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@ PLANET IVR

AcTivAaTING IP POWER

e Short for Interactive Voice Response.

e IVR does not require human interaction over the
telephone as the user's interaction with the
database is predetermined by what the I'VR system
will allow the user access to.

e IVR function could support up to 3 layers.

www.planet.com.tw



@ PLANET IVR (Cont.)

AcTivAaTING IP POWER

e Allowed Keys:
= 0,1,2,3,4,5,6,7,8,9,*,#,ext

v “ext” is used for defining a reachable usergroup.
e Allowed Actions:

= hang up, playback, call to, goto top, next layer, set
language, return.

e Select Feature -> IVR to configure Worktime
features.

www.planet.com.tw ‘



@ PLANET IVR Management

AcTIVATING IP POWER

- IVR MANAGEMENT

VR Management MR Prompts Management IVR Parameters _
Al VR Meny

Infa:

DEL e e o el
P —/Users need to D

ule Key (0~
| R ST s plan how to use
keypads to

Node ~ DEL
& 0
o control IVR
system.

- Child Rule

4

f Prompt
| | g
[ e,
Language
Extension
Whorkfime Grous)| Selup s msnnn s

[ Active WorkTime Group

In HourlActions | FlayBack  +

Prompt | v|
: Extension | |
. Waorktime
Off HourlActions | PlavBack v |
Frompt | v|
Extension | |

www.planet.comtw ————————————
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@ PLANET IVR Management (Cont.)

AcTIVATING IP POWER

2 VR MANAGEMENT

IVR Management VR Prompts Management VR Parameters

All IVR Menu =

Infa:

©Rule Action Setup

Key|" ¥ ;
Action sl _ \
Action:
Key: : Hang up
0.1,2.3,4,56 (| cwnet’ Play back
sy Loy Oy Ty My g Action b y
7.8.9 & .ex ] Call to
Goto top
Next layer
Set language

@eturn /

www.planet.com.tw



@ PLANET IVR Prompts Management

AcTIVATING IP POWER

R Management VR Prompts Managemenit R Parame! Users can delete their CUStOﬂ

) O prompt files with a language
ALL Files W -
. selected.

Language

nized
type

_PUT FILE

Upload

Users can upload their customized
prompt files with a language type
selected.

o)

< The customized prompt file must be 8000Hz,
16bit Windows PCM .wav file.

_/
www.planet.com.tw



- VR MANAGEMENT

Add a New IVR

AcTIVATING IP POWER

1. Enter a nam

Infao:

ey J CLeAR |

VR Prompts Management

IVR Parameters for thIS IVR

e

AllIVR Menu

DEL -~ Rule Action Setup

i Action M

(3. Click ADD.]

. Node DEL

E 0 s

'~ childRule <% [ app |
g Action M

______________________________________________________

Frompt

| Flease enter a new extension followed by the # key

v

g;tign Group US_DEF v
Language English ""—|

2. Select a default
prompt file.

-----

Status:

www.planet.com.tw




@ PLANET Add a New IVR (Cont.)

AcTIVATING IP POWER

2 VR MANAGEMENT

VR Management VR Prompts Management VR Parameters

All IVR Menu =

Infia:

APPLY CLEAR DEL Rule Action Setup

Microzoft Internet Explorer

9 Want to specify o Worktime sethng for this [VE?
\:‘) It can only be added when creating a new [VE.
Click "Cancel" to skip Working setting.

| oK ] Cancel |
P

Frompt
|Pleasemteranewea{temi¢)nfoﬂowaibyﬂaﬂ#key v|

Group UGDEF v

Language | Enelish V—| ﬂ
4. A pop up a window shows to ask whether to specify a
worktime to this IVR or not. In this case, we press “CANCEL”

St

www.planet.com.tw



@ PLANET

Add a New IVR (Cont.)

VR Management

Info:
Frompt*fagent-newlocation.gsm

Cappy I otear J e |
==

FAN

VR Prompts Management

5. A folder is created
nere.

— .

VR Parameters

All VR Menu

Rule Action Setup

KE]"I:I W

Rul o0
Action

Node DEL

Child Rule Key|©

st | EEIIE

AcTIVATING IP POWER

2 VR MANAGEMENT

ae |

wrong, an error e

www.planet.com.tw

will be shown here, nd you may look up
Status: Setup QK ! Eeturn Cm:le:[l' S e e
| L ICT I-\[J[JC 1Ul Ul IJLCI 11 l.II
administration guide to get the exact
@ning of the code.

4




@, PLANET Add a New Node of 1VR

AcTIVATING IP POWER

6. Select a ke
say “ext”.

Y

Info:
APPLY CLEAR DEL © Rule Action Setup 7~~~
| test VR Mame

Key EHt W

 Rule

i 4 [_ADD _

Node DEL ; E j
Child Rule Keylﬁ' m 8 CIICk: ADD

Action V|

---------------------------------------------------------------------

I <
- Adion g0 TUG DEF v < 7. Select a user
i Fnghih (4 ted

Language gmup HQQO(“iE
Status ¢ W|th “eXt”, Sa)
JGUG DEF’.

T

www.planet.com.tw



l,f,\ test
.. | ext:UG_DEF

Add a New Node of 1VR (Cont.)

AcTIVATING IP POWER

11. Cl|ck APPLY to save
the settings.

10. You can find all the
created nodes here.

Rule Action Setup

Fule

AITTVER enu

I Mode

Child Rule

9. The node created here. S trunk
associated with this IVR (test) can reach any extension

belongs to the specified usergroup (UG_DEF) within this

St

www.planet.com.tw

layer of IVR. .




@ PLANET

5. There will pop up a window after

clicking ADD, then user should decide
whether to specify a worktime to this
layer of IVR or not. In this case, we
_press “CANCEL".

APPLY Rule Action Setup
) test VR Mame

""" || ext:UG_DEF Key 1 BB

Rule
Action | NextLayer v

Microzoft Intermet Explorer

9P Want to specify a Worktime sthng for this [VE?
- It can only be added, when creating a new IVE. Action "

‘-uu-

Click "Cancel" to skip Working sething.

i oK J| Cancel |

Frompt

Language English

Flease enter 3 new extension followed by the # key w

Add a Sub-layer of IVR

AcTIVATING IP POWER

1. Select a Key, say “1". !

. Click ADD. j

Node || entUS DEF (v 2. Give an Action to
Child Rule & 0 o ‘1", say “Next Layer”.

o

Status :

3. Select a Prompt as

www.planet.com.tw

the greeting for next

&yer.




@ PLANET

Add a Child Rule for Sub-layer

AcTIVATING IP POWER

:: VR MANAGEMENT

Infi:

R Management

Frompt*lagent-new

VR Prompts Management VR Parameters

6. A node created
here.

7. Select a Node fo
giving Child Rules,
say “1:Next Layer”.

Rule Action Setup

IVR Name |:|
) test Iﬁ
=] L:MextLayer I Rule Key
R o . 10. Click ADD. |
Key 9w —
Action | Hangup
8. Select a Key to this .
) rompt _
layer, say "9". | 9. Give an Action to “9”,
N group| UGDEF v . i
ata Language Eng]lS]'l V| Say Hangup :

Status :

www.planet.com.tw



@ PLANET

www.planet.com.tw

Add a Child Rule for Sub-layer (Cont.)

AcTIVATING IP POWER

o VR MANAGEMENT

VR Management VR Prompts Management VR Parameters

node “1:Next Layer’ becomes a
folder.

Info:
Frompt*/agent-newlo

11. Then you will see the original

CappLy N CLEAR |
I test

ﬁ 1:Next Layer
" ext:UG_DEF

Mode |1:Nea{tLaj,re:r v|

a
Child Rute ¢

12. Click symbol “+” to see rompt
the Child Rules of this layer. v|
L Group 15 DEF
Hata Language English "’| j
Status -




@ PLANET  Add a Child Rule for Sub-layer (Cont.)

ACTIVATING IP POWER
- IVR MANAGEMENT
IVR Management = IVR Prompts Management | IVR Parameters
AllIVR Menu v =
Infa:
Prompt*/agent-newlocation.gsm -~ Rlle ACHiOn Sefly ~~~~""""""""""SSSoSoneseeeeoooooooooooooooooooo
APPLY CLEAR DEL '
[ appLy Ji CLEAR J§ DEL BRIV " aDD
) test ' 1
1 -
SoEm CRue K@ a0
: Action b
~ Node I:Net Layer | v DEL
. Key 9w —
~ Child Rule [ ADD |
: Action e
10 Ol CTIoic] 7 110 P
close this folder. Prompt ;
€ v i
Adion oy | UGDEF v
Language English ﬂ
Status :

www.planet.com.tw




@ PLANET Example 1- Call To

AcTIVATING IP POWER

VR Parameters

IVR Management R Prompts Management

1. Select a Key, sa
“011.

Info:
Extension: 104 Rule Action Setup

APPLY W CLEAR VR Name I:I
) test
:Call To Rule

JH—) L:Next Layer Action

. ._-l 9:Hangup Mode I Mext Laver s

-] ext:UG_DEF
=l Key 0w

Child Rule
Action "’|

4. Click ADD.

2. Click an Action to
“0”, say “Call To”.

5. A new node “O:CaII\ -
To” created here. | -
Anyone within this e Gmup|UG_DEF_ v

Language  English V|

layer could press “0”

ension 1 S
to call to 166. — e -
K / 3. Specify an extension

number to this “Call To”,
say “104”.

www.planet.com.tw



@ PLANET Example 2- Goto Top

2 VR MANAGEMENT

AcTIVATING IP POWER

1. Select a Node for
adding Child Rules,
say “1:Next Layer”.

R Management MR Prompts Management VR Parameters

Info:
Nothing Rule Action Setup
_APPLY 8 CLEAR W DEL IVR Name I:I
O st s 2. Select a Key, say
----- ] 0:cCall To Rule &Y

l‘2"

-7 L:Next Layer Action / b .
I ] 2:Goto Top | MNode |1:Ne1{tlaffer V/é\
-] 9:Hangup

R
Child Rule  ADD |
Action| Gt Top v

mk ADD.
5. A new node “2:Goto \ Prompt \ j

Top” creat_ed_ her_e. Lmup I . | . ||
Anyone within this layer Language Bk v | 3. Give an Action to
could press “2” to go Exonsion| | “2", say “Goto Top”.
back to the root menu of

saug - the IVR.
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@ PLANET Example 3-SetLanguage

AcTIVATING IP POWER

- IVR MANAGEMENT
1. Select a Key, say “3".

IVR Management  IVR PmL

2. Give an Action to

Infa:

Language:en Rule Action Setup “3”, Say

e VRName |/ | [EL0N “SetLanguage”.
L._—jtest — -

-] 0:Call To Rule Key "~ ADD |

E|_} 1:Mext Layer Action | ~Etlanguage v

| ,_'I 2:Goto Top Mode |1:Nea{t Lawer v| DEL

'| S:Hangup

1w
I'—-I 3:5Eﬂ_anguagel Child Rule Key m
i i e

._-| ext:UG_DEF Action

4. Click ADD. |
Frompt
B [ | V|
o aroup| USDEF v
5. A new node Language | English
“3:SetLanguage” created here. Extension|
Anyone within this layer could

3. Select a language

press “3” to change all the type, say “English”.

@mpts to English. i

www.planet.com.tw




@ PLANET IVR with Enabling Worktime

" Retmorking & Commumnizaiion

- 2. Select a predefined AcTIVATING IP POWER
= IVR MANAGEMEN GTOUp, say “100"

VR Management

3. Select an Action for In
Hour, say “No Action”, then
any incoming call will hear

IVR B

| 1. Check this item pata ,
Extension
worktime. /
Worktime Group Setup
I ActiveWnrkTimelGrnup 100~

Action the greeting set in the root

e level of IVR and follow the

defined rules during

4. Select an Action for Off e b !,
Hour, say “PlayBaCk” E}r{?emnznn

Worlktime

Off HourlAdtions | PEyBack v |
Prompt | *m-goodbyesm |

Extension
-

5. Select an Prompt for Off Hour, w

then any incoming call will hear
“good bye” during Off Hour.

www.planet.com.tw




@ PLANET Prompt mapping table

AcTIVATING IP POWER

e */agnet-newlocation.gms

= Please enter a new extension followed by the # key
e */auth-thankyou.gsm

= Thank you
e */invalid.gsm

= That is not a valid conference number, please try again
e */transfer.gsm

= Transfer
e */ss-busy.gsm

= System is busy at this moment, please try again later
e */ss-noservice.gsm

= The number you have dial is not in service, please check...
e */vm-goodbye.gsm

= Goodbye
e */vm-sorry.gsm

= | am sorry, | do not understand your response

www.planet.com.tw
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ACTIVATING IP POWER
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