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General

ABC Co Ltd are installing an Avaya IP Office Telephone system, which is configured for No.14 system handsets, and No.2 Two Wire Phones (which can be used for modems, plain ordinary telephones or fax machines), in addition, there are No.2 analogue lines and No.8 ISDN30 channels provided by BT. 

There will be a Voicemail System running on the customers PC providing out of hours messages and voice messaging for all members of staff.

Security

All Voicemail PIN’s must differ from the Direct Dialling In (DDI) numbers in order that “hacking” is made as difficult as possible.  

The DDI number range is xxxxxxxxx xxxxx, more numbers can be added.

We will ensure that no new PIN’s are set for the handset terminals.  The default PIN is “0000” which is used to access the standard handset features such as programming pick up groups etc.  If three attempts unsuccessful are made to unlock a handset or gain access, the handset will lock and the Operator will have to “unlock” the handset.

Operators Consoles
The IP Office Windows Operator Console (WOC) will be set up to answer calls in priority, i.e. to utilise queues for both internal and external traffic.

All users’ names, extension numbers and DDI numbers will be entered on the systems prior to the system being installed.

When a caller has been routed to the Operator prior to being transferred to a member of staff, she will place the caller on hold, dial ahead to announce the call and then transfer the caller.

The system speed dial names and numbers (No. 900 in total) are entered from the WOC.  When a caller dials the main and the numbers match, the name of the caller (up to sixteen digits) will be displayed on the WOC screen as well as the LCD display of the target extension.

This can be useful for any staff who issue their DDI number.  Therefore, the member of staff will know the name of the caller before answering the call. 

Overflow Operators DSS Console

Calls not answered within No.6 rings (this can be altered at any stage) can be diverted to a secondary answering position (locations to be confirmed).

Published Numbers

All general calls on the main published number will be answered by Windows Operators Console. These calls will be routed via No.8 allocated ISDN channels.

Calls for Pensions Department 
= 
0207 xxx xxxx
Calls for Membership department 
= 
0207 xxx xxxx
Calls for I.T. Department 

= 
0207 xxx xxxx
Publications Requests

=
0207 xxx xxxx
Direct Dialling In

Direct calls to each member of staff, bypassing the Operator will be facilitated by using No.22 channels of ISDN connected to the telephone system. Each DDI number is to be set up as a “Pilot” number, in order that calls will divert to voicemail on busy etc.

The trainers show the Operators how the names and telephone numbers are entered on the Console in order for the Name of the caller to appear in the LCD screen of each handset.  This works by the system doing a “look-up” on the telephone number calling against the information entered.   The format is as follows:


Number
Max 16 Character Name 
Tele No. (No Spaces)

e.g.222
ABC Co Ltd



02083635060

Inbound Calls

As and when required, an extension user will divert his/her calls direct to the voicemail system.

Diverts are set by the individual user by selecting the “Divert” key on the handset followed by the extension number required.

Typical manager/secretary working is activated by the secretary’s handset.  This will enable the secretary to announce calls and activate/de-activate diverts on the Partners handset. 

Out Bound Calls

All outgoing calls will also utilise the No.22 ISDN channels provided.  XXX will not transmit CLI.
Speed Dial Numbers

Each member of staff can be allocated a number of CLI/Speed Dial Numbers as there are No.2000 to choose from.  This will enable a DDI call to show the number of the caller on the handset as mentioned above.  

ISDN2 Card

The system will allow the connection of No.4 ISDN2 devices via a Basic Rate Interface card.  Once the system is fully operational and all aspects of the system “well bedded”, the existing BT ISDN2 circuits will be ceased and the devices reprogrammed to dial “9” before the required number.

There are no.3 connections required, No.2 for IT, E-mail and BACS.  Regarding the BACS box, this device will be given a DDI number in order that BACS can send information to XXXXX.

The third channel is to be used in the Press Office.

Facsimile Machines / Modems

Facsimile machines and modems will be issued with DDI numbers and will use the ISDN channels for outbound traffic, thereby having access to C&W for cheaper transmission costs and the ability to divert calls to perhaps a home facsimile machine.

Night Service

Upon activation, the voicemail system will answer all calls with a specific night service message.

When the function is deactivated, service will revert to normal.  If required, this function can be automated, based upon time alarms.

Calls to DDI numbers will be handled in the same manner as day service. 

Separate Exchange Lines

XXXX will retain No.4 Analogue exchange lines as back up should the ISDN connections fail for any reason. 

Pensions & Membership Departments

In order to ensure that calls are answered efficiently, both of the above departments will be placed in to “ringing” groups.  This will enable calls to be routed automatically to the longest waiting handset, therefore spreading the workload. 
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SOPHISTICATED CALL PLACEMENT & QUEUING




If a call(s) is not answered within the required time scale, the call can either be re-routed to another group or indeed to the voicemail.  If the caller leaves a message, the message-waiting lamp will glow on all extensions within the respective group.  When the message is collected, the lamp will stop glowing on all of the other handsets.  For further voicemail operations see below.

During the initial months after installation, voicemail will not be used as a facility to stack the calls.  Once sufficient data has been collected via the Call Management system, XXX will then be in a position to structure the telephone system accordingly.

Whilst it is possible to opt in and out of the ringing groups, it is important that the Operator does not transfer calls “blind” to the group (i.e without screening the call), just in case all extensions are “out of group”.  If this was the case, the caller would be cut off when transferred as there would be no extensions available to answer the call.  This is not the case when calls dial direct on the DDI number, only when calls are transferred internally.  

Once the system has settled, it may be necessary to install a tone ringer which would always be “in group”.  This would ensure that calls would be routed to the Voicemail as and when required.  Alternatively, one member of the group could always stay in group.

Calls will be answered in “longest waiting idle handset” order.

Voicemail

A system supervisor is required who will oversee and manage the voicemail system, i.e. deleting mailboxes, recording greeting messages and general system maintenance.

Extension users will record their respective messages in their own mailboxes.

When a caller is transferred or dials direct to an extension and the member of staff is either engaged or absent from their desk, the caller is automatically routed to the mailbox, hears the greeting and leaves a message. A light then glows on the respective extension user’s handset indicating that a message has been left. Messages can be collected remotely by members of staff from any tone dialling handset in the world. 

The greeting messages suggested are as follows:

Extension Message - Standard

You have reached the voicemail of _____________, I am unavailable at present, however, please leave a detailed message and I will return your call upon my return, alternatively stay silent and you will be transferred to my Secretary or, dial zero for the Operator.

Thank you for calling.

Night Service Message - Standard

Thank you for calling XXX, our office hours are between 9.00am and 5.00pm Monday to Friday, however, your call is important to us, therefore please leave a message after the tone and we will return your call when we re-open.

Night Service Message – NTT

Thank you for calling XXX, our office hours are between 9.00am and 5.00pm Monday to Friday, however, your call is important to us, therefore please leave a message after the tone and we will return your call when we re-open.  However, if you are a newly qualified teacher, please press “1”.

“You have reached our NTT hot line.  If you have a touch-tone™ telephone and your call is urgent, please press “2” and you will be transferred to our resident officer who will help with your query”.

Please press “2” now or redial the number on 0207 xxxxxxx, I repeat --- 0207 xxxxxxxx
The number will be an internal DDI number that is set up to divert to the officers’ home number.

To be implemented at a later stage

Pensions &  Membership Departments Overflow

Thank you for calling XXXX Membership department, your call is important to us, however, all of our Advisers are helping other XXXX Members.  Please leave a message on our voicemail system along with your name and telephone number.  As soon as one of our Advisers becomes available they will return your call. 

When a message is left, the Message Waiting Lamp will glow on all of the extension users’ handsets within the group. 

Call Management

The call management system will be installed from the first day of commissioning and will commence collecting data.  The training will be carried out during October.  

At the time of training, XXX will be able to specify the type and nature of the reports required, however, sufficient training will be given to enable XXX to create bespoke reports.

The standard reports to be set up, configured and ready to print are as follows:  

Calls between 6.00pm & 8.30am

Top 15 Dialled Numbers


All inbound lost call information

No. calls to X Location

Calls over £1.00



Busiest period for Operator

Busiest period for lines


No. calls answered (Memb’ Dept)

Calls received on tagged DDI’s (t.b.a.)

During the training sessions the trainer will show the Call Management Supervisor how to prepare, set up and print any required report.  Additionally, automated reports can/will be configured to print on specific days and times of the week. 

Documentation

It is imperative that the above information is accurate and clear for all parties as this is the basis upon which the programming of the telephone system and peripheral equipment is based.

Name 

Signed
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