refers to the identity selected
in the last successful Select Extension element in the service. If there was none, or the last one failed, it
defaults to be the same as the Called Extension.

For added security, you might want to put a Verify Password element before this element.

Verify Password Element

&

The Verify Password element enables the service to request a numeric
password from a caller, and verifies that a given password matches a
specified password, the password for a particular mailbox, or the

Verify Password 1 i
A

If entered password matches: password from a Data Source. The Verify Password element would

% Password for mailbox typically be used to access or to change information based on
|[caledExtersion] |  authentication.

| |

Otherwise -1

Administrators may use any of the following sources to verify the password provided.
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1. The password associated with any of the following mailboxes:

Called Extension This refers to the mailbox associated with the identity originally called.

Selected Extension | This refers to the mailbox associated with the identity selected in the last
successful Select Extension element executed in the service. If you choose
this mode, ensure that you include a Select Extension element somewhere
before the Verify Password element in the call flow, to select the mailbox
associated with the identity for which you want to verify the password. If
there was no selection, or the last selection failed, it defaults to be the same
as the Called Extension.

A selected user

2. A password contained in a Data Source value.

If you select this mode, then be sure to include a database element (such as the Fetch Data, Dial for
Data, Move Current Row, or Prompt for Current Row elements) that indexes the Data Source
value that you wish to use to verify the password. The database element must occur before the Verify
Password element in the call flow, so that you can reference it in the Verify Password element’s Data
Source selector.

Data Sources cannot be referenced directly, so you must reference a filtered Data Source created by
one of the database elements referenced above. Ensure that the Data Source value that you use is a
Number data type, since only Data Source values that have this type can be selected.

The Otherwise connector pin is followed when:

» The password does not match the selection criteria after three sequential attempts, or
» The caller has not entered any digits after three sequential attempts.

You can set up the next element in the call flow depending on whether a caller enters a valid extension
number or cancels the attempt.

Loop Counter Element

%

Repeat up to I 3 times

When finished

i The Loop Counter element allows you to limit the number of times the
2 call flow makes a connection. This element affects only call flow
: control. Callers do not hear anything or perform an action.

Loop Counter 1

In the Repeat up to field, enter the number of times you want a
connection to be followed.

Once the loop counter is encountered the number of times you have specified, the call follows the When
finished connection.

All loop counters are reset at the beginning of each call.
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Text To Speech Element

i,

2

Text To Speech 1

<

Text to say:

" Stop when key pressed

¥ play entire message

Gather Digits Element

i,

el

Gather Digits 1

o]

Mumber of digits to gather:
" Stopafter|4 ~| digits
{* Gather up to 20 digits.

Mo digits collected

Otherwise

|

1

The Text to Speech element allows users to convert text to speech. The
supplied text is “spoken” to callers by the Text to Speech engine. You
can use this element when you prefer not to make audio recordings.

Enter the text manually, or use the value selector E| to specify a
dynamic value for the text.

For more information, refer to Selecting values within elements using the
value selector on page 238. You can also use a combination of typed text
and selected values.

The Gather Digits element allows the caller to enter digits on the
telephone keypad that are compared to a Compare Data element in the
same service. The Gather Digits element is typically used with an
element that plays audio, such as the Play Announcement element, to
give the caller instructions. When the NetVanta UC Server has gathered
the specified number of digits, the caller moves to the connected
element.

If no digits are gathered, the caller moves to the element connected to
the No digits collected connector pin.

If too few digits are gathered or the time limit for entering digits is

exceeded, then the caller moves to the element connected to the Otherwise connector pin.

The Gather Digits element works with the Compare Data element. The Gather Digits element must
appear in the call flow before the Compare Data element but does not need to be connected directly to it.
You can include elements between them in the call flow.

To specify the number of digits to gather

1. Enable one of the following:

» Stop after—the number of digits is fixed. It lets you specify the number of digits.
» Gather up to 20 digits—the number of digits is variable, up to 20

2. Ifyou selected the Stop after button, then enter the number of digits in the field.
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Compare Data Element

D comacbom: & The Compa_re Data element compares data that is collected by a

@E 9 Gather Digits element, system values (for example, Today’s Date), or
: database values, and directs the call flow accordingly. For example, you

Compare to: might want a caller to enter a four-digit number to continue in the call

| b | flow. Once the caller enters the number and it is stored by the Gather

Digits element, the Compare Data element can let you direct a specific
A_ddl | R ™ caller through the call flow based on that four-digit number.
IJ IEquaIs J o

The Compare Data element executes as follows:

» The first comparison value is evaluated for a match against the comparison selected. If the comparison
is true, then the call exits through the associated connector. If the comparison is not true, then the next
comparison value is evaluated for a match.

» If no match is found when comparing data, then the call proceeds to the element connected to the No
match connector pin.

Note that if comparisons other than Equals are selected, then the order of comparison values is important,
and can be used to match between two values. For example, if the Compare to value is a numeric value
and the following comparisons are used:

e Less Than: 5
» Greater Than: 10
e Less Than/Equal: 10

Then the following results occur:

» If the Compare to value is less than 5, then the first connector is taken.

» If the Compare to value is greater than 10, then the second connector is taken.

» If the Compare to value is between 5 and 10 (including 5 or 10), then the third connector is taken.
» If the Compare to value had no value, then the No match connector pin is taken.

To direct a caller using the Compare Data element

1. Fromthe Compare to value selector |I| select the Gather Digits element, System Value, or database
reference that you want to compare to.

Refer to Selecting values within elements using the value selector on page 238 if you
want to select a dynamic value for the Compare to field.

2. From the drop-down menu select a comparison mode that you want to associate with a specific caller.
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3. Select Add to select additional comparison options. You can add up to ten compare data connectors.

Create Log Entry Element
- The Create Log Entry element allows detailed call information to be
%} exported as a tab separated file or XML-based file. You can specify the
type of information that you want to include in the call log entry. Use the
Enter text or insert value: Create Log Entry element with the Gather Digits element if you want
to log the digits that a caller enters.

Create Log Entry i

To specify types of information using the Create Log Entry element

1. Inthe Enter text or insert value section, select the value selector |I| For more information, refer to
Selecting values within elements using the value selector on page 238.

2. Select dynamic values for the log entry, and enter any text that you want to appear in the log.

3. Repeat steps 1 and 2 until all the information that you want to include appears in the list.

%\ Some of the information types appear blank in the call log, depending on the PBX.

Page Live Element

Page e 1 i _If you are _using SIP paging, then you can use _the Page Live element to

m 9 initiate a live page from a call answering service. The element connects
: the caller to the selected paging group, and allows the caller to do a live

Paging group: page into the phone once they are connected to the paging group. Audio

3 | ™| is spoken by the caller and played immediately to the paging group.
Using the Page Live element in a service enables you to send broadcast
Otherwise =e( announcement pages to phones, identities (that is, extensions), and
Multicast paging groups.

The Page Live element is not available to PBA users. However, Admin users can create
%{\ shared services that contain the Page Live element, and these services can be assigned
by a PBA user to one of their identities.

%{\ For information on configuring paging, refer to Configuring Paging on page 61.
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Using the Page Live or Page Recorded elements in a service is supported if your system
%{\ is configured for SIP paging. Using the paging elements in a service is not supported
for paging using a sound card or a gateway.

To select a paging group to send a live page to
Under the Paging group submenu select one of the following:

Database Values Your NetVanta UC Server version must be licensed for database integration
in order to use this mode

Gather-Digits Values Use the Gather Digits element in the service so that the caller can select a
paging group from a list provided.

Parameters View > Parameters must be enabled.

Paging Groups Select from one of the paging groups available. The paging group must be

pre-defined using the Paging Group Wizard. For more information, refer to
Creating and Configuring Paging Groups on page 73.

If the value selected matches a paging group, then the caller is transferred to the paging system, as if they
had dialed the access code for the specific paging group. If the value selected does not match a paging
group, then the element exits through the Otherwise connector pin.

Page Recorded Element

-

Paging group:

—0 If you are using SIP paging, then you can use the Page Recorded
Page Recorded 1 ol element in a service to send prerecorded pages to phones, identities (such
= as extensions), and Multicast paging groups.

» | The Page Recorded element queues a prerecorded page for a selected
=®  paging group. The request is associated with an audio file to be played
when the paging request is initiated.

Recorded audio: |l'| | |
| d

_ The Page Recorded element is typically used with temporary
Otherwise ™ recordings. This allows a caller to verify broadcast paging

announcements before they are played to the selected paging group.
Alternatively, prerecorded announcements can be selected through a service to be played to the selected
paging group. For more information on temporary recordings, refer to Allowing Callers to Make
Temporary Recordings Within a Service on page 267.

Paging requests are processed by the system in the order they are received. All queued paging requests are
processed before any Active Message Delivery (AMD) or Outdial requests.

The Page Recorded element is not available toPBA users. However, Admin users can
%{\ create shared services that contain the Page Recorded element, and these services can
be assigned by a PBA user to one of their identities.
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%{\ For information on configuring paging, refer to Configuring Paging on page 69.

Using the Page Live or Page Recorded elements in a service is supported if your system
%{\ is configured for SIP paging. Using the paging elements in a service is not supported for
paging using a sound card or a gateway.

To select a paging group to send a prerecorded page to

1. Under the Paging group submenu select one of the following:

Database Values Your NetVanta UC Server version must be licensed for database
integration in order to use this mode

Gather-Digits Values Use the Gather Digits element in the service so that the caller can select
a paging group from a list provided.

Parameters Parameters must be enabled. To enable Parameters, navigate to View

> Parameters in the menu bar at the top of the NetVanta UC Client
Service Editor.

Paging Groups Select from one of the paging groups available. The paging group must
be pre-defined using the Paging Group Wizard. For more information,
refer to Creating and Configuring Paging Groups on page 73.

If the value selected matches a paging group, then the caller is transferred to the paging system, as if
they had dialed the access code for the specific paging group.

If the value selected does not match a paging group, then the element exits through the Otherwise
connector pin.
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2. Under the Recorded audio submenu select one of the following to specify the audio to be played:

Database Values Your NetVanta UC Server version must be licensed for database
integration in order to use this mode

Announcements

Greetings

Temporary Recordings | Temporary recordings can be used to record audio temporarily, after a
service has started. Use the Record Announcement element to record
the audio for a specific temporary recording. The recordings are then
stored in a temporary file, which can be played by another element such
as Page Recorded. All temporary recordings are discarded when the
service ends. Up to 10 temporary recordings can be made.

If the paging group and recorded audio values selected are valid, then the page request is queued in
the system, the element exits through the Paging group connector pin, and service execution
continues.

If the paging group value selected does not match a paging group, then the element exits through the
Otherwise connector pin.

If the audio selected does not exist or is zero length, then the element exits through the Otherwise
connector pin.

Generate Tones Element

The Generate Tones element enables a service to insert a dual tone
multi-frequency (DTMF) tone to the current call. DTMF tones are also
known as touch-tone dialing.

Generate Tones 1 i
i

;_b}.

ERTE ]

Tones:
| » | ™" The Generate Tones element would typically be used in an outbound
dialing service. For example, an outbound dialing service might be
required to enter DTMF digits to dial an extension number for a specific
caller in an automated attendant, to access an external paging system, or
to enter an account code.

Otherwise -.l

The characters 0-9, *, and # produce the associated tones. You can introduce pauses between digits by
entering commas between digits. For example, “1,2,3,4”.

If the tones are generated successfully, then the call exits through the Tones connector pin. If the tones
cannot be generated for any reason, for example, the call does not exist, then the call exits through the
Otherwise connector pin.

To select the tones to generate
Under the Tones field select one of the following value reference controls to indicate the DTMF tones to
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produce.

Database Values Requires licensing for database integration. If you have a Database elements tab
in addition to the Standard and Advanced elements tabs, then you are licensed for
database integration.

Gather-Digits Values | Use the Gather Digits Element on page 299 prior to the Generate Tones element
to enable callers to input digits into their telephone keypad.

For information on creating services for outbound dialing, refer to Creating Outbound
%‘\ Dialing Services on page 244.

Queue Outdial element

You can create a service that uses the Queue Outdial element to launch
an outdial request after a specified period of time. When an outdial
element is executed, a new outdial request is inserted into the server, as if

_' Queues Qutdial 1 i
2|

Call number(s): &< | | the outdial command had been executed.
. For information on the outbound dialer, refer to Using
the Outbound Dialer on page 235.
Service to run: You can enter one or more phone numbers manually in the Call
| 4 | Lo number(s) field, or you can use the value selector El to select phone
Delay: numbers from a database or contacts list.
I ] Inu:une j
S For information on using the value selector, refer to
T : Selecting Values Within Elements Using the Value

| = %{\ Selector on page 266. For information about contact

1 address book synchronization, refer to Synchronizing

i = Contacts on page 266
K — ;I_I

_ You can use the value selector [ #] to select a specific service to run when

Lo ™ the outdial request is made, and you can specify a delay to indicate when

the outdial request should be processed.

You can specify up to 10 parameter values to be used in the outdial request. Using the value selector El
you can select from a database value, a value obtained from the Gather Digits element, or a System Value,
for example, today's date.

The Queue Outdial element executes as follows:

» The call exits through the first connector pin when the outdial request is successfully created. The
element executes without waiting for the request to be performed.
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 If the outdial request was unsuccessful, then the call exits through the Otherwise connector pin.

The Queue Outdial element is available for administrators only. If an administrator

creates a service using the Queue Outdial element, and makes this service available to
%‘\ other uses by saving it to the Shared folder, then PBA users will have this option
available.

To select numbers for the outdial request to call
1. From the Queue Outdial element next to the Call number(s) field, select the value selector » .

2. Select a database value from Database Values or contacts from Contacts.

You can also enter phone numbers manually by selecting the telephone button to

%{\ open the Enter Phone Number menu box. Enter the phone number that you want in the
Telephone number field, and select OK. Alternatively, you can enter a phone number by
right-selecting in the Call numbers field and selecting New.

To select a service to run

Use the value selector [ #] to select a database value or an existing service.

To set a delay before the outdial request is processed

1. Select one of the following:
* minutes
* hours
o days

2. Enter a number in the Delay field.

To specify parameter values to be used in the outdial request
1. Inthe Parameters section, select the Value field. Select the value selector |I| that appears.

2. Select one of the following:

» Database Value
» Value obtained from a Gather Digits element
» System Value

3. Continue the steps above to enter up to 10 parameter values.
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Execute Program Element

The Execute Program element provides the ability to launch an external
program from within a service.

Execute Program i

Cs oLl i The Execute Program element is only available to

| = % administrator profile users when creating and editing

Parameters: services, and is not available to PBA users.

Mame | Value .

To avoid security concerns, the Execute Program
element is limited to server side configuration files.

KN — 2

Execution failure

Otherwise :1

Applications for the Execute Program element include the following:

 Integrate with an electronic control system, for example, door controls, alarm systems, or climate control
systems, to retrieve information or to invoke changes to the system.

* Integrate with an Instant messaging (IM) client to provide another way of notifying callers of messages.

» Invoke an application that validates information received from a user, for example, a credit card
transaction.

» Integrate with a third party display device.

You can select which programs can be executed from within a service by including them in a configuration
file stored on the server. A sample configuration file, programs.sample.xml, has been provided for your
use, and is available in the default location listed below.

The XML configuration file defines any programs that are permitted to be executed by a service. Copy and
rename the sample file provided, and using a text editor such as Notepad, manually edit the file to define
the following:

» The programs which can be executed from within a service.
* The complete path of the programs to be executed.

» Aunique, logical name for the programs. The logical name is what is displayed in the Execute Program
element, in the drop down list of programs to execute.

» A list of parameters to be passed to the application.

» The computer credentials to be used by the application. Refer to the programs.sample.xml file for more
information on how to edit the configuration file.

The NetVanta UC Server monitors the configuration file for changes, so any
configuration changes are automatically recognized.

Requirements
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The configuration file must be called the following: programs.xml

In order for the file to be used by the Application Services, the configuration file must be stored in the

following folder: Data\System

If the NetVanta UC Server was installed in the default location, then the path is:

C:\Program Files\ADTRAN\NetVanta UC Server\Data\System

To use the Execute Program element

1. From the Execute Program element, select a program to execute from the drop-down menu

provided.

If your application does not appear in the drop-down menu provided, then you must configure the
configuration file on the server.

2. Enter the command line parameter names and values as required by the program selected.

Quotes will be inserted if necessary at run time.

» The call flow exits through the Parameters connector pin if the return code from executing the
selected program is zero.

» The call flow exits through the Execution failure connector pin if the program executes, but
returns a non-zero return code.

» The call flow exits through the Otherwise connector pin if the program cannot be executed for any

reason.

Wait for Silence Element

Wait for Silence 1 b
2

"

Look for silence of | 0.8  secs

Mo silence ir1| 20 | secs

The Wait for Silence element is typically used in an outdialing service to
enable the call to wait for a period of silence.

Look for silence in X secs

Determines whether a specified period of silence has been detected. If a
continuous period of silence is detected, then the call exits through the
silence connector pin. The default is 0.8 seconds.

No silence in X secs

If the specified time period elapses without continuous silence being
detected, then the element exits through the No silence connector pin. If
any other significant event occurs, such as the call being dropped, then
the element exits through the No silence connector pin. The default value
to wait for silence is 20 seconds.
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Detect Remote Party Element

Detect Remote
Party 1

-2

e
el

Voice (default)

[~ Answering machine
Woice energy period greater

tham | 2.5 | seconds

¥ | wait For silence of

I 0.8 seconds

¥ Fax machine

The Detect Remote Party element is used to detect whether a call is
answered by a person, an answering machine, or a fax machine. The
element analyzes the incoming sound, and determines by the percentage
of sound versus silence, whether it's a live voice or an answering
machine, or alternatively, a fax machine. The Detect Remote Party
element is typically used with outdial requests.

Ry

For more information on creating outbound dialing
services, refer to Creating Outbound Dialing Services
on page 244.

-1

The element modifies the call flow when a call is answered by an

answering machine. Usually, this element is the first, or close to the first,

element in a service. As an example, you may want to create a service that prompts callers to complete an
audio survey. If a person answers the phone, you can instruct them on how to complete the survey, and then
questions can be responded to with dual tone multi-frequency (DTMF, also known as touchtone dialing)
tones. If it is determined that the call has been answered by an answering machine, then you may want to
leave alternate instructions instead.

» When the element is first executed, the VVoice connector pin is taken, unless the NetVanta UC Server has
already determined that the remote party is a fax machine. As service execution continues, the NetVanta
UC Server monitors the call to determine if the remote party is a fax or an answering machine. It will
continue monitoring the call for the entire duration as specified by the voice energy period. If during this
period it is determined that the called party is an answering machine, the default voice path is terminated,
and the call flow exits the appropriate connector. If an answering machine is detected, it exits through
the Answering machine connector pin when there is a minimum period of silence that exceeds the value
defined in Wait for silence of.

You can set up the service so that if a call is answered by a fax machine, then a log entry
is made to note that the number is a fax number, so that it can be removed from the list of
numbers to dial in future, or alternatively you can configure a fax to be queued to be
sent to the same telephone number. Also, you will want the service to disconnect the call
if it is answered by a fax machine.

g

Voice (default)

By default the call is considered to be answered by a live voice, and exits
through the Voice connector pin, unless it is determined to be answered by a
fax or an answering machine.

Answering machine

Enable the Answering machine checkbox if you want the voice to be
analyzed to determine whether the call is being answered by an answering
machine.

Voice energy period
greater than X seconds

The period of time the element analyzes the audio before making a
determination of the caller.

The default value is 2.5 seconds.

Wait for silence of

Enable this check box if you want the service to wait for the period of silence
noted, before continuing with the service.
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X seconds If enabled, this is the period of time that silence must exist before proceeding
with the answering machine behavior. This is an assumed amount of time
when the answering machine or voice messaging system stops speaking and
plays a beep.

The default period is 0.8 seconds, however this number can be modified as
required.

Fax machine If a fax machine is detected as answering the call, then the element
immediately exits via the Fax machine connector pin.

Change Voice Element

_ i The Change Voice element is used to change the voice used by elements
% Change Yoic 1 in the service’s call flow. It can be used when creating a service to
2 change the voice used by other elements in the call flow to a specific
Woice: voice, the calling party’s voice, or the called party’s voice. Also, it can be
|[Caling Extension] | ™ used in conjunction with the Menu element to allow a caller to select the
voice used by the service.

Otherwise ..I

The Change Voice element affects other elements using audio or TTS
during service execution. Examples of elements that use audio or TTS
are the following: VVoicemail, Send Email, Send Fax, Record Announcement, Play Announcement, and
Menu. Additionally, the Transfer Call element is affected by the Change Voice element. If the call is
transferred to voicemail (the called party did not answer the call), the voicemail greeting is played in the
called party’s voice.

Voice Specifies the voice that will be used by elements in the service.

[Calling Extension] | This voice option sets the voice used by the service to the configured voice of
the calling party (the initiator of the call). This option enables the Otherwise
connector pin. If the calling party is a NetVanta UC Server user but does not
have a voice configured or if the calling party is not a NetVanta UC Server user,
the element will exit through the Otherwise connector pin.

[Called Extension] This voice option sets the voice used by the service to the configured voice of
the called party (the receiver of the call).

[Selected Extension] | This voice option sets the voice used by the service to the configured voice of
the user whose extension has been previously selected using the Select
Extension element. If the voice has been changed previously in the service
using a Change Voice element, the [Select Extension] option could be used to
reset the voice of the service to that of the selected extension.

English (U.S.) This voice option sets the voice used by the service to English (U.S.) Female.
Female This option is listed only if the voice is enabled by the administrator.

English (U.S.) Male | This voice option sets the voice used by the service to English (U.S.) Male.
This option is listed only if the voice is enabled by the administrator.

French (Canada) This voice option sets the voice used by the service to French (Canada)
Female Female.
This option is listed only if the voice is enabled by the administrator.

310 Copyright © 2013 ADTRAN, Inc. 619510001-1D



ECS/BAS Administrator Guide

Using Elements to Create Call Answering Services

[System Default
Voice]

This voice option sets the voice used by the service to the currently configured
default system voice.

Otherwise

This option is only available if the Voice option selected is [Calling Extension].
If the calling party is a NetVanta UC Server user but does not have a voice

configured or if the calling party is not a NetVanta UC Server user, the element
will exit through the Otherwise connector pin.

The example below shows a service that plays an announcement in the language chosen by the caller. The
service will first attempt to use the caller's configured voice to play the message. If the caller’s voice is

available the message will play in the caller’s configured voice. If the caller’s voice is not available or the
caller is not a NetVanta UC Server user, the service will prompt the caller to select a voice. The
announcement will then be played in the voice that the caller selected.

g Change Voice 1

Voice:

e
2|

I[Calling Extension]

)

Otherwise

o

Menu 1 ollla
k]l

Announcement: ﬂﬂJJ

K]} ChangeVoiceMenu »

DA“UW dial by |Extension ¥

5 o
5 ol

Add Too many

11

‘ Play
Announcement 1

Play:
K]l ClosedforNewYears

Greeting type:

Play status message

(@) Stop when key pressed
(") Play entire message

e
2|

JL sl

3

g Change Voice 2 alls
B

Voice:
IEninsh (U.S.) Male VI
g o
2

Voice:

IFrench (Canada) Female
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17. Using Announcements in Call Answering
Services

Announcements are the outgoing messages that callers hear when using the auto attendant. These
announcements typically initiate the call flow in a service and are used to guide the caller through the call
process. Announcements can inform callers of your business hours, explain menu options, or provide
instructions about how to leave messages or request information by fax.

This chapter provides information about how to select prerecorded announcements for the call answering
services. It also explains how to record personalized announcements using the Audio Editor. In order for

announcements to function in call answering services, a sound card must be installed on the NetVanta UC
Server computer. This chapter covers the following topics:

e Using Prerecorded Announcements on page 313
» Recording Announcements on page 317
* Managing Announcements on page 325

Using Prerecorded Announcements

As system administrator, you are responsible for managing announcements and incorporating them into the
services that you assign to identities.

The Announcements navigation pane presents folders used to store announcements. Select a folder to
view its contents in the summary pane. Select an announcement to view its waveform representation in the
detail pane. A variety of convenient, prerecorded announcements are available. You can also create custom
announcements using the Audio Editor. For more information on using the Audio Editor, refer to
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Recording Announcements on page 317.

n NetVanta UC Client E@I
File Edit View Tools Help
[} B & B &8 (BRAT X b & B @ 7
Tabs ———P| @ Admin |.John Jeffriesl.John Roebuck|
Administration Name Length Size -~
Senlise L After The Tone 29s 23KB E
Topics ,-Announoements 8 Announcement 00s 0 KB -
\;‘= English (U.5) Male 8 Area Code Fax-on-Deman... 46s 37KB
4 @ Sample UCNS Audio File | & CaliCannotBeConnected 33s 26KB
E2 Shared 8 ClosedforArmedForcesDay 33s  27KB
8 ClosedforColumbusDay 3.0s 24KB
8 ClosedforEasterholidays 33s 27KB -
()] [m]0e] [»]0m] [2][=)
——
Navigation
Pane >
. A il Position]
Navigation ‘ A
Bars i Distribution Lists
Faxes
Logs
4 »
. € NV7100 - Direct Voicemall B
Identitites i - = R
Pane B — Direct WVoicemail Trarsfer * | [=

3 NV7100 - External Check VB

=% Fyternal Cherk Viniremail ¢

For Help, press F1

Connected as Admin

Summary
Pane

Detail
Pane

Versions of prerecorded announcements in each system voice are supplied with the application. They are
displayed in the English (U.S.) Male, English (U.S.) Female, and French (CA) Female folders in the
Announcements navigation pane. These voice folders are displayed one at a time in the Announcements
navigation pane. To access the available voice folders, refer to Changing the Voice Folder in the
Announcements Navigation Pane on page 314.

Ry

For information about sharing prerecorded announcements, refer to Importing and
Exporting on page 353.

Changing the Voice Folder in the Announcements Navigation Pane

To change the voice folder displayed in the Announcements navigation pane, follow these steps:

The Change Voices drop-down menu is available only to administrators while in the
administration tab. The voice of the announcements available to PBA users is limited to
the voice selected in the General tab of the Options menu.

314
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1.
2.

Select the Announcements navigation bar to open the Announcements navigation pane.

Right-click the topmost folder (for example, English (U.S.) Male) and select Change Voice from the
drop-down menu. Then, select the voice folder you would like to display from the submenu.

n NetVanta UC Client E@

File Edit View Tools Help

& il & e 23| @ %
@ Admin |.John Jeffries | John Roebuck‘
Administration Name ‘ length  Size
Senvices AT 11s 10KB
~nnouncements B sample UCNS Audio Files

mc.'harnd
»

Change Voice & [System Default Voice] fftonto get it

‘ = ’ Englfsh (U.S.) Male
Distribution Lists English (U.S.) Female

Faxes French (CA) Female

Logs

Connected as Adr

Previewing a Prerecorded Announcement

Some of the elements that are used to build services include a Browse button that allows you to select an
announcement to be played at that particular point in the call flow. Before selecting the announcements
you want to play while the service runs, you can preview them in the Announcements menu. To preview a
prerecorded announcement, follow these steps:

1.
2.

Select the Announcements navigation bar to open the Announcements navigation pane.

If the appropriate voice folder is not displayed in the Announcements navigation pane, select the
desired voice folder using the steps in Changing the Voice Folder in the Announcements Navigation
Pane on page 314.

From the voice folder, select a subfolder to list its contents in the summary pane.
In the summary pane, select the announcement that you want to preview.

Select Download in the detail pane. A waveform representation of the announcement appears in the
detail pane with a set of audio commands above the waveform.

Select the icon of the device that you want to use (either or )-
The icon that you select is enclosed by a dotted line.
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7. Select [»] to listen to the announcement.

g

You can also preview announcements using the Service Editor while you are building a
service. You must first select a Play Announcement element and then use the Browse
button to choose an announcement to preview. For more information on using the

Service Editor, refer to Using the Service Editor on page 257.

Selecting a Prerecorded Announcement for an Element

After you preview the announcements and decide which you want to use, open the service to which you
want to add prerecorded announcements. Locate an element that you want to change, or add one to the
service. To select a prerecorded announcement for an element, follow these steps:

1. Select the Services navigation bar to open the Services navigation pane.

2. Double-click a service to open it and start the Service Editor.

n NetVanta UC Client

File Edit View Tools Help

EEREER

g o

@ Admin | John Jeffries | John Rosbuck

48| @ 7

Adrministration

Services

@ Services
+ % Samples
T % Shared

Announcernents

Distribution Lists

Faxes

Name

%Samples
" Service
%Shared

™8 Direct Voicemail Tra...
"8 External Check Voic...

Logs

For Help, press F1

£ NY7100 - Direct Voicemal &

°& Direct Voicemail Transfer
£ NVT7100 - External Check VS,

m| »

File is not in the cache. Press |Download| button to get it from a server

Connected as Admin
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3. Select a Play Announcement element and then drag it to the canvas.

. |Har -
Anroincement | ki
Flay L3 ] e
WP Mty New Announcemer B
Greeting bype:

I E
I iy cmie romes

(¥ Stop when key pressed

" Play entire message
Play Announcement
element

4. Select the arrow next to the Play field and select Announcements from the submenu to browse the
available announcements folders.

' Flary alle
Announcement 1 ¢
Play: Y Y
: Database Values v
Gresting type: Announcements 4 Announcement
= Greetings ’ AT
Temporary Recordings v Sample UCNS Audio Files ’

Play stahus message
4 g Shared ’

Q@) Stop when key pressed
) Play entire message

5. Select the announcement you would like to use.

Recording Announcements

You can create custom announcements to be played on call answering services. These announcements can
also be copied, renamed, or deleted according to your needs. Custom announcements are created using the
Audio Editor, shown below:

4 After The Tone.wav - UC Client Audio Editar =10l x|
File Edt View Command Frocess PlwBack Tools Help

Toolbar —— |/& = [ @XM |« |mnm »pu o @Qe| bl lH 7w
¥ L ¥ 1 1 ¥ ¥ ¥ ¥ 1 ¥ ¥ T ] T ) ¥ v ¥ 1 ¥ ¥ T T T

Viewing pane —

Marker

Text area

Ready Connected as Sharen Doe Position: 0:00.007  [Selection: 0:00.007 to 0:01,131
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The Audio Editor has a Viewing pane and a Text area.

The Viewing pane contains a waveform representation of your announcement. As you play an
announcement using the audio commands, the vertical announcement Marker moves across the viewing
pane from left to right so you can identify the exact location of different parts of your recording. You can
edit any part of your announcement by manipulating the waveform and using the commands located in the
toolbar. You can also remove parts of the message that are no longer required.

The Text area allows you to type a script for your announcement before recording it. You can read the
script from the menu while recording to help you eliminate pauses in your announcement.

The Toolbar contains visual shortcuts to the most frequently used menu items. Hold the pointer over a
button to show the tool tips. The toolbar contains View, Select, and Process commands, as well as standard
Audio commands found on most applications.

%{\ Make sure that there is a sound card installed on the computer that you are using.

Creating Announcements

You can record a new or specialized announcement for a service. You can include company information,
office hours, a list of people for whom to leave messages, and the option of how to receive company
literature by fax. To create an announcement, follow these steps:

1. Select the Announcements navigation bar to open the Announcements navigation pane.

2. If the appropriate voice folder is not displayed in the Announcements navigation pane, select the
desired voice folder using the steps in Changing the Voice Folder in the Announcements Navigation
Pane on page 314.

3. Select the folder where you want to store your new announcement. The folder’s contents are listed in
the summary pane.

4. Right-click anywhere in the Announcements summary pane.

5. Select New > Announcement. A new announcement is added to the list in the summary pane. The
announcement icon denotes the new announcement.

6. Directly after adding the new announcement, the announcement’s default name will be highlighted in
the summary pane and will be bound by an edit box. Enter a new name for the announcement.

Name Length Size
A Announcement 00s 0 KB
B AT 1.0s  9KB
B Sample UCNS Audio Files

M Shared

glnnouncement 11 00s  0K8
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7. Double-click the announcement that you want to record. The Audio Editor appears.

In the text area of the Audio Editor, you can enter the text to use as a script for the
% announcement that you want to record. This is useful for eliminating pauses when
you are recording.

8. On the toolbar, select M to open the Record Audio menu.

9. Using the Insert new drop-down menu, select at the beginning.

Record Audia @
e om ] £
Time 0:00,000
Insert new ‘at the beginning -2 |
[0]14 ] ‘ Cancel | ‘ Help |

10. Select M to begin recording your message. As you record, the Time will increment and the red
record button turns grey.

% The maximum length of a recorded announcement is 15 minutes.

11. When you are finished recording, select m
12. Select OK to keep the announcement.

13. In the menu bar of the Audio Editor, select File > Update to save the update to the announcement.

Changing Announcements

You can change an announcement by deleting a part that you no longer need, adding recorded audio to it,
or adjusting the volume. You can delete portions of the waveform by selecting a portion in much the same
way as you select text using a word processor. A number of commands allow you to change
announcements. The following illustrations provide details about the command icons located on the Audio
Editor toolbar.

Use the edit commands to cut, copy, paste, and erase sections of the waveform. These commands operate
in a fashion analogous to the same commands found in a word processor.

& B

Cut Paste Copy Erase

Use the audio commands to play announcements, position the marker in the waveform, and make
recordings.
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| Stop

Skip \
Backwards . Skip

Forwards

I«.}H‘P [} Ill‘If-;'|-|-|_'.4‘Fiecord

Move to End

_‘ Pause
Move to _ Play

Beginning

Before you delete part of an announcement or add to it, you can listen to it and identify the location on the
waveform where you want to make a deletion or insertion. If you have selected a part of the waveform,
audio commands apply only to the selected portion. The move and skip commands are used to position the
marker within the selection.

Use the view and select commands to select a portion of the audio.

Select None: — Zoom to Fit All
B |ae
“____|Zoom out
Select All

| Zoom In
The view commands allow you to zoom in and out when you view the waveform so that your selection is
as accurate as possible.

The select commands allow you to select and deselect the entire waveform. If you do not select a section of
the waveform, the changes that you make apply to the whole waveform.

Use the process commands to adjust the volume of the waveform.

Decrease Volume|

Increase Volumel | Maximize Volume
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Use the playback commands to specify the playback device to use when playing the announcement within
the Audio Editor.

4t

Handset Playback Computer Speaker Playback

To select part of the waveform
1. Left-click anywhere in the waveform.

2. While still holding down the mouse button, drag across the portion of the audio that you want to
select.

%{\ Deselect the waveform by clicking anywhere in the waveform.

To delete part of an announcement
1. Select the Announcements navigation bar to open the Announcements navigation pane.

2. If the appropriate voice folder is not displayed in the Announcements navigation pane, select the
desired voice folder using the steps in Changing the Voice Folder in the Announcements Navigation
Pane on page 314.

3. Inthe Announcements summary pane, double-click the announcement that contains the part you
want to delete. The Audio Editor displays the announcement as a waveform.

4 After The Tone.wav - UG Client Audio Editor =13l x|

File Edit View Command FProcess PlayBack Tools Help

Bl s2BEX Bhllva|run|nmle @aae o Luyl2e
¥ | L . L L . L % ¥ ¥

1 T ] (]

Ready |Connacted as Sharon Doe Position: 0:00.000  Selection: 0:00.000 o 0:00.007 -

4. From the menu bar, select View > Zoom to Fit All.
5. From the toolbar, select )

6. On the toolbar, select [*]. Listen to the announcement once or twice to pinpoint the portion of the
waveform you want to delete.
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7. Select E| on the toolbar to stop playback at the point before the part you want to delete. Note the
marker’s position in the Position indicator at the bottom of the menu.

"Paosition: 0:00.000
Position Indicator

8. Select the point in the waveform where you want to begin deleting and drag to the position you
determined in Step 7. This will select the portion of the announcement that you want to delete.

4 After The Tone.wav - UC Client Audio Editor =10] x|
Flle Edit View Command Frocess PlayBack Took Help

Wt @YX B v |pue@aedu| |2
e p———————

]

|~ |

=

Ready iCornected as Sharon Doe [Position: 0:00,007  Salection: 0:00.007 to 0:01.195

If you do not select part of the waveform, the changes that you make affect the entire waveform.

9. Select |E| to review the selected portion of the announcement.

After you select part of an announcement, the audio commands apply only to the
selected part.

10. Select on the toolbar of the Audio Editor to delete the selection.

11. From the menu bar, select File > Update to save the update to the announcement.

To add to an announcement
1. Select the Announcements navigation bar to open the Announcements navigation pane.

2. If the appropriate voice folder is not displayed in the Announcements navigation pane, select the
desired voice folder using the steps in Changing the Voice Folder in the Announcements Navigation
Pane on page 314.
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3. In the Aunnouncements summary pane, double-click the announcement to which you want to add.
The Audio Editor displays the announcement as a waveform.

4 After The Tone.wav - UC Client Audio Editor i =1
File Edit Yiew Command Process PlayBack Took Help
B s BmBX B Mo vun wme @ Tuil|la 2|

1 1 [l

Text area

Ready Connectad 55 Sharon Doa Position: 0:00.000  Salection: 0:00,000 t© 0:00.007

In the text area of the Audio Editor, you can enter a script of the additional text that you
%{\ want to add to your recording. This is useful for eliminating pauses when you are
recording.

4. From the menu bar, select View > Zoom to Fit All.
5. From the toolbar, select the icon.

6. On the toolbar, select |E| to play the announcement. Listen to it once or twice to pinpoint the portion
of the waveform to which you want to add. Position the cursor over the stop command on the toolbar
S0 you can stop the playback immediately before the part to which you want to add. Use the view
commands on the toolbar to zoom in or out to increase or decrease accuracy. Note the marker’s
position in the Position indicator at the bottom of the menu.

7. Select the stop icon on the toolbar to stop playback on the waveform at the point where you want to
add to the announcement.

8. On the toolbar, select |Z| to open the Record Audio menu.

Record Audio @
e emd [/
Time 0:00,000
Tnsert new ‘at the beginning i |
[ Ok ] ‘ Cancel | ‘ Help |

9. Inthe Record Audio menu, select .

10. Using the Insert new drop-down menu, select at the current position.
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11.

Select |Z| and then record your message. As you record, the clock increments and the red record
button turns grey.

%{\ The maximum length of a recorded announcement is 15 minutes.

12.
13.
14.
15.

Select the stop button when you are finished.
Select [»] to review the announcement.
Select OK to keep the announcement.

From the menu bar of the Audio Editor, select File > Update to save the update to the
announcement.

To change the volume of arecording

1. Select the Announcements navigation bar to open the Announcements navigation pane.

2. If the appropriate voice folder is not displayed in the Announcements navigation pane, select the
desired voice folder using the steps in Changing the Voice Folder in the Announcements Navigation
Pane on page 314.

3. Inthe Announcements summary pane, double-click the announcement that you want to change. The
Audio Editor displays the announcement as a waveform.

4 After The Tone.wav - UC Client Audio Editor =13l x|
File Edit Yiew Command Process PlayBack Took Help
B imBX B o v-um wule @& bl Lu 7|
=
Ready Connectad 55 Sharon Doa Posttion: 0:00.000  Salection: 0:00,000 t© 0:00.007 ¢
4. From the menu bar, select Edit > Select All.
5. On the toolbar, select one of the following process commands:
* Increase Volume
» Decrease Volume
* Maximize Volume
It is advisable to maximize the volume to make sure that your recording is audible to callers.
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6. If you select Increase Volume or Decrease Volume, enter the percentage you want to increase or
decrease the volume of the announcement, and then select OK.

7. Select [»] to review the changes.

8. From the menu bar, select File > Update to save the update to the announcement.

Managing Announcements

You can keep track of your announcements more efficiently by organizing them in folders. You can also
duplicate announcements, duplicate announcements in another voice, and rename and delete
announcements.

To create a folder for announcements
1. Select the Announcements navigation bar to open the Announcements navigation pane.

2. If the appropriate voice folder is not displayed in the Announcements navigation pane, select the
desired voice folder using the steps in Changing the Voice Folder in the Announcements Navigation
Pane on page 314.

3. Right-click anywhere in the Announcements summary pane, and select New > Folder. A new folder

is added to the list in the summary pane.
=

Announcements
Folder

4, Enter a name for the folder.

To put an announcement in a folder

In the summary pane, select the announcement that you want to store and drag it to the appropriate folder.

%(\ Double-click a folder to view its contents. On the toolbar, use the Go back arrow « to
return to the list previously displayed in the summary pane.

To duplicate an announcement
1. Select the Announcements navigation bar to open the Announcements navigation pane.

2. If the appropriate voice folder is not displayed in the Announcements navigation pane, select the
desired voice folder using the steps in Changing the Voice Folder in the Announcements Navigation
Pane on page 314.

3. Inthe Announcements summary pane, right-click the announcement that you want to duplicate.

4. Select Duplicate. A copy of the announcement will appear in the summary pane.
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To duplicate an announcement in another voice

To streamline the process of creating multiple versions of the same announcement in different languages
(one corresponding to each voice configured on the system), NetVanta UC Server allows you to duplicate
announcement objects from an announcement directory of the voice currently being managed to the
corresponding directory of another voice. For example, after creating and recording a new announcement
in the English (U.S.) Male/Shared folder, you can use Duplicate in other Voice to duplicate the recorded
file into the English (U.S.) Female/Shared folder. You can then record over this file with the
announcement in the appropriate language. To duplicate an announcement in another voice, follow theses
steps:

1. Select the Announcements navigation bar to open the Announcements navigation pane.

2. If the appropriate voice folder is not displayed in the Announcements navigation pane, select the
desired voice folder using the steps in Changing the Voice Folder in the Announcements Navigation
Pane on page 314.

3. In the Announcements summary pane, right-click the announcement you would like to duplicate in
another voice, or select multiple announcements and right-click one of the selected announcements.

4. Select Duplicate in other Voice, and use the submenu to select the voice in which you would like the
selected announcement(s) to be duplicated.

5. The announcements will be duplicated in the corresponding announcement folder in the selected
language.

If the announcement already exists in the corresponding folder of the selected voice, you
will be presented with an error message, and the duplication will fail. In cases where

% multiple files are selected, after selecting OK on the error message, NetVanta UC Server
will attempt to duplicate the remaining files.

To delete an announcement
1. Select the Announcements navigation bar to open the Announcements navigation pane.

2. If the appropriate voice folder is not displayed in the Announcements navigation pane, select the
desired voice folder using the steps in Changing the Voice Folder in the Announcements Navigation
Pane on page 314.

3. Inthe Announcements summary pane, right-click the announcement that you want to delete.
4. Select Delete.

5. Select Yes to confirm the deletion.

To rename an announcement

1. Select the announcements folder that contains the recording that you want to rename. The
announcements stored in the folder are listed in the summary pane.

2. Right-click the announcement that you want to rename.

3. Select Rename. Enter a new name for the announcement and then select its icon to make the change.
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18. Using Databases in Call Answering Services

This chapter introduces how to use access database information using database elements in call answering
services, and includes the following topics:

« Overview on page 327

» Managing Data Sources on page 327

» Accessing Data using Database Service Elements on page 339
» Using Database Elements on page 343

To access database information the system must be licensed for database integration. If
%{\ you are not licensed for database integration then the Database tab of elements is not
visible.

Overview

You can use the NetVanta UC Server to access dynamic database information using services. A user with
access to the Administrator tab can create user data tables. Each user has a copy of the table where they can
save their personal data. All the user data tables that are used in your active services are displayed in the
Assistant pane.

For information about creating user data tables, refer to Managing Data Sources on page 327

Managing Data Sources

Using the Administrator tab, you can create, and users can manage, data sources. Data sources allow users
to access and change information using the computer or over the telephone. For example, a real estate

agent can create a data table that includes information, such as address or price, for each property that the
agent has listed. While away from the office, the agent can call and access the data table to add, change, or
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delete information about a particular property.
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Data sources are set up like tables. Each table row corresponds to a data row or record. Each table column
corresponds to a field (for example, a name, address, or fax).

There are two types of data sources:

» User Data Sources—the data is managed by the NetVanta UC Server, and users have their own copy of

the data.

» External Data Sources—the data is managed by another server or process (for example, a relational
database management system), and is shared by NetVanta UC Server users and others. External data is
accessed using Microsoft’s ODBC (Open Database Connectivity), so these sources are typically called
ODBC database sources.

Installing a database directly on the NetVanta UC Server is strongly discouraged. Doing
ur so might cause performance problems.

Using the Administrator menu, you can manage the following aspects of data sources:

» Defining ODBC data sources
» Defining user data sources
e Managing data in user data tables

When you define ODBC data sources, the definition includes table and field information. It also includes
security information, which allows you to define a user name and password to access the database.
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User data tables allow a user to manage personal data without setting up an entire database. After the
Administrator creates data tables, users can manage them by adding, changing, and deleting the rows
within the tables.

A set of elements allows users to access information in data sources while defining a service. These
elements allow users to retrieve data, manage data sources, and select from sets of values. Most elements
allow users to use information retrieved from data sources.

%\ The data sources feature is available only if database integration is licensed.

To make a user data source available to a user, it must be accessed by an element in the
user’s active service.

Defining ODBC data sources

To use an ODBC data source, you must define an ODBC Data Source Name (DSN) that uses the related
driver. The DSN name, user ID, and password must be configured to connect to the source.

You can define an ODBC data source by using the Administrator utility provided with
%‘\ Microsoft Windows.

After defining a DSN, you can use the Data Source Editor to define ODBC (Open Database Connectivity)
data sources. ODBC data sources include relational databases and other kinds of data, for example, Excel
spreadsheets, SQL server, or Visual FoxPro database.

You can edit the field attributes of an ODBC data source. For example, you can change the name of the
field, the data type, or whether you want the field to be visible to the user. Other options include filtering
and sorting ODBC data.

To name a new ODBC data source
Right-click anywhere in the Data Sources content pane.
Select New > ODBC Source.

In the Name box, type a name for the data source that you want to define.

M W

If you do not want to further define the data source, you can select OK to save it.

%\ To use the data source, you must define ODBC connection parameters.
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To change the access status of a data source

1. Inthe Data Sources content pane, right-click the data source that you want to change the access status
of.

2. Select Access.

3. Select one of the following access types:

» Disabled—does not allow access to the data source
* Admin Only—allows only the Administrator to access the data source
» Everyone—allows everyone to access the data source

4. If you selected Everyone, select Yes to confirm.

¢ Make sure that you want to allow all callers to access the data source.
7t

Allowing everyone to have access to an ODBC data source is a potential security risk.
kurgm

To define ODBC connection parameters
In the Data Sources content pane, double-click the ODBC source that you want to define.
Select the data source that you want from the ODBC DSN list.

In the User ID box, type the user ID required to access the ODBC data source.

H W

In the Password box, type the password to access the ODBC data, if required. Some ODBC DSNs
contain the user ID and password so you do not have to enter that information.

5. Select the Connect button to connect to the ODBC data source.

An icon beside the Connect button indicates a successful or unsuccessful connection.
You must have the correct user ID and password to successfully connect.

To define advanced ODBC connection options
1. Inthe Data Sources content pane, double-click the ODBC source that you want to define.
2. Select the Advanced Connection Options... button.

3. From the Timeout list, select the number of seconds that you want ODBC to wait for a connection
and successful login. The default timeout is 15 seconds.

4. Inthe Maximum rows to fetch box, type the number of rows that you want the application to fetch
during a query. The default number of rows is 200.

5. Type the Extra Drive Specific Attributes To Be Added To The DSN in the box, if required.
6. Select OK.
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To define ODBC tables and fields

In the Data Sources content pane, double-click the ODBC source that you want to define.
From the Table list, select the table that you want to associate with the data source.

From the Available Fields list, select the fields that you want to include.

Select the Select>> button to include the selected fields.

o c w npoE

Repeat steps 4 and 5 until all the fields that you want are included.

%{\ If you want to include all the available fields, select the All>> button.

If you want to exclude fields that you have included, select the fields and select the
%\ <<Selected button, or select the <<All button to exclude all the selected fields.

6. Select OK.

To change ODBC field attributes

In the Data Sources content pane, double-click the ODBC source that you want.

From the Table list, select the table that contains the fields that you want to change.

In the Included Fields list, select the value for the field attribute that you want to change.
In the new window, type the change.

Select outside the window to close it.

o o A~ w Do

Select OK to save the changes.

A Fetch Data or Dial for Data element can retrieve more than one row depending on the number of rows in
the source, and your filter conditions. When one or more rows are fetched, a reference to a field by another
element is always a reference to the field’s value in the “current” row, in the set of rows fetched. The Move
Current Row and Prompt for Current Row elements can be used to change which row is current.
Immediately after a Fetch Data or Dial for Data element is executed, the current row is the first row.

* When only one row is fetched, the first row is the single row that was fetched.

» When multiple rows are fetched, which row is first depends on whether you defined a sort in the data
source definition.

Defining a sort order

If you define a sort order in a data source, this defines the default order of rows fetched by a Fetch Data or
Dial for Data element. However, a Fetch Data element can override this order.

When an ODBC data source has a defined sort order, the sorting is done by the ODBC server itself, and not

619510001-1D Copyright © 2013 ADTRAN, Inc. 331



Using Databases in Call Answering Services ECS/BAS Administrator Guide

by the NetVanta UC Server. In most cases this distinction is unimportant, however some data types
supported by the NetVanta UC Server are not directly supported by ODBC. Thus in some cases, the sort
order produced by the ODBC server is not the same as what would have been produced by the NetVanta
UC Server.

» If no sort order was defined, then the order of the rows is determined by the data source, and you should
not make any assumptions about the order.

» With a defined sort order, the first row is the first row in the sort order specified. However, if the sort
field contains duplicate values, the order of rows with the same sort value is determined by the ODBC
server and not by the NetVanta UC Server, and you should not make any assumptions about the order.

For example, assume that you have a data source with a Date field, and that each row in the data source has
a unique date value. If the data source defines a sort order based on this Date field and descending order,
then any Fetch Data element that fetches from the data source will retrieve rows in descending date order.
In this case, the sort order produced by ODBC is the same as the sort order defined by the NetVanta UC
Server data type. If a Fetch Data element fetches multiple rows, then the first row will be the row in the
fetched set of rows with the newest value in the Date field. Thus another element referencing this Fetch
Data element would always reference the newest row. Without the sort, you cannot predict which row in
the retrieved set would be first.

In another example, a data source containing a field defined to be a character string is defined as Day of
Week in the ODBC data source. A sort order would return the values by character comparison, resulting in
the following order: Friday, Monday, Saturday, Sunday, Thursday, Tuesday, and Wednesday. Day of Week
in the NetVanta UC Server would return the results in the following order: Sunday, Monday, Tuesday,
Wednesday, Thursday, Friday and Saturday.

Thus, the actual sort order, as produced by ODBC, is not the same as the order that you would get from
sorting using the NetVanta UC Server data type.

Defining a sort order using the NetVanta UC Server

You can specify that the NetVanta UC Server sorts the rows fetched by the Fetch Data or Dial for Data
elements, by specifying a sort order in a second Fetch Data element. Sorting using an explicit sort defined
in a Fetch Data element is always done by the NetVanta UC Server.
To define ODBC filtering and sorting

1. Inthe Data Sources content pane, double-click the ODBC source that you want to define.

2. From the Filter Field list, select the field that you want to test.

In the Filter Value box, type the value that you want to compare to.

From the Sort Field list, select the field that you want to sort.

o >~ w

From the Sort Order list, select one of the following:

» ascending—sorts information in ascending order
» descending—sorts information in descending order

6. Select OK.
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Defining user data sources

The User Data Source Editor allows you to create user data tables. Display options allow you to define
how the user data table is displayed for the user. Decide which fields you want to include, and how they are
sorted and retrieved. A user data source is defined once, and each user, including the Administrator, has an

individual copy of the table.

User Data Source - MLS @
[Data source properties
MNarme: MLS
Description: MLS Listings
Instructions: Enter in your personal MLS listings in the table below, A
"Add button” label:  Add
Database fields
Fields: @_[_HIM
S... Name Data Type Decl... Display ...
1 Property ID MNumber 0
2 Address & Price Audio 15
3 AudioWalkth... Audio 15
4 Fax Description  Fax 15
Sarting and refrieval
A‘E:: Sort field: IProperty 1N
Sort order: Iaacending
Masimum 200
I CK ] I Cancel ‘ \ Help ‘

Users cannot share user data tables; each user adds data and maintains individual data tables. Only the
Administrator and Personal Business Assistant users can edit the data in their copy of a user data table.

To make a data source available to a user, an element in the user’s active service must
access the data source.

Other options include sorting and retrieving user data.

To create a new user data source

Select New > User Data.

H W N oE

Right-click anywhere in the Data Sources content pane.

Type a name for the new user data source in the Name box.

If you do not want to further define the user data source, you can select OK to save it.
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To edit user data source display options
1. Inthe Data Sources content pane, double-click the user data source that you want to edit.
2. In the Description box, type the title of the user data source.

3. Inthe Instructions box, type the instructions that you want the user to follow when using the data
source.

4. Inthe Add Button Label box, type the title that you want to display on the user add button.
5. Select OK to save the changes.

To add a field in a user data source

If you add a new field to an existing table, then the value of that field for all existing
%{\ records in that table will be set to a null value. This appears in the user interface as [NO
VALUE].

In the Data Sources content pane, double-click the user data source that you want to add a field to.
Select the New button.

Select the Name section of the new field.

Type a name for the field.

Select the Data Type section of the new field to obtain a list of data types.

o o & W npoE

Select a data type from the Data Type list.

%{\ The Default Value section changes depending on the data type that you select.

7. Repeat steps 3 to 7 until you have added all the fields that you want.
8. Select OK.

To change the order of a field in a user data source
1. Inthe Data Sources content pane, double-click the user data source that you want to change.
2. Select the field that you want to change the order of.

3. Select one of the following buttons:

e Up—moves the selected field up one row in the list of fields
»  Down—moves the selected field down one row in the list of fields
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4. Select OK.

The field order defines the order in which the fields are displayed in the User Data edit
% window, which is used to edit and change the entries in a user data table.

To delete a field in a user data source

1. Inthe Data Sources content pane, double-click the user data source from which you want to delete a
field.

2. Select the field that you want to delete.
3. Select the Delete button.

4. Select OK.

A Fetch Data or Dial for Data element can retrieve more than one row depending on the number of rows in
the source, and your filter conditions. When one or more rows are fetched, a reference to a field by another
element is always a reference to the field’s value in the current row, in the set of rows fetched. The Move
Current Row and Prompt for Current Row elements can be used to change which row is current.
Immediately after a Fetch Data or Dial for Data element is executed, the current row is the first row.

* When only one row is fetched, the first row is the single row that was fetched.

* When multiple rows are fetched, which row is first depends on whether you defined a sort in the data
source definition.

Defining a sort order

If you define a sort order in a User Data data source, this defines the default order of the rows fetched by a
Fetch Data or Dial for Data element. However, a Fetch Data element can override this order. Sorting is
always done by the NetVVanta UC Server for this type of data source.

 If no sort order was defined, then the order of the rows is determined by the data source, and you should
not make any assumptions about the order.

» Ifasortorder is defined, the first row is the first row in the sort order specified. However, if the sort field
contains duplicate values, the order of rows with the same sort value is determined by the data source,
and you should not make any assumptions about the order.

For example, assume that you have a data source with a Date field, and that each row in the data source has
a unique date value. If the data source defines a sort order based on this Date field and descending order,
then any Fetch Data element that fetches from the data source will retrieve rows in descending date order.
If a Fetch Data element fetches multiple rows, then the first row will be the row in the fetched set of
records with the newest value in the Date field. Thus another element referencing this Fetch Data element
would always reference the newest row. Without the sort, you cannot predict which row in the retrieved set
would be first.
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To define user data source sorting and retrieval options
1. Inthe Data Sources content pane, double-click the user data source that you want to define.
2. From the Sort Field list, select the field that you want to sort.
3. From the Sort Order list, select ascending or descending.
4

In the Maximum Rows box, type the number of rows that you want to retrieve for each query.
The default number of rows is 200.

5. Select OK.

Managing data in user data tables

After you create a user table, you can add, change, and delete the information included in your copy of the
table.
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The information—represented above by the numbers 1 to 5—that you enter when you create a user data
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table in the administrator application (on the top), appears in the user’s copy of the table (on the bottom).

The user data tables are only visible if a service that is associated with an identity, has
an element in the service that uses the data source. This allows the administrator to

%‘\ create multiple user data sources, without users getting confused by information that is
not relevant to them.

To add information to a user data table

1. In the Data Sources content pane, right-click the user data source that you want to add information to.
2. Select Edit to open the user data source.
3. Select the Add button to add a row to the table. Each field has the default value defined in the data
source definition.
%\ The Add button is editable and might have a different title.
4. Select Close to close the table.

To change information in a user data table

I e

In the Data Sources content pane, right-click the user data source that you want to change.
Select Edit to open the user data source.

Select the field value that you want to change to open a new window.

In the new window, type the change.

Select outside the window to close it.

Select Close to close the table.

To delete arow in a user data table

ag c w npoE

In the Data Sources content pane, right-click the user data source in which you want to delete a row.
Select Edit to open the user data source.

Select the row that you want to delete.

Select the Delete button.

Select Close to close the table.
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Data Type Definitions

Data Type Value Examples
Text A string of characters 123 Maple Avenue
Number A number with optional sign, decimal places, and commas | 160,000.00
Logical A string whose value can be only true, false, 1 or 0. The |True

numbers, 1 and 0, correspond to true and false, False

respectively. 1

0

Phone Number |Any string that can be parsed as a phone number into +1 (613) 555-1212

canonical form. 6135551212

A canonical telephone number represents a dialable
number that can be understood and interpreted around
the world, for example:

+Country Code (Area Code) Subscriber Number

In North America, the following is an example of a
canonical telephone number:

+1 (613) 555-1212

Audio The value of the field in valid .wav format PropertyDescription.wav
Fax The value of the field in valid .tif format Data Sheet.tif
Day of Year A date without a year, for example, January 1 is New September 16
Year's Day 09-16
Sep 16
Date A date that includes the day, month, and year. September 16, 2007
Valid formats include YY-MM-DD, YYYY-MM-DD, and text | Sep 16, 2007
versions as illustrated in the examples. 07-09-16
2007-09-16
Day of Week The full day name in English, as a string. The strings can |Sunday
also be in abbreviated formats. sun
Time of Day A time that includes the hour, minutes, and seconds 2:00 PM
(optional).
Valid formats include HH:MM AM/PM. The AM/PM is
optional, however AM is assumed unless the hour is
greater than or equal to 12. For example, 12:02 means
12:02 PM.
Time Range Two times of day separated by a hyphen, which indicates |[2:00 PM - 4:00 PM
a time range.
Valid formats are HH:MM AM/PM - HH:MM AM/PM, with
AM/PM being optional. As above, AM is assumed unless
the hour is greater than or equal to 12. For example, 1:00
means 1:00 AM.
Voice A string of characters containing the name of a NetVanta |English (U.S.) Male
UC Server system voice.
Valid voices are all voices currently enabled on the system
and [System Default Voice].
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Accessing Data using Database Service Elements

Using database integration, you can set up services that allow callers to access current information. Also,
the service creator can call in to a service to change information remotely at any time, so that callers have
access to the most current information. Data accessed by data sources is dynamic and can be updated at
any time.

Some elements, depending on their function, allow you to specify values or data sources. Database
elements use database integration to provide information to callers and receive information from callers
during a service. For example, callers to a real estate office can hear updated information about a particular
property when they enter the property number over the phone during a service. In this case, the Fetch Data
element processes the query and searches the database for a match.

Likewise, the real estate agent can make changes to the property information in the database by accessing
the service remotely and entering the new information to the database. If the agent wants to change the list
price for a property, he can access the Update Data element in the service, access the price value for the
correct property, change the value, and update the database accordingly.

For more information about accessing data sources using service elements, refer to Using Elements to
Create Call Answering Services on page 265.

%{\ To troubleshoot services using data sources, refer to Troubleshooting Services on
page 263.

Using the Data Source Selector

You can use the Data Source Selector feature to specify a data source, and to filter the data that is returned.
The Data Source Selector is available for elements that require access to database information as part of
their functionality, such as the Fetch Data, Update Data, and Dial for Data elements.

You can filter data by selecting a data source field, a comparison operator, and a value. You can filter the
data by selecting the following comparison options:

» Equals

e Less Than

e Less Than/Equal to
o Greater Than

» Greater Than/Equal
* Between

* Not Equal

Using the value selector |I| you can specify the value that you want to compare to the filter field.

An easily recognizable icon appears in the Source menu box to indicate the type of data that you are using
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for the comparison value. For example, the Gather Digits icon appears with the name of the Gather Digits
element that is included in the service.

The values that are available depend on the data source that you choose; the other elements included in the
call flow, for example, a Gather Digits element; and the values that you have set up for your system.

"]@ Fetch Data | s
i
SOLINCA:
My Mesw Souros WHERE .
Data Source Price <& Gather Dighs vhe hiwe Source Data Sources
For Plaxierom Price SORT ; :
selectar BY Price Filter Options
e F!Iter Field
[eess TharEas i Filter
Mary rows fetched % Comparison
2 Gather Digits hor Masdmam Price B e
M rowes Fetched i r Filter “/alue
Othervica [Price = oot Options

To specify a data source for an element

1. Select the arrow in the Source section of the element.

2. Select the Data source that you want from the drop-down menu.
3. Select the Filter field that you want from the drop-down menu.
4

Select the comparison mode that you want. In the example above, Less Than/Equal was selected.

%{\ If you select Between A and C for example, then the values A and C are included.

5. Select the value type that you want. For example, Database values, Gather-Digits values, or System
values.

%z\ You can also enter a filter value manually in the filter value field.

6. Select a specific value from the value types drop-down menu.

The values that are available depend on the data source; the other elements that precede

%{\ the element in the call flow, for example, a Gather Digits element; and the values that
you have set up for your system.

340 Copyright © 2013 ADTRAN, Inc. 619510001-1D



ECS/BAS Administrator Guide

Using Databases in Call Answering Services

7. Select a sort mode, and enable Descending if you wish the results to be sorted in a descending order.
When you choose a System Value in an element of a service, the information is taken from the current
call and from within your system and used, for example, to fetch a value for a Fetch Data element.
The table below describes and gives examples for available System Values.

System Value

Description

Example Format

Today

A NetVanta UC Server Date value representing
today’s date.

December 25, 2006

Current Time

A NetVanta UC Server Time of Day value
representing the current time.

Format depends on location.
For US and Canada, 12:02
PM.

User Name

The user profile name of the profile that owns
the called extension.

Paul Smith

User Extension

The extension number where the call was
initially received.

224

Selected User Name

If a Select Extension element is executed, this
is the user profile name of the profile that owns
the selected extension. Otherwise, it is User
Name.

Mark Jones

Selected Extension

If a Selected Extension element is executed,
this is the selected extension. Otherwise, it is
User Extension.

225

Caller Name

The same as Matched Contact Name, if the
matched contact name is not blank. If it is, the
value of Caller-1d.

Paul Smith

Caller-Id

A NetVanta UC Server Text Value representing
the caller. Typically, it is the form “name
[number]”. However, if the name is blank, it is in
the form “number”. It might also have special
values, such as <Private Number>, <Long
Distance> or <Unknown Caller>. Phone number
format depends on the underlying transport.

Paul Smith [613-599-9698]

Caller-ld Name

A NetVanta UC Server Text Value containing the
caller name as provided by the underlying
transport.

Paul Smith

Caller-Id Number

A NetVanta UC Server Text Value containing the
raw caller telephone number as provided by the
underlying transport.

613-599-9698

Caller-Id Canonical
Number

A NetVanta UC Server Phone Number Value
containing the complete, formatted number.

+1 (613) 599-9698

Caller-1d Area Code A NetVanta UC Server Text Value containing the |613
area code of the number.

Caller-l1d Area A NetVanta UC Server Text Value containing the | 613599

Code/Exchange area code and the exchange.

Caller-ld Exchange A NetVanta UC Server Text Value containing the | 599

exchange.
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Caller-Id Local
Number

A NetVanta UC Server Text Value containing the
local number without the area code and country
code.

5999698

Called-Id

A NetVanta UC Server Text Value representing
the called party. Typically, it is the form “name
[number]”. However, if the name is blank, itis in
the form “number”. It might also have special
values, such as <Private Number>, <Long
Distance> or <Unknown Caller>. Phone number
format depends on the underlying transport.

Mark Jones [613-599-9698]

Called-ld Name

A NetVanta UC Server Text Value containing the
called party name as provided by the underlying
transport.

Mark Jones

Called-ld Number

A NetVanta UC Server Text Value containing the
raw called party’s telephone number, as
provided by the underlying transport.

613-599-9698

Port Name

The name of the port the call is using.

NetVanta UC Server

Trunk Name

The name of the trunk the call is using.

Admin Trunk 1

Current Date/Time

A NetVanta UC Server Text Value containing the
current date and time

Format depends on the
location of the computer, but is
typically: December 25, 2006
12:02 PM

Matched Contact
Name

The caller is matched to the called party’s
contacts. This is a NetVanta UC Server Text
Value containing the contact display name (or
blank if no match).

Sharon Allen

Next Unique Id

A NetVanta UC Server Text Value containing a
globally unique string (36 characters long). This
value can be referenced only using the Add
Data element and is used to assign a unique
value to a database field. The Add Data element
is typically followed by a Fetch Data element
accessing the same table and using the Last
Unique Id value to fetch the record just added.
Do not depend on the specific format of these
unique values

Although the actual format is
not important, it is typically the
following:
OE49D111-55AC-4794-9361-
1B7320D694BD

Last Unique Id

A NetVanta UC Server Text Value containing the
most recent unique string generated by Next
Unique Id.

Refer to Next Unique Id.

Voice A NetVanta UC Server Text Value containing the | English (U.S.) Male
name of the enabled system voice. When the
value is set to [System Default Voice], the value
used is the name of the current system’s
default voice.
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Using Database Elements

g

visible.

To access database information the system must be licensed for database integration. If
you are not licensed for database integration then the Database tab of elements is not

Database elements rely on database integration to provide data to callers during a service. Database
integration allows services to be dynamic and data driven.

-iﬁ Fetch Data

e

-3 DidfoData

. |
qf Update Data
-
- Miove Cusent Fow

- . Promgt for Curent Row
o

Data... [_

Stan.. | Adva

The Database elements tab is shown above. A brief description is provided for each element available to

the Administrator.

Table 18-1: Database elements

Fetch Data element on page 344

This accesses the specified data source and fetches the required
data

Dial for Data element on
page 345

This accesses the specified data source and fetches the data
specified by the caller

Add Data element on page 347

This allows a caller to add data to a specified data source

Delete Data element on
page 348

This allows a caller to delete data from a specified data source

Update Data element on
page 349

This updates the data contained in a specified data source

Move Current Row element on
page 350

This allows callers to modify which row is the current row in a multi

row set, retrieved by either the Fetch Data or Dial for Data elements.

Prompt for Current Row element
on page 351

Using a series of prompts, this allows callers to use the keypad to
select which row becomes the current row.
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Fetch Data element

The Fetch Data element allows you to specify a data source using the Data Source Selector, and query the
data source so that the NetVanta UC Server fetches the data that you want.

Use a second Fetch Data element to further filter or sort the results of the first, a third to further filter or
sort the results of the second, and so on. For example, a real estate service is set up to access a database of
real estate listings. A Fetch Data element is specified to fetch all rows that match a certain price range. If
several rows are fetched that match that criterion, the call moves through the Many rows fetched connector
pin to another Fetch Data element that further searches those listings and fetches rows based on the number
of bedrooms, until it finds the single listing that matches all criteria.

 |If the Fetch Data element fetches one row, the call exits from the One row fetched connector pin.

Fetch Data 1 &

Source
[

One row fetched ad
Many rows fetched d
No rows fetched d
| Otherwise ad

Fetch Data element

 |f the Fetch Data element fetches more than one row, then the call exits from the Many rows fetched
connector pin.

» If no rows of data are fetched, then the call exits the No rows fetched connector pin.

 If any other condition exists, such as an inability to access a Data Source (such as an external database
or internal User Data Table), then the call exits the Otherwise connector pin.

A Fetch Data element can retrieve more than one row depending on the number of rows in the source, and
your filter conditions. When one or more rows are fetched, a reference to a field by another element is
always a reference to the field’s value in the current row, in the set of rows fetched. The Move Current Row
and Prompt for Current Row elements can be used to change which row is current. Immediately after a
Fetch Data or Dial for Data element is executed, the current row is the first row.

» When only one row is fetched, the first row is the single row that was fetched.

*  When multiple rows are fetched, which row is first depends on whether a sort order was defined by the
Administrator.

If no sort order was defined, then the order of the rows is determined by the data source, and you should
not make any assumptions about the order. If a sort order is defined, the first row is the first row in the sort
order specified. However, if the sort field contains duplicate values, the order of rows with the same sort
value is determined by the data source, and you should not make any assumptions about the order.

For example, assume that you have a data source with a Date field, and that each row in the data source has
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a unique date value. If the data source defines a sort order based on this Date field and descending order,
then any Fetch Data element that fetches from the data source will retrieve rows in descending date order.
If a Fetch Data element fetches multiple rows, then the first row will be the row in the fetched set of
records with the newest value in the Date field. Thus another element referencing this Fetch Data element
would always reference the newest row. Without the sort, you cannot predict which row in the retrieved set
would be first.

When a Fetch Data element fetches one or many rows, the first row becomes the current row. The order of
the rows is determined by the sorting modes selected, as described above.

Other elements can refer to fields fetched by the Fetch Data element. These elements reference the value in
the current row. A different current row can be selected, using the Move Current Row element on page 350
or Prompt for Current Row element on page 351 elements.

For information about specifying data sources, filter fields, and values, refer to Using the Data Source
Selector on page 339.

Dial for Data element

The Dial for Data element allows you to specify a data source using the Data Source Selector. It is similar
to the Fetch Data element, except the caller uses the telephone keypad to define the data that is fetched. It
is also similar to the Dial By Name element, which is available only to the administrator, except the search
is done on a defined database.

The Dial for Data Source Selector allows you to specify the following:

 data source
« optional filter condition, for example a value
+ Select On field

When a caller encounters the Dial for Data element, the element selects the records from the source that
match the filter condition (it fetches all the records if no filter condition is specified). Then the element
prompts the caller to enter the value for the Select On field. A search using the Dial for Data element
ignores blanks and special characters. The default search criteria include only alphabetic characters. If you
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specify Allow numbers, numeric characters are also included in the search.

;:::' Dial for Data 1 il
& | 2l

Source:

[ Allow numbers

One row fetched re
Many rows fetched e
.No rows fetched ad
[~ On single digit .

Otherwise g

Dial for Data element

The letters Q and Z appear on different keys on different phones. The Dial for Data
element works whether the letter Q corresponds to the 0 or the 7 key, and whether the
letter Z corresponds to the 0 or the 9 key.

 If the Dial for Data element fetches one row, the call exits from the One row fetched connector pin.

 Ifthe Dial for Data element fetches more than one row, then the call exits from the Many rows fetched
connector pin

 If no data rows are fetched, then the call exits the No rows fetched connector pin.

» Ifyou enable the On Single Digit check box, the call exits that connector pin when the caller enters only
one digit, or the call times out after one digit is entered.

« If any other condition exists, such as the inability to access a Data Source, such as an external database
or internal User Data Table, then the call exits the Otherwise connector pin.

A Dial for Data element can fetch more than one row depending on the number of rows in the source, the
filter conditions, and the field the user will select on. When one or more rows are fetched, a reference to a
field by another element is always a reference to the field’s value in the first row, in the set of rows fetched.

* When only one row is fetched, the first row is the single row that was fetched.

» When multiple rows are fetched, which row is first depends on whether a sort order was defined by the
Administrator.

If no sort order was defined, then the order of the rows is determined by the data source, and you should
not make any assumptions about the order. If a sort order is defined, the first row is the first row in the sort
order specified. However, if the sort field contains duplicate values, the order of rows with the same sort
value is determined by the data source, and you should not make any assumptions about the order.

For example, assume that you have a data source with a Date field, and that each row in the data source has
a unique date value. If the data source defines a sort order based on this Date field and descending order,
then any Dial for Data element that fetches from the data source will retrieve rows in descending date
order. If a Dial for Data element fetches multiple rows, then the first row will be the row in the fetched set
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of records with the newest value in the Date field. Thus another element referencing this Dial for Data
element would always reference the newest row. Without the sort, you cannot predict which row in the
retrieved set would be first.

When a Dial for Data element fetches one or many rows, the first row becomes the current row. The order
of the rows is determined by the sorting modes selected, as described above.

Other elements can refer to fields fetched by the Dial for Data element. These elements reference the value
in the current row. A different current row can be selected, using the Move Current Row element on

page 350 or Prompt for Current Row element on page 351. For information about specifying data sources,
filter fields, and values, refer to Using the Data Source Selector on page 339.

You can put a Play Announcement element before a Dial for Data element to give the
%\ caller instructions about how to use the feature.

Add Data element

B |.add|:-¢t.=1 i
o 2

Siroe; ! S = -

Fiedd Assignimsnts: M-il
Fskd [ Mo vabue

] v il

Otherwiss -

Add Data element

The Add Data element allows callers to add to the data in a specified data source. The Record
Announcement element can be used to record temporary recordings, which can be used with the Add Data
element as a form filling application, in order to request quotes, have callers answer general customer
service questions, and so on. For more information on temporary recordings, refer to Allowing Callers to
Make Temporary Recordings Within a Service on page 267.

 |If the data is added successfully, the caller exits the regular connector pin.
 If the data is not added successfully, for any reason, the caller exits the Otherwise connector pin.

To specify a source and fields for the Add Data element
Select a data source from the Source drop-down menu.
Select the Add button to add a Field Assignment to the list.

Select the Field column to obtain a drop-down menu of fields in the data source.

Select a field from the drop-down menu.

o > w npoE

Select the New Value column to specify a value for the field.
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6. Enter a value, or select the value selector [»] in the blank new value field.
7. Select anywhere outside the new value field.

8. Repeat steps 2 to 7 to add more fields to the Field Assignments list.

To delete a field assignment for the Add Data element
1. Right-click the Field column of the field assignment that you want to delete.

2. Press Delete.

Delete Data element

The Delete Data element allows callers to delete data in a specified data source.

Dielebs Data 1 -
1 7|
SOLEDn:

¥ =
Mo rows deldeted -
Otherwise -

Delete Data element

If some rows are deleted successfully, the caller exits the Source connector pin. If no rows are deleted, the
caller exits the No rows deleted connector pin. If any other condition exists, the caller exits the Otherwise
connector pin. For information about specifying data sources, filter fields, and values, refer to Using the
Data Source Selector on page 339.

For security reasons, when including a Delete Data element in a service, you might

want to put a Verify Password element before it. Make sure that you specify exactly the
CAUT data that you want to make available for deletion. For example, if you do not include a
filter field and value, all rows are deleted.
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Update Data element

The Update Data element allows callers to update the data in a specified data source. The Record

g W [UpdateData1 4k
i I ?
m:

Field Assignments: Add |
Fiekd | hoew Vaue
= 3
«] | x|
Mo rows updated i
Otherviss -

Update Data element

Announcement element can be used to record temporary recordings, which can be used with the Update
Data element as a form filling application, in order to request quotes, have callers answer general customer
service questions, and so on. For more information on temporary recordings, refer to Allowing Callers to
Make Temporary Recordings Within a Service on page 267.

» If some rows are updated successfully, the caller exits the regular connector pin.
» If some rows are not updated, the caller exits the No rows updated connector pin.
 If any other condition exists, the caller exits the Otherwise connector pin.

To specify field assignments for the Update Data element
1. Use the data source selector arrow to specify the data source that you want.

2. Select the Add button on the Update Data element to add a Field Assignment to the list.

© N o g &~ w

Select the Field column to obtain a drop-down menu.
Select a field from the drop-down menu.

Select the New Value column to specify a value for the field.

Enter a new value, or select the value selector |I| in the blank new value field.
Select anywhere outside the new value field.

Repeat steps 2 to 7 to add more fields to the Field Assignments list.

Make sure that you specify the filter condition correctly. For example, no filter condition
ur means that all rows are updated using the specified assignments.
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Move Current Row element

| Move Cumrent -~

W |Row! 7|
Sourcs elerment;

Move current rows bo the: i
Mo moee rowes .

Cihryase -
Move Current Row
element

When using the Fetch Data element on page 344 or Dial for Data element on page 345, a set of rows are
fetched from the database. The Move Current Row element moves the current row in a set of rows
fetched. The current row can be moved to be the first row in a set of rows, the last row, the next row, or the
previous row.

The Source element for a Move Current Row element can be the name of any other Fetch Data or Dial for
Data element in the service. The current row can be moved to the first row, last row, next row, or previous
row in the set of rows associated with the Fetch Data or Dial for Data element.

 If the current row moves to another row, then the element exits through the Source element connector

pin.

» If moving the current row moves it beyond the last row, before the first row, if there are no rows, or if
the Source element has not been executed yet, then the element exits through the No more rows
connector pin.

« If an error occurs, then the element exits through the Otherwise connector pin.

We'll use a simplified version of a real estate listing service to illustrate how the Move current row element
works. For example:

» The first element is a Fetch Data element that fetches some real estate listings.

» The second element is the Text to Speech (TTS) element which speaks the property identifier from the
current row, and introduces the audio that follows.

» The third element is a Play Announcement element that plays the audio for the current row, and contains
the address and price for the current listing.
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e The fourth element is the Move current row element, which moves the current row to the next row.

 If there is another row, the service loops back to the TTS element, which now uses the value from
this row.

» If no more rows are available, the Move current row element exits through the No more rows
connector pin.

— — = — 2 ——— i — = T
ﬁ Fetch Data | i ext To Speech ; Play {o & |Move Curent
b ] 2 2 Arnouncement ol | | Row
Source: Texk ba say: Play: @ o L B2 Source element:
MLS C5 The address and price W Ferch Data 1:Address B [Feteh Data 1 - I
b For property -' Fe:;- il [Miove Current rose to the: o
Data 1:Property ID 8o B r‘*‘“‘_‘“““‘“‘“‘“’“"‘j
s Foliows, - Stop when key pressad rucct: rowe
One fow fetched Lo ™ Play entire message Mo mare rows d
(& Stop when key pressad Other
wise e
Marry Fatchad -
Uiy . " Play entire message
Na rows fetched —-
Ctherwise -

Prompt for Current Row element

The Prompt for Current Row element prompts callers to select a specific row from multiple rows fetched
by a Fetch Data element on page 344 or Dial for Data element on page 345. Callers press keys on the
keypad in response to prompts such as "For..., press 1, for..., press 2..." Callers select a specific item which
becomes the current row.

Frompt for pre
WL | Currert Bow 1 2|
Sounce edenart:
Salact on i
o mone rows -
Cancelad =
Ctherwiss =
Prompt for Current
Row element

The Source element for a Prompt for Current Row element allows you to select a Fetch Data or Dial for
Data element in the service. The Select on drop-down menu contains the names of fields in the Source
element, with the exception of Audio or Fax fields.

 If the Source element has exactly one row, the element exits immediately through the Source element
connector pin.

 If the record set indicated by the Source does not exist (the element has not been executed yet), or if it
has no rows, then the element exits immediately through the No more rows connector pin.

 If the caller presses an invalid key, or fails to press a key within a few seconds, then the last prompt is
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repeated. If this occurs three times, or if an internal error occurs, then the element exits through the
Otherwise connector pin.

If the Source element has more than one row, using Text to Speech (TTS), the element prompts the callers
with "Press 1 for <value 1>, Press 2 for <value 2>," and so on, where the values of the Select on field are
from the set of rows associated with the source element. The caller is prompted for up to six choices.

» The element follows with the prompt "Press 8 to repeat these choices."
» If there are more than six rows, then it prompts with "Press 9 for more choices."”
» Finally, the element prompts with "Press 0 to start over."

If the caller enters the number associated with a specific row value, the associated row becomes the current
row, and the element exits through the Source element connector pin.

 If the caller presses 8, the prompts are repeated.
* If the caller presses 0, the same prompt for the first group of rows is repeated.

 Ifthere are more than six rows and the caller presses 9, the element prompts with "Press 1 for <value>..."
as before, but the values are now taken from the next group of rows. This prompt is followed by "Press
7 for previous choices," and the other prompts as noted above. Pressing 7 causes the prompt for the
previous group of rows to be played.

The process continues until the caller selects a specific row. The caller uses the 7 and 9 keys to move
backwards and forwards through the set of rows.

Key Pressed Results
0 The prompt for the first row set is played.
1-6 This selects the associated row value, and becomes the current row. The element

exits through the Source element connector pin.

7 If there are previous row sets, the prompt is played for the previous six rows.
8 The previous prompt is replayed.
9 If there are more rows, the prompt is played for the next six rows or less.
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19. Importing and Exporting

This chapter explains how to use the Import/Export Wizard and covers the following topics:

» Overview on page 353
» Starting the Import/Export Wizard on page 353
» Importing and Exporting Items on page 353

Overview

The Import/Export Wizard allows you to share announcements, services, faxes, and fax cover pages by
importing items from another location, or exporting them from your computer to another location so that
other people can import them and use them.

Starting the Import/Export Wizard

To start the Import/Export wizard
1. Select File > Import-Export Wizard to open the wizard welcome menu.

2. Select Next.

Importing and Exporting Items
The Import/Export Wizard guides you through the process of importing or exporting an item.

To import an item

1. Using the Task Selection drop-down menu, select Import data from the File System, and then
select Next.

2. Inthe Import Directory field, make sure that the destination folders are correct. You can use the
Browse button to change the default destination folder.

The default destination is: C:\Documents and Settings\username\My
% Documents\Export\

3. Select Next.

4. Select all the items that you want to import, and then select Next. Make sure that the box next to the
item has a check mark in it before you proceed.
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If you want to delete an item in the change destination field, select the item and then select the Delete
button.

If you want to change the destination of an item, select the item and then select the Change
destination button.

Select Next to transfer the items.
Select Next when the wizard is done.

Select Finish.

To export an item

1. Using the Select task to perform drop-down menu, select Export to the File System, and then select
Next.

2. Select the directory where the items that you want to export are located, and then select Next.

3. Select all the items that you want to export, and then select Next. Make sure that the box next to the
item has a check mark in it before you proceed.

4. Select Finish when the wizard is finished exporting the items.
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20. Maintaining the NetVanta UC Server

Basic maintenance procedures such as backups are recommended in the event that disaster recovery is
required.

For information on restoring files and settings, refer to Restoring NetVanta UC Server
%‘\ Files and Settings on page 369.

Backing up the NetVanta UC Server

Backing up the NetVanta UC Server and its data are essential for disaster recovery. The NetVanta UC
Server backup should conform to the site policy for backups.

It may be useful to backup the NetVanta UC Server in a working state using third-party
%z\ tools. Combined with current data backups, a good image can result in a quick system
restore in the event of a total system failure.

For more information on backing up and restoring the NetVanta UC Server, refer to the
Backup and Restore Procedures technical note available from the ADTRAN Support

% Community (https://supportforums.adtran.com). . This and other documents are also
located on the NetVanta UC Server installation media.
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21. Troubleshooting

Overview

Occasionally problems may occur where the NetVanta UC Server does not function as expected. Some
potential problems and their solutions are noted below. Note that this is not an exhaustive list.

You can use NetVanta UC Server logs to review calls, events, system errors or warnings.

You can configure the NetVanta UC Server to automatically generate diagnostic information in the event
of errors or problems. You can also configure the diagnostic system options such that ADTRAN, your
reseller, and/or yourself is notified if the NetVanta UC Server is not functioning properly.

If you cannot find the information you are looking for in this manual or in the online help, then you can go
to the ADTRAN website for further information such as training materials, a quick reference card, SIP
phone user guides, and technical notes. If you are still unable to resolve the issue then you can contact your
reseller, or ADTRAN Technical Support if a support contract is in place. For more information, refer to the
following sections:

» Troubleshooting Playback and Recording on page 357

» Troubleshooting Voicemail on page 358

» Troubleshooting Message Waiting Indicators on page 359

» Troubleshooting the NetVanta UC Server on page 360

» Troubleshooting Performance Issues with Exchange Server on page 361
» Using the NetVanta UC Server Logs on page 362

» Enabling Diagnostic Information on page 368

» Accessing Documentation and Training on page 369

» Accessing Technical Support on page 369

» Restoring NetVanta UC Server Files and Settings on page 369

For information on configuring diagnostic system options, refer to Configuring
%‘\ Diagnostics System Options on page 43.

Troubleshooting Playback and Recording

Symptoms

The beginning of message playback, announcement playback and recording, and greeting playback and
recording are being cut off when being played or recorded using the handset.
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Cause

You are connecting the NetVanta UC Server through a gateway to an existing PBX, and the attached PBX
does not have true answer supervision.

Solution

To configure the PBX to avoid cutting off the beginning of playback and recording using
the handset

1. Inthe Communication System content pane, right-click the Generic PBX (via Gateway) that you want
to change, and select Open.

2. In the Options menu, enable the Prompt for handset playback and recording option.

3. Select Change.

Troubleshooting Voicemail

Symptoms
» Users complain that when they login to the telephone mailbox, there is a delay before their mailbox and

message information is available.
* You are using an IMAP server to access voicemail messages.

Causes

IMAP servers vary in the methods they support for retrieving a user's voice and fax messages, and the
speed at which they retrieve such messages.

» No query optimization, the slowest method, was selected, and a user has a large number of messages in
their inbox.

» Another search method was selected that was not supported, then the NetVanta UC Server automatically
defaulted to the No query optimization method when the selected method failed, and a user has a large
number of messages in their inbox.

» The email server is slow in responding, possibly due to a heavy load, a large number of messages in a

mailbox, or slow or unreliable network connections.

Solutions

To optimize IMAP server performance and to minimize delay between when a user logs in to their
telephone user interface (TUI) to check their mailbox, and when the NetVanta UC Server can play mailbox
and message information, such as the number of new messages, ensure that you select the fastest search
method available that your IMAP server supports.

» Ifyou are using Gmail, GroupWise, or Lotus Notes, then ensure that you have selected the recommended
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method for message retrieval. Refer to Configuring IMAP Server on page 177 for more information.

 If you are not using Gmail, GroupWise, or Lotus Notes with IMAP, then ensure that you selected the
fastest search method available that was successful, as outlined in Determining the Appropriate Query
Optimization Technique on page 179.

Selecting a method that is unsupported for your configuration will decrease server
% performance and increase message retrieval delay as the selected method is attempted
and fails, before the NetVanta UC Server defaults to the No query optimization method.

 Ifyou are using the No query optimization method, then encourage users to avoid storing large numbers
of messages in their inbox as this will delay the message retrieval process.

» Reduce the number of messages in the user's inbox.

» Ensure that the email server is operating correctly and that it is not overloaded, or that it was not
overloaded at the time of the complaint.

« Ensure that the network connection between the NetVanta UC Server and the email server is reliable and
has sufficient bandwidth in both directions.

Troubleshooting Message Waiting Indicators

Sometimes message waiting indicators (MW!I1) on phones are incorrect following a power failure or
changes to the PBX.

For information on configuring message waiting indicators system-wide, refer to
Configuring Message Waiting Indicator Options on page 24. For information on
configuring a user’s message waiting indicator, refer to Configuring a user’s message

%‘\ waiting indicator on page 117. For information on synchronizing message waiting
indicators when messages are accessed through the web or through a mobile device,
refer to Configuring message delivery on page 172.

Symptoms

The MWI on phones are incorrect.

Possible Causes

» A power failure has occurred.
» Changes were made to the PBX.

Solution
You can resynchronize the MWI on phones.

To resynchronize message waiting indicators on phones
Select Tools > Resynchronize All message waiting indicators.
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Troubleshooting the NetVanta UC Server

ADTRAN has observed that third-party firewall and antivirus products can cause problems with the proper
operation of the NetVanta UC Server.

The NetVanta UC Server is tested with Microsoft security products, such as Windows
%\ Firewall and Windows Defender.

Symptoms

» NetVanta UC Server services keep shutting down with Trend Micro software installed.

» The NetVanta UC Client crashes, doesn't load forms, or produces unknown software errors.
» The NetVanta UC Client crashes, doesn't load forms, or produces unknown software errors.
» ucCompanion doesn't load extensions with Symantec software installed.

Possible Causes

Sometimes problems can arise from third-party firewall or antivirus software installed on computers
hosting the server or client software.

Solutions

Proceed with the following potential solutions in the order in which they appear. Only when solution A and
B have been attempted and failed, should solution C be tried.

If a problem occurs, ADTRAN Technical Support advises that the third-party product be
%{\ removed from the system prior to contacting Technical Support for assistance. For
more information, refer to Accessing Technical Support on page 369.

Verify that the following folders are excluded from antivirus software scanning (as noted in the NetVanta
UC Server Deployment Guide, and in the NetVanta UC Server Installation Guide).

e C:\Program Files\ADTRAN
Or any folder in which the NetVanta UC Server application is loaded.

e C:\ADTRANLogs
Or the folder to which logging application is configured.

e C:\Program Files Microsoft SQL Server
Or the default location of the database folder.
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1. Uninstall the third-party antivirus or firewall software.

2. Shutdown the NetVanta UC Server and restart.

Antivirus and firewall behavior is unpredictable even after shutting down or
ﬂurgm

¢ uninstalling.
7

Wipe clean the computer hosting the server/client software, including the OS, and reinstall.

Troubleshooting Performance Issues with Exchange
Server

Symptoms

» Reduced performance on Microsoft Exchange Server.

Causes

Mailbox monitoring is enabled on the Exchange Server, and the default setting for mailbox monitoring for
users is set to on.

Alternatively, mailbox monitoring is enabled on the Exchange Server, and the default setting for mailbox
monitoring for users is set to off, but a significant number of individual users have mailbox monitoring
enabled.

Mailbox monitoring enables synchronization of message waiting indicators when users access messages
through Microsoft Outlook Web Access or through a mobile device. However, mailbox monitoring can
negatively impact system performance.

For more information on mailbox monitoring, refer to Configuring message delivery
%‘\ on page 172.

Mailbox monitoring increases the traffic between the Exchange Server and the NetVanta UC Server.
Depending on the number of users configured for mailbox monitoring, the bandwidth between the
Exchange Server and the NetVanta UC Server, and the CPU power, performance may be affected. On
systems with more than 100 users, system design and engineering must consider the increased load that
keeping open large numbers of mailboxes will have on the Exchange Server. Enabling monitoring of more
than 500 mailboxes requires careful consideration and probably should not be done without a slow roll-out
procedure to validate the performance of both Exchange Server and the NetVanta UC Server in the specific
customer environment. If your Exchange Server is at or near capacity, then you may want to disable
mailbox monitoring.
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Solutions

The following are two possible solutions to improving performance on Exchange Server by disabling or
decreasing mailbox monitoring. Select the option you prefer, and then follow the relevant instructions
below to implement it.

» Disable mailbox monitoring system-wide so that mailbox monitoring is disabled for all users, regardless
of individual user settings.
» Enable mailbox monitoring, and set the default setting for mailbox monitoring for users to off, then

enable mailbox monitoring only for those users who require it.
To disable mailbox monitoring system-wide
1. Inthe Administration navigation pane select Servers.
2. Double-click on Exchange.

3. Under Mailbox monitoring uncheck Enable mailbox monitoring.
Mailbox monitoring is now disabled for all users, regardless of each users' mailbox monitoring

settings.
To enable mailbox monitoring and set the default for users to off

1. Inthe Administration navigation pane select Servers.

2. Double-click on Exchange.

3. Under Mailbox monitoring ensure that Enable mailbox monitoring is checked, and set the Default
setting for users to Off. The default setting for users is to have mailbox monitoring turned off,
however individual users can have mailbox monitoring enabled.

To enable or disable mailbox monitoring for an individual user
In the Administration navigation pane, select Users.

Right-click on the user whose mailbox monitoring settings you want to change, and select Open.

Select the Messaging tab.

A W o

Under mailbox monitoring select Enabled or Disabled to turn mailbox monitoring on or off for the
user.

%{\ For more information, refer to Configuring a user’s message storage on page 113.

Using the NetVanta UC Server Logs

This section explains how to manage alert notifications of errors and warnings, logging statistics, and logs
and the information that they record. Logs record events that occur in the system. The administrator can
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view logs for events on trunks and user extensions. Four categories of events are recorded in logs: events,
system errors and warnings, sent items, and received calls. You can view logs and store them for future
reference, track activity that takes place, and troubleshoot occasional problems. Using the Import/Export
wizard, you can export call logs as a tab separated or XML-based file. The call log files can be used by
other reporting applications to provide historical reports on voicemail activity. For more information about
the Import/Export wizard, refer to Importing and Exporting on page 353.

Content pane

Navigation pane

Information pane ;

e Rk

The Events log tracks information related to user attempts to perform mailbox management.

The System Errors and Warnings log provides information that you can use to troubleshoot problems
that occur with your call answering.

To troubleshoot specific system errors and warnings, refer to Troubleshooting Warning
% Logs on page 375.

The Sent Items log tracks information on outgoing faxes and events related to the use of the Notify Pager
and Deliver Messages elements. Details for each delivery or dispatch attempt are recorded, including the
date and time of the attempt; the phone number dialed; the port that handled the attempt; and the final
outcome of the delivery or notification attempt.

The Received Calls log tracks incoming calls, regardless of whether the NetVanta UC Server answered
them or not. Information logged includes the caller name and phone number, if available; the date, time,
and length of the call; whether the call was answered, and by which port; and whether a message was left
or not.

Errors and Warnings Alert Notifications

If an error or warning occurs, for example, the NetVanta UC Server was unable to deliver a message, then
the NetVanta UC Server generates an error or warning log. When an error or warning log is produced, and
there were no previous unacknowledged errors or warnings, then NetVanta UC Server also produces an
entry in the Windows event log to indicate what has happened. Administrators will see an orange bar
displayed at the bottom of the NetVanta UC Client window as an alert that some action may be required.
To learn more about the alert, refer to Appendix B - Troubleshooting Logs on page 373. Conversely, when
errors and warnings are acknowledged, and there are no more unacknowledged errors or warnings, then a
different entry is created in the Windows event log, and the orange bar in the NetVanta UC Client
disappears.
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To view system errors and warning logs
1. On the left side of the NetVanta UC Client, select the Logs navigation bar to open the Logs menu.

2. Select System Errors and Warnings. On the right side in the Logs summary pane, the errors and
warning logs appear.

To acknowledge the alert notification

On the right side in the Logs summary pane, right-click on an error or warning log to accept or
acknowledge the error or warning. The orange bar will no longer appear, and the error or warning message
is no longer visible at the bottom of the NetVanta UC Client window.

Microsoft Windows Small Business Server (SBS) 2008 records unacknowledged errors or warnings in the
NetVanta UC Server. This simplifies management such that Administrators do not need to have the
NetVanta UC Client open in order to be aware of any error or warning messages.

When the NetVanta UC Server is installed on Windows SBS 2008, a custom alert is automatically
configured for the SBS 2008 Console. If the NetVanta UC Server is not installed on the SBS 2008 system,
but is installed on another system on the network, then consult the Microsoft documentation for how to
create a custom alert.

To create a custom alert definition when the NetVanta UC Server is not installed on the
SBS 2008 system

1. Refer to www.msdn.microsoft.com/en-us/library/cc721719.aspx for details on how to create a custom
alert.

2. Specify the following:

Path Application

Provider NetVanta UC Server
SetEventID 256

ClearEventID 512

The Windows SBS Console display is refreshed every 30 minutes. This means that the
% console display will not change immediately when an error or warning occurs, or when
all errors or warnings are accepted or acknowledged.

To access the NetVanta UC Server alerts from Windows SBS 2008
1. From the Start menu access the Event Viewer.
2. Open the Windows SBS Console, and select the Network tab. Under Computers, any NetVanta UC
Server unacknowledged errors or warnings will appear.
Mailbox message logging statistics

In the information pane of the Logs menu, two tables provide a visual representation of the message
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summary and the summary of operations done by all users on the system that are managing their
mailboxes:

» Message Count table
» Summary of Operations table

HLERE R8I # 45 Boso e 80T
E=r Loy B T = -
[ re——— e =TT ]~ [ ST —
s hrnlullm L DL D PN [ gl s b o i Sereig— -
Liam il -] 8 | o
T
= ] "ﬂi::.. -':;:r-h-nni--w-—
[ i et L I
e it -
:_:':__ I [ e— [T o -
e pops pmmad s 5
[ R it [ —— ™
Eovirtae g s ] -
Message oty P
g e e
Count e ]
fiianlloiiil. " ol = 4
Table e
Tummey o spesieey
Summary of [ T |
; wih |l Ve 0 T e B | e (| ol | F i T Tt Bapar |
Operations C———=ma ' '
[Ter— 1 1
Table al jx e | ]
L T = = [ [
r—— 5 :': el ] B | ] | |

P P, - el m B

If message summary is skipped during mailbox management, the Message Count table is
%‘\ not displayed in the information pane.

The log entry types are represented by different icons. The following table explains some of the icons that
might appear in your list of log entries.

Table 21-1: Log entry icon definitions

Icon Definition

et
&

®

Error—represents an error, for example in voice message delivery

Warning—represents a warning

Received calls—represents calls that come in on a specified port
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Table 21-1: Log entry icon definitions
Voice Mail access—represents a voice message event, for example, a voice message

sent from a NetVanta UC Server user to another user

Pager access—represents events in which NetVanta UC Server users send or receive a
page

Message delivered

7
e

Voice Mail access—represents user voicemail access, for example, users accessing
their own mailbox to receive voice messages

Log entry

Managing logs

To get the Logs menu, select the Logs navigation bar. You can retrieve and view, remove, and archive logs.
You can rename and delete log archives, and export a call log using the Import-Export wizard.

You can configure the NetVanta UC Server to automatically archive logs. For more
%{\ information, refer to Setting Administrative, Maintenance, and Diagnostic Options on
page 42.

To retrieve and view a log

1. Double-click the log folder that you want to view. The contents of the log are displayed in the
summary pane. When a log folder is open, its icon appears as an open book.

Closed log folder

Open log folder

2. Use the vertical scroll arrows to view the list of log entries.

3. Select a log entry to view information about it in the details pane.
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To remove old log entries
1. Right-click anywhere in the summary pane.
2. Select Clear log.

3. Select one of the following:

e Everything

» Entries created before today

» Entries created before the beginning of the month
» Entries created before a specific date

If there are unacknowledged errors or warnings, you cannot archive or clear log items.
You must accept the notifications first.

4. If you enabled Entries created before a specific date, enter the date in the field.

5. Select OK.

To archive alog
1. Right-click anywhere in the summary pane.
2. Select Archive log.

3. Select one of the following:

» Everything

» Entries created before today

» Entries created before the beginning of the month
» Entries created before a specific date

If there are unacknowledged errors or warnings, you cannot archive or clear log items.
%\ You must accept the notifications first.

4. If you enabled Entries created before a specific date, enter the date in the field. The new archive is
put in the navigation pane as a log with a default title based on the current date.

ﬁ 20020701_0
Log archive

5. Select OK.

To rename a log archive
1. Select the archive that you want to rename.

2. Select Edit > Rename.
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3. Enter a new name for the archive.

To delete alog archive
1. Select the archive that you want to delete.
2. Select Edit > Delete.

3. Select Yes to confirm the deletion.

To export a call log using the Import-Export wizard
1. Select File > Import-Export Wizard, and then select Next.
2. Select Export Activity Report, and then select Next.
3. Select the types of logs that you want to export, and then select Next.
4

Enable either of the following, and then select Next:

» All logs—exports all call logs
» Date range—exports call logs from within a range of dates that you specify

5. Select the file type for the call log that you want to export.

6. Do either of the following, and then select Next:

» Enter a location for the file in the Save exported file as field.
» Select Browse to find a location for the file.

7. If you want to save the configuration, enter a name in the field.
8. Select Next to export the log.
9. Select Close.

%{\ View the call log files using the appropriate application, for example, Microsoft Excel.

Enabling Diagnostic Information

During the NetVanta UC Server installation, one of the prerequisite components installed was the NetVanta
UC Server Logging Tools. In the event of errors or problems, this tool enables the NetVanta UC Server to
automatically generate diagnostic information. You can configure the NetVanta UC Server so that this
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diagnostic information is automatically sent to the ADTRAN Technical Support team.

For information on configuring diagnostic information, refer to Configuring
Diagnostics System Options on page 43. ADTRAN does not take action in response to
the emails received, but gathers the data for statistical purposes only to aid in

% improving the NetVanta UC Server. ADTRAN will not take action unless a support
incident is raised, following standard support procedures. For information on
contacting ADTRAN Technical Support, refer to the ADTRAN website at
www.adtran.com.

Accessing Documentation and Training

If you want more information than what is available in this manual or in the online help, then go to the
ADTRAN Support Community website at (https://supportforums.adtran.com). Here you will find training
materials, a quick reference card, along with SIP phone user guides, and technical notes.

Accessing Technical Support

Unless there is a support contract in place, please see your reseller for support information. For more
information on ADTRAN Technical Support, refer to the ADTRAN website at www.adtran.com.

If you are contacting ADTRAN Technical Support, then please ensure that you have the following
information readily available.

» Product edition (Standard, SIP, or CEBP)
* Product version
e Service code

The Service code is an identification number to be used when contacting ADTRAN Technical Support. If
you are contacting ADTRAN Technical Support then you will need to enter the service code number over
the phone, so have the number ready when you call. The service contract type and expiry date are available
for your information.

To access the NetVanta UC Server product and service information

From the NetVanta UC Server select Help > About UC Client. Alternatively, select the ? button on the
toolbar.

Restoring NetVanta UC Server Files and Settings

To restore data from a Microsoft backup file requires that the data has been previously backed up using
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appropriate backup procedures.

For disaster recovery purposes, ensure that you backup the NetVanta UC Server
regularly. For information on backing up the NetVanta UC Server, refer to Backing up
the NetVanta UC Server on page 355. For more information on backup and restore
% procedures, refer to the Backup and Restore Procedures technical note available from
the ADTRAN Support Community (https:/supportforums.adtran.com). This and other
documents are also located on the NetVanta UC Server installation media.

state it was when the backup file was created. Any changes made to the system since

Restoring the NetVanta UC Server from a backup file only restores the system to the
cﬁur%
/ the backup file was created will need to be repeated.
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Appendix A - Installing and Uninstalling Software

Overview

This appendix outlines the procedures for installing and uninstalling software for the NetVanta UC Server.

Installing Active Directory Users and Computers
Console

If you do not have automatic access to Active Directory Users and Computers console, you must install the
Microsoft snap-in. The DLLs that you require are:

e CAMMCUserExt.dll
e CAMMCUserContextMenuExt.dll

The server installation puts these files in the BIN folder with the other executable files. The server
installation also “registers” the DLL with Windows so that, on the server, the NetVanta UC Server
extensions are available immediately after installation. This means that, if you start the Active Directory
Users and Computers MMC shap-in, you can see the NetVanta UC Server property page and context menu
extensions.

You must have the Administrator pack installed on the client operating system for the
%‘\ DLLs to function properly.

You can use these extensions on another computer.

To make the MMC extensions available on another computer

1. Copy the DLLs from the server computer to another folder on the computer on which you want them
to be available. For example: C:\Program Files\ADTRAN\NetVanta UC Server\Bin

2. Register the DLLs by executing the following programs:
regsvr32 "C:\Program Files\sADTRAN\NetVanta UC Server\Bin\cammcuserext” and
regsvr32 "C:\Program Files\ADTRAN\NetVanta UC Server\Bin\cammcusercontextmenuext”

%{\ In both cases, a menu appears indicating that the registration is successful.

You do not have to do further configuration. However, both extensions support the use of a configuration
file called “DomainsToSearch.cfg”. Either extension searches for registered NetVanta UC Servers on the
local domain and any domains connected to it with which it has a two-way trust relationship. If any of the
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domains are inaccessible (for example, one domain is a test domain and its domain controller is shut
down), it can take up to 20 seconds for MMC to determine this, which slows initialization. To overcome
this problem, you can specify the explicit list of domain names to search for NetVanta UC Servers. These
names are put, one per lineg, in the configuration file. If there is no configuration file, then all domains are
searched.

The configuration file (if it exists) is in the same folder as the DLLs.

Uninstalling Server Software

Uninstalling the server software does not automatically delete the NetVanta UC Server user account or
remove the Exchange mailbox or Exchange permissions for the NetVanta UC Server.

To uninstall the server software

Select Windows Start > Settings > Control Panel.

Select the Add/Remove Programs icon.

From the list of programs, select UC Server.

Read the instructions and then select Remove.

o > W DpoE

Restart the computer. All components of the software are removed.

Deleting the server user account

Deleting the server user account does not remove the Exchange mailbox for or Exchange permissions.

To delete the server user account

Select Windows Start > Programs > Administrative Tools (Common).

Select User Manager for Domains to open the User Manager for Domains menu box.
From the list of users, select UC Server.

Press Delete on the keyboard.

o > w npoE

Confirm the deletion at the warning prompts.
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Appendix B - Troubleshooting Logs

Overview

The NetVanta UC Server tracks system errors and warnings in log files, which may be used for
troubleshooting. This section includes potential system errors and warnings that may occur, and possible
causes for and solutions to these issues.

% Not all errors and warnings necessarily require action.

%{\ For more information on troubleshooting, refer to Troubleshooting on page 357.

Troubleshooting System Error Logs

The following is a list of potential system errors that may be noted in the System Errors and Warning logs.
To troubleshoot a system error, search the list below for the log entry, and note the possible causes of and
solutions for the error.

Severity Log Entry Possible Causes and Solutions

Serious Error  Failed to create {identity} %s. Internal Verify that all NetVanta UC Server processes are
error %d. started, and retry creating the identity.

Serious Error  Failed to deliver a message to user A message that was queued for message
'%s' delivery has given up attempting to deliver the
message. The messages will be delivered to the
system defined default mailbox.
Verify the connection and permissions to the
message store.

Serious Error  Failed to get server object for user Verify network connectivity.

'%s'. Verify the NetVanta UC Server's service
accounts file permissions on the .\NetVanta UC
Server folder.
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Severity

Serious Error

Serious Error

Serious Error

Serious Error

Fatal Error

Log Entry

Failed to update Active Directory
user's extensions (hr=0x%08x).

Internal error finding the Exchange
Server message store.

System diagnostics has detected a
potential problem with port %s.(port
displayed as [name [extension,
deviceld])).

The minimum disk storage threshold
has been exceeded. New voice
messages will not be saved until the
problem is corrected.

Application Services have been
restarted to recover from an error
condition. In most situations, the
system will be operating normally
after this occurs. If this log entry
appears regularly or frequently, then
more investigation is required.

Possible Causes and Solutions

Verify network connectivity and the connection
to Active Directory.

Verify the NetVanta UC Server’s service
accounts file permissions on the .\NetVanta UC
Server folder.

Re-run the NetVanta UC Server Configuration
Wizard.

Verify the connection to Microsoft Exchange
Server.

Validate the NetVanta UC Server’s service
account has the appropriate permissions.

The port auditing system has detected a
problem with one or more of the system ports.
Possible problems:

PBX port is bad

Wiring is connected to the wrong port on the
PBX. Call each port individually and monitor in
the NetVanta UC Server Ports Manager to
ensure that calls are being received on the
expected port.

Wiring is bad. Verify the wiring.

Increase the disk storage, or remove any files
that are not required.

For more information, refer to the following
section The following log entry may appear in
the System Errors and Warning Logs: on
page 374.

The following log entry may appear in the System Errors and Warning Logs:

Error: Application Server Restarted

Description

Application services have been restarted to recover from an error condition. In most cases the system will
operate normally after this occurs. However, if this log entry appears regularly or frequently, then further
investigation is required.

Potential Causes

» Microsoft Exchange Server is not responding in a timely manner.
» Slow Microsoft Active Directory responses
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» Slow system behavior (e.g., the CPU is overloaded)

» Other activities are occurring which is suspending or slowing down operation (e.g., virus scanning or
search indexing)

» Software issues
To investigate potential causes of the restart log entry
Validate the correct operation of voicemail and auto attendants.

Validate the NetVanta UC Client connectivity to the server.

Validate access to user mailboxes on all mail servers.

Eal A

Review previous logs of a similar nature to see if there is a pattern (for example, they all occur at 3:00
am).

 Ifthere is an obvious pattern in the logs, consider the possibility of other activities interfering, such
as virus scans, application updates and so on.

 If logs occur rapidly or frequently, there is likely a problem in the configuration or operation. In
this case contact ADTRAN Technical Support.

 If logs occur infrequently, then continue with normal operation.

For information on contacting ADTRAN Technical Support, refer to Accessing
% Technical Support on page 369.

Troubleshooting Warning Logs

The following is a list of potential warnings that may be noted in the System Errors and Warning logs. To
troubleshoot a warning, search the list below for the log entry, and note the possible causes of and solutions
for the warning.

%{\ Not all warnings necessarily require action.

Log Entry Possible Causes and Solutions

'%s' display pattern not defined The Definity PBX configuration file (.\NetVanta UC
Server\Data\System\Definity*Definition.cfg) in use has been
edited manually and a required display pattern is missing.

Call reason code %s is invalid in key : ~ An analog PBX configuration file (located in .\NetVanta UC

%s Server\Data\System) has been edited manually and a
specified call reason code for an In Band Signalling key
doesn't exist in the valid call reasons defined in the same file.
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Log Entry

Cannot write to file xxx.

Configuration file could not be copied:
%s

Configuration file does not exist: %s

Display format definition error, no
matching \" found : %s

Display format error, illegal character
'%c' is found : %s

Duplicate override spec : %s in key %s

Duplicate pattern type %c in match
pattern : %s in key %s

Error : '%s' compiling regular
expression : %s in key %s

Error : '%s' compiling regular
expression '%s' from display rule '%s'

Error in reason code translation, at
most two characters are allowed in
each field : %s

Error in repeat count after ' " in : %s
Error in repeat count after '%c' in : %s

Exception %s caught, Wrong format in
override rule file on line : %s
Exception caught, Wrong format in
override rule file on line : %s

Possible Causes and Solutions

Verify the NetVanta UC Server’s service accounts file
permissions on the .\NetVanta UC Server folder.

Re-run the NetVanta UC Server Configuration Wizard.

Occurs when the PBX-specific configuration file doesn't exist
and the template configuration file cannot be copied.

Verify the NetVanta UC Server’s service accounts file
permissions on the .\NetVanta UC Server folder.

Re-run the NetVanta UC Server Configuration Wizard.

The file .\NetVanta UC
Server\Data\System\CallinfoOverride.cfg has been edited
manually and one or more of the entries in this file are invalid.

Consult the inline documentation for details about valid syntax
rules.

The Definity PBX configuration file (\NetVanta UC
Server\Data\System\Definity*Definition.cfg) in use has been
edited manually and an error was encountered in parsing a
'display format’ entry.

An analog PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually and an In
Band Signalling key’s match pattern has been duplicated.

An analog PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually and an In
Band Signalling key’s match pattern cannot be converted to a
regular expression.

The Definity PBX configuration file (.\NetVanta UC
Server\Data\System\Definity*Definition.cfg) in use has been
edited manually and an error was encountered in parsing a
'display format’ entry.

The Definity PBX configuration file (.\NetVanta UC
Server\Data\System\Definity*Definition.cfg) in use has been
edited manually and a reason code translation has more than
2 characters in a field (fields are separated by a “,”).

The Definity PBX configuration file (.\NetVanta UC
Server\Data\System\Definity*Definition.cfg) in use has been
edited manually and an error was encountered in parsing a
'display format’ entry.

The file \NetVanta UC
Server\Data\System\CallinfoOverride.cfg has been edited
manually and one or more of the entries in this file are invalid.
Consult the inline documentation for details about valid syntax
rules.
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Log Entry Possible Causes and Solutions
Failed to parse pattern line '%s', The Definity PBX configuration file (.\NetVanta UC
ignoring Server\Data\System\Definity*Definition.cfg) in use has been

edited manually and a display pattern has an invalid value.

Failed to retrieve server address The NetVanta UC Server is unable to find the network address
on the associated network adapter. This commonly occurs if
the files were copied from one NetVanta UC Server machine
to another.

To correct, navigate to the communications system network
information and re-select the adapter that you want to bind
with the NetVanta UC Server.

Once selected, select OK.

Failed to update %s's database with the There was a problem communicating with the database

received fax. The fax will be saved defined in the Receive Fax element.

instead to the default mailbox. Check your database connection parameters, and ensure that
the database is available.

lllegal characters found in The Definity PBX configuration file (.\NetVanta UC

allowedNondigitCharactersinExternalN  Server\Data\System\Definity*Definition.cfg) in use has been

umber %s edited manually and the

“allowedNondigitCharactersinExternalNumber tag has one or
more invalid characters.

lllegal characters found in literals in %s The Definity PBX configuration file (.\NetVanta UC
Server\Data\System\Definity*Definition.cfg) in use has been
edited manually and an error was encountered in parsing a
‘display format’ entry.

Incompatible match pattern : %s or An analog PBX configuration file (located in .\NetVanta UC
overrides in key %s Server\Data\System) has been edited manually and an In
Band Signalling key’s match pattern is invalid.

Input file xxx does not exist Verify the NetVanta UC Server’s service accounts file
permissions on the .\NetVanta UC Server folder.

Re-run the NetVanta UC Server Configuration Wizard.

Invalid call progress tone spec : %s A PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually, and
“StandardTone[x]" (where [x] = 1...9) is defined and formatted
incorrectly.

Invalid disconnect spec : %s An analog PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually and there is
an error with the value for the tag “disconnectType.” It must
match one of the following values:

positive

disconnectTone
disconnectDTMFSequence
disconnectSilence
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Log Entry Possible Causes and Solutions

Invalid disconnect tone spec : %s An analog PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually and the tag
disconnectType has a value of disconnectTone. However, the
required corresponding tag disconnectTone is missing from
the same configuration file.

Invalid override spec : %s in key %s An analog PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually and an In
Band Signalling key’s match pattern is invalid.

Key 'disconnectType' not defined : %s  An analog PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually and the tag
‘disconnectType’ is not present.

No key is defined in section : %s An analog PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually and all keys
are missing from the section “In Band Signalling”.

No match pattern are defined in key : An analog PBX configuration file (located in .\NetVanta UC

%s Server\Data\System) has been edited manually and an In
Band Signalling key is missing a match pattern (i.e., the value
after the “").

No reason code are defined in key : %s An analog PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually and the
reason code (i.e., the value before the “:”) for an In Band
Signalling key is missing.

Pattern length(%d) differs from display The Definity PBX configuration file (.\NetVanta UC

length(%d) in pattern : %s Server\Data\System\Definity*Definition.cfg) in use has been
edited manually and an error was encountered in parsing a
'display format’ entry.

Pattern type %d not supported yet A PBX configuration file (located in .\NetVanta UC
Server\Data\System) has been edited manually, and in-band
signaling protocol definition was added that is not yet

supported.
System did not receive Caller ID Verify that Caller ID is available when attempting to send a
information from the modem and pager notification which includes sending the Caller ID.
hence, could not transmit it to your
pager. Ensure that your phone rings at
least twice before answering otherwise
you will not receive Caller ID
information.
The current number of ports has Verify that you have enough ports or application server

exceeded the number of licensed ports. channels licensed.
To verify the licensing, navigate to Help > Licensing
Information to refer to the existing licensing capabilities.
Contact your ADTRAN reseller to purchase additional ports or
application server media channels.
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Log Entry Possible Causes and Solutions

The data source, %s, referenced in the ServiceStateMachine when an element refers to a data source
element, %s, is unknown. that no longer exists. Verify the following:

1.The ODBC data source, if applicable, is correctly configured

2.The fields in the reference data source may have been
changed or deleted. Verify the data source configuration.

The specified number was disallowed  Occurs when the application server attempts to dial a number
by dialing restrictions. whose pattern matches a dial restriction entry (configured in
Tools > Options > Dialing).
Verify the application server toll restrictions.

Unable to communicate with remote The application server was unable to communicate with the IP
agent '%s' Office remote agent.
Check the remote agent properties, IP address, port, and
network connection state.

Unable to deliver a message to user There was a problem delivering a voice or fax message to a
'%s' user.
Check your message store and network connection states to
ensure that the connection to the message store is available.
This error occurs on the first message delivery failure.

Unrecognized character %c in match An analog PBX configuration file (located in .\NetVanta UC
pattern : %s in key %s Server\Data\System) has been edited manually and an In
Band Signalling key’s match pattern has an invalid character.

Wrong format in override rule file on line The file .\NetVanta UC

. 90s... Server\Data\System\CallinfoOverride.cfg has been edited
manually and one or more of the entries in this file are invalid.
Consult the inline documentation for details about valid syntax
rules.
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