SBX Tutorial: Auto Attendant

This guide is to aid in your understanding of how to set up a simple Auto
Attendant application on your SBX unit using XMUCOM+ administration
software. Full instructional manuals can be found on the CD included in your
shipment. The following is a step by step guide to creating an Auto-Attendant
configuration using XMUCOM+ software, then transferring that configuration
to the SBX unit. In this guide we give you an example Auto Attendant as a
teaching aid. It can be easily modified and adapted to be a fully functional Auto
Attendant for your place of work.

Suggested message script for this Auto-Attendant example:-

Msgl - “Thank you for calling ABC company. If you know your party’s extension, you
may enter it at any time. For office hours and directions, press 1. For residential sales,
press 2. For commercial sales, press 3. For the operator, press 0.

Msg2 - “Thank you for calling ABC company, our office is now closed. If you know your
party’s extension, you may enter it at any time. For office hours and location, press 1. For
residential sales, press 2. For commercial sales, press 3.

Msg3 - Thank you for calling ABC company, in observance of the holiday our office is
currently closed. If you know your party’s extension, you may enter it at any time. For
office hours and location, press 1. For residential sales, press 2. For commercial sales,
press 3.

Msg4 - Our normal office hours are 8 am to 5 pm Monday to Friday. We're located at 123
Main Street, Newtown.

Msg5 - 'm sorry, that is an invalid selection.

Msg6 - Once again, thank you for calling ABC company. Have a great day!
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Create an Auto Attendant Application

First double click the XMUCOM+ icon on your desktop or select XMUCOM+ from your
Windows Start menu. Then click

¢ File, New, SBX Configuration.

E¥ Config Builder

Config Builder: Partition 1

I CMD | LIST | DATE | TIME | ¥FER  STYLE | DTMF | AUTO | ¥OX | MOH | PAAS | TABLE | NIS | DBM | DIR I Qu\ckNode‘

Partition | Yiew | Edit Integrity Check | Find Nodeis) Call Flaw Yiew MS6 Directory | Refresh | Partition | 1
# | Skakus ] Node ‘ Label | |

View node details in this
pane.

other pane,
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click to edit

This window is divided into two large panes and a tool bar. The tool bar across the top has
a number of buttons (MSG, CMD, LIST etc.) which are referred to as ‘nodes.” These nodes
are used in various combinations to create a ‘configuration.’ The configuration is sent to
the SBX along with audio files (.wav files) and is the program that instructs the SBX how to
handle calls and what the call flow will be.

To create a node for the configuration you simply click on the relevant button in the tool
bar and the node will appear in the left hand pane. The details of that node will appear in
the right hand pane. When you have multiple nodes in the left hand pane, you can click on
any one to view its details in the right hand pane, or double click on one to edit those
details.

First we will create and label the messages used by the Auto-Attendant application. Click
the MSG button in the tool bar of the Config Builder window six (6) times to create six
Message nodes. Double click on MSG node one (1) in the left hand pane to open the MSG
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Node Editor window and edit the attributes of that message. Use the scroll buttons at the
top of the MSG node editor window to edit MSG node two, three, etc.

*

* 6 ¢ ¢ o

Msg 1 - Main menu main greeting
Msg 2 - Main menu night greeting
Msg 3 - Main menu holiday greeting
Msg 4 - Hours and directions

Msg 5 - Invalid

Msg 6 - Goodbye

Edit and label Msg Nodes

Next we’ll ‘map’ the message nodes to the audio files which should be stored on your hard
drive or network. To do this simply click on the box to the right of the “File Name” field in
the MSG Node Editor window, then browse to where the audio file for that message is
stored. Select the .wav file and click ‘open’

E§MSG Node Editor

L e o Note: If you do not have the audio

files on your computer, you can
record the messages directly
onto the SBX via the remote
F.fat; T ‘ (?:'\:;m R ‘ telephone access port or using

Message Manager. You can
also use the handset & front
panel.

Label: |Main TmenU main greeting

Max_Length{sec): ID

v Backup to Flash Memary

Access Code! |

File Hame: [Patron1 wiav ]

Directory: I

Cornment: |

oK I Cancel | Apply |
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Once you have edited the MSG nodes, your Config Builder window should look like this.

ES Config Builder

Config Builder: Partition 1

M3G | CMD | LIST | DATE | TIME | “FER STYLE DTMF | AUTO | WOX | MOH | PAAS | TABLE | NMIS DEN DIR. ‘ Quick Mode |
Partition | View | Edit Inteqrity Check | Find Nodeis) Call Flows Yigw M3G Directory | Refresh | IPartition 1
# | status | Node | Label | |petail: MmsG1
1 M5G 1 Main menu main greeking
2 M58 2 Main manu night areeting LABEL: Main menu main greeking
3 M5G 3 Mina menu haliday greeting =
4 M3G 4 Hours and directions Mo ENGTteas) g
5 M3GS Irrvalid selection S ol
3 M5G 6 Goodbye DTMF: IGNORE
Backup to Flash Memary: | YES
ACCESS CODE:
FILE NAME; PO1MOOT way
DIRECTORY:
COMMENT:

Create a Table Node

In order to filter out holiday dates from normal working days in our Auto-Attendant, we
need to create a Table node. This node holds all the relevant dates in one place and tells the
SBX what to do if it receives a call on one of those dates. Here we show two holidays, but you
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can add as many holidays as you require to this node. Click the TABLE button in the
Config Builder window and edit the following Table node.

F¥ TAELE Mode Editor ]

|‘|‘ITABLE1 v“ 1afl >|>||

Note:

Label: — [Soliday Fileer

IDate LI

CMD -1 -

Continue: INOOP - I

Mode:

Invvalid:

The labels shown in the
example sheen shots in this
guide will not appear on your
screen until after the
configuration has been
completed and saved.

Patbern: |

| Actions

Range

| Command{MNode

| Label

Janl-Jani
Dec 25 - Dec 25

AUTO &
AUTO S

Holiday Menu
Holiday Menu

add | msert | Remove | Edit | Up
Guick Assign I Dowin
[o] 4 I Cancel | Lol |

Create a Command Node

The Command node tells the SBX what actions to take when certain conditions are true. In
this application the Command node is used in conjunction with a DATE and a TIME
node. In the next screen shots we see that if it is between Monday to Friday, 8am to 5pm
then the SBX will give the callers “day menu” options (AUTO 6), if it isn’t between these
times/dates, the SBX will give the callers “night menu” options (AUTO 7). Click on the
CMD button in the Config Builder window and create the following Command node.

Note:

When you reference a node that hasn't been created yet, XMUCOM+ will offer to

create it for you. You can accept this option and edit the node later, or decline and
create it manually when you are ready.
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F& CMD Node Editor

|<|<Ic|v||31 vI 1of1 >|»||

Label:  [Spen Hours

—hctions
Crder | Command/Mode | Label |
1 DATE 1 Monday - Friday
2 AUTO 7 Might Manu
add | Insert | Remove |  Edit | Lp |
CQuick Assign | Do |

Ok I Cancel | Fh e o |

Create Date and Time nodes

The SBX needs to know how to handle calls at certain dates and times. To do this we will
create the following nodes. Click on the DATE and the TIME buttons on the config Builder
and edit to create the following.

1§ ‘lDATEl v|[ 10fL  » | M ¥ AITIME] x| toft  w|H
Label:  [Wanday - Friday Label; — [5:004M - 5:008M
 Day ~ pats e [
: i v:|uu ¥ ||7 #lifo =
1 Start - Stop | |
Manday ﬂ lFrlday _'J
[ Actions
1 TIME 1 £:004M - 5:00°M
2 AUTO 7 Néght Meru
fdd | Ineet | Remove | Edt | | Up
: Quick Assign Down
fdd | Inset | Remove | Edt |  Up | |
Quick Assign Diown

| J ok I Cancel | Ay |
0K I Cancel | el |
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Create Auto Nodes

In this application we require three AUTO nodes. One to handle calls received on normal
working days, one to handle calls received out of office hours and one to handle calls
received during the holidays. Here we’ll call them AUTO 6, AUTO 7 and AUTO 8
respectively.

Note: Tochange the number of a node, e.g. to change AUTO 1 to AUTO 6, simply right-click
on the node and select ‘rename.

Click the AUTO button in the Config Builder window and create the following AUTO
nodes. (Or double click and edit AUTO 6 if XMUCOM-+ already created it for you. Use the
scroll buttons at the top of the editor window to edit AUTO 7 and 8.

ES AUTO Node Editor
RN o - R IEEE I Label: [pay menu
- Prompts Exceptions
Order [ commandjtiode [ Label | [ commandjtiode [ Label |
1 MS6 1 Main menu main ... Timeout  MOOP
Irwealid M5G S Inwalid selection
abort XFER 2 Operator
) AUTO B Day menu
add | Insert | Remove | Edit | up | y o s
__ Quckfssan | _Bown_|
e Edit Default
Entr [ commandjrods | Label [
1000-1999 HFER 1 AUTO Humber of Digits: + @
a-0 AFER 2 Operatar
Terminating Digit: Mo ¥
1-1 MSG 4 Hours and directi... 2
2z ¥FER 3 Residential Sales Retry Limit: [ =]
3-3 HFER 4 Commercial Salss
Selection Time Quk(sec): 4 -
fdd | Insert | Remove | Edit | up | Digit Time QUk(seci: : =
__ Quckpssan | _Bown_|
o | cancel | Il
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ES AUTO Mode Editor
Jevror = | Zof 3 | m Label: Jriight menu
- Prompts Exceptions
Order [ command/Node | Label [ [ commandiiods | Label [
1 MSG 2 Main menu night: ... Timeout  MOOP
Invald | MSG5 Invalid selsction
Abort MSG 6 Goodbye
g AUTO 7 Hight menu
add | Insert | Remove | Edit | | = o 2
Quick Assign _ Down |
P Edit | _Defauk
Entr [ command/Mode | Label [
1000-159% “FER 1 AUTO HEee s 4+
1-1 MSG 4 Hours and directi... E— o
22 HFER 3 Residential Sales
33 HFER 4 Commercial Sales Retry Limit: 1 =
Selection Time Out{sec): FRE
Add | Insert | Remove | Edit | up | Digit Time Out(sscy: 2 =
Quick Assign | Down
oK | Cancel | Aty
ESAUTO Mode Editor
W« fautos = | 30of 3 v n Label: JHoliday menu
- Prompts Exceptions
Order [ commanditads | Labedl | [ commandiiode | Label [
1 MSG 3 Main menu holida. . Timeout  NOOP
nvalid  |MsGs Invalid selection
abort MSG 6 Goodbye
* AUTO 8 Holiday menu
Add | Insert | memowe | Edit | up | = - i/
Quick Assign _ Down |
A Edit Diefault
Enitr’ [ Commanditiode [ Label [
1000-1593 WFER L AUTO HulEr e [ =
1-1 MSG 4 H d directi...
Sl e Terminating Digit: e =1
2 ¥FER 3 Residertial Sales
33 XFER 4 Commerdal Sales Retry Limit: =
Selection Time Out(sec): [+ =]
Add | Insert | memove | Edit | up | Digit Time Out{sec: |2 vl
Quick Assign | _ Down_|

o]

Cancel |

Apply

Create XFER nodes

For the SBX to transfer calls to different extensions, it requires some information. The
XFER nodes hold the number to transfer to, e.g. Operator - 100, and the XFER-STYLE
node tells the SBX how to transfer calls on your telephone system, e.g. Hookflash 500Ms.
An Auto-Attendant configuration will contain multiple XFER nodes, but usually only one

XFER-STYLE node. Here we are going to create four XFER nodes
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XFER 1 - AUTO (this means the SBX will transfer to the extension entered by
the caller.

¢ XFER2 - Operator

XFER 3 - Transfer to ACD group
XFER 4 - Transfer off site

Click on the XFER button in the Config Builder window to create the following XFER
nodes (or double click to edit if it exists already.) The field labeled “Dial” should read
“AUTO” in Xfer 1, and you will need to change the telephone numbers or extensions in

XFERs 2,3 and 4. For example XFER 2 is to transfer to the operator, on your telephone
system this number may be 100.

T T — T T [T < [ T |
Label: WB_ Labeli [operator Label IW Label ,W
Diak:  JauT0

D o

bl fran Dizl: |5, 180030467

Exceptions 1 Exceptions Exceptions ~Encepti

Command/hlode Label Corrand/hiode Label CommandNade Label Conmand]Modc Labal
Hald NOGP Hold NOOP Hod EOR Hod NP
MOH NOOP MOH NOOP MaH NOOF MCH NOOP
Busy | MG 1 Busy | M3G 1 Buey L M54 1 Mttt i e Busy 1 M55 1 Main nanu man .
Busy 2 M3G 1 Busy 2 Mi6 1 My 7 16 1 IR AR e .. Fikey 7 MG 1 Msin nEni mar .
No fnser | M5G 1 Vo fnswer  MSG 1 Mo frewer | MG 1 Min menu i 1o NDANEWEr MG L M3 MENU A ..
Answer 56 1 Ansvier M55 1 Answc: M6 1 Min men i .. e M3 L i I 0

Cace A Cancel PRV Cancel Al Cancsl Ty

Create an XFER-STYLE Node

Click on the STYLE button to create an XFER-STYLE node (unless XMUCOM-+ has

already created it for you.) Double click on the node to open the editor window and ensure
the parameters match the following.

Note: The default Hook-Flash time is 500Ms. If your phone system uses Time Break Recall

to transfer calls (Europe, Australia, etc.) you will need to change this setting to 100Ms
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& STYLE Mode Editor B3
I A fISTYLE 1 vI 1aof 1 >|>|I

Label: IBIind Transfer

Supervised
{= BLIND i PARTIAL T FULL
¢ DIALCOMTINUE - EMHANCED

Hook Flash {msech: S00 -

Transfer: ||
Disconnect: I

Threshold:

Retrieve: I—
Busy Retry (sec: lﬁ
MU Reetries: Iﬁ
Ring Limit: I—;'
Busy On (msec): lﬁ
Busy OFF (msec): Iﬁ
Ring On fmsec): I—;'
Ring OFF {msec): Iﬁ

(a4 I Zancel | A |

Card Configuration

Now that we have created the call flow, we need to tell the SBX which of its lines to run this
configuration on. Here we are going to use Lines 1 through 8. At the top of your
XMUCOMH+ screen, click on Configuration, XMU+ Card/SBX Line Configuration. The
following window will open.

K3 SBX Line Configuration E]

SBX Line Configuration

z Partition 1 MSG 2 High R=1 Disabled Disabled Use Countr... Disabled
3 Partition 1 M5G 3 High R=1 Disabled Disabled Use Countr...  Disabled
% Partition 1 MSG 4 High R=1 Disabled Disabled Use Countr... Disabled
S Partition 1 MSG 5 High R=1 Disabled Disabled Use Countr... Disabled
6 Partition 1 MSG 6 High R=1 Disabled Disabled Use Countr...  Disabled
7 Partition 1 MsG 7 High R=1 Disabled Disabled Uss Courtr...  Disabled
[ Hybrid Partition 1 MSG & High R=1 Disabled Disabled Use Countr... Disabled
s MOH Partition 1 MOH 1 6(-15... MOH A MiA HiA S

11 MoH Partition 1 MOH 2 6(-15... MOH A MiA HiA S

Defaulk values

2 Hybrid Lines 2 MOH Lines -
oK Cancel = Restore Default
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Next configure this window as shown in the screen-shot below. Simply click on the
Starting Node of each line and change it to TABLE 1. Now click OK.

E3i SBX Line Configuration

Starting Nadz

=

HIS Option

g Hybrid Partition 1 TABLE 1 Disabled Disabled Use Countr. isable
3 Hybrid Partition 1 TABLE 1 High R=1 Disabled Disabled Use Countr...  Disabled
4 Hybrid Partition 1 TABLE 1 High R=1 Disabled Disabled Use Countr...  Dissbled
5 Hybrid Partition 1 TABLE 1 High R=1 Disabled Disabled Use Countr...  Disabled
6 Hybrid Partition 1 TAELE 1 High R=1 Disabled Disabled Use Countr...  Disabled
Z Hybrid Partition 1 TAELE 1 High R=1 Disabled Disabled Use Countr...  Disabled
8 Hybrid Partition 1 TABLE 1 High R=1 Disabled Disabled Use Countr..,  Disabled
g MOH Partition 1 MOH 1 6(-15.. MOH HiA 13 3 A

11 MOH Partition 1 MoH 2 6(-15.. MOH HjA HjA HjA A

Cancel

EWT Gption

Impedance

Default values

& Hybrid Lines 2 MOH Lines -

Restore Default

Note:
-————

If the Config Builder window should disappear from view, simply click on the
Configuration Builder button near the top of your XMUCOM+ window

We have now created all the nodes and your config builder should look like this.

ES Config Builder

Config Builder: Partition 1

M3G | CMD LIST | DATE | TIME = XFER | STYLE | DTMF | AUTO | YOR MOH | PAAS | TAEBLE MNIS DEBEN DIR ] Quick Nodel
Partition | Yiew Edit Inkegrity Check | Find Mode(s) Zall Flows Yiew M3G Directary ReFresh] Pattition | 1

|petail:  MsG 1
2 e Haivmeny R'gl"ét gresting LABEL: Main menu main greeting
3 M3G 3 Mina menu holiday areeting 7
b M3G 4 Hours and directions B AL ERGTinlsee); 0
5 MSG 5 Invalid selection SEAih: i
P MSG & Goodbye DTMF: IGNORE
7 CMD 1 Open Hours Backup ko Flash Memory: | YES
a TIME 1 §:00AM - 5:00PM ACCESS CODE:
2 DATE 1 Monday - Friday FILE MAME: PO1MODL way
10 X¥FER 1 AUTO DIRECTORY:
11 KFER 2 Operatar 7
12 ®FER 3 Residential Sales LB
13 ®FER 4 Commercisl Sales
14 STVLE 1 Blind Transfer
15 AUTO B Dy menuy
16 ALUTO 7 Might menu
17 AUTO S Holiday menu
18 * TABLE 1 Holiday Filker

11
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What does the call flow look like?

We have completed the configuration! The following diagram is a graphical representation
of the call flow we have just created. Here we can see how all the nodes inter-relate to each
other to process the calls. The start point, or Starting Node as it is referred to in the SBX
configuration, is TABLE 1 in the top left hand corner. This first checks to see if it is a
holiday. If it is, the call flow is directed to AUTO 8 where the caller will only be presented
with options available during a holiday period. If it isn’t a holiday the call flow is directed
to CMD 1, which checks the date and time. This then directs to caller a specific menu for

either normal office hours, or a different menu for after hours and weekends.

Table 1 CMD 1
— = Holiday Screening | ——Otherwise —
START Jon 1 Loial,
Dec 25™
If yes DOtherwise If yos
Otherwise
ATTO AOTO 7 o s
Holiday Menu Night Menu Day Menu

Murm Digits: 4 Nurn Digits: 4 Num Digits: 4
Terminating Digit: No Temminating Digit: Ne Terminating Digit: No
Retry Limit 1 Retry Limit 1 Retry Limit 1

Salection Timeout: 4 secs.
Digit Timeoul- 2 sacs

Saelection Timeout: 4 secs
Digit Timeout- 2 secs

Prompts: msg 3 Prompts: msg 2
Timeout: NOOP Timeout: NOOP
Invalid: msg 5 Invalid: msg 5
Aboart: msg 6 Abort: msg &
" AUTO B “AUTO7
Action Table Action Table
1000-1888: Dial by extension 1000-1888: Dial by extension
1-1: msg 4 1-1: msg 4
2-2: wfer 3 2-2: xfer 3
3-3: fer 4 33 xfer 4
If press 1 Msg 4 If press 1 Msg 4
Hours and Hours and
Directions Directions
If prass 2 If press 2
Xfer 3 Xfer 3
Residential Residential
ACDGroup ACDGroup
3146 3146
If press 3 If press 3
Hier 4 Xfar 4
Commercial Commercial
ACDGroup ACDGroup
8005234567 8005234567

Selection Timeout: 4 secs
Digit Timeout: 2 secs

Prompts: msg 1
Timeout: NOOP
Invalid: msg 5
Abort: xfer 2
= AUTO 6
Action Table
1000-1999: Dial by extansion
0-0: xfar 2
1-1: msg 4
2-2 xfer 3
3-3 xfer 4
If press 0 Her 2
Transfer to
Operator
If press 1
Msg 4
Hours and
Directions
If press 2
Xfer 3
Residential
ACDGroup
3146
If press 3
Xfer 4
Commercial
ACDGroup

8005234567




SBX Auto Attendant Tutorial
Create an Auto Attendant Application

Send the Configuration to the SBX

All that’s left is to send the configuration and the messages to the SBX. First save the
configuration on your hard drive or network using File, Save as. Now from the menu bar at
the top of your XMUCOM+ screen, click on Communication, Communicate, the
following window will open.

ES Communication =)

Stepl: Operations I Step2: Site(Schedule 1
Send to XMU-+ /SBX Receive from XMU-+/SBX Statistics
Send Configurations Receive Configurations Single Partition
& Herd Eriis Corfiguration  Reseive Entire Configuration ¢ Ressive Statistios
% Tntearty Check  Reset Statistics
¥ Synchrorize © Receive Flesel Staistics

¢ Send Pattiion in Configuration
€ Send Node(s] in Configuration

Send Messages Receive Messages
¢ Send All Messages © Receive Al Messages
€ Send Messagels)in Partition  Receive Messagels) in Partiion

Select Nodes
Available Nodels) Selected Node[s)

R
s |
¢ Aeove |

Close

In the screen shot above you can see we have selected “Send entire Configuration.” Next we
need to tell XMUCOM+ where to send it. Click on the “Step 2: Site/Schedule” tab to show
the following screen.

B8 Communication

Stepl: Operations Step2: Site/Schedule
Select Site
Available Site[s) Selected Site(s)
Site Name | SitelD | Method | Chassis Type SiteMame | SitelD | Method | Chassis Type
John 1 LAN UNKNDWN Head office 114 LAN UNENOWN
Gino 112 Lan UMKMNOWN
Jackie M3 LA UNKNOWN

<< Remave

< > < >

Select Schedule

Option: [inmediate <]

Close Apply
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Next highlight the site you wish to send the configuration to by clicking on it. Then click
the add button. Now click the Apply button and XMUCOM+ will send the configuration
to the selected SBX site. Finally you’ll need to repeat the last two steps, but instead of “Send
Entire Configuration,” you now need to select “Send All Messages.”

Your SBX is now configured as an Auto Attendant and is ready to accept calls.
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