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What is Application Builder?

Introduction

Application Builder isagraphical program that you use to create CallPilot
applications that callers access as dialable services. With Application
Builder, you can

m specify the call functionsthat you want to include in an application, such
as menus, announcements, and transfers

» design the call flow (the path callsfollow) in an application
In Application Builder, applications are represented by a series of blocks

connected by lines. This graphical display allowsyou to easily follow the
call flow.

What is an application?

An application is a set of functions (such as announcements, menus, and
transfers) that determines the way CallPilot treats a call. When a CallPilot
system receives a call, an application handles the call flow.

Application example

The automated attendant application isatypical application. This
application greets callersto the organization and alows them to transfer to a
department or to a specific individual. For example, an automated attendant
can contain the following menu:

Thank you for calling SuperValue Grocery. Please choose one of the
following four options, or remain on the line for assistance.

If you know the extension of the person you want to reach, press 1.
To access our company directory, press 2.

To reach our Bakery Department, press 3.

To reach our Deli Department, press 4.

12
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An automated attendant can handle calls differently depending on the day of

the week or the time of day.
The following illustration shows the call flow for the automated attendant
example:
Extension . Success|
| 0 (Attendant)
'_ - #(Cancel) |
No response
Thru-Dial = Rotary
Elegln
1
,': 2 MameDial SUCCess
Mainbdenu |_73 < [ D D
Start 4 = B # (Cancel)
,—_(_Attendant) Mo responss |
nn - * (Help) Thru-Dial == Rotary
= # (Cancel)
Menu = Mo response Bakery
l_w L] Success
L Fotary e d| T Failed
- Bus
Call Tranzfer
Dreli
L < Suc;c:elsz —
— = aile
- l— Busy
Call Tranzfer
Help
A| |— Done
0 (Attenciant)
u L # (Cancel)
Announcement
Rotary Transfer Attendant CannotTransfer Goodbye End
@ -~ :: Success -~ -~ ‘
Failed
e u —  Bus 4 u u
Rotary Dial Announcement Call Transfer Announcement Announcement End

Fax options

If your CallPilot system includes fax messaging, you can include fax

functionsin your CalPilot appl

ications.

Application Builder Guide
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Example
A caller wantsto find out the location of ABC Company. One of the options
inthe ABC menu is “To receive a fax showing our location, press4.”

When the caller presses 4, the following prompt plays: “Map of ABC
Company’s location.”

The application then prompts the caller for the fax number to which the map
should be sent.

Benefits of Application Builder

Application Builder provides the following benefits:

It enables you to plan your CallPilot services online rather than on paper.

It provides a simple graphical interface for adding functions to the
application and connecting functions to create the call flow.

You drag functions (blocks) from the pal ette into the application window.
Then, you click the mouse on the source and destination functions to
connect the blocks and create the call flow.

It allows you to record voice items while you create your application.

After you create a new voice item, such as a menu or an announcement,
the application prompts you to record the new voice item.

It shows the call flow graphically.

The application window showsyou, at aglance, how calsare handled by
the system.

It enables you to import an application into other applications. This
allows you to save a group of functions that you want to share among
multiple applications.

For example, you may have several applications that provide the same
handling for calls arriving after hours. If so, you can create an application
named After_Hours, and import it into all applications that use that
handling. If you change the After_Hours application, the changes are
automatically reflected in all parent applications.

14
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How Application Builder works

Introduction

Application Builder enablesyou to graphically create your applications. You
select the required call functions (blocks) from palettes. You arrange blocks
in the desired call flow sequence, and then create the connections between
the blocks.

Location of the application

When you work on an application, Application Builder stores a copy of the
application on your local computer. When you save it, Application Builder
transfers a copy of the application to the server.

Application Builder only permits one administrator at atime to access a
given application. This ensures that changes that one administrator makes
are not accidentally overwritten by another administrator.

When you open an application, Application Builder locksit on the server to
prevent others from accessing it. When you close the application,
Application Builder unlocks the application. For more information about
how Application Builder stores applications, see Chapter 8, “ Saving
applications.”

Connected callers

Callers may be connected to an application while you are changing it. When
you save your changes, any connected callers continue to interact with the
previous version of the application. New callers interact with the new
version.

Application Builder Guide 15
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A comparison of Application Builder and
Meridian Mail Voice Services

Introduction

Meridian Mail Voice Services, like Application Builder, creates servicesthat
calersdial. However, Meridian Mail Voice Servicesis packaged differently
than Application Builder, and it uses different terminology. In Application
Builder, these services are named applications; in Meridian Mail Voice
Services, they are known as voice services.

Controllers and blocks

In Meridian Mail Voice Services, controllers are added to voice services and
functions. Controllers perform the same role as blocks in Application
Builder.

Voice recordings

Meridian Mail Voice Services and Application Builder classify voice
recordings differently.

Meridian Mail
Meridian Mail Voice Services uses two types of voice recordings.
= prompts—You can use a prompt only once.

m announcements—You can use an announcement as many times as
needed.

Application Builder
Application Builder classifies voice recordings as

= system prompts—Any prerecorded voice prompt that comes with the
system. “ Transferring to an attendant” is an example of a system prompt.

16
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m Vvoiceitem—A custom recording that you or someone else creates.

You can use both system prompts and voice items as many times as you
want. Therefore, you do not have to rerecord voice items.

Making applications available to callers

In Meridian Mail Voice Services, callers can dia voice services after you
add the services to the Voice Service Directory Number (VSDN) Table. In

Application Builder, applications become services after you add them to the
SDN Table.

Interfaces

The interfaces of Application Builder and Meridian Mail Voice Services are
very different. Application Builder uses a graphical interface, and Meridian
Mail Voice Services uses a command-line interface.

Meridian Mail Voice Services interface

To createamenu in Meridian Mail Voice Services, you use the three parts of
the Add a Voice Menu Definition screen.

Add a Voice Menu Definition

Choice of Menu Actions:

A3 Announcement Zervice CL Call Ch Call Answering

BV Call Rewvert DN I3 Disconnect EM Expreszsz Mes=aging
FI Fax Info Service FIM Fax Item Maintenance PP Play Prompt

PM Prompt Maintenance RP Eepeat Menu Choices MM Eeturn to Main Menu
T3 Thru-Dial Service TDh Time-of-Day Control TR Transcription Service
VF Voice Forms ZService M3 Woice Menu Service VM Voice Messzaging
Voice Menu ID: Title:

Revert DN:

Aocess Pazsword: Update Pazzword:

Greeting Recorded (Voice): No Menu Choices Recorded (Voice): No
SGelect a zoftkey >
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Choice of Menu Actions:
A3  Announcewent 3Jervice
BV Call Fevert DN

FI Fax Info Service

PM Prompt Maintenance
T3 Thru-Dial Service

VF Voice Forms Service

Silent Disconnect:

.bwl\)p—-ﬁ
5]

Action

Add a Voice Menu Definition

CL  Call

D3 Disconnect

FIN Fax Item Maintenance
RP Eepeat Menu Choices
TDh Time-of-Day Control
M3 WVoice Menu Service

IfE Te=

CL
EM
PP
MM
TR
VH

Call Answering
Express Messaging
Play Prompt

FEeturn to Main Menu
Transcription Service
Voice Mezzaging

Conmments

SGelect a zoftkey >

Choice of Menu Actions:
A3  Announcewent 3Jervice
BV Call Fevert DN

FI Fax Info Service

PM Prompt Maintenance
T3 Thru-Dial Service

VF Voice Forms Service

4 _
= _
& _
7 _
g _
2 [E—
Initial No Responsze BV
Delayed Reaponse RP

CL  Call

D3 Disconnect

FIN Fax Item Maintenance
RP Eepeat Menu Choices
TDh Time-of-Day Control
M3 WVoice Menu Service

CL
EM
PP
MM
TR
VH

Call Answering
Express Messaging
Play Prompt

FEeturn to Main Menu
Transcription Service
Voice Mezzaging

SGelect a zoftkey >
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Application Builder interface

To create amenu in Application Builder, you use the application window.

You can drag blocks from the palette into the window, and use the mouse to
create connections between the blocks.

% Nortel Application Builder - [mainmenu]

==
Eile Edit Wiew Options Define ‘Window Help 2] x|
=E| gl@lalal & =R XE= EE2| @

Basio | System | Imporied gt | >
A T
] -
Arouncement  Call Transher
3 l pu| l
Date Conbial D Cantrel
@ S
ah A
Faseloct  FaSiend
®
3@ ™
H
Language Meru
Selert
v 4
] -
Fisssword TheDil
Check.
QI
Tirne Contrel
KN

Option 1 is for English callers.

engish
Begln o dislenglish
9 Success | End
4" |- (tendant) —Atiendant
Language Select # (Cancel) —welcome
wElGome A LMo response —Atiendant
Stan F [Anendamg Hendant Thru-Disl
*(Help) H-help .
#(Cancel) | wolcoms ~ Rememher—callers can dial by name
Merw [~ Moresonss i Trsnater  or muber.
Invvalid —-Enct
I’\alp
Dinie | —welcome
u (Atiendart) | —Attendant
I # (Cancel) |—welcome
Arnouncement
Option 2 is for French calleps. .oy dialfrench . -
uccess |—En
- 4| F o httendont) | atterirt
@ S | - #(Cancel| —welcome  Please get Marcel to record the voice
o response |, :
Language Select  Thru-Dial  LIIESHONSE [—Attendant  for the dialfrench block.
Rotary Transfer Atiendart Cannt Transter Gundhy&
® a~ 3 | Suesess|—ena
— B -~ Failed }
e m Bus
Fotary Dial Announcement  Cal Transfer Arnouncement  Announcement -
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About this guide

Introduction

This guide helps you to plan, design, manage, implement, and troubleshoot
your applications. It focuses on explaining how Application Builder works,
and provides examples and lessons that you can use to build your own
applications.

Some chapters are divided into two sections:

m Section A provides overview information about using Application
Builder, including planning considerations, design guidelines, and
requirements.

= Section B provides alesson that guides you through the process of
deveoping an application. Each lesson builds on the lesson in the
previous chapter.

20
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What's new in Release 2.02

CallPilot Manager

CalPilot Release 2.02 provides a new web-based interface for
administration named CallPilot Manager. You can launch Application
Builder from CallPilot Manager, or from Windows using the Start menu.

Stand-alone mode

You can run Application Builder from CallPilot Manager or useit asa
stand-alone application.

Diagnostics and logs

You can enable program diagnostics and specify how much detail to include
in Application Builder log files. This helps you to identify the source of
problems and troubleshoot them.

Application Builder Guide 21
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Related information products

Introduction

The following CallPilot technical documents are stored on the CD-ROM
that you receive with your system. The documents are also available from
the following sources:

n  CalPilot Manager

= My CalPilot

m the Nortel Networks Partner Information Center (PIC) at
http://my.nortel networks.com

You require auser ID and password to access the PIC. If you do not have
aPIC account, click Register to request an account. It can take up to 72
hours to process your account request.

You can print part or al of aguide, asrequired.

Note: To order the documents that are available in printed format, contact
your Nortel Networks sales representative.

Planning and migration guides

Use these guides before you install CallPilot to help plan your system, or to
plan amigration of data from Meridian Mail to CallPilot:

Document titles NTP number
Planning and Engineering Guide 555-7101-101
Installation and Configuration Planner not applicable

Meridian Mail to CallPilot Migration Utility Guide  555-7101-801

22
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Installation and configuration guides

The following guides describe how to install the following:

s CadlPilot server hardware and software

m desktop messaging and My CallPilot software

Document titles NTP number

Desktop Messaging and My CallPilot Installation 555-7101-505
Guide

Installation and Configuration Guide for your server Refer to your
model binder for your

Thisisabinder that contains the following five

NTP numbers.

documents:

Part 1: Installation and Maintenance Overview

Part 2: <Server model> Server Hardware
Installation

Part 3: <Switch name> and CallPilot Server
Configuration

Part 4: Software Installation and Maintenance

Part 5: <Server model> Server Maintenance and
Diagnostics

Administration guides

The following guides provide specialized information to help you configure
CallPilot, administer and maintain it, and use its features:

Document titles NTP number
Administrator’s Guide 555-7101-301
Reporter Guide 555-7101-310

Application Builder Guide
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Document titles

NTP number

Application Builder Guide

555-7101-325

Desktop Messaging and My CallPilot Administration 555-7101-503

Guide

Networking guides

The following guides describe how to plan, install, set up, and troubleshoot

the CallPilot networking services:

Document titles CallPilot release NTP number

Networ king Enhancements Guide 2.02
Networking Planning Guide 2.02

NMS Implementation and 2.02
Administration Guide

AMI S Networ king Implementation 2.02
and Administration Guide

Enterprise Networking 2.02
Implementation and Administration
Guide

Integrated AMIS Networking 2.02
Implementation and Administration
Guide

VPIM Implementation and 2.02
Administration Guide

555-7101-507
555-7101-100
555-7101-302

555-7101-303

555-7101-304

555-7101-305

555-7101-306

Note: The CallPilot networking guides remain mainly unchanged since
CallPilot 1.0. For instructions on how to configure the networking services

on CdlPilot, refer to the CallPilot Manager online Help.

24
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End user guides

The following guides are intended for CallPilot end users, such as phoneset
users and desktop messaging users.

Document titles

Unified Messaging What's New Card

Unified Messaging Quick Reference Card

Unified Messaging Wallet Card

Menu Interface Quick Reference Card

Alternate Command I nterface Quick Reference Card
Command Comparison Cards

Multimedia Messaging User Guide

Foeech Activated Messaging User Guide

Desktop Messaging User Guides

My CallPilot User Guide

E-mail Notification User Guide

Troubleshooting

The CallPilot Troubleshooting Reference describes symptoms that can
appear on al CallPilot server platforms, and describes waysto resolve them.

The CallPilot Troubleshooting Reference is written for Nortel Networks
distributors and technical support representatives; therefore, it is not part of
the customer documentation package. It is continualy being updated by
Nortel Networks and is available from the Nortel Networks Partner
Information Center (PIC) at http://my.nortel networks.com.
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You require auser ID and password to access the PIC. If you do hot have a
PIC account, click Register to request an account. It can take up to 72 hours
to process your account request.

Note: If you are not a Nortel Networks distributor, then contact your Nortel
Networks technical support representative for assistance.

Using online sources

CallPilot administration online Help
The CallPilot Manager and CallPilot Reporter software contain
administration online Help areas that provide accessto

» technical documentation in Acrobat PDF format
= onlinehelp topicsin HTML format

To access online information, use either of the following methods:

m Click the orange Help button at the top of any page to access the
Administration Help area.

m Click the grey Help button on any page to display atopic that relates to
the contents of the page.

For more information about using these Help systems, access the CallPilot
Manager Help, open the Getting Started book, and then click “ Navigating
CallPllot Manager help”

The Application Builder software contains a Windows Help system as well
as context-sensitive help (available by clicking the ? button and then afield
or labdl).

CallPilot end user online Help

The My CallPilot software contains a Useful Information area that provides
access to the end-user guidesin HTML format. Online user guidesin
Acrobat PDF format are also available from the Useful Information online
Help.

26
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To access online Help for the currently selected My CallPilot tab, click the
Help button on the upper-right corner of the My CallPilot page.

Desktop messaging provides product-specific Windows Help for groupware
clients (Microsoft Outlook, Novell GroupWise, and Lotus Notes). The
stand-alone version of CallPilot Player also provides addressing and
troubleshooting information for Internet mail clients.

Contacting technical support

Contact your distributor’s technical support organization to get help with
troubleshooting your system.

Contacting Nortel Networks

If you have comments or suggestions for improving CallPilot and its
documentation, contact Nortel Networks at the following web site address:

http://www.nortel networks.com/call pilot_feedback

Application Builder Guide 27
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Installing Application Builder

Introduction

This section provides requirements and instructions for Application Builder
installation.

Required services

To run, Application Builder requires the following server services:

CallPilot LDAP Service
CallPilot AOS Service
FTP Publishing Service
Volume Servers

SQL Anywhere database

Client computer

Application Builder requires the following hardware and software:

Windows 95, 98, 2000 Professional, NT 4.0, or XP
25-30 Mbytes of free disk space for the Application Builder software

Internet Explorer 5.5 SP2 or Netscape 6.2 if you plan to access
Application Builder from CallPilot Manager

CadllPilot Player to record voice items
You can download CallPilot Player from CallPilot Manager.

Upgrading from previous versions

Application Builder 2.02 can coreside with previous versions of the client
software. Theinstallation program does not upgrade previousversions of the
client.

30
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You should not install Application Builder on the CallPilot server or on a
stand-alone CallPilot Manager web server. Install the client software on
computers that you plan to use for CallPilot system administration.

Applications created for CallPilot 1.x systems are automatically upgraded.

To install Application Builder
1 Insert the CallPilot Server CD-ROM in the computer where you plan to
install Application Builder.
2 Run appbuilder.exe.
Result: The installation program starts.

3 Follow the instructions in the installation program.

Defining CallPilot systems

Application Builder enables you to maintain applications for multiple
CallPilot systems.

When you access Application Builder from CallPilot Manager, your logon
information is retained from your CallPilot Manager session, so that you do
not need to log on again.

If you plan to use Application Builder in stand-al one mode (without logging
on to CallPilot Manager), you must define the server connection details for
CadllPilot systems that you want to access with Application Builder. Once
the CallPilot systems are defined, you can select the system you want to
access when you log on to Application Builder.

For detail s about defining CallPilot systems in Application Builder, see the
Application Builder online Help.

Application Builder Guide 31
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Starting Application Builder

Introduction

You can start Application Builder from CallPilot Manager or (in stand-alone
mode) from the Windows Start menu.

To start Application Builder from the CallPilot Manager
From the CallPilot Manager window, choose Tools O Application Builder.

Result: The Application Builder window opens (see “The Application Builder
window” on page 34).

To start Application Builder from Windows

Note: When CallPilot Manager is connected to a CallPilot 2.02 Server from
aclient, enter the actual CallPilot server name or |P address in the Server
box to login. If you enter “local host” instead of the actual CallPilot server
name, the administrator cannot connect Application Builder to the CallPilot
server when starting it from CallPilot Manager Web page and calls to telset
cannot be made to play or record greetings.

1 From the Windows Start menu, choose Programs [0 CallPilot Application
Builder O CallPilot Application Builder.

Result: The Application Builder logon dialog box appears.
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% Application Builder
NCRTEL o
NETWORKS Corcel_|
Help | If the system you require
UserlD: | does not appear in the list,
Passwod [ click Add System to specify
D the connection details.
System: |<new spstems j Add System |
Locatior: l— Welete Systeml
|
MOTE: If the: CallPilat Server iz a Metwork Meszage Center If you use a Ngtwork
(NM]. enter the name of the location on whichthe Message Service (NMS),
ﬁedlglgiztr:it.or s mailbox resides, otherwise, leave the location specify the NMS location.
Build Vergion: 02.01.20.04
Copyright 1998 - 2001 Mortel Metworks, and its licensors.
Al rights rezerved.
2 Type your mailbox number and password.
3 From the System list, select the CallPilot server to access.
4 If you are using a Network Message Service (NMS) system, type the
name of the NMS location in the Location box.
5 Click OK.

Result: The Application Builder window opens.

Application Builder Guide
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The Application Builder window

toolbar —a@lg| s@(ala] k2] #6012 @

= HR |
= - My e
A ¢ Cal T Begn Days
nnnnnnnnnn ol Transfer = e E'> |
’ ka‘*F i Time Control
‘ ‘ e
] =) St Day Gortrol | Su“;:
e Coniel Dy Contial L
SetuciayHours
alette ——{—
p . a ‘ | i
) a © V| L ouside sttt
Time Control
Fax Select FaxSend
°
9 ) l
Language Meru
Select
v 4
| . HE\D
blocks é = e
Passwod  ThuDia At u m Bt
Check I r #(Cancel)|—Hisiniteni

file name

application window

page break

icati [C[51x]
37 File Edt Yiew Options Defie Window Help 18] x|

Basic | Gystem |

nnnnnnnnnn

Time Conliol

Retery  Transfer CannctTransfer Goodbye End

Rotar vn\ nnnnnnnnn

Lo o

!

You create your applications in the application window. Optionally, you can
display page breaks, which show where a new page begins on a printout of
the application.

The palette has one tab for each block type: basic, system, and imported
application. (The imported application tab appears only in an application
that has imported another application.)

Note: Some blocks do not appear in the palette, but are automatically added
to applications when you create or export them. For example, the Start and
End blocks must be part of every application and, therefore, appear
automatically when you create an application. Another block, the Continue
block, appears in an application only when you export it.
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Section A: About application
development

In this section

What is an application? 38
Overview of developing applications 40
Planning for applications 41
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What is an application?

Definition

An application is a set of voice and fax functions that callers access by
dialing phone numbers.

Parts of an application

An application consists of blocks, voice items, and fax items.

Blocks

Each block in an application represents a function. For example, the
Announcement block provides the primary way to play recorded
announcements. To build an application, add and connect blocks.

Voice items

Many blocks, such as announcement and menu blocks, have voice items
associated with them. Voice items are the system and custom voice
recordings that make up prompts, announcements, and menus. Callers hear
these voice recordings as they interact with an application. Application
Builder allows you to

m create the content of voice items using a phoneset
m import existing voicefiles

Fax items

Some blocks have fax items associated with them. Fax items consist of a
confirmation prompt and afax file that callers can request for delivery. For
example, a customer may request afax file showing the location of ABC
Company. The customer hears the following menu:

To obtain a map showing the location of our store, press 1.
To obtain a list of weekly specials by fax, press 2.
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The customer presses 1 and hears the confirmation prompt, “You have
requested a map showing our location.” The application can then send the
file containing the weekly specia s directly to the customer’s phoneset.

Call flow

When you look at an application, you see linked blocks. The combined
blocks, like a flowchart, show the paths that callers can take through the
application. A caller’s path is known asthe cal flow.
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Overview of developing applications

Introduction

The following table shows the application devel opment process:

Task

Reference

1 Plan for the application.
Consider who will usethe
application and how it will
interact with other applications.

2 Create the application and
assign it aname and application
ID.

3 Design the cal flow for the
application.

4 Create voice and fax items
required for the application.

5 Include call functions from
other applications, copy the
functionsyou require, or import
the entire application.

6 Save and close the application
to transfer it to the server.

7 Test the application, and then
make it availableto callers.

See “Planning for applications’ on
page 41.

See “Creating an application” on page
46.

See Chapter 4, “Designing the call
flow.”

See Chapter 5, “Working with voice
items,” and Chapter 6, “Working with
fax items.”

See Chapter 7, “Integrating
applications.”

See Chapter 8, “ Saving applications.”

See Chapter 9, “Putting applications
into service.”
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Planning for applications

Who will use the application?

When you design your application, consider the following questions about
your calers:

Will some callers have rotary telephones?

Callerswho userotary dial phonesets can get lost in applicationsthat require
dua-tone multifrequency (DTMF) input. To avoid this problem, provide
callerswith away out of all applications. You can direct rotary dial callersto
alive attendant or, after hours, to amailbox.

How will callers access fax services?

If callers access afax application from a phoneset, same-call fax delivery is
not appropriate. However, if they call from afax machine, same-call fax
delivery is appropriate. Consider the type of phoneset when you configure
the application’s session profile. For information about session profiles, see
Chapter 9, “Putting applications into service.”

Will some callers speak a different language?

If your callers speak different languages, you should install multiple
languages on your system. Callers can then interact with the application in
their preferred language.

Will callers dial the application directly?

For callersto dial an application, it must have an SDN. However, callers do
not dial all applications. Callers never dial imported applications, but access
them through other applications. Therefore, an imported application does
not require an SDN, but the parent application does require one. To identify
which applications require SDNs, identify which applications callers dial.
For information about SDNs, see Chapter 9, “Putting applications into
service.”
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How many callers do you expect?
Applications use channels for processing. You may need more channels for
alarge number of applications to ensure that calls are not lost.

Will you reuse all or part of the application?

Before you create an application, consider whether

m you can use all or part of an existing application in the new application
= you can use al or part of your new application in another application

There are two ways you can reuse call handling functions in an application:

= Saveagroup of cal handling functions that you want to reuse as a
separate application. You can then import the small application into other
applications that require the same call handling. Changes to an imported
application are automatically reflected in all parent applications that use
it.

m Copy blocks from one application and paste them into another
application.
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Section B: Lesson - Creating
applications
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Automated attendant application

Introduction

This lesson shows you how to create a simple automated attendant
application to illustrate the application development process. You can use
this application as the basis of your own automated attendant by
customizing the call handling functions. You can also customize the call
flow by adding additional blocks, either immediately or over time.

The automated attendant

The manager of the SuperValue Grocery Store wants to implement an
automated attendant application. For calls arriving outside business hours,
the application must play an announcement that tells the store’s hours and its
location. For calls arriving during business hours, the application must alow
calersto

n call the Bakery or Deli department
m dia aspecific extension

= accessthe company directory to specify the name of the person who they
want to call

No response handling

m |f the calers do not enter aresponse for the Menu block (the first block
requiring user interaction), the application assumes that they are using a
rotary phone. It invokes the Rotary block, and the call istransferred to an
attendant.

m |f calersdo not enter aresponse for the Thru-Dial block, but they have
entered aresponse for the Menu block, then the application knows they
are using atouchtone phone, and it follows the path for the No Response
output.
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Creating an application

Introduction

When you create anew application, you assign it aunigue file name and ID.

File name

Thefile name can be up to 60 characterslong (for example, AutoAttendant).
Give your application ameaningful name, especialy if you are not the only
administrator. Do not use names that sound alike. Also, try to include the
same prefix in the names of related applications, but try to keep your prefix
short so that the rest of the name is easily recognized. For example, you can
prefix any accounting department applications with “ac.” Then, “acmenu”
represents the menu for that department.

Application ID

The application ID must be a unique number from 100049 999 (for
example, 10 001). When you use Voice Item Maintenance or Fax Item
Maintenance to maintain applications from a phoneset, you identify
applications by ID.

Note: When you create an application, Application Builder assignsit a
default application ID. If desired, you can assign another available ID.

Where the application is stored

When you create an application, you can choose the |ocation on the server
where you want to storeit. You choose a location with the Volume ID field.
In a system with multiple volumes, you can use the following volume IDs:

Volume ID Location (drive)
1 D:
102 E:
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Volume ID Location (drive)

103 F:

Application locking

While an application is open, Application Builder locks it so that other
administrators cannot access it until you closeiit.
To create an application
1 In Application Builder, choose File 0 New.
Result: The New dialog box appears.

2 Specify the file name, application ID, and storage location.

Type a unique name of up to e [X]
60 characters. —

Mame | 1D | Wolume D | Locking uzer | Diescriptior

If you do not want to use
the default application ID,
type a unique number from

1000 to 49 999. < | 0|
— File name IAutuAttendanﬂ Mew

Application |0 [1000
Select the area on the hard Vel H ﬂl
drive where you want to - Help |
store the application.

Result: The new application appears in an application window. The new
application contains the default blocks: a Start block, an End block, a
Rotary Dial block, a Call Transfer block, and three Announcement blocks.
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%' Application Builder - [AutoAttendant]

[_[o]~]
S Fle Edt Wiew Options Define Window Help NEE
Basic |System | j
Begin
-  d
-] -
Announcement  Call Transfer Start
a l 1 l
Date Contrdl~ Diap Cortral
L] S
Fax Select Fax Send
L]
a aa
=
Language Menu
Select
b 4
& -
Password Thiu-Dial
Check
Ql
Time Control
Rmary Transter Goadbye End
) < - ‘
e @ =
-]
Rmal’y Disl Anr\ouncement Announcement End
KNS _>lJ

7

To view or modify identification details for an application

1 Choose File 0 Properties.

2 Click the General tab.
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Creating a spoken name for an application

Introduction

You can include a voice recording to identify an application. This audio
identifier is called a spoken name. Record a spoken namefor al applications
that include fax items or voice items. This enables administrators to confirm
theidentity of an application when they use Voice Item Maintenance or Fax
Item Maintenance services to manage voice and fax items from a phoneset.

For example, to identify the application for the Automated Attendant in the
London office, you can record the spoken name “London office Automated
Attendant.”

You can create this voice recording in one of the following ways:

m Create the recording within Application Builder, using a phoneset.
= Import a sound file.

To record a spoken name from a phoneset

1 In Application Builder, open the application for which you want to record
a title.

2 Choose File 00 Properties.

Result: The File properties dialog box appears, with the General tab
displayed.
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File properties

General | Securty |

File name:
Application 10:
Wolumne |D:
Drescription:

Spoken name:

—&pplication identification

IAutuAttendant

-

Becord through telephone. ..

Import from Al file...

—&pplication statu:

Complete: IYes
Exported: IND

QK I Cancel | Lol |

Click Record t

hrough telephone.

4 In the Specify Phoneset box, type the number of the phoneset you want

to use for recording, and then click OK.

Result: Application Builder Player opens.

5 Click Record.

Answer the phone when it rings.

7 When you hear a beep, say the title of the application (for example

“Automated Attendant”), and then click Stop.
8 To listen to the recording, click Play.
9 If you do not like the recording, record over it.

10 When you are satisfied with your recording, click Save.

11 Hang up the telephone, and then close Application Builder Player.
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To import a sound file

1 In Application Builder, open the application for which you want to import
a title.

2 Choose File [0 Properties.
Result: The File properties dialog box appears, with the General tab
displayed.

File properties E

General | Securty |

—&pplication identification

File name: IAutuAttendant

Application 10: W

Wolumne |D: I‘I—

Drescription: ||

Spoken name: Becord through telephone. .. |

Import from Al file... |

—&pplication statu:

Complete: IYes
Exported: IND

QK I Cancel | Lol Help

Click Import from WAV file.

4 Select the file that contains a recording of the application’s title, and then
click Open.

5 Click OK.
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Next steps

Introduction

If you want to save changes to your application before you proceed to the
next lesson, choose File O Save. For details about saving applications, see
“Saving and closing applications’ on page 175.

When you are ready to continue, the next step isto create the call flow for
your application. See Chapter 4, “Designing the call flow.”
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Section A: Blocks and connections

In this section

Defining call functions with blocks 56
Types of blocks 58
Connecting blocks 67
Block interactions 69
55

Application Builder Guide



Designing the call flow Standard 1.0

Defining call functions with blocks

What is a block?

A block represents a specific function in an application. In Application
Builder, blocks display as gray squares, with anicon that suggests the
block’s function.

_Al For example, the Announcement block allows you to play avoice
@  recording for the caller.

Announcement

nerchmain O €Xample, suppose that you create a simple application that
'__{=| has an announcement and a menu. While creating another
mennn: | application, you realize you need to use the same announcement
and menu. Instead of recreating them, you simply import that
application into the current one.

Blocks in the application window

A block looks different in an application from the way it looks in the pal ette.
When you add a block to an application, you see both the block and its
outputs.

hainkenu

— Outputs indicate
possible conditions.

application—
block

T

e r_f—l':' Aﬁf”:i'l"t
L # [Cancel

__ #(Cancel) |
B
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The outputs are the different conditions that can occur. For example, in the
Menu block, one of the following conditions may occur:

m The caller presses a number from 1to 9.

m Thecaller pressesO.

m Thecaller presses* or #.

m The caller does not respond.

m Thecaller pressesaninvalid key.

m Thecaller isusing arotary telephone.

You must decide which path calls should take when each of these conditions
OcCCurs.

In Application Builder, when you add a new block, that block has a pink
border, and some of its outputs are pink. The pink outputs are outputs that
must be connected to another block. The pink border indicates that one or
more required outputs is not connected, or the block is not configured. (For
the Menu block, for example, you must specify the name of the voice item
containing the menu choices, as well as the voice itemsto be played when
there is no response or an invalid response.)

Connections

Connections between blocks determine the call flow, or the handling given
to calls. Each output for a block must be connected to another block. For
more information about connections, see “ Connecting blocks’ on page 67.
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Types of blocks

Block classifications

Application Builder classifies blocks as basic, system, and imported
application blocks.

Basic blocks

Basic blocks provide general functionality. You must configure the basic
blocks. For example, for the Announcement block, you must specify the
name of the voice item containing the recording to be played.

System blocks
System blocks represent predefined system applications (or services). Use
these blocks to link your applications to services.

sz 4| For example, the Express Voice Messaging block transfers callers
L_| to the Express Voice Messaging service and enables them to leave

Express \{oice

Messagng @ VOICE Message in a mailbox.

Imported application blocks
Imported application blocks enable you to place applications within other
applications.

The following tables show the types of blocks that may appear in your
applications:
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Automatically created blocks

The following table alphabeticaly lists blocks that are automatically added
to applications when applications are created or exported:

Block

Purpose

Setup required

Continue
(exported
applications

only)
End

Rotary Dia

Passescallersfromanimported = Connect at least one other
block to the Continue

application to the destination
application.

Terminates an application in
one of the following ways.

= disconnects callersfrom an
application

m transferscallersto aservice

Note: To transfer callers from

an application to a service, the
End block must terminate the

application.

Ensures that callers who use a
rotary dial phoneset reach alive
attendant and do not get
trapped in the application.

Note: Application Builder
cannot determine whether
calersactually have DTMF
capability. Therefore, if callers
do not enter aDTMF response
for certain blocks, they transfer
to the Rotary Dia block. (You
can configure different
handling.) The time-out period
isset in the CallPilot Manager.

block.

= None

m Connect the output.

Application Builder Guide
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Block Purpose Setup required
Start Begins an application. = Connect the output.
Unavailable Indicates that an imported = Restore missing imported

application or fax function is
unavailable in arestored
application. For information
about archiving and restoring
applications, see Chapter 10,
“Archiving and restoring
applications”.

applications from your
archives, if they are
available.

m Delete Unavailable blocks,
and then reconnect and
reconfigure blocks to
compl ete the application.

Blocks in the Basic palette

The following table describes the blocks on the Basic palette, and the setup
they require. For more information, see the online Help.

Block

Purpose

Setup required

Announcement

Plays a voice recording to
provide information. Caller
interaction is not required.
Compare with Menu block.

m Connect the outputs.
= Choose the voice item.

m Determine how many
times the announcement
plays.

m Define the phoneset keys
that can interrupt the
announcement, and
whether those keys should
be saved for the next block.

60

CallPilot



May 2003 Designing the call flow

Block Purpose Setup required

Call Transfer Transfers callersto the default = Connect the outputs.
attendant or an extension = Optionally select avoice
specified by the caler. item to be used as a
Note: If you transfer callersto greeting.
the default attendant, ensure = Specify the number to
that the default attendant is which callerstransfer.
defined in CallPilot Manager.

See the Administrator’s Guide
(NTP 555-7101-301).

Date Control Routes callers to different = Connect the outputs.
blocksin an application = Configure the date period.
depending on the date.

Day Control Routes callers to different = Connect the output for
blocks in an application based each day.
on the day of the week or  Specify whether the day of
whether the day is a holiday. the week should be

checked against a holiday
schedule.

Fax Select Allows callers to select an m Connect the outputs.
associated fax item for same-  , Asgnciate afax item with
call or calback delivery. (See the Fax Select block.
Chapter 6, “Working with fax
items.”)

Fax Send Delivers selected faxes via m Connect the outputs.

same-call or callback delivery.
(See Chapter 6, “Working with

fax items.”)
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Block

Purpose

Setup required

Language Select

Menu

Password Check

Changes the current language
for all system prompts.

Provides callers with alist of
choices that correspond to the
keys on the phoneset.

Verifies passwords entered by
callersand gives callers with
correct passwords access to the
protected areas of the
application.

Connect the output.

Choose the language in
which system prompts
play. More than one
language can be ordered
and installed on the
system. You can select any
installed language.

Connect the outputs.

Identify the voice item
containing the menu
choices.

Identify the voice item to
be played when thereisno
response.

Identify the voiceitem to
be played when an invalid
response is received.

Connect the outputs.

Define up to five
passwords.

Optionaly, identify avoice
item to be used for a
greeting.
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Block

Purpose

Setup required

Thru-Dial

Time Control

Provides an automated

attendant service that transfers

callersto the extension they
choose.

Routes cdllers to different

blocks in an application based

on the time of day.

Connect the outputs.

Identify a voice recording
to play as the greeting.
Specify whether callers
enter an extension, enter
the name of the person they
want to call, or both.

Select arestriction/
permission list to
determine the type of
extension numbers (for
example, long distance)
that callers can access.

Connect the outputs.
Configure the time period.
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System blocks

The following table describes the blocks in the System table, and the setup
they require. System blocks allow you to access system services from within
the application. For more information, see the online Help.

Block Purpose Setup required
Custom Allows callersto create custom = None
Commands commands for the Speech

Activated M essaging system (for

example, recording a synonym
for acommand, or recording a
word or phrase in another
language as a synonym for a

command).
Express Voice  Transferscalersto the Express = Determinewhether callers
Messaging Voice Messaging service and lets leave messagesin
them leave a voice messagein a mailboxes that they
mailbox. specify or in amailbox
that you specify.
Express Fax Transfers callersto the Express = Determinewhether callers
Messaging Fax Messaging service and leave fax messagesin
enables them to leave afax mailboxes that they
message in a mailbox. specify or in amailbox
that you specify.
Fax Item Transfers callersto the Fax [tem = None

Maintenance M aintenance service, which lets
acaller edit fax items.
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Block Purpose Setup required
Multimedia Transfers callersto the = None
Messaging Multimedia M essaging service,

which lets calersuseaDTMF
phoneset to access their
mailboxes for maintenance, for
message retrieval and
composition.
Speech Transfers callersto the SA m Specify whether callers
Activated Messaging service. This service can use paced speech
Messaging lets callers use paced speech recognition.
recognition to access their
mailboxes for administration,
and for message retrieval and
composition.
Voice Item Transfers callersto the Voice = None
M aintenance Item Maintenance service, which

lets them edit voice items.

Imported Application block

The following table describes the blocks on the Imported Application
palette, and the setup they require. For more information, see the online

Help.
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Note: The Imported Application paletteis only available if you have
imported one or more applications into the application that you have open. If
there are no imported applications, only the Basic and System palettes are

avalable.

Block

Purpose

Setup required

Imported
application

The palette contains a block for
each imported application.
When you drag the block for an
imported application into the
application window, you are
placing theimported application
in your application. If the
functionality of the imported
application changes, it updates
in all the applications that
imported it.

m Connect the imported
application to at least one
output. Connect the
Continue and End outputs
of the imported application.
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Connecting blocks

Types of connections

The ways that you connect the functions in an application determine the
possible paths a call can take, or the call flow.

You can represent connections in two ways.

m line connections—A line joins the output to the connected block. These
connections make the call flow easier to see, but in a complex
application, too many crossing line connections are hard to interpret.

» stubbed connections—The name of the connected block appearsto the
right of the output. These connections are neater, but not as easy to
follow at aglance.

The following illustration shows these types of connections:

2 Extension = Success
tdainbdenu ": 3 < = 0 (Attendant)
4 — # (Cancel)
. ‘ — (I i) LAﬁendamJ - Mo response
] L * (Help) ) Thiru-Dial Rotary
fenu # (Cancel)
L Inealicl I
I_W ame . Success |
—Lndan 0 (Aftendart)
- #(Cancel) |
stubbed No response
: Thru-Dial == Rotary
connection
Bakery
L < Success
LLi
— = Failed
. ) L Bus
line Call Tranzfer
connection

Deli

L < Success
— = Failed

= [ 5

Call Tranzfer

Application Builder Guide 67



Designing the call flow Standard 1.0

Avoiding infinite loops

Always connect the output from one block to adifferent block. If you
connect a block to itself, you create an infinite loop. Infinite loops consume
system resources, which can result in sow system performance and ring-no-
answer behavior.

date_check This date_check block contains an infinite loop. Callers
‘ el e who use the application on a date outside of the configured
" Outside date ranges are stuck at this block in the application.

Date Contral

Infinite loop
date_chack This date_check block is properly connected. When callers
‘ e — e use the application on a date outside of the configured
. Outsicte: [ —announcement date range, they hear an announcement and continue
Diate Control through the application.

If you enable Program Diagnostics, Application Builder checks for single-
block inifinite loopswhen you save an application. Application Builder does
not detect infinite loops that consist of two or more blocks.

Application Builder does not generate an error if you create an infinite loop
with the Menu block. Since the Menu block waits for the caller to make a
menu selection, it does not cause the application to consume system
resources.
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Block interactions

Introduction

This section describes how the different blocks interact, and how you can
use these interactionsin your applications.

Announcement block and blocks requiring user interaction

Interruption and buffering

You can configure your Announcement block to accept and buffer menu
keys. If you do, when the caller enters a menu key (1-9), that key interrupts
the announcement and the application passesit to the next block. The result
varies depending on what kind of block is next.

Announcement Key buffering stops and the key is deleted from the buffer.

Menu The menu choices greeting does not play, and the buffered
key isused as amenu selection.

Thru-Diad The thru-dial greeting does not play, and the buffered key
isused asthefirst digit in the thru-dial number.

Uninterruptible greetings

Both the Menu and Thru-Dial block greetings are interrupted when the
caller presses akey. To prevent the caller from interrupting these greetings,
put the greetings in an Announcement block, and configure the
Announcement block to be uninterruptible.
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Rotary Dial block and blocks requiring user interaction

In the first block requiring user interaction, if the caller does not respond,
the application assumes that the caller isusing arotary dia phoneset. The
application follows the path for the Rotary output, which (by default)
invokes the Rotary Dial block.

The Rotary output is used only for the first block requiring user interaction.
For all subsequent blocks, if the user does not respond, the application uses
the No response output.

Example: No response at the Menu block

In your sample application, a caller with arotary telephone reaches
SuperValue Grocery store. The caller hears the menu, but is unable to
respond. After the no response period elapses, the application uses the
Rotary output, which invokesthe Rotary Dia block. The caller istransferred
to an attendant.

Example: No response at a subsequent block

In your sample application, the caller with atone-dial phoneset hears the
menu and presses 1 to dial an extension. At the Thru-Dial block, the caller
realizes she has forgotten the extension, and looks in her address book.
Meanwhile, the time-out period el apses, and the application uses the No
response output, which invokes the Attendant block.

End block and system blocks

All system blocks connect to the End block to terminate the application
before transferring callers to the system service.
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Guidelines for designing the call flow

Introduction

Consider the following guidelines when you design an application:

= A pink border around a block indicates that you must configure or
connect it to complete the application. Connect the block’s outputs to
other blocksto define the path for the call.

= Always connect an output from one block to a different block. Avoid
inifinite loopsthat are created by connecting a block’s output back to the
same block. Infinite loops can raise SLEE CPU consumption to
abnormally high levels, resulting in ring-no-answer behaviour or system
slowdown.

m Saving and closing an application are different processes. When you save
an application, Application Builder updates the server, but the
application remains locked until you close it. When you close an
application, Application Builder unlocksit so that other administrators
can view or maintain it.

= An application must be complete before you can export it or put it into
service.
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Overview

Introduction

This lesson shows you how to create and document the call flow for the
example automated attendant application that you created in the previous
lesson.

Asyou build the application, refer to the diagram on page 45 to view the
overal call flow.

Learning more about blocks

For details about each type of block and working with blocks, outputs, and
connections to design the call flow of your application, refer to the
Designing Applications book in the Application Builder online Help.
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Adding a Day Control block

Introduction

In this section, you add the Day Control block to define call handling based
on the day of the week.

Holidays

When you configure the Day Control block, you can choose whether to
check a holiday schedule. You can define the holiday schedulein CallPilot
Manager. If you use the holiday schedule, you associate a Holiday output
with the desired call handling. When the application receivesacall on a
defined holiday, the call isrouted to the holiday call functions. For example,
if Christmasfalls on a Monday, calls arriving on Christmas day are given
holiday trestment rather than Monday treatment.

To add the Day Control block

1 Drag the Day Control block from the palette to the application window.
(To drag a block, move the cursor to the block, press the left mouse
button, and hold it while you move the block to the desired location.)

Tip: If the Palette is not displayed, choose View 0 Palette.
Result: The Add Day Control Block dialog box opens.

Add Day Control Block

Enter block name: ||
Cancel |

Help |

2 Enter a name for the block (for example, Days), and then click OK.

Result: The Day Control block is added to the window. Note that the
block border and all of the outputs are pink.
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3 To configure the block, double-click it, complete the Parameters tab, and

then click OK.
Parameters | Dutputs.-"NotesI
Check this box if you want to e el el

use a holiday schedule.

QK I Cancel | Lol | Help |

4 Connect the Start block to the Day Control block. To do so, click the left
mouse button (left-click) on the connector for the Start block (the black
square to the right of the Start block), and then left-click the Days block.

Result: The pink border around the Start block disappears, and a
connecting line appears between the Start and Day Control blocks.

Connector

You must connect the Day Control block outputs, but before you can do
S0, you must add the blocks associated with the outputs.
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Adding Time Control blocks

Introduction

In the sample automated attendant application, the SuperVaue Grocery
store is open from 8:00 a.m. to 8:00 p.m. on weekdays, and from 9:00 a.m.
to0 6:00 p.m. on Saturdays. It is closed on Sundays and holidays.

This section shows you how to add two Time Control blocks:

m  Thefirst block, WeekdayHours, handles calls arriving during weekdays.
This block determines whether acall isarriving inside or outside
business hours (that is, 8:00 am. to 8:00 p.m.).

m The second block, SaturdayHours, handles calls arriving on Saturdays.
This block determines whether acall isarriving inside or outside
business hours (9:00 am. to 6:00 p.m.).

Time Control blocks allow you to handle calls differently, depending on
whether they fall inside or outside the specified period.

Note: For a Time Control block, you can define up to five time periods. For
example, you can include the following periods in your Time Control block:

m 9:00 am.—-10:30 am.

m 10:45am.—-12:00 p.m.

= 1:00 p.m. (13:00) — 3:00 p.m. (15:00)
s 3:15p.m. (15:15) — 5:00 p.m. (17:00)

This schedule allows you to give outside hours handling to calls arriving
during coffee and lunch breaks.

To add a Time Control block

1 Drag the Time Control block from the palette to the application window.

Result: The Add Time Control Block dialog box opens.
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2 Enter a name for the block (for example, WeekdayHours), and then click

OK.

Result: The Time Control block is added to the window. Note that the
block border and the outputs are pink.

To configure the block, double-click it, complete the Parameters tab, and
then click OK.

Define the end of each time
period (using the 24-hour clock.)

Parameters | Outputs/Mates I

| — 1ime penod settings [specity times using 24 [wour clock)
Define the beginning of each () V()
time period (using the 24-hour Time period 1 W 20:00
CIOCK') Time period 2 l— l—
Time period 3 l— l—
Time period 4 l— l—
Time period 5 l— l—

QK I Cancel | Lol | Help |

Connect the Time Control block to each of the weekday outputs of the
Day Control block. To do so, hold down the Shift key and left-click
Monday, Tuesday, Wednesday, Thursday, and Friday. Then left-click
WeekdayHours.

‘WeekdayHours

honday
Days - Tuesday
Wednesday :
Thursday
_'fl' L i Time Cartrol
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5 Add another Time Control named SaturdayHours, and configure it with
a time period from 9:00 to 18:00 (6:00 p.m.). Connect this Time Control
to the Saturday output.

The Sunday and Holiday outputs are still unconnected. Since the store is
not open on Sundays and holidays, you will connect these outputs to an
announcement for nonbusiness hours in the next section of this lesson.
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Adding Announcement blocks

Introduction

Callsarriving at SuperValue Grocery outside business hours hear an
announcement that tells when the store is open, and provides the store’s
address.

This section shows you how to add the Announcement block that provides
this announcement. An Announcement block is the primary means of
playing voice recordings in an application.

Voice items

You assign voice items to an Announcement block in one of the following
ways.
m  Select asystem prompt (see” System prompts’ on page 106).
m  Select an existing custom voice item.
m Create anew custom voice item, and either
= record the announcement
m import an existing recording for the announcement

This section shows you how to create a new custom voice item, but it does
not describe how to import the voice recording. For information about
creating and importing voice recordings, see Chapter 5, “Working with
voiceitems.”

Voice item IDs
Each voice item within an application must have a unique identifying
number in the range from 1-3000.
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You can use the same ID in two different applications. However, if you
import or copy and paste a voice item into an application, you may have ID
conflictsif two voice items have the same ID. Application Builder
recognizes ID conflicts and lets you manually or automatically assign new
IDs to the items you are importing or pasting. For more information about
resolving name and ID conflicts, see the Troubleshooting book in the
Application Builder online Help.

Interruption

When callers become familiar with your application, they may not need to
hear al of the announcements. For example, a utility company has the
following application:

Announcement: Thank you for calling Metro Utilities, proud winner of the
2000 Metropolis Business of the Year Award. Our office is open from 9:00
a.m. to 5:00 p.m., Monday to Friday, and we are located at 100 Main Street,
Metropolis.

Menu: Please choose one of the following four options, or remain on the
line for assistance.

To report problems with your service, press 1.

To reach our billing department, press 2.

If you know the extension of the person you want to reach, press 3.

To use our company directory, press 4.

A fregquent caller may not want to hear the entire announcement. When you
configure the Announcement block, you can choose whether to allow the
caller to interrupt the announcement by entering the following:

= amenu key (1-9)

n theattendant key (0)
n thehelp key (*)

m the cancel key (#)
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Metro Utilities administrator allows callers to use the menu and attendant
keysin the Announcement block. Therefore, when Eric Wilson calls, he can
press a number from 0 to 9 as soon as the announcement begins. When he
presses a number, the announcement is interrupted.

You may not want to allow callersto interrupt announcements. For example,
a service outage has occurred in a section of Metropolis. To handle all cals
arriving from the affected area, Metro Utilities administrator has created a
new announcement:

Announcement: Thank you for calling Metro Utilities. We are currently
experiencing a service interruption in the area bounded by Main Street,
First Avenue, Water Street, and Third Avenue. Repair crews are on the scene,
and service is expected to resume at 8:00 p.m.

The administrator does not allow callersto interrupt this announcement with
amenu or attendant key because she wants all callersto hear the message.

Passing a selected key to the next block

If you allow callersto interrupt an announcement, you can also specify
whether the selected key is passed to the next block. Thisoptioniscalled key
buffering. Key buffering is useful when an announcement is followed by a
menu.

For example, Mai Win calls Metro Utilities after service has been restored,
and hearsthe original announcement (Thank you for calling Metro Utilities,
proud winner of the...). Sheisfamiliar with the menus, so she presses 2 to
reach the billing department. The announcement terminates, and the 2 is
passed to the Menu block. The menu prompt does not play, but Mai is
transferred to Accounts Receivable.

Note: An Announcement block always stops key buffering initiated by a
preceding Announcement block.
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Pauses

You can add a pause after the announcement to allow the caller to note
information provided in the announcement. Ensure the pauseis not too long.
Excessive pauses can frustrate calers.

Note: If an announcement plays multiple times, the pause occurs only after
the last time the announcement plays.

To add an Announcement block

1 Drag the Announcement block from the palette to the application window.
Result: The Add Announcement Block dialog box opens.

2 Enter a name for the block (for example, Hours_Location), and then
click OK.

Result: The Announcement block is added to the window. The block
border and the outputs are pink.

3 To configure the block, double-click it.
Result: The block’s properties dialog box appears.

4 For this example, create a new custom voice item. In the Custom Voice
Item box, select <new voice item>, and then click New.
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5 Complete the Add voice item dialog box, and then click Done.

Enter a descriptive name for the
voice item.

"\foice itern identific[ztion

m o [om Optionally, assign an ID. (By
Nams  [Hous I default, Application Builder
assigns the next available ID.)

Enter a description of the voice

Done I Cancel | Help | item.

Drescription

Gives the buziness hours and the address for our
store.l

Note: Use the ID in Voice Item Maintenance to identify the voice item.
The Description text prints when you print voice/fax items.

Result: The Edit voice item content dialog box appears.

6 You can record or import the voice item. For this example, do not add the
content at this point. Click OK.

For information about recording or importing voice items, see Chapter 5,
“Working with voice items.”

7 Complete the Parameters tab, and then click OK.
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Specify whether you want to use Parameters | Qutputsiates |
a custom voice item or a system____

£

prompt.

Custom Yoice Item

<new voice iter:

L " Play system prompt
Systen prampt

Specify how many times to play
the prompt and whether to pause |

after the announcement. 1
_l— Mumber of times to play |1 j ¥ Pause before exiting
|— Key handling option
V' Accept menu keys [1-9]
) V' Save key for nest black
Specify whether the caller can [ Accept attendant key (0]
interrupt the announcement with [ Acospt help ke (]
any of the keys.
Y y V' Accept cancel key [H]
|
QK I Cancel | Lol | Help |

8 Connect the Sunday and Holiday outputs on the Days block to the new
Announcement. To do so, hold down the Shift key and left-click the
Sunday and Holiday outputs, and then left-click Hours_Location.

9 Connect the Outside output for the two Time Control blocks to the
Announcement block. To keep the call flow tidy, and to avoid criss-
crossing lines, stub the lines. Hold down the Shift key and left-click the
Outside output for the WeekdayHours block, and the Outside output for
the SaturdayHours block. Then, right-click the Hours_Location block.

10 After the announcement plays, the call terminates. Therefore, you must
connect the output for the Announcement block to the End block. To do
so, left-click the Hours_Location block, and then right-click End.

Hours_Location
—-—El‘id

Announcement

You have set up handling for calls arriving outside of business hours.
Now, you can add the menu presented to calls arriving during business

hours.
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Adding a Menu block

Introduction

Callsarriving at the SuperValue Grocery store inside business hours are
presented with the following menu:

Please choose one of the following four options, or remain on the line for
assistance.

If you know the extension of the person you want to reach, press 1.

To access our company directory, press 2.

To reach our Bakery Department, press 3.

To reach our Deli Department, press 4.

This section shows you how to add a Menu block that gives callers these
choices.

Guidelines for creating menus

Follow these guidelines when creating menus:

m Indicate the number of options so that callers know what to expect (for
example, Welcome to Landon Offices. Please choose one of the following
five options.).

= Limit the number of options to five to avoid overloading callers.

= Present options sequentially (for example, For English, press 1; for

French, press 2; for Italian, press 3; for Spanish, press4.).
Voice items

A menu block can have three voice items associated with it:

m  Menu choices greeting
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= No response prompt—If you allow retries when no response is received,
this prompt is played if the caller does not respond within the No
response period defined in CallPilot Manager.

m Invalid response prompt—If you allow retries after an invalid response,
this prompt is played when the caller presses an invalid key.

You can assign these voice recordings in the same way as you assign voice
recordings to announcements.

This section shows you how to create anew custom voice item for the Menu
choices greeting, but it does not describe how to create or import the voice
recording. (For information about creating and importing voice recordings,
see Chapter 5, “Working with voice items.”) You use the default system
prompt for the Invalid response prompt.

To add a Menu block

1 Drag the Menu block from the palette to the application window.
Result: The Add Menu Block dialog box opens.
2 Enter a name for the block (for example, MainMenu), and then click OK.

Result: The Menu block is added to the window. Note that the block
border and the outputs are pink.

2

3
4
a3
5]

Maintdenu
T
g

N

0 (Attendant) |

Menu ,—D Aﬂfn:aell'd
,': # (Cancel)
=

T

3 To configure the block, double-click it.
Result: The block’s properties dialog box appears.

4 To create a new custom voice item for the Menu choices greeting, in the
Menu choices greeting box, select <new voice item>, and then click New.

Application Builder Guide 87



Designing the call flow

Standard 1.0

5 Complete the Add voice item dialog box, and then click Done.

Enter a descriptive name for the

voice item.

[Mend D 100

Woice item identificjstion
’7 Mame

Drescription

The Main Menu gives three choices: (1] Extension
Dial, [2] Mame Dial, (3] Bakery, and (4] Deli

Cancel | Help |

Done I

Optionally, assign an ID.

Enter a description of the voice

item.

Result: The Edit voice item content dialog box appears.

6 You can record or import the voice item. For this example, do not add the

content at this point. Click OK.

For information about recording or importing voice items, see Chapter 5,

“Working with voice items.”

7 Complete the Parameters tab, and then click OK.

88

CallPilot



May 2003 Designing the call flow

Parameters I Outputs/Mates I

Identify the voice item that Menu choices resting

contains the Menu choices H<none>
greeting. i~ Mo Response Option:
V' Allow retries after no response
. . . es 2 =
Speufy actions to take if the — Mumber of no response retries =
caller does not respond. Na respanse prompt D
|<new woice iterns j I Hew...
™ Replay menu choices greeting after no response
~ Invalid Responze Option:
. X i V' Allow retries after invalid response
Specify actions to take if - _ ]
MNumber of invalid response retries |3
the caller presses an—| =
invalid key_ Irvalid response prompt [}
|<default zystem prompts j I Edit... |
™ Replay menu choices greeting after invalid response

QK I Cancel | Lol | Help |

8 Hide the menu key outputs you are not using. To hide the outputs for
menu key 5, right-click the MainMenu block, and then choose Hide/Show
Outputs O 5. Repeat this step to hide outputs 6 to 9.

9 Connect the No response output to the Rotary block.

Note: This is the first block that expects a response from the caller. If the
caller does not respond, it may be because he or she is using a rotary
phone.

10 Connect the Cancel output to the End block, using the right mouse
button.

11 Connect the Attendant output to the Attendant block.

12 Connect the Inside outputs on the two Time Control blocks to the new
MainMenu block.

Now you must add the Thru-Dial and Call Transfer blocks that are invoked
from the menu.
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Adding the Thru-Dial blocks

Introduction

Callersto the SuperValue Grocery store can dial a specific individual, either
by entering the extension or by using the company directory. To providethis
ability, the administrator has added two Thru-Dial blocks to the application.

Name and number dialing

The Thru-Dial block can allow name dialing, number dialing, or both. If you
allow both name and number dialing, callers who want to use the Name
Dialing service must enter the name dialing prefix before entering the name.
(The default prefix for the Name Dialing serviceis 11. The prefix is defined
in CalPilot Manager.)

Note: If Name Dialing is not enabled in CallPilot Manager, callers cannot
access the Name Dialing service.

Fixed-length extension numbers

Fixed-length extension numbers have a definite number of digits. For
example, aphone number in your dialing areamay have seven digits.
Typically, fixed-length extension numbers begin with the same digits, called
left-pad digits. For example, a company’s main phone number is 686-0000.
All company phone numbers begin with 686. These digits are the | eft-pad
digits.

When you define fixed-length extension numbers and their left-pad digits,
you save callers from having to enter prefix digitsfor locationsthat they dial
frequently.

Note: Callers can enter fewer digits only if these digits are followed by the
number sign.
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Example

The ABC Company’s main phone number is 555-0000. All employees at the
company have their own phone numbers. Jonah Smith’s number is 555-
7624; Jessica Freedman’s number is 555-8845. To set up a Thru-Dial block
in acompany application, specify that the fixed length number is seven.
Seven digits make up each phone number. Since each number begins with
555, you define those three digits as | eft-pad. Asaresult, callerswho use the
Thru-Dial block to contact Jonah only enter 7624. Likewise, they only enter
8845 to reach Jessica

Callerscan enter someor al of the left-pad digits. If they enter all of Jonah's
number, (that is, 555-7624) they still reach him. They also reach him if they
dial 5-7624.

Variable-length extension numbers
Variable-length extension numbers have an indefinite number of digits, upto
30. If you define variable-length extension numbers, callers can enter up to
30 digitsfor an extension number.

Note: Callers must use the number sign (#) to terminate variable-length
extension numbers.

Restriction/permission list

A restriction/permission list (RPL) limits the types of numbers that callers
can dia from the Thru-Dial block. For example, an RPL can prevent callers
from placing along distance call, even if they dial the correct number. If an
unauthorized caller attempts to dial along distance number, the block plays
a system default error message and asks the caller to try another number.

The administrator sets up RPLsin CallPilot Manager. For more information
about RPLs, see the Administrator’s Guide (NTP 555-7101-301).
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Voice recordings

You assign voiceitemsto the Thru-Dial block in the same way asyou assign
voice itemsin Announcement blocks. The following table lists the default
system prompts for the Thru-Dial block:

Thru-Dial option

Content of prompt

Only name dialing is allowed.

Only number dialing is alowed,
and the numbers are variable
length.

Only number dialing is alowed,
and the numbers are fixed-length.

Both name dialing and number
dialing are allowed, and the name-
dialing prefix is 11.

Please enter the name of the person
you want to reach, followed by number
sign. To enter aname, spell the last
name, and then spell the first name.

Please enter the number of the
extensionyouwant to did, followed by
number sign.

Please enter the number of the
extension you want to dial.

Please enter the number or the name of
the person you want to reach, followed
by number sign. To enter aname, press
1-1, spell the last name, and then spell

the first name.

To add a Thru-Dial block

1 Drag the Thru-Dial block from the palette to the application window.

Result: The Add Thru-Dial Block dialog box opens.

2 Enter a name for the block (for example, Extension), and then click OK.

Result: The Thru-Dial block is added to the window. The block border

and the outputs are pink.

3 To configure the block, double-click it.

Result: The block’s properties dialog box appears.

4 Complete the Parameters tab, and then click OK.
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Specify whether to allow number Length |3 :ll

Thru-Dial E

Parameters | Outputs/Mates I

Identify the voice item that Thru-Dial greeting D
contains the thru-dial greeting. [<defaul system prompt> =l Edi. |
— Dialing option

& Allow dial by number
V' Use fived length numbers

dial, name dial, or both._

Left pad ||

' Bllavs dial by name

| ' Allavs dial by number or name

Select a restriction/permission

list Restriction/permission list  |RFL 1 j
ISt.

QK I Cancel | Lol | Help |

Connect the Cancel output to the MainMenu block, using the right mouse
button.

Connect the Attendant and No response outputs to the Attendant block.

Hide the Rotary output by right-clicking the Extension block and choosing
Hide/Show Outputs [0 Rotary.

Note: The application does not use this output because the Thru-Dial
block is not the first block requiring user interaction.

Connect output 1 on the MainMenu block to the Extension block.

Repeat steps 1 to 7 to add, connect, and configure a Thru-Dial block with
name dialing ability. Use the default system prompt.

10 Connect output 2 on the MainMenu block to the Thru-Dial block that you

created in the previous step.
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Adding the Call Transfer blocks

Introduction

From the main menu for the SuperValue Grocery, callers can transfer to the
Bakery or Deli departments. To allow them to transfer, the administrator has
added Call Transfer blocks to the application.

To add a Call Transfer block
1 Drag the Call Transfer block from the palette to the application window.
Result: The Add Call Transfer Block dialog box opens.
2 Enter a name for the block (for example, Bakery), and then click OK.

Result: The Call Transfer block is added to the window. The block border
and the outputs are pink.

3 To configure the block, double-click it.

4 Complete the Parameters tab, and then click OK.
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Identify the voice item that
contains the prompt to be played
before transfer.

Parameters | Dutputs/Motes |
Frompt to play before transferring [}
|<n0ne> j I Eddit... |
Transzfer option:

Specify the destination

extension.—

€ Transfer to default attendart

& Transfer to specific extension

Extension to transfer to |?2D

QK I Cancel | Lol | Help

Connect the Failed and Busy outputs to the Attendant block.

6 Connect output 3 on the MainMenu block to the Bakery block.

7 Repeat steps 1 to 5 to create the Call Transfer block for the Deli

department.

8 Connect output 4 on the MainMenu block to the Call Transfer block

created in the previous step.

Completing your application

To complete the auotmated attendant application, perform these tasks:

1. Create another Announcement block named Help.

2. Connect the Help and Invalid outputs on the Menu block to the Help

block.

3. Configure the Help block to accept the attendant and cancel keys, and to
use a new voice item, HelpAnnounce.
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4. Connect the Attendant output to the Attendant block, and the Cancel
output to the Menu block.

Note: If you use the default attendant, ensure that the default attendant is
defined in CallPilot Manager. For more information, see the
Administrator’s Guide (NTP 555-7101-301).

Once your application is complete, you should add notes to explain its
purpose and design. For information about documenting your application,
see “Documenting and printing your application” on page 97.
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Documenting and printing your
application

Introduction

In the future, you—or someone else—may need to modify an application.
To help you and other administrators to understand the purpose of an
application and follow the call flow, you should provide some
documentation. Application Builder allows you to document your
application in two ways:

» add notesto blocks
= add notes to the application window

You can print the call flow and block details as avisua record of your
application design. Notes that you added appear in your printouts.

To add a note to a block

1 Double-click the block you want to describe. For this lesson, double-click
the Announcement block (Hours_Location).

2 Click the Outputs/Notes tab.

3 In the Notes box, type any additional information about the block. Since
you have not recorded a voice item for the Announcement block yet, you
can type a note to remind you that the voice item must be recorded.

4 Click OK.

To add a text note to the application window

In this procedure, you add atext note to the automated attendant application.
The procedure assumes that the application is open in Application Builder.

1 Choose Edit 0 Create Text Note.

2 Paosition the pointer (+) where you want the text note to appear.
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3 Click and, keeping the mouse button pressed, drag the pointer to make a
rectangle.

4 Release the mouse button.
Type the text of the note.

6 Click anywhere outside the note to finish creating it.

Working with text notes

The following table describes how you can work with text notes. For
detailed instructions, refer to the Application Builder online Help.

Action Steps

Edit a text note Double-click the text note and edit the text.

Change the appearance of 1 Select the text note.
a text note 2 Choose Edit 0 Change Text Note Font.

3 Choose the desired font and font size, and then
click OK.

Note: To specify a default font, choose Options 0 Set
Default Text Note Font.

Resize a text note 1 Double-click the text note.

2 Place the pointer on one side of the box. The
cursor changes to a two-sided arrow ( « ).

3 Drag the cursor to resize the box.

Move a text note Drag the text note to the desired location.

Delete a text note Click the text note and choose Edit 0 Delete.

Printing call flow information

You can print the call flow or print alist of blocks and their configuration.
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To print the call flow

Choose File O Print Flow.

To print block information

Choose File O Print Block Details.

Next steps

Introduction

If you want to save changes to your application before you proceed to the
next lesson, choose File 0 Save. For details about saving applications, see
“Saving and closing applications’ on page 175.

When you are ready to continue, the next step isto record the voice itemsfor
your application. See Chapter 5, “Working with voice items.”
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Working with voice items
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Section A: About voice items

In this section
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Overview of voice recordings

Introduction
Voice recordings provide your announcements, greetings, menus, and
prompts. The following table lists the blocks that use voice recordings, and
the function of the recordings in these blocks:

Block Voice recordings used for

Announcement  announcement
Call Transfer (optional) prompt

Menu = menu choices greeting
= (optional) no response prompt
m (optional) invalid response prompt

Password Check (optional) password prompt

Thru-Did (optional) thru-dial greeting

Voice items are stored on the server. They can be accessed from any client
computer, if you are not using Application Builder in stand-alone mode, or
remotely with Voice Item Maintenance.

Online updating

All changes that you make to an application take effect as soon as you save
the application. However, callers who are currently connected to the

application continue to interact with the previously saved version. Only new
callersinteract with the new version.

Example
Currently, you have three announcements customized for
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= Mmorning
= afternoon
m after business hours

You want to reduce the number of announcements to two, using one
announcement for both the morning and the afternoon.

A caller calls the application before you change the announcements. Since
the caller accesses the application in the afternoon, she hears

Good afternoon. Thanks for calling Book Bonanza. If you know the number
of the department you want to reach, press 1. If you don’t know the
department’s number, press 2.

While the caller isinteracting with the application, you use Application
Builder to replace the morning and afternoon announcements with one
announcement that plays during all business hours.

Hello. Thanks for calling Book Bonanza. If you know the number of the
department you want to reach, press 1. If you don’t know the department’s
number, press 2.

The caller who is connected to the application is unaware of the changes.
After she hangs up, however, she realizes she must call Book Bonanza again
because she forgot to ask about abook’s availability. During thetimeit takes
her to complete the call and then redia the number, you change the
announcements and save the application. When the caller redials the
application, she hears the new announcement.
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Types of voice recordings

Introduction

CallPilot supports three types of voice recordings: system prompts, voice
items, and customized prompts. You use al three types of voice recordings
in Application Builder.

System prompts

System prompts are voice recordings that come with the system. You cannot
delete any system prompts. However, you can use System Prompt
Customization to edit some system prompts.

The following table lists the system prompts and their content:

Prompt name as it appears in Actual content of prompt
Application Builder

For more information, pressstar For more information, press star.

Transferring to an attendant Transferring to an attendant. One
moment please.

For help, press star For help, press star.

Please try again Please try again.

<beep> <<Beep>>

Please contact your administrator Please contact your administrator.
<beep> No operator isavailable <<Beep>> No operator is available.

<beep> That number isbusy, try <<Beep>> That number is busy. Please
later try again later.
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Prompt name as it appears in
Application Builder

Actual content of prompt

<beep> Number cannot be
reached

<beep> Your call cannot be
completed

<beep> Selection not recognized
<beep> Please make another

choice

<beep> Invalid password

<beep> Invalid password, try
again

<beep> Invalid password,
transferring

Maximum fax selections reached

Goodbye

<<Beep>> That number cannot be
reached from this service. Please try

again.

<<Beep>> Your call cannot be
completed at thistime. Please try again
later.

<<Beep>> That selection is not
recognized.

<<Beep>> That selection is not
recognized. Please make another choice.

<<Beegp>> That password is incorrect.
Please contact your administrator for
assistance.

<<Beep>> That password is incorrect.
Please try again.

<<Beep>> That password is incorrect.
Transferring to an attendant; one
moment please.

You have reached the maximum number
of selections that may be madein one
cal. If you would like to make
additional selections, please call again.

Goodbye.

Note: You can customize, or edit, the
“Goodbye” system prompt by using
System Prompt Customization.
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Voice items

Voice items are custom-made voice recordings. You can use a phoneset to
record your own voice items, or you can import asound filein WAV format.

Voice items are stored on the server. They can be accessed from any client,
aswell aswith Voice Item Maintenance.

Each voice item within an application has a unique identifying number in
the range from 1-3000. (You can use the same ID in two different
applications.)

Customized prompts

Customized prompts are system prompts that you have replaced, or
customized, with a phoneset recording or a sound file in WAV format. You
can customize the following system prompts in System Prompt
Customization:

m CallPilot from Nortel Networks
m  Goodbye
» Express Messaging to mailbox?

= You have dialed the Express Messaging Service. To leave a message,
enter the mailbox number, followed by number sign.

= You have dialed the Express Messaging Service. To leave a message,
enter the mailbox number or the name.

= Hello. You have a message from:
= Hello.
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Guidelines for voice recordings

Describe character keys

The character keys on the keypad of a phoneset have various names.
Describe these keys accurately and consistently. Also, use the same
descriptions as other services:

m Cal the* key “the star key,” not “asterisk.”
» Call the O key “the zero key,” not “oh.”

m Call the # key “the pound key” or “number sign” or whatever term is
most common in your country.

Denote keys for responses

Applications often require users to give “yes’ or “no” responses. In such
applications, be both consistent and conventional. Use 1 to denote Yesand 2
to denote No.

Give examples

A description sometimes does not give callers enough information about the
information they must enter. When a description is unclear, follow it with a
specific example.

For example, suppose that a Thru-Dial block expects callers to enter both
an area code and a phone number. The voice recording associated with the
block should provide an example of which digits to enter.

Please enter the phone number you want to call, preceded by 1 and the area
code. For example, enter 14165551000.
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Organize in goal-action sequence

Identify the result of an action before stating the action. For example, a
recording says

To speak to a customer representative, press 5 now.

Use everyday language

For example, you can call atelephone atelset, but telset isjargon, and jargon
confuses callers. Use everyday, familiar language when you write
recordings.

Write in the active voice

A voice recording in active voice is clear: “To reach the Accounting
department, press 1.” Passive voice confuses callers because it only implies
what they should do: “ To reach the Accounting department, the number one
key should be pressed.”

Make affirmative statements
Tell callers what to do instead of what not to do.
Negative statement: Do not hang up.

Affirmative statement: Please stay on the line.

Use affirmative statements to avoid negative conditionals and double
negatives in your voice recordings.

Negative conditional

A condition statement that is expressed in the negative (that is, a statement
that is based on a condition that is not true). For example, “1f you do not
want to hear any more information, press 2.” The“if” makes the sentence
conditional, and the “do not” makesit negative.
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Double negative

A grammatically incorrect construction that includes two negatives, which
effectively cancel each other out. For example, “Do not do nothing.” If you
do “not” do “nothing,” you actually do something.

Give callers useful feedback

Voice recordings should indicate when a selection isincorrect, and then list
the valid options from which callers can choose. If callers press an incorrect
key, they do not want to hear “error,” “invalid response,” or “unableto
process.” None of those recordings indicates what callers should do next.
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Guidelines for creating recordings

Record in a quiet area

Ensurethat no noise interferes. Turn off any background music. Background
noise can interfere with a caller’s ability to understand the recording.

Be consistent

= Useone professional voice. The voice you record projects your
organization's identity. Consider whether to use amale or female voice,
and whether the voice sounds formal or casual. For consistency, use only
one voice per application.

m Record al voice items during one session, if possible.

» Usethe same recording device for the voice. For example, use only the
phoneset or the computer microphone.
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How to use voice items created for
Meridian Mail Voice Services

Introduction

You can reuse voice items created for Meridian Mail Voice Services so that
you do not waste time recreating existing announcements and voice
prompts.

You can migrate the following items from Voice Services to Application
Builder:

= announcements

m faxitems

= menus

This section describes how to use migrated announcements and menus. For

information about using migrated fax items, see “Using faxes created for
Meridian Mail Voice Services’ on page 136.

For information about migrating voice items from Meridian Mail Voice
Services, refer to the Meridian Mail to CallPilot Migration Utility Guide.

Contents of a menu

Each menu from Voice Services contains voice prompts for
» thegreeting

» caller choices

m the 1-9 menu keys
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How to identify migrated voice items

Announcements and menus migrated from Meridian Mail Voice Services
are identified by the migrated service type and a service |ID number.

Menus

A migrated menu name has a prefix of “Menu”, followed by its D from
Voice Services. For example, a Voice Services menu with an 1D of 64
appears as “Menu64” in Application Builder. The description of the
application is “Migrated from Menu Service 64.”

Announcements

A migrated announcement has a prefix of “ANN,” followed by itsID from
Voice Services. For example, a Voice Services announcement with an 1D of
65 appearsas“ANNG5" in Application Builder. The description of the
application is “Migrated from Announcement Service 65.”

Within that file, you see the announcement with both a name
(Announcement) and an ID (1010).

Format of migrated voice items

Voi ce Services distinguishes between announcements and prompts. You can
use announcements in multiple services, but you can only use avoice
prompt in one service. In Application Builder, both announcements and
voice prompts are classified as voice items.

Access
On the server, you access migrated announcements and the voice prompts of
menus in the same way that you access voice items.

Use

Voice items are compatible with all applications. For example, you can use
the same voice item in multiple applications just as you used an
announcement in multiple services. As aresult, you now can use all your
existing voice prompts in multiple applications.
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Applications that contain migrated voice items

You can use migrated voice itemsin new applications and in rebuilt
applicationsthat existed in Meridian Mail Voice Services. Consider when to
build both types of applications.

New applications
You can create new applications that use migrated voice items either before
or after the voice items are migrated from Voice Services.

If you create new applications before migration, you save time. However,
you can complete the applications and use them only after migration.

Rebuilt applications
You can rebuild applications that use migrated voice items either before or
after the voice items are migrated from Voice Services.

You save time if you rebuild applications before migration. However, you
can complete the applications and use them only after migration.

You can do everything at once if you rebuild applications after migration.
You can paste the voice items into the applications while you create them.
Also, the migrated voice items can help you remember what to rebuild.
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Section B: Lesson - Managing voice
items

In this section

Recording a voice item 118
Importing a voice item 121
Working with voice items 123
Next steps 127
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Recording a voice item

Introduction

In the previous chapter, you created custom voice items for use with your
blocks. However, the voice items have no voice content. In this section, you
use a phoneset to record the voice content for avoice item.

If you need to change the recording later, you can rerecord the voice item.
Your new recording replaces the previous recording.

To record a voice item

1 In Application Builder, open the application for which you want to record
the voice content.

2 Choose Define 00 Voice items.

Result: The Define voice items dialog box appears.

—Yoice item o
Done |
Mame | 1D | In uze |
HelpAnnDunCe 1 DDD YES e
Hours 1001 Yes |: 5k :I L2 |
Menu 1002 es Edit... |
[elete |
LCopy |
Baste |
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3 Select the voice item to record, and then click Edit.

Result: The Edit voice item dialog box appears.

Edit voice item E

—Woice item identification

Mame IHours [} |1 iy

—Yoice item content

Import... |

Drescription

Gives the buzsiness hours and address for our stare.

Done | Cancel | Help |

4 In the Name box, type a name for the voice item.
5 Click Record.
Result: The Specify Phoneset dialog box appears.
Specify Phoneset E

Enter a phone number:

<N E—
’TI Lancel |

6 In the Specify Phoneset box, type the number of the phoneset you want
to use for recording, and then click OK.

Result: Application Builder Player opens.
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0 Application Builder Player - ID 9999

> [a] 8] lnl] 5w
Bl=] & — B »—F— " | | If desired, you can

click Export to save

|§ave| | Close I | Bl I | your recording as a

WAV file.

7 Click Record.
8 Answer the phone when it rings.

9 When you hear a beep, say the content of the voice item, and then click
Stop.

10 To listen to the recording, click Play.
11 If you do not like the recording, record over it.
12 When you are satisfied with your recording, click Save.

13 Hang up the telephone, and then close Application Builder Player.
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Importing a voice item

Introduction

If you have a prerecorded sound file in the correct format, you can import it
into Application Builder. Sound files must be mono 8-bit or 16-bit filesin
WAV format, with a sampling frequency rate of 11 kHz, 22.05 kHz,

or 44.1 kHz. You can import sound files from anywhere on your client
computer network.

If you want to change the content of the voice item later, you can import a
new file. The new recording replaces the previous recording.

To import a voice item

1 In Application Builder, open the application for which you want to import

the voice content.

2 Choose Define 0 Voice items.

Result: The Define voice items dialog box appears.

Define voice items E

—Yoice item

Mame

[

| In uze |

Helpdnnounce
Hours
Menu

1a00
1o0
1a0z2

es
es
es

T

Done |

Help |

Edt... |
Delete |
LCopy |
Easte |
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3 Select the voice item into which you want to import, and then click Edit.

0 N o o A

Result: The Edit voice item dialog box appears.

Edit voice item E

—Woice item identification

MName IMenu 1D |1DD2

—Yoice item content

Import... |

Drescription

The Main Menu gives three choices: (1] Extension
Dial, [2] Mame Dial, 3] Bakery, (4] Deli

Done | Cancel Help
Click Import.
Select the sound file that you want to import.
Click Open.
Click OK.

Click Done until you return to the application window.
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Working with voice items

Introduction

You can work with your voice items using either Application Builder or
Voice Item Maintenance. This section lists the voice item maintenance
procedures you can perform.

In Application Builder

Action Steps

Edit the name or 1 Choose Define O Voice items.
description of a voice item 2 gelect the voice item to edit, and then click Edit.
3 Make the desired changes, and then click Done.

Delete voice items 1 Choose Define 0 Voice items.
2 Select the voice item to delete.
3 Click Delete.

Note: You cannot delete a voice item that is used by an
application.

Copy a voice item to the 1 In the application containing the voice item to
clipboard copy, choose Define O Voice items.

2 Select the voice item you want to copy.

3 Click Copy.

Note: When you copy a block from one application to

another, any associated voice items are also copied to the
destination application.
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Action Steps

Paste a voice item from the 1 Choose Define O Voice items.
clipboard into the current 5 click Paste.

application window 3 If the application already contains a voice item

with the same name or ID as the voice item you
are pasting, Application Builder prompts you to
resolve the name or ID conflicts. You can accept
the new name and ID assigned by Application
Builder, or specify your own.

Print a list of all voice and Choose File O Print Voice/Fax ltems.
fax items

Using Voice Item Maintenance

Voice Item Maintenance (VIM) allows you to maintain voice items from a
remote location, using a telephone.

Before you use Voice Item Maintenance to maintain the voice itemsin an
application, define atelset maintenance password for the application.

To use Voice Item Maintenance, you must know

» thetelephone number for the Voice Item Maintenance service

m thelD of the application that contains the voice item you want to modify
m thetelset maintenance password

m thelD of thevoiceitem

To define a telset maintenance password

1 In Application Builder, open the application for which you want to use
Voice Item Maintenance.

2 Choose File 00 Properties.
3 Click the Security tab.
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4 Select the telset maintenance password check box, and type the
password in the Telset maintenance password and Password
confirmation fields.

5 Click OK.

6 Save and close the application.
Note: The minimum length for a password is defined in the Security
section of CallPilot Manager.

Tasks in Voice Item Maintenance
You can perform the following tasks with Voice Item Maintenance:

Action Steps
Log on to Voice Item 1 Dial Voice Item Maintenance.
Maintenance 2 Enter the ID of the application that you want to

edit, and then press number sign (#).

3 Enter the telset maintenance password for the
application, and then press number sign (#).

4 If the application contains multiple voice items, the
program prompts you to enter the ID of a voice
item. Enter the ID of the appropriate voice item,
and then press number sign (#).

Select another voice item 1 Press 6.

2 Enter the ID of the voice item, and then press
number sign (#).

Select another application 1 Press 81.

2 Enter the ID of the application, and then press
number sign (#).
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Action Steps
Record voice items 1 Press 5.
2 Speak clearly to record your message.
3 Press number sign (#).
4 To listen to the recording, press 2.
5 To rerecord, follow steps 1 to 3.
6 To delete the recording, press 76.

Change the telset
maintenance password

Exit Voice Iltem
Maintenance

N

4

Press 84.

Enter the old password, and then press number
sign (#).

Enter the new password, and then press number
sign (#).

Enter the new password again, and then press
number sign (#).

Note: The minimum length for a password is defined in
the Security section of CallPilot Manager.

Press 83.

126

CallPilot



May 2003 Working with voice items

Next steps

Introduction

If you want to save changes to your application before you proceed to the
next lesson, choose File O Save. For details about saving applications, see
“Saving and closing applications’ on page 175.

When you are ready to continue, the next step isto add fax items to your
application. See Chapter 6, “Working with fax items.”

If you want to skip the next few lessons for now, you can learn how to set up
acompleted application as a service. See “ Putting applications into service”
on page 177.
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Working with fax items
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Section A: About fax items

In this section
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Using faxes created for Meridian Mail Voice Services 136
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What are fax items?

Introduction

If your CallPilot system includes fax messaging, you can make faxes
available from your applications. For example, you can alow calersto
request amap of your location, apricelist, or alist of frequently asked
guestions.

A fax item consists of two parts:

s faxfile

= confirmation prompt—A voice recording that gives callers information
about afax.

Example: “List of weekly specials for SuperValue Grocery.”

Note: If the confirmation prompt isunrecorded, it does not play. However, if
it was recorded and contains only background noise, it does play.

Fax items are stored on the server. They can be accessed from any client
computer that has a connection to the server, or remotely with Fax Item
Maintenance.

Each fax item within an application has a unique identifying number in the
range from 1-3000. (You can use the same ID in two different applications.)

Adding fax capability to applications

To add fax options to your applications, you use the following blocks:

m Fax Select—Allows acaller to select the associated fax item for same-
call or calback delivery.

m Fax Send—Deélivers selected faxes via same-call or callback delivery.
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Note: Selected faxes are automatically delivered when an error occursin the
application, when the caller hangs up, or when the application encounters
one of the following blocks:

s Cadl Transfer
s End
s Thru-Did

m system blocks (Express Voice Messaging, Express Fax Messaging, Fax
Item Maintenance, and so on)

The session profile

To include fax items in any application, define fax options in the session
profile for that application (see “ Setting up the session profile for
applications” on page 180). The session profile determines how many faxes
callers can request during one call and how the system delivers those faxes.

Maximum number of faxes per call

In the session profile, specify both the maximum number of faxes and the
maximum number of fax pages that a caller can receive during one call.
When a caller reaches the first maximum number in an application, a
warning message plays and the application takes the caller to the next block.

Types of fax delivery
In the session profile, you also configure the type of fax delivery the system
uses:

m same-cal delivery

With same-call delivery, the caller—who must be at afax phone—
receives faxes after selecting them. Same-call delivery avoids billing
problems because the caller pays any long distance charges.

m callback delivery
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With callback delivery, the caller provides afax number to which the
system delivers faxes. This callback number must be validated against
the restriction/permission list, which you also configure in the session
profile. For example, arestriction can prevent the system from calling
back along distance fax humber.

m caler’schoice delivery

With caller’s choice delivery, the system prompts callers to indicate
whether they want either same-call or callback delivery.

Online updating

All changes that you make to an application take effect as soon as you save
the application. However, callers who are currently connected to the
application continue to interact with the previously saved version. Only new
callersinteract with the new version.

Example

You maintain applications for a company that sells swimming pools and
supplies. One night, your supervisor calls you at home and asks you to
update the fax that lists available chemicals immediately, because the sales
representatives are at a conference and need the information. Your
supervisor faxes you the updated list.

You call Fax Item Maintenance. You identify the application and the fax
item by ID. Then, you scan the updated list into the item.

Whileyou are scanning the fax, a sales representative calls the application to
get thelist. You save the fax item and the application before he selects the
list. However, he receives the out-of-date list because he accessed the
application while you were editing it, but before it was saved.

The sales representative callsto ask why the list has not been updated. You
explain that he did not get an updated list because he called while you were
making the changes. After the new list is available, you can advise all sales
representatives to pick up the new list.
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Fax block interactions

Fax Select block and default fax delivery

If faxes have been selected with a Fax Select block, but not delivered by a
Fax Send block, automatic fax delivery occurs when one of the following
events occurs:
m thecaller hangsup
= an error occurs in the application
m the application encounters one of the following blocks

m Transfer

= End

s Thru-Dia

m system blocks (Express Voice Messaging, Express Fax Messaging,
Fax Item Maintenance, and so on)
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Using faxes created for Meridian Mail
Voice Services

Introduction
You can migrate the following items to Application Builder from faxes
created for Meridian Mail Voice Services:
= announcements
m fax items
= Mmenus

Contents of a fax item

Each fax item from Voice Services contains

s afax
= aconfirmation prompt

How to identify migrated fax items

All faxes migrated from Meridian Mail Voice Services are identified by
names beginning with the prefix “FAX” followed by a Voice ServicesID.
For example, a Voice Services fax with an ID of 66 appears as“FAX66” in
Application Builder. The description of the application is “Migrated from
Fax Service 66.”

Within that file, you see the fax item with both aname and an ID (for
example, FaxItem 1000).
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Format of migrated faxes

In Application Builder, amigrated fax isin the same format as fax items.

Access
On the server, you access migrated faxes in the same way that you access
fax items.

Use
You can use migrated faxes in any application that has fax functionality.

Applications that contain migrated faxes

You can use migrated faxes in new applications and in rebuilt applications
that existed in Meridian Mail Voice Services. Consider when to build both
types of applications.

New applications
You can create new applications that use migrated faxes either before or
after the fax is migrated from Voice Services.

Rebuilt applications
You can rebuild applications that use migrated faxes either before or after
the fax is migrated from Voice Services.

You can do everything at once if you rebuild applications after migration.
You can paste the fax into the applications during creation. Also, the
migrated fax can help you remember what to rebuild.
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Section B: Lesson - Creating a fax
application
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Next steps 157
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The fax-on-demand application

Introduction

This lesson demonstrates the fax feature by showing you how to create a
fax-on-demand application for SuperValue Grocery store. The store has

decided to add afax-on-demand option to its menu, which allows customers
to request either

= amap showing the location of the store
» alist of specialsfor the current week

The following illustration shows the application:

1

Begin Faxhlenu F Map ot SendFax
77 |— it
2 ’:“z””ml 7%‘3‘5@3 ’— ~ Done! | Sentisubmited | —Erd
= aa | #(Cancel) Max e T— ._5 o faes selected |—Fabisnii
da Mo response —
Nn response [—Attsndant

Start Menu [~ Invaiid] Fax Select Fax Send

&= Ratary —FQBWY

Spema\s

0 (Attendant) [—SHeniat
[ Done
|-
n.i

rMax Selections [—&tferidart
U= Mo responss —Attsridark

Fax Select
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A menu allows callers to choose the fax item that they want. After acaller
selects afax item, the Fax Send block deliversit.

140 CallPilot



May 2003 Working with fax items

Creating the fax files

Introduction

Thefax file that callers can request must be in tagged image file format,
classF (TIFF-F). No other TIFF formats are supported. TIFF isan image
format; even fax files containing only text are still considered to be images.

You can create afax filein one of the following ways:

» Usethe Print command in your application to output the filein TIFF-F
format.

During installation of CallPilot Desktop Messaging, afax printer driver
installs on the client computer. The name of this printer driver is Nortel
Fax. When you print a document to this printer, your application creates
aTIFFfile.

m Use Fax Item Maintenance and a fax phone to scan the document into a
file. (For more information, see “Scan a document into afax file” on
page 155.) The fax item must already have been created in Application
Builder.

Guidelines for fax items

Include a logo
To help callers recognize and become familiar with your organization,
include your logo on a cover page.

Include a cover page

Use a cover page to communicate essential information and company
identity. You can send a custom cover page with all fax deliveries.
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Use the header

The header, or trimtab, of afax can contain useful information for
recipients. For example, the number of the sending fax machine can appear
in the header. Recipients can refer to that number if atransmission error
ocCCurs.

Formatting tips

m Leavelarge margins, especialy at the top and bottom of fax pages. This
ensures that information does not get cut off during transmission.

m  Select atypeface that is easy to read. Avoid decorative typefaces. Do not
use afont size smaller than nine points.

m Do aspell check on all faxes to ensure that they do not contain any
errors. Spelling errors make your organization appear unprofessional.

To save afile as a fax

1 Open the document in the appropriate application.

Example: Your Map document is in Microsoft Word format, so open it in
Word.

2 Choose File O Print.

From the list of printers, select Nortel Fax.
4 Click Print or OK.

Result: The Compose Fax window appears.

To add another document to the fax file, repeat steps 1 to 4.
6 Click Compose Fax to maximize the window.

7 To view the fax in your fax viewer software, select it in the Item list, and
then click View/Edit Image. When you are finished, choose File 00 Exit.

8 To delete a file, select it, and then click Delete Item.

To scroll up and down the list of files, click Move Forward and Move
Backward.

10 Click Save As.
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11 From the Save as type list, select TIFF-F Files (*.tif).

12 In the File name box, type a name for the fax.

13 From the Save list, select the directory in which you want to save the fax.
14 Click Save.
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Creating the fax-on-demand application

Introduction

First, create the new application in Application Builder, and then add the
Menu block.

To add the Menu block

1 Create a new application, as you did in “Creating an application” on page
46.

Result: The new application opens in the Application Builder application
window.

2 Drag the Menu block from the palette to the application window.
Result: The Add Menu Block dialog box opens.
3 Enter a name for the block (for example, FaxMenu), and then click OK.

Result: The Menu block is added to the window. The block border and
the outputs are pink.

4 To configure the block, double-click it.
Result: The block’s properties dialog box appears.

5 To create a new custom voice item for the Menu choices greeting, in the
Menu choices greeting box, select <new voice item>, and then click New.
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6 Complete the Add voice item dialog box, and then click Done.

Add voice item E

"\foice item identification

Mame IMenu 1D |1DDD

Drescription

For a map showing the location of our store, press 1.
For a list of weekly specials, press 2|

Done I Cancel | Help |

Result: The Edit voice item content dialog box appears.
7 Do not add the content at this time. Click OK.

8 Complete the Parameters tab, and then click OK.

Parameters I Dutputs/Motes |
Menu choices greeting

D
£ Nones I Edit... |

— Mo Responge Option:
V' Allow retries after no response

- |3 x|
Mumber of no responze retries =

Mo rezponse prompt [}

|<new ¥OICE iberm> j I Hew...

™ Replay menu choices greeting after no response

 Invalid Response Option
V' Allow retries after invalid response

MNumber of invalid responze retries |3 I=|
=
Invalid response prompt [}

|<default zystem prompt: j I Edit... |

™ Replay menu choices greeting after irvalid response

QK I Cancel Lol Help
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9 Hide the menu key outputs that you are not using. For outputs 3 to 9,
right-click the Menu block, point to Hide/Show Outputs, and then click the
output number.

10 Hide the Rotary output. Right-click the menu block, and then choose
Hide/Show Outputs [0 Rotary.

Note: Since you are importing this application into the automated
attendant application, this block is not the first block that requires user
interaction.

11 Connect the Cancel output to the End block, using the right mouse
button.

12 Connect the Attendant, No response, and Invalid outputs to the
Attendant block.

What to do next

Record or import the content for the menu choices greeting. For more
information, see Chapter 5, “Working with voice items.”
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Adding Fax Select blocks

Introduction

Add aFax Select block for each fax item that callers can select. For your
sample application, you must add two Fax Select blocks.

To add a Fax Select block
1 Drag the Fax Select block from the palette to the application window.
Result: The Add Fax Select Block dialog box opens.
2 Enter a name for the block (for example, Map), and then click OK.

Result: The Fax Select block is added to the window. The block border
and the outputs are pink.

3 To configure the block, double-click it.
Result: The block’s properties dialog box appears.

4 To create a new fax item, in the Fax Item box, select <new fax item>, and
then click New.

5 Complete the Add fax item dialog box, and then click Done.
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If desired, assign a unique ID from
1 - 3000. (By default, Application
Builder assigns the next available ID.)

Enter a descriptive name for the Add fax item

fax item. — Fax item identification |

— Mame ILocation [} |1 noo

Fax description Fax confirmation description
Enter a descri ption of the fax Map showing the location of our '7'ou have requested the map
item. store, showing the location of our store,
Enter a description of the
confirmation prompt. Done | Cancel | Help

Result: The Edit fax item content dialog box appears.

Edit fax item E
— Fax item identification
Mame ILocatiorJ [} |1 aoo
—Fax item content————————————— [~ Fax item confimation content——————————————
Import... | Becord... | Import... | Feset |
Drescription Drescription
Map showing the location of our ;I '1'ou have requested the map showing our ;I
shore. location.
E E
Done I Cancel | Help |

6 To import a fax file, follow these steps:
a. Inthe Fax item content section, click Import.
b. Browse to the path in which you saved the fax file, and then select it.
c. Click Open.
7 To record a confirmation prompt, follow these steps:
a. Click Record.
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b. Inthe Specify Phoneset box, type the phone number of the phone you
want to use for recording, and then click OK.

Result: The Application Builder Player window opens.
Click Record.
Answer the phone when it rings.

Say the content of the confirmation prompt, and then click Stop.

- 0o o o

Click Play to listen to the recording.

If you do not like the recording, record over it.

= (o]

When you are satisfied with your recording, press Save. Hang up the
telephone, and then close Application Builder Player.

8 Complete the Parameters tab, and then click OK.
Fax Select E

Parameters | Outputs/Mates I

Fax Item 1D

I Location

Choose whether to allow callers V' Allow caller to transfer to an attendant [when 0 key is pressed)

to use the attendant key.

QK | Cancel | Lol | Help |

9 Connect the Attendant, Max Selections, and No response outputs to the
Attendant block.

10 Repeat steps 1 to 9 to add, configure, and connect a Fax Select block for
the Weekday Specials fax.
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Adding a Fax Send block

Introduction

The Fax Send block sends all faxes selected in the Fax Select blocks. You
must add a Fax Send to your application.

Note: Selected faxes are automatically delivered when an error occursin the
application, when the caller hangs up, or when the application encounters
one of the following blocks:

Call Transfer
End
Thru-Dial

system blocks (Express Voice M essaging, Express Fax Messaging, Fax
Item Maintenance, and so on)

To add a Fax Send block

1

Drag the Fax Send block from the palette to the application window.
Result: The Add Fax Send Block dialog box opens.
Enter a name for the block (for example, SendFax), and then click OK.

Result: The Fax Send block is added to the window. The block border
and the No faxes selected output are pink. The Done output is
automatically connected to the End block.

Connect both of the Fax Select blocks to the Fax Send block. To do so,
hold the Shift key and left-click the Done output for the Map and Specials
blocks. Then, left-click the Fax Send block.

Connect the No faxes output of the Fax Send block to the Fax Menu
block. (If callers do not select a fax, the application returns them to the
menu.)

Your fax-back application is now complete. In the next chapter, you export
this application and import it into your automated attendant application.
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Working with fax items

Introduction

You can work with your fax items using either Application Builder or Fax
Item Maintenance. This section lists the fax item maintenance procedures

you can perform.

Using Application Builder

Action

Steps

Edit the name or
description of a fax item

Delete fax items

Delete an existing
confirmation prompt for a
fax

Copy a fax item to the
clipboard

1 Choose Define 0 Fax items.
2 Select the fax item, and then click Edit.
3 Make the desired changes, and then click Done.

1 Choose Define 0 Fax items.
2 Select the fax item.
3 Click Delete.

Note: You cannot delete a fax item that is used by an
application.

1 Choose Define 0 Fax items.
2 Select the fax item, and then click Edit.
3 Click Reset.

1 Choose Define 0 Fax items.
2 Select the fax item you want to copy.
3 Click Copy.

Note: When you copy a block from one application to
another, any associated fax items are also copied to the
destination application.
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Action Steps

Paste a fax item fromthe 1 Choose Define O Fax items.
clipboard into the current 2 click Paste.

application window 3 If the application already contains a fax item with

the same name or ID as the fax item you are
pasting, Application Builder prompts you to
resolve the name or ID conflicts. You can accept
the new name and ID assigned by Application
Builder, or specify your own.

Print a list of all voice and  Choose File O Print Voice/Fax Items.
fax items

Using Fax Item Maintenance

Fax Item Maintenance allows you to maintain your fax items from a remote
location, using a phoneset.

Before you use Fax Item Maintenance (FIM) to maintain the voice itemsin
an application, you must define a telset maintenance password for the
application. You can allow Fax Item Maintenance users to
= change the fax confirmation prompts
If you want to use the same voice for al prompts, you can disable this
option.
m change the fax verification number

The fax verification number is the phone number of the fax machine to
which Fax Item Maintenance sends a copy of the document just scanned
for afax item. Make sure Fax Item Maintenance users can change the fax
verification number if they are using fax machines other than the one
indicated on the Security tab.

To use Fax Item Maintenance, you must know

» the telephone number for the Fax Item Maintenance service
m thelD of the application containing the fax item you want to work with
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m thetelset maintenance password

s thelD of the fax item

To configure Fax Item Maintenance

1 In Application Builder, open the application for which you want to use Fax

Item Maintenance.
2 Choose File 00 Properties.
3 Click the Security tab.

Enable FIM and VIM, and enter the PP d
telset maintenance password twice._ | General Secuy |
— Defined password
V' Telzet maintenance password
Telzet maintenance password:
Enter the fax number for a —
verification copy of the fax, and Password confimation:
the contact name that appears |
on the copy.™]
— Fax verification
Mumber:  |738 Contact: IGenie
Choose whether to allow the faxJ—' I¥' Allow madification of fax verification number from telset
verification number to be =¥ Bliow modification of fas confimation praompt from telsek
changed with FIM.
Choose whether to allow the
fax confirmation prompt to be
changed with FIM. I—IDK Cancel e Help
4 Click OK.
5 Save and close the application.
Note: The minimum length for a password is defined in the Security
Administration program.
Tasks in Fax Item Maintenance
You can perform the following tasks with Fax I1tem Maintenance:
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Note: To scan adocument into a fax file, you must access Fax Item
Maintenance from afax phone.

Action

Steps

Log on to Fax Item
Maintenance

Select another fax item

Select another application

Record confirmation
prompts

1
2

N

g b~ WO N PP

Dial Fax Item Maintenance.

Enter the ID of the application that you want to
edit, and then press number sign (#).

Enter the telset maintenance password for the
application, and then press number sign (#).

If the application contains multiple fax items, the
program prompts you to enter the ID of a fax item.
Enter the ID of the appropriate fax item, and then
press number sign (#).

Press 6.

Enter the ID of the fax item, and then press
number sign (#).

Press 81.

Enter the ID of the application, and then press
number sign (#).

Press 5.

Speak clearly to record the prompt.

Press number sign (#).

To listen to the prompt, press 2.

To delete the prompt, press 76.
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Action

Steps

Scan a document into a fax
file

Change the telset
maintenance password

Note: Fax Item Maintenance ends after the document is
scanned. Therefore, if you want to perform another task,
such as change the item’s confirmation prompt, you
should do so before you scan the document.

1
2

Press 9.

To send the fax to the default fax verification
number, press 1, and then go to step 5.

To send the fax to a fax verification number other
than the default, press 2.

Note: This option is only available if the Allow
modification of fax verification number from telset
box option is enabled. To check the setting,
choose File 0 Properties, and then select the
Securities tab.

Enter the new number, and then press number
sign (#).

Put the document in the fax machine.

Press the Send key on the fax machine.

Result: The fax transmits and Fax ltem
Maintenance ends.

If a document does not scan properly, then Fax
Item Maintenance sends an error message rather
than a verification fax to the fax verification
number.

Press 84.

Enter the old password, and then press number
sign (#).

Enter the new password, and then press number
sign (#).

Enter the new password again, and then press
number sign (#).

Note: The minimum length for a password is
defined in the Security Administration program.
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Action Steps

Exit Fax Item Maintenance Press 83.
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Next steps

Introduction

If you want to save changes to your application before you proceed to the
next lesson, choose File O Save. For details about saving applications, see
“Saving and closing applications’ on page 175.

When your fax-on-demand application is compl ete, you can integrate it with
the automated attendant application that you worked with in previous
lessons. See Chapter 7, “Integrating applications.”

If you want to skip the lesson about integrating applications for now, you
can learn how to set up a completed application as a service. See “Putting
applications into service” on page 177.
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Integrating applications

In this chapter

Section A: About integrating applications 161
Sharing call functions 162
Section B: Lesson - Integrating applications 165
Exporting an application 166
Importing an application 168
Next steps 170
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Section A: About integrating
applications

In this section

Sharing call functions 162
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Sharing call functions

Introduction

Sometimes you need to reuse part of an application regularly. There are two
ways you can reuse parts of an application:

copy therequired functions—You can copy sections of an application
and paste them into another application. Use this method if you only
need to reuse afew simple blocks, or if you want to copy a set of
functions that cannot be saved as a separate, compl ete application.

import an application that performstherequired functions—You
can import an entire application into another application. This option
enables you to share a set of call functions between multiple
applications, but maintain the call functions in one place. When you
design complex applications, save components that you can reuse as
imported applications.

Imported application example

You need to use an automated attendant in various applications. Instead of
recreating that functionality every time you need it, create one automated
attendant application with the following blocks:

Day Control
Time Control
Announcement
Menu
Thru-Dial

Call Transfer

You configure the Day Control block as follows:

On non-business days, callers hear an announcement that lists business
days and hours.

On business days, it routes callers to the Time Control block.
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You configure the Time Control block asfollows:

m Before and after business hours, callers hear an announcement that lists
business days and hours.

m During business hours, callers go to the Menu block.

You configure the Menu block so callers hear agreeting that givesthem two
options:

Hello. Thanks for calling Oswald Law Offices. If you know the extension of
the person you want to reach, press 1. If you don’t know the extension,
press 2.

You connect the Thru-Dial block to the number 1 menu key. This allows
callersto dial people only by number. You connect the Call Transfer block
to the number 2 menu key. You also configure that block to pass callersto a
live attendant. As aresult, callers reach someone who can direct their calls
to the appropriate people.

After you complete the application, you save it as“ Attendant” and export it.
Whenever you need to add an automated attendant to another application,
you import “ Attendant.”
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Section B: Lesson - Integrating
applications

In this section

Exporting an application 166
Importing an application 168
Next steps 170
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Exporting an application

Introduction

This lesson demonstrates the import/export feature by showing you how to
import your fax-on-demand application into the automated attendant for
SuperVaue Grocery. Thefirst step isto export your fax-on-demand
application.

To export the fax-on-demand application

1

In Application Builder, open the source application (Fax) that you created
in “Lesson - Creating a fax application” on page 139.

Choose File 0 Export.

Result: A Continue block appears in the application. This block returns
callers from the fax-on-demand application to the importing application
(in this case the automated attendant application). At least one output in
your fax-on-demand application must connect to this block.

Continue

u!

Continue

Connect the Cancel output for the Menu block to the Continue block. (If
callers cancel out of the Fax-on-demand menu, they return to the
automated attendant application.)

To verify that the application has been exported, choose File O
Properties.
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File properties

“Yes” indicates that the
application is exported.

5 Click OK, and then save and close the application.
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Importing an application

Introduction

After you export the application, you can import it into the destination
application. In this section, you import the fax-on-demand application into
your automated attendant. You also maodify the MainMenu block to allow
callersto access the fax-on-demand menu.

To import an application

1
2
3

Open the destination application (AutoAttendant).
Choose File O Import.
Select the application to be imported (Fax), and then click Import.

Result: The imported application block (Fax.1001) appears in the
Imported Applications palette.

Drag the imported application block into the application window.

Connect the Continue output to the MainMenu block. (If callers press
Cancel in the menu for the fax-on-demand application, they return to the
Main Menu in the automated attendant application.)

To add the fax-on-demand option to the MainMenu, right-click the
MainMenu block, and then choose Hide/Show Outputs [0 5.

Result: output 5 appears.
Connect output 5 to the imported application block.

Save and close the application.

What to do next

You must create new content for the Menu voice item. The menu should
now include the following option:

To request a fax using our fax-on-demand system, press 5.
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For information about editing voice items, see “ Recording avoice item” on
page 118.
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Next steps

Introduction

When your applications are complete, you can set up the application as a
service. See " Putting applications into service” on page 177.
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Saving applications

In this chapter

Ensuring that an application is complete 172

How Application Builder stores files 173

Saving and closing applications 175
171
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Ensuring that an application is complete

Introduction

An application is complete when you have connected and configured all the
blocks in your application. If you still need to connect or configure a block,
apink border appears around the block.

You must complete an application before you can
m makeit available asaservice
m export it so that you can integrate it with other applications

To verify that an application is complete
1 Choose File O Properties.

2 Click the General tab. If the Complete box contains “Yes,” you can export
or install the application.

3 Click OK.
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How Application Builder stores files

When you create an application in Application Builder, that application is
stored on the client computer. When you save the application, Application
Builder copiesit to the server. However, the application remains locked until
you close it. When an application is locked, other administrators cannot
accessit. Thisensuresthat changesyou make are not overwritten by another
administrator.

Similarly, when you open an application in Application Builder, the
program locks it, and creates a copy on the client computer. When you save
your changes, Application Builder copies the application from the client
computer to the server, but it remains locked. When you close the
application, Application Builder unlocksit so that it is available to other
administrators. An administrator on another computer or at another site can
then maintain your applications.

Example

Client 25 has Application 2051 open, Client 12 has Application 1020 open,
and Client 3 has Application 2050 open. Therefore, Client 8 cannot access
Application 2051, Application 2050, or Application 1020.
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G100879

To view a list of locked applications

Choose File 0 Locks.

Result: The list of locked applications appears.
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Saving and closing applications

Introduction

After you create or change an application, you must save it. When you save
an application, Application Builder copiesit from the client computer to the
Server.

If you enable Auto Save, Application Builder can automatically save
changes to your application on your local computer at a specified interval.
Changes are not transferred to the server until you manually save the
application.

Complete and incomplete applications

An application is complete when all the blocks are connected and
configured. You can save an applicationif it is not complete, but you cannot
make it available to callers as a service or export it until it is complete.

To verify whether an application is complete

Choose File O Properties, and check the Complete box on the General tab.
If “Yes” appears in the box, the application is complete.

To enable Auto Save
1 Choose Options [0 Auto Save Options.
Result: The Application Auto Save dialog box appears.

2 Inthe Save application every...minutes box, specify how often to save the
application, and then click OK.
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To manually save an application

Now that you have completed the automated attendant application, you must
save it. This procedure assumes that your application is open in Application
Builder.

Choose File 0 Save.

To close an application

Now that you arefinished working with the automated attendant application,
you must close it. When you close an application, Application Builder
unlocks it so that others can access it and make changesto it.

Choose File O Close.

If you have not previously saved the application, you are prompted to save it
now.

Where to go from here

If al of the fax items and voice items (prompts and announcements)
required for your application exist, you can put the application into service
(see Chapter 9, “Putting applications into service”).
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Putting applications into service

In this chapter

How applications become services 178
Setting up the session profile for applications 180
Using a cover page for fax services 184
Testing applications 186
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How applications become services

Introduction

When you work on anew application in Application Builder, itis
unavailable to callers. To make the application available to callers, you must
put it into service.

Once the new application is complete, you add it to the Service Directory
Number (SDN) Table so that you can test it, and then makeit available as a
servicethat callerscan dial. An application becomes a service when you add
a service directory number for that application to the SDN Table.

This chapter describes the process of setting up and testing your application
asaservice.

Requirements

Before you can make an application available, ensureit iscomplete—that is,
make sure al of its blocks are connected and configured. If a pink border
appears around a block, you still need to configure or connect it. Save the
application once it is complete.

To verify whether an application is complete

Choose File O Properties, and check the Complete box on the General tab.
If “Yes” appears in the box, the application is complete.
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Main steps

To put an application into service, perform the following steps:

1. Add the application to the Service Directory Number (SDN) Table to
makeit availableto callers. For information about working with the SDN
Table, refer to the CallPilot Manager online Help.

2. Configure the application’s session profile. The session profile
determines how the application behaves (for example, the type of fax
delivery it supports). For more information, see “ Setting up the session
profile for applications” on page 180.

3. Test the application from the caller’s perspective to ensure that the call
flow works as you intended. For more information, see “ Testing
applications” on page 186.

4. Onceyou are finished your testing, publish the dialing number for the
service.

How callers are routed to services

When you route callers through your application, keep in mind how callsare
routed from the switch to services. Also consider how you configure the
SDN Table and SDNs.

Each CallPilot service that callers access by dialing anumber needs an SDN
in the SDN Table. You must know what SDNs are, and how to configure
them, to control the channels that are allocated to services.
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Setting up the session profile for
applications

Introduction

Some SDNs require additional configuration. You configure a session
profile for all SDNs associated with Application Builder services.

This section describes the options that are available in the session profile.
For information on configuring the session profile, see the Administrator’s
Guide (NTP 555-7101-301).

What is a session profile?

A session profile is a set of operational characteristics associated with the
SDN of certain CallPilot services, including the services created in
Application Builder. The session profile determines how a service behaves
when it is called, and the length of time that callers can use the service.

Multiple session profiles for one service

The session profile determines the behavior of aservice on aper-SDN basis.
You can enter the same service into the SDN Table more than once, with a
different SDN for each entry. Aswell, you can configure the session profile
of each SDN differently. Consequently, the same service can behave
differently based on the SDN that callersdia.

Example 1

You have aservice that containsfax items. Inthe SDN Table, add two SDNs
for the service. Since you know that some callers can call the service from
fax phones, configure the first SDN’s session profile to use same-call
delivery. Configure the second SDN’s session profile to use callback
delivery, because other callers can access the service only from a phoneset.
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Example 2

Your company’s corporate directory appearsin two services. Thefirst
serviceisamain menu from which external callers access the directory. The
second service isthe directory that employees access. Each service hasits
own SDN and, therefore, its own session profile. For the first service,
configure alower number of maximum invalid selections. You do so for
security reasons. For the second service, configure a higher number of
maximum invalid selections. Security is less of an issue where internal
callers are concerned. Also, to ensure security, give the external callers
service a shorter session limit than the employees’ service.

What the session profile controls

The session profile affects all Application Builder services. In particular, it
affects the following blocks: Fax Select, Fax Send, and Menu. You must
configure more session profile options for services with fax capability.

All Application Builder services
For all Application Builder services, the session profile determines the
following aspects:

m the maximum length of acall session

m the maximum number of password failures allowed for services that
contain the Password Check block and, therefore, have password-
protected content

Application Builder services with fax capability

Toinclude fax itemsin an application, define the application’sfax optionsin
the session profile of the SDN Table. In the session profile, establish settings
for al fax applications and other settings that are specific to fax applications
that use callback delivery.

For all fax applications
In the session profile, establish the following settings for al fax
applications:

m the maximum number of faxes a caller can select during one call
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the maximum number of fax pages that the system deliversto acaller
during one call

the telephone number of the fax machine that the system uses to send
faxes

the fax delivery method (callback, same-call, caller’s choice)

whether a custom cover page, called a sponsor fax item, transmits with
each fax

how page transmission errors are handled

For fax applications that use callback delivery
In the session profile, you a so establish the following settings for fax
applications that use callback delivery:

the DN to which fax callback transmissions are billed
whether the system cover page transmits with each fax

whether to prompt the caller for the extension number of the recipient of
the fax

the type (for example, national) of fax phone number for which the
system must prompt callers so it knows whereto deliver faxes

the restriction/permission list against which the fax phone number must
be validated before the system can make a fax callback transmission

Types of fax delivery

For services with fax capability, in the session profile, configure which type
of fax delivery the system uses:

same-call
callback
caller’'s choice
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Same-call delivery

With same-call delivery, the caller—who must be at afax phone—receives
faxes after selecting them. Same-call delivery avoids billing problems,
because the caller pays any long distance charges.

Callback delivery

Configure callback delivery if callers will access fax applicationsfrom a
phoneset. With callback delivery, the caller provides the number of afax
phone to which the system delivers faxes.

If you configure callback delivery for services with fax capability, then you
must configure callback handling. This ensures that callers are prompted to
enter callback numbersin the appropriate format based on where they are
calling from. Each callback number must be validated against the RPL,
which you configure in the session profile. For example, arestriction can
prevent the system from calling back an international fax phone number.

Caller’s choice delivery
With caller’s choice delivery, the system prompts callers to indicate if they
want either same-call or callback delivery.
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Using a cover page for fax services

Introduction

There are two types of cover pages available to send with each fax: asystem
cover page, and a custom cover page (also called a sponsor fax). You
configure both of these options when you configure the SDN.

You configure whether a system cover page sends with those faxes on the
Callback Handling tab.

You configure the information that appears on the custom cover page on the
Session Profile tab. The custom cover page isincluded with all your faxes.

For more information, see the Administrator’s Guide (NTP 555-7101-301).

What information appears on the two cover pages

System cover page
The system cover page contains information defined by the system, and
sends only with callback fax transmissions.

On a system cover page, the system automatically generates the following
information:
m (optional) the caller’s extension number

The system puts this number on the page only if you configure the
callback handling to prompt the caller for his or her extension.

m the number of the fax machine entered by the caller
m the sender’s name and address
Thisinformation is entered in the session profile.
m thetotal number of pages sent (including the cover page)
m the date and time the fax was submitted by the system for delivery
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= instructions that the recipient should request the information again from
the serviceif the fax does not transmit properly

Custom cover page

You define all of the information that appears on a custom cover page. This
page transmits with all faxes. Therefore, be sure to include important
information, such as your company logo, and the name and number of a
contact person.

A custom cover page is an image file in tagged image file format, class F
(TIFF-F). You can save afilein TIFF-F by using the Nortel Fax printer
driver that installs with CallPilot Desktop Messaging, or by using fax or
graphics software that can create filesin TIFF-F format.

For more information about custom cover pages, see the CallPilot Manager
online Help.

Transmission order for cover pages

Both the system and custom cover pages send only if you configure them to
do so. The system cover page always transmits before the custom cover
page. Therefore, if you configure both cover pages and the system sends a
callback fax transmission, the fax transmits in the following order:

1. system cover page
2. custom cover page

3. fax pages
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Testing applications

Introduction

After you build an application and before you publish its SDN to callers,
you must test it. You test an application by interacting with it from acaller’s
perspective.

Why you test

Test an application to access and interact with it from a caller’s perspective
and, therefore, gain valuable design input. Asyou test the application, you
can ensure that the application works as you intended.

When to test

You should test an application only after you believe it is complete and
before you publish its SDN to callers.

What to test
To test an application, put it in the SDN Table, cal it, and interact with all of
its flow. For example, if a menu has five options, follow each of those
options through to its end to ensure it works properly. Do the following
when you test:

= Giveno DTMF response at the beginning of the application to verify
how it handles rotary-dia callers.

»  Make no response at various times throughout the application to confirm
that it correctly prompts callersto give input.

= Giveincorrect responses at various times throughout the application to
ensure that it correctly directs callersto give input.

= Make enough no responsesin the application to check how it handles
time-out periods.
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After you test an application

After you are sure an application has no errors, publish its SDN so that
callers can dia into and use the application.
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Archiving and restoring
applications

In this chapter

How to archive and restore applications

190
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How to archive and restore applications

Introduction

Archive applications to preserve their information. You also archive and
restore to move applications from one volume ID or server to another. To
move applications, archive the applications on one volume ID or server, and
then restore them on another volume ID or server.

Archiving applications

You can archive individual applications or archive all applications at once.
To create an Application Builder archive, you can select applications by
name or ID.

You should archiveall applicationson aregular basisto ensure that you have
a complete backup of your application services. Thisis particularly
important if you useimported applications. If you restore an application, but
not the imported applications that it contains, Unavailable blocks indicate
the missing components and the restored application becomes unusable.
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Restoring applications

You can restoreindividual applicationsfrom an archive or all applicationsin
an archive. Restore archived applications when you want to transfer them to
another computer, or when you to recover from data loss. Once you have
restored the applications, open each one in Application Builder and save it
before you configure it in the SDN Table. When you open an application,
verify that it iscomplete. If Unavailable blocks appear in the application, the
application isincomplete. For information about fixing incomplete
applications, see the Troubleshooting book in the Application Builder online
Help.

Note: When you upgrade a CallPilot 1.07 server to release 2.02, archive
definitions are upgraded as well. However, you cannot restore existing
CadlPilot 1.07 backups onto a CallPilot 2.02 server.

See also

For moreinformation about running services on the server and restarting the
server, see the installation guide for your server.

For information about archiving and restoring, see the System
Administration Guide.
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Troubleshooting

In this chapter

Diagnosing problems 194
Application Builder cannot run 196
Client or server crashes 197
Calls not answered or system unusually slow 199
Error messages appear when opening or closing applications 200
Troubleshooting application development problems 201
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Diagnosing problems

Introduction

When you encounter a problem with Application Builder, collect
information to help you identify the source of the problem.

1. Capture any error messages associated with the problem. Capture screen
shots of the error, or record the exact text of error messages that appear.

2. Save Application Builder log files to a permanent |ocation.
3. Try and reproduce the problem.

Monitoring Application Builder activity

Each time you run Application Builder, two log files trace al Application
Builder errors. These log files are stored on the client computer:

m appbuilderlog.txt
= nmabdlauncherlog.txt

You can specify amonitoring level for these log files.

To specify monitoring levels

On the Options menu, point to Log Level, and then specify a monitoring
level.

Tracking application compilation errors

Application Builder automatically compiles an application when you saveit.
If you enable program diagnostics, Application Builder analyzes an
application before compiling it. If Application Builder finds an error in your
application, it displays an error message.
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Here are afew examples of the errors that Application Builder looks for
when it analyzes an application:

m infinite loops—An output from one block must connect to a different
block. If ablock’s output connects back to the same block, the
connection forms an infinite loop. Thismeansthat callsthat pass through
the output may not leave the block until the call is disconnected. Infinite
loops also consume system resources.

= unreferenced block—An unreferenced block is ablock that is not
connected. This means that the functionality of the block isinaccessible
to the caller. To complete an application, all blocks that you want to
include in the application must be properly connected. Remove any
blocks that you do not require.

= incomplete application—You must complete an application before you
can export it or put it into service. An application is complete when all
blocks are properly configured and connected. If a pink border appears
around a block, it has not been connected or configured.

You can set the program diagnostic level to Low, Medium, or High. If you
do not want Application Builder to evaluate your applications before saving
them, you can disable program diagnostics.

To specify a program diagnostic level

On the Options menu, point to Program Diagnostics, and then specify a
monitoring level. To disable program diagnostics, choose the None option.
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Application Builder cannot run

Introduction

Application Builder requires servicesthat run on the server. If those services
are not running or if the server has crashed, then Application Builder cannot
run.

System requirements

Confirm the Application Builder system requirements. For information
about system requirements, see “Installing Application Builder” on page 30.

How to run Application Builder

How you get Application Builder to run depends on whether the server has
crashed, arequired service has crashed, or arequired serviceis not running.
To run Application Builder after the server has crashed

1 Restart the server.

2 Run Application Builder.

To run Application Builder after a required service has crashed

1 Restart the service.

2 Run Application Builder.

To run Application Builder after a required service is not running
1 On the server, start the service.

2 Run Application Builder.
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Client or server crashes

Introduction

When you open an application on a client computer, Application Builder
locksit on the server. Any changes you make to that application are stored in
atemporary file on the client until you save the application. When you save
the application, the changes are transferred to the server. If the client or
server crashes while you are changing an application, the application
remains locked, and any changes you make remain in the temporary file on
the client.

When the client and server computers become available again, you can
recover the changes from the temporary file and unlock the application. If
you cannot use the same client computer, you can use another client
computer to unlock the application. However, you lose any changes made to
the application since the last time that the application was saved.

To recover an application on the client computer that locked the
application
1 Run Application Builder.

Result: Application Builder prompts you to confirm that you want to
recover the application.

2 Click Yes.
3 Save the application.

Result: Application Builder transfers the recovered application to the
server.
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To recover an application on another client computer

1 Run Application Builder with the mailbox number and password of the
administrator who had the application open.

2 Open the application to recover.

Result: The following prompt appears: Appl i cation i s | ocked. |f
opened, it can no |longer be recovered from anot her
copy. Do you want to open this application?

3 Click Yes.
4 Close the application.

Result: Application Builder unlocks the application.
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Calls not answered or system unusually
slow

Symptom

Callers encounter ring-no-answer when they access an application, or the
CdlPilot system isunusually slow.

Explanation

The application may contain an infinite loop that is using up system
resources.

Solution

Verify that your applications do not contain infinite loops. Inifinite loops
occur when you connect a block’s output back to the same block. Always
connect an output from one block to a different block to ensure that you do
not create infinite loops.

If Program Diagnostics are enabled, Application Builder checks for infinite
loops when you save an application. If an application containsinfinite loops,
awarning appears that identifies the blocks that you need to properly
connect. Application Builder does not detect infinite loops that consist of
two or more blocks.

Infinite loops raise SLEE CPU consumption to abnormally high levels,
resulting in ring-no-answer behavior or system slowdown.

Note: Application Builder does not generate an error if you create an
infinite loop with the Menu block. This situation does not cause the
application to consume system resources since the Menu block must wait
for the caller to make a menu selection.

Application Builder Guide 199



Troubleshooting Standard 1.0

Error messages appear when opening or
closing applications

Symptoms

You leave Application Builder inactive for a period of time. When you
return to Application Builder, one of the following conditions occurs:

= Youtry to open an application. The error message “List of Languages not
available on the server” appears. Thiserror is followed by other error
messages that relate to unavailable information on the server. After the
last error message, the Open dialog box appears, but no applications
appear inthelist.

= Youtry to close an application that you left open in Application Builder.
The message “The system could not save the application on the server.
Please check the connection to the server and try again.” appears.

Explanation

Application Builder automatically disconnects from the CallPilot server
after aperiod of inactivity.

Solution

Exit and restart Application Builder to establish anew connection with the
server.
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Troubleshooting application development
problems

Introduction

The Application Builder online Help contains information to help you
troubl eshoot problems you may encounter while you are designing or
working with applications. Topicsinclude

m restoring blocks that currently appear as Unavailable blocksin an
application

» resolving block, voiceitem, or fax item name conflicts

To view the troubleshooying information, open the Troubleshooting book in
the Application Builder online Help.
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Section A: Applications for
educational institutions

In this section

The University of City main menu 206
The University of City English menu 208
The Faculty of Arts application 210
The Religious Studies department menu 212
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The University of City main menu

Introduction

The main menu of the University of City directs callsto the university’s
main telephone number at different times and on different days. Due to the
university’s location, the main menu also supports bilingual callers.

MAIN MENU lancuace
for
University of City

. 1 (—endlish

timenfday N|—||: 2 (—french
MJII =0 (Attendart) [—Attendant

) o] L Guisice }—businesshaurs

Begin ‘ L

Iy i Time Contral 8:30 a.um. - 5:00 p.m

’ | ,': Saturday —businesshours ) -m. - =:00 p.m.

Day Control Sunday —hbusinesshaurs
tert = Holiday —haliday

englishmain

english S L Endl—End
tells callers that business hours are from ] =8 | Continue [—language
8:30 a.m. - 5:00 p.m.
husinesshours _|‘5 ENGLISH. 1051 callers o cancal
Language Select N s N
s = Dane |—Goodbye imported main menu in English and return to the
u —# (Cancel) I—Goodbye

language menu
french frenchmain guag
Announcement

e e L End|—End
@ I{= = Continue —language

Language Select

tells callers the hours of business and the

FREMCH.1052
date the university will reopen . . .
holicisy ity P imported main menu in French
- T Done I—Goodbye
u =¥ (Cancel) | —Goodhye
Announcement
Rotary Transfer Attendant CannotTransfer Goodbye End
7] _~ L < rSuccess —End _~ _~ ‘
— Failed
e [27] o (R very S N | [27]
Rotary Dial Announcement Call Transfer Announcement Announcement End
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Description of the university’s main menu

The main menu directs callers according to the day of the week and thetime
of day. After business hours (8:30 a.m. to 5:00 p.m.) and on weekends and
holidays, callers hear an appropriate announcement. During business hours,
they choose to hear the rest of the application in either English or French.

Two imported applications—an English menu and a French menu—appear
in the main menu. While callers use either imported application, they can
press the Cancel (#) key and return to the main menu to choose a language.
Both imported applications contain the same functions. Their only
difference islanguage.
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The University of City English menu

Introduction

If callerspress 1 or 2 while in the main menu of the University of City, they
go to the English or French menu respectively. The English menu, like the
French menu, directs callers through the various faculties and services of the

university.

ENGLISH MENU dialnumber s &
uccess [—En ) " .
. fc_)r ) ‘ F 0 (Aftendant) |—Attendant  Callers can dial apphedheanhapplmd health sciences
University of City ) W | - #(Cancel)|—engishmein people by o ‘ Success |_End
= 12 | —diainumber ThuDial = Mo responise |—Attendant  @tension ’— Failed |—CannatTransfer
[ < :fﬂ:gsns dislname Busy [—CannatTranster
[ Success | —End Call Transfer
Begin englishmain [ 4 [—buookstore { F Aftendant) |— Attendant callers can dial
= 3 [—facutties - IC # (Cancel) | —englishmain peop_le by .
L~ 6| —residence Ma respanse |— sttendart SPelling their arts
|_ 7T —studertservices Thru-Dial hames ‘ Success |7End
= Attendam] — Attenclant admissions Failed | —Cannat Transter
Start = Help) |—help ‘ - Buccess|—End - Busy |—CannotTranster
= # (Cancel) [ —Continue Failed —Cannot Transfer Call Transfer
[ Mo response | —Attendart - _ﬂ_E'US CannatTransfer
= Invalid |— Attencant Call Transfer o
englnaarlng
= ‘ Success | —End ‘ Success | —End
Failed |—CannotTransfer Failed | —Cannot Transter
- Busy |—CannotTransfer ' Busy [—CannatTranster
bl Call Transfer Call Transter
el
Done —englishmain environmental studies
envirstudies
Attendart )—Aﬂsndam 1 |—sappliedhealth
’—M—Aﬂsndam L 2| arts each faculty o| Success|—End
Announcement F—Sfengineering has its own - ]—4”5"5” I
faculies | 4| —envirstudies  telephone ~_ Busy | —cannotTranster
[
Cortinue ,— 5| —mathematics  number; callersCal Transter
= Bl —science are transferred
;::tlﬁgs rﬁ::ucancel |— 0 (Attendant) | —Altendant to the selected matrematics
Menw Help) —help ) faculty e ‘ Success | End
and return to the # (Cancel) | —englishmain Failed | —CannatTranster
Continue
language menu = Ho response —Attendant - Busy |—CannatTranster
Invalicd |— Attenciant Cal Tramster
residence studentservices science
Success |—End Success |—End = ‘ Success [—End
l— Failed | —CannotTransfer &l Failed | —CannotTransfer ’— Failed | —CannatTranster
Busy |—CannotTransfer Busy |—CannotTransfer - Busy | —CannotTranster
Call Transfer Call Transfer, Call Transter
Rotary Transfer Aftendant CannotTransfer Goodkrye End
I Success I|7End . .
Failed
B [
—_ Bus
Rotary Dial Announcemert Call Transfer Announcement Announcement End
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Description of the university’s English menu

The English menu enables callers to

n dia staff by name or number
m transfer to such services as the bookstore
= Select another menu that directs them to one of the six faculties

Callerstransfer to the faculty of their choice. If any transfer fails, callers
hear an explanation before the application ends.

The English menu anticipates which keys, other than the menu keys, callers
may press. If callers press the Cancel (#) key, they return to the main menu
and the Menu block named “language.” If they pressthe Help (*) key, they
hear detailed instructions about what they should do. If they pressthe
Attendant (0) key, they transfer to an attendant. Callers also transfer to an
attendant if they do not respond or if they make too many invalid choices.
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The Faculty of Arts application

Introduction

If callers press 2 while in the Menu block named “faculties” of the English
menu, they transfer to the Faculty of Arts. The faculty’s application directs
callers to one of nine departments.

FACULTY
OF 1 —anthropology
ARTS 2 —english arthropology Ianguages
3 —finearts = ‘ Success |—End ‘ Success —End
4 —history " Falled |—CannatTransfer Failed | —CannotTransfer
Begin 5 —philosophy - Mcannoﬂransfer ' Mcannoﬂransfer
B —psychology Call Transfer Call Transter
| 7 —languages englizh religioustudies
’ 8 —rel\gious‘tudifas H ‘ e Success —Eng : ‘ Success —End
Start Menu Aﬂendantg :fno;zlﬁtumes | B — CoondtTranst - Mcananransfer
’__(ﬁlfhe\p Busy | —CannatTransfer Busy —CannotTransfer
the menu greets L # (Cancel) — Attendant CaMgnﬂ:;fer vsoalklgt_ﬁéia;s
callers and asks FMM*A“E”W”‘ " Success [—End ' Success —End
themto selecta | Invalid — Attendlant " ‘ Falled |—CannatTransfer ‘ I— Failed | —CannotTransfer
department - Busy | CannotTransfer - Busy —CannotTrarsfer
each department Call Iransfsr Call Transfer
hzf ns,uw“ ber: ‘ r Suceess [—End
extension humber; Failed | —Cannot Transfer
callers are ’— Busy | —CannotTransfer
transferred to the call Transfer
selected ph\losophy
department P f| Success |—End
help | . Faled | —CannatTransfer
Done )*departmems ' Busy kcannoﬂransfer
= 0 LAftenclant) — Attenciant Call Transfer
# (Cancel) —departments paychalogy
Announcement = ‘ MEHG
Failed | —Cannot Transfer
- Busy | —CannotTransfer
Call Transfer
Rotary Transfer Attendant CannotTransfer Goodbye End
8 Suc;ce‘s: ‘FEnd r's . ‘
|_-— il |
| L Seal Bus ] iz
Rotary Dial  Announcement Call Transfer Announcement Announcement End
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Description of the Faculty of Arts application

From the Menu block called “ departments,” callers can transfer to one of the
following departments: Anthropology, English, Fine Arts, History,
Philosophy, Psychology, Language, Religious Studies, and Women's
Studies. Each department has its own phone number. If any transfer fails,
callers hear an explanation before the application ends.

Like the English menu, the Arts application anticipates which keys other
than the menu keys that callers can press. If callers press the Help (*) key,
they hear detailed instructions about what they should do. If callers pressthe
Attendant (0) key, they are transferred to an attendant. They also transfer to
an attendant if they do not respond or if they make too many invalid choices.
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The Religious Studies department menu

Introduction

From the Faculty of Arts application, you can transfer to the Religious
Studies department. The Religious Studies department observes the
University of City’s holidays, but it also observes holidays for each of the
four religions of study: Christianity, Judaism, Islam, and Hinduism. The
application for the department must direct callers appropriately on either a

university or areligious holiday.

1 —secretary
F 2 —choliday
welcome: !_—3:::2::::: secretary clptrmiliox
¢t N - S .
Religious Studies ‘ L sl oy A F%'_E”d IR | I
J_J_*
Department — 3 N| ot atenort g | 7o =
‘ - Men - # (Canel) | —Attendnt Call Transfer Express Messaging
e Mo response |—Aftendsnt
(€ N| —Outsice | businesshours Irvslid | Agtendant :’els c:ller:t!eave_?hmess'z‘lgiin"the
Time Control . epartment’s mailbox, which al
Mandan religious holidays professors can access
Eleg\n dayolweek Fﬂy— 8:30 a.m. - 5:00 p.m. chuliclay christianity
jednesda:
- Thursday - I Inzide: demawlboxr ‘ %,_Sadmauhux
’_ SatF”g:g husinesshours j _M,_,_ M—dmmauhux
Start Day Contral [ Sunday — businesshours Date Control Call Transfer
= Holiclany —holicky
businesshours jholicay juddaism
tells callers that business hours Success [—End
Done | —Goodkye Inside | —d maa\lboxr ‘
Bl # Cancell kadb:e are from 8:30 a.m. - 5:00 p.m. L Outswde i ﬂl—dﬂlmﬁﬂhﬂx Def "
Busy | —dptmailiox DeTOre callers are
Announcamart Dste Control Coll Transfer transferred to a
professor's
Done FWE\EDmE r B extension, the date
iholicl 1 N o
[0 (Attendart) f—Attendart ety am - - is checked to see if
_I " #(Cancel] —welcome S| Atk | | Sueeesst—En itis a religious
Announcement .| MI—’_ B rﬂl—dmmawlbox holiday
=1 Busy —dptmailbox
university holidays Date Contral Call Transfer
huhday hholicay hinduism
tells callers the hours of = [~ Suceess |—End
Done |—Goodbye Inside | —dptmailbox* <
g (Cancel) —Goodoye PUSiNess and the AL icine i = Ml—ammaubox
date the university will Busy | —dptmailkhox
Announcement reopen Date Control Call Transfer
Rmary Transfer Attendarnt CannotTransfer Goodbye End
:: Success )*End . .
. m— " Failed } 4
rf @ =
Rutary Dial Announcement Call Transfer Announcemert Announcement End
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Description of the Religious Studies department menu

Since callers can dia the Religious Studies department directly, the
application routes callers in the same way that the University of City’smain
menu does for business hours, nonbusiness hours, and university holidays.

The Religious Studies Department also directs callers on religious holidays.
During business hours and on religious holidays that do not coincide with
university holidays, callers reach the department’s secretary. Before callers
transfer to one of the department’s four professors, the menu checks whether
theday isaholiday. If it isaholiday, callerstransfer to the department
mailbox where they leave a message. All the professors use the mailbox. If
the day is not a holiday, callers transfer to the professor for the selected
religion.

Callers also transfer to the department mailbox if any transfer failsor aline
isbusy.
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Section B: Applications for a
hospital

In this section

The Mount Sinai Hospital main menu 216

The Mount Sinai Hospital menu for nurses 218
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The Mount Sinai Hospital main menu

Introduction

The main menu of Mount Sinai Hospital directs calls from both external
callers and staff. The application contains two distinct flows. The flow for
staff is password protected.

" dizlpatient
1 —dialpatient -
. Success —End
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Description of the hospital’s main menu

The Mount Sinai Hospital main menu greets callers and directs external
callersto press 1 and staff to press 2. Since staff need accessto different
information, they must enter a password to identify themselves before
hearing their options.
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After external callers press 1, they can choose to dial a patient by extension
number or a staff member by extension number or name. Aswell, they can
choose to hear alist of departmentsin the hospital. All of the departmental

information, which is made up of many menus, is contained in an imported
application.

After staff enter a password that identifies them as a doctor or anurse, they
are passed to the appropriate imported application. Both the application for
doctors and the application for nurses contain similar functionality.

Throughout the application, callers press the Attendant (0), Help (*), and
Cancel (#) keys. In the application, invalid choices and no responses passto
an attendant.
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The Mount Sinai Hospital menu for nurses

Introduction

If Mount Sinai staff members enter the password for nursesin the main
menu, they passto theimported application titled “ nurses.” This application
contains more Menu blocks. The application also represents the types of
options availablein the “doctors’ imported application. The “nurses”
application ensuresthat nursing staff can retrieve and communicate essential
information.

Mount 5inai Hospital's Nurses' Menu
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Description of the menu for nurses

From their menu, nurses can access their mailboxes and leave messages for
other staff members via Express Voice Messaging. They can also hear an
announcement that highlights daily information, such as a staff shortagein a
particular department. Nurses can call from afaxphone and retrieve the
weekly schedule for a department by fax.

Since nurses use the menu daily, no Help is provided. However, if nurses
make too many invalid choices, do not respond, or press the Attendant (0)
key, the system passes the call to the attendant.

If nurses press the Cancel (#) key whilein the Menu block titled “choices,”
they go to the Menu block titled “external callers’ in the main menu
application. From the main menu, they can dial staff members.
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Section C: Application for a sales
company

In this section

The ABC Company main menu 222
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The ABC Company main menu

Introduction

Customers call the main menu of ABC Company to receive product
information or speak to staff. Staff often call the menu to placetoll-free calls
when they are on the road. The main menu allows various types of Thru-
Dials, and gives customers and staff access to different information.

222

CallPilot



Sample applications

May 2003

JUaLEIUNOULY JaLEIUnoULY JapEuel] [ED JaLEIUnoULY |1 Aleny JUSWEIUNOULY
B vm__wu_ I_ B 0 (=TT = —
w ucm_|_ £2300NS - v w [ ]
m_.ﬁ_o_u_uo JBJEUEL ] JOULES JEpUEy PETE=NENN Adejoy saxE0U
JUSLEIUNOULY
SIS IS PUE JBALOISTO Y100 SPUBS pjag e samoyIIRwoenI— (jaaues] #
Wepusny — (UERLST) 0
_ E22N0OL2II0IEND. aung
ooy SSIOIou B _ - T
el veD Jafeuel  gqny;
Mepuany — asuodsalop — I
.  pajag xed Pales Ked

pepUaRy —| (IERUSHT) 0 -

pul— ==s0ang

=a010yay4 el — ([2oUes) # 3 _ F

JabiEuEL

e Jeuoey

o L ITRTEAN T T TT Ry
Wepuayy — azuodsaiop =

mmo_oﬁtwﬁ|m_8c8; |_| .
JupUay— | (UBPUBR) 0 - )
puy— ==20ans I_

SR En—] BSU00EEL Op)
LS —] SUOEES me j
FElpuss— aung .
— | (UepUEy)
JHERUE ERUSTY) O mhmEo«msu

Aoquaall—ssuodsai oy 18Es e
ALSWLEL—| SU0RIE(E5 xw__z a j
ﬁ:v:mm%
Je1p-nay 3o adf1 e asn op Mepushy—|(I0epUSEE 0

mm_wmg
:cmEc.mE% j
«ﬁﬁcmm% ®
Emucmgg saps

m«u:vo&mg 18RS Xed

:cmEc_wEg a 1
«w.ﬁcmm%

E%cmnqlg

Jafeueweuabag 18P0 U] pomssed e 1o @ 1SIL S . r_m.ioEmmE_ Sponposds
Ao gpes e UDIEsagplEad| wa — WIERUSHE ] plleAUl |_ aoiydxey
aye ved fdoadses gy L] e _msu panassEq Wepla)y— sUodsal ON =) ruep 4O avoydaya e
Wepua)y — asuodsad ap — saNoyIgerE—] (jBIUeD] # LU SILIOIS >
JUEpUE)y —] SEUO0EEY Op |_
—(EEs j ;
mmu_owsurﬂﬁm _muwcmw # |_ =, mmu_o:ucwﬁ% mﬁu._m.whw_mﬂm WEPLSHT) 0 pue _m_.u__._m,_.:.__
Bk ﬂq.” A0 e v hmmwcwEl £ PIOAREEEH A M}c_ ﬁﬁumu_._cu
pH3—]==a00ns ajdoadsales mewcmE_wco_mE% R = |_ 3] sajes S poid
m_nomnmm_wm% mﬁswomh_MML J0 519 108 UED YeIS
ﬁwwuwﬂﬂ”%ﬂL N PUI—] UDISEaSpeALl Xel I,jm:u pADaEEE
husiUew—| ([E00en] £ _| HH pUZ—] PlISAL XEH HEIS PUE SIALIDISND LI03 Slaad
gre>ayau oo ||m%\_||_ ' 1ete—| SEUndEEY Op
A0 S19]) $S2008 JEIS Sl B _Mﬂl RO | 3cmEc_wE|ﬂg.;‘ & nuawLew— piEad] =
w«w__| : o (s | pADAhEEEd e nuawLIEw— SEUodEa] Oy |_
’ piomssed e &g papivap ale geis :cmec_welﬂ%ﬂ
— epuayy —| E%Enﬂ
epuapy — Ssuodssi oy — snpoid yo 15y el hUSwUEL uibsg
19 1onpoud gt ted ol scmE_.__w:_l%l_ g_l- anjadal 10 JEIS ||ed SIMUOSnD Sy ) ’
auoydxey 10 avoyd el Elpuas—aueg Ay JuepUay — plEAD]
B IO} e D SIIED  epiayy — (iiepuany 0 A pepuay —| ssuodzal oz - nuagy
m_%mﬁmu EEHET_BE: NUIY We
Ewucmn.q.i azlodsadl op) — 124 12H) «
-.Lmn_ern_w:m_.“wu.m.__ﬂ_._.m.__._w__a_.“ saa104aBM}sNI— | (EOUED) # i £ MepUagy meﬁcmr{u m...ﬂ:a_.—.—cu oav
JuEpUaRY JUERUSTY I_ FIOLUTIEND
HEIS || ED SIAL0ISN 2 Sy A _v r_‘l‘_
HejE|ed

223

Application Builder Guide



Sample applications Standard 1.0

Description of ABC Company’s main menu

The first Menu block, “mainmenu,” greets callers and ensures that they
identify themselves as either customers or staff. Customers are then directed
to alist of options. Staff must enter a password to use their area of the
application.

The application presents customers with two options: to contact staff
members by dialing their extension numbers or names, or to retrieve alist of
ABC Company’s products.

After staff enter their password, they choose between two options. They can
receive one of the various lists of information. Like customers, staff can
obtain a product list. However, their product list contains more sensitive
information, such as wholesale prices and the names of third-party
manufacturers. Staff can also retrieve information about inventory and
customers.

Astheir second option, staff can dial anumber. Before they dial the number,
they enter a password that determines the type of Thru-Dial they are
allowed. For example, salespeople can make only local calls while the
manager can make international calls.

Both the customer and staff menus let callers dial an attendant or reach an
attendant if they make too many invalid choices or do not respond. Unlike
the staff menu, the customer menu gives calers help if they press the

appropriate key.

224 CallPilot



Index

A

administration guides 23
annotations, adding 97
announcements
migrating from Meridian Mail Voice
Services 113, 136
Application Builder
application window 19
benefits 14
compared to Meridian Mail Voice
Services 17
application building
blocks, types 58
application window 19
change the default appearance of text
notes 98
compared to Meridian Mail Voice
Services 17
resizing atext note 98
applications
accessing 41
application ID, assigning 46
archive types 190
archiving 190
audience 42
backing up 190
blocks, description 56
blocks, types 56, 58
channelsfor 42
closing 176
complete 178
containing migrated fax 137
containing migrated voice 115

creating 47, 175
documenting 97

examples 44, 109, 208, 210, 212, 216, 218,

222
exporting 162
fax services 41
impact of changes on callers 15
importing 162
integrating 42
keys for responses, assigning 109
keys, describing 109
languages 41
naming 46
planning 42
purpose 41, 42
putting into service 178
questions 42
restoring 190
reusing 42
rotary dial callers 41
routing callers 179
sample, for a sales company 222
sample, for education 208, 210, 212
sample, for medicine 216, 218
saving 175
storing on server 175
telephone numbers for 41
testing 187
text notes 97
archives
about 190
restoring applications 190
types 190
assigning keys for responses 109

Application Builder Guide

225



Index

Standard 1.0

audience considerations 41

B

basic blocks
example 58
purpose 58
benefits of Application Builder 14
blocks
basic blocks 58
imported application 56, 58
importing 58
output 56
pink border 56
system blocks 58

C

callback, for fax delivery 134, 182
caller’s choice delivery 134
calers
routing to services 179
to application 41
using rotary dial 41
CallPilot server
unavailable after time-out period expires
200
change the default appearance of text notes
in an application window 98
channels
for applications 42
closing applications 176
comparing saved applications to completed
applications 175
complete application 178
compared to saved application 175
configuring
fax cover page used 185
fax delivery 183
Service Directory Number (SDN) Table
181
session profiles 180

transmission order for fax cover page 185
confirmation prompts

definition 132
customized prompts

definition 108

D

del eting text notes from applications 98
document transmission 155
documentation

feedback 27

for applications 97

related information products 22

E

editing text notes in an application window
98
error messages 200
exporting applications 162
extension numbers
fixed-length, purpose 90

F

Fax Item Maintenance
application spoken name 49
document transmission 155
spoken name for applications 49
fax items
confirmation prompt definition 132
custom cover page 182
definition 132
fax delivery method 182
maximum length 182
maximum number 181
migrated formats 137
migrating from Meridian Mail Voice
Services 113, 136, 137
session profile and 133, 181

226

CallPilot



May 2003

Index

sponsor fax items 182
transmission errors 182

fax verification number 152

faxes
callback delivery 134
caler's choice delivery 134
configuring callback delivery 183
configuring custom cover page 185
configuring for caller’s choice delivery

method 183
configuring same-call delivery 183
configuring transmission order for fax
cover page 185

delivery types 133
fax verification number 152
maximum per call 133
same-call delivery 133

feedback for documentation 27

font in text note, changing 98

format
migrated announcements 114
migrated fax 137
migrated menus 114
migrated voice 114

G

getting started
overview 14

imported application blocks
example 56
purpose 58
importing
application blocks 58
sound files 121
WAV files 121
importing applications 162
infinite loop 68
installation and configuration guides 23

interface
overview 19

K

keys
for responses 109
on telephone pad 109

limits
on number of faxes per call 133
log files 194

M

menus
creating 17
migrating from Meridian Mail Voice
Services 113, 136
Meridian Mail Voice Services
compared to Application Builder 17
interface 17
migrating announcements 113, 136
migrating fax items 113, 136, 137
migrating menus 113, 136
migrating voice items 115
migrated announcements
format 114
from Meridian Mail Voice Services 113,
136
migrated fax
applications using 137
format 137
migrated fax items
from Meridian Mail Voice Services 113,
136, 137
migrated menus
format 114
from Meridian Mail Voice Services 113,

Application Builder Guide

227



Index

Standard 1.0

136
migrated voice
applications using 115
formats 114
recognizing 114
migrated voice items
from Meridian Mail Voice Services 115
migrating
voice items from Meridian Mail Voice
Services 115
migration guides 22

N

networking guides 24
Nortel Networks Partner Information Center
(PIC) 22

O

online guides 26
online Help, accessing 26
outputs

blocks 56

P

Partner Information Center (PIC) 22
pink border, blocks 56
planning
application 42
planning guides 22

R

recovering

from server crash 196
resizing atext note 98
responses, keysfor 109
restarting Application Builder

after server crash 196
restoring
after server crash 197, 198
applications 190
restoring applications 60
restriction/permission list 91
reusing applications
exporting 162
importing 162
rotary dial callers 41
routing callers 179

S

same-call delivery 133, 182
sample applications
for a sales company 222
for education 208, 210, 212
for medicine 216, 218
server
storing applications 175
server crash
restarting Application Builder 196
Service Directory Number (SDN) Table
configuring applicationsin 41
configuring session profiles 180
configuring transmission order for fax
cover page 185
defining fax itemsin 181
selecting a custom cover page 185
services controlled 181
session profile
configuring 180
effect on fax items 133
examples 180
fax itemsand 181
multiple 180
purpose 181
setting maximum number of faxes per
call 133
sound files
importing 121
spoken name 49

228

CallPilot



May 2003

Index

starting
applications 178
starting Application Builder
troubleshooting 196
system blocks
purpose 58
system prompts
available prompts 106
definition 106

T

technical support 27
telephone numbers
for applications 41
telephone pad
key names 109
keys for responses 109
testing applications 187
text notes
change the default appearance 98
changing the appearance of 98
deleting 98
editing 98
moving 98
resizing 98
using 97
transmission errors, for fax items 182
transmitting fax 155
troubleshooting
after required service crash 196
after server crash 197, 198
Application Builder does not run 196
log files 194
reference documentation 25
starting Application Builder 196
technical support 27

U

Unavailable block 60
user guides 25

users
for application 41

V

Voice Item Maintenance
application spoken name 49
spoken name for applications 49
voice items
definition 108
migrated formats 114
migrated, recognizing 114
migrating from Meridian Mail Voice
Services 115
voice recordings
customized prompts 108
system prompts 106
types 106
voiceitems 108
Voice Services
compared to Application Builder 17

W

WAV files
importing 121
windows
building an application 19

Application Builder Guide

229



Index Standard 1.0

230 CallPilot






CallPilot
Application Builder Guide

Copyright © 2003 Nortel Networks, All Rights Reserved

Information is subject to change without notice. Nortel Networks
reserves the right to make changes in design or components as
progress in engineering and manufacturing may warrant.

The process of transmitting data and call messaging between the
Meridian 1 and CallPilot is proprietary to Nortel Networks. Any other
use of the data and the transmission process is a violation of the user
license unless specifically authorized in writing by Nortel Networks
prior to such use. Violations of the license by alternative usage of any
portion of this process or the related hardware constitutes grounds for
an immediate termination of the license and Nortel Networks reserves
the right to seek all allowable remedies for such breach.

Publication number: 555-7101-325
Product release: 2.02
Document release: Standard 1.0
Date: May 2003

NCORTEL
NETWORKS



	Introduction to Application Builder
	What is Application Builder?
	How Application Builder works
	A comparison of Application Builder and Meridian Mail Voice Services
	About this guide
	What’s new in Release 2.02
	Related information products

	Getting started with Application Builder
	Installing Application Builder
	Starting Application Builder

	Creating an application
	Section A: About application development
	What is an application?
	Overview of developing applications
	Planning for applications

	Section B: Lesson - Creating applications
	Automated attendant application
	Creating an application
	Creating a spoken name for an application
	Next steps


	Designing the call flow
	Section A: Blocks and connections
	Defining call functions with blocks
	Types of blocks
	Connecting blocks
	Block interactions
	Guidelines for designing the call flow

	Section B: Lesson - Designing the call flow
	Overview
	Adding a Day Control block
	Adding Time Control blocks
	Adding Announcement blocks
	Adding a Menu block
	Adding the Thru-Dial blocks
	Adding the Call Transfer blocks
	Documenting and printing your application
	Next steps


	Working with voice items
	Section A: About voice items
	Overview of voice recordings
	Types of voice recordings
	Guidelines for voice recordings
	Guidelines for creating recordings
	How to use voice items created for Meridian Mail Voice Services

	Section B: Lesson - Managing voice items
	Recording a voice item
	Importing a voice item
	Working with voice items
	Next steps


	Working with fax items
	Section A: About fax items
	What are fax items?
	Fax block interactions
	Using faxes created for Meridian Mail Voice Services

	Section B: Lesson - Creating a fax application
	The fax-on-demand application
	Creating the fax files
	Creating the fax-on-demand application
	Adding Fax Select blocks
	Adding a Fax Send block
	Working with fax items
	Next steps


	Integrating applications
	Section A: About integrating applications
	Sharing call functions

	Section B: Lesson - Integrating applications
	Exporting an application
	Importing an application
	Next steps


	Saving applications
	Ensuring that an application is complete
	How Application Builder stores files
	Saving and closing applications

	Putting applications into service
	How applications become services
	Setting up the session profile for applications
	Using a cover page for fax services
	Testing applications

	Archiving and restoring applications
	How to archive and restore applications

	Troubleshooting
	Diagnosing problems
	Application Builder cannot run
	Client or server crashes
	Calls not answered or system unusually slow
	Error messages appear when opening or closing applications
	Troubleshooting application development problems

	Sample applications
	Section A: Applications for educational institutions
	The University of City main menu
	The University of City English menu
	The Faculty of Arts application
	The Religious Studies department menu

	Section B: Applications for a hospital
	The Mount Sinai Hospital main menu
	The Mount Sinai Hospital menu for nurses

	Section C: Application for a sales company
	The ABC Company main menu


	Index

