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Preface

This guide explains how to administer auto attendant scheduling and manage schedule overrides.

This guide is written for Mitel-certified administrators and technicians who are familiar with MiCollab
Advanced Messaging (MiCollab AM) procedures and terminology, the MiCollab AM Admin utility, and
how auto attendant scheduling works.

Before implementing any procedures in this guide, ensure that MiCollab AM software is installed and
running successfully.

References

A catalog of technical documentation is included on the MiCollab AM Installation Media. If you are
installing any advanced applications, such as Networking and Fax Server applications, you should refer to
the appropriate technical documentation for application and installation information.

Documentation

The technical documentation is produced in the PDF format and requires the PDF reader to view it. The
MiCollab AM Documentation Library includes the following documents and resources:
e Administration Documentation. Available as a PDF only. Contains the following:

¢ Administration Guides. Available as a PDF only. Contains administrative guides for
administrators about how to manage and configure the messaging system.

¢ Quick Reference Cards (QRC). Contains shortcuts and quick instructions telling subscribers
how to access and use the messaging system.

o User Guides. Available as a PDF only. Contains user guides for subscribers about accessing the
messaging system and checking and sending messages.

e Server Documentation. Available as a PDF only. Contains the following:

o Developer Resources. Contains programming guides and API references for developers for
integrating the server clients and web applications with MiCollab AM.

¢ Installation and Configuration. Available as a PDF only. Contains installation and
configuration guides for server administrators about how to install and configure the
messaging system.

¢ Integration Technical Notes (ITN). Contains a set of guides that describe the integration
methods and instructions for a variety of phone systems to work with MiCollab AM. The ITNs
are generally used by resellers or administrators who are experienced with MiCollab AM and
familiar with the integration procedures and terminology.

e Spare Parts Documentation. Contains a set of guides that describe the instructions for
installing and configuring hardware parts to work with MiCollab AM. These documents are

Preface 5



written for Mitel-certified MiCollab AM technicians who are experienced with MiCollab AM and
familiar with the procedures and terminology.

e Software Release Notice (SRN). This notice introduces the new features, capabilities, and
hardware/software requirements for the corresponding MiCollab AM version.

Documentation Updates

Documentation updates may be available from the following sources:

e Mitel-certified technicians can view or download documents and program files from our partner
web site: www.mitel.com

Help

The primary source of information about MiCollab AM is the online help available within any of its
administrative utilities. You can access Help by clicking the Help button in the dialog box or window in
which you are working.

Document Conventions

The following conventions are used in this document:

e Key Names. Names of keys on the keyboard are shown in a box.
I Example: m

When two keys must be pressed simultaneously, they are joined by a + sign.

I Example: +

e Reference to Document Titles of other documents are shown in italics.

I Example: See the System Installation and Configuration Guide.

e User Interface (Ul) Element Names. Names of Ul elements such as dialog boxes, windows, screens,
menu items, tabs, buttons, and icons are shown in bold.

I Example: On the Startup screen, click the Start icon.

e User Input. Information required to be typed is shown in italics.

I Example: Type the password voicemail.

e Warning, Caution, Important, and Notes. Text for the contents that require attention are shown as
follows:

WARNING A warning paragraph advises you of circumstances that can result in the loss of data,
harm to the MiCollab AM System Server platform, or personal harm.
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CAUTION Failure to follow these recommendations can result in unauthorized access to the
system and consequent loss of data.

IMPORTANT An important paragraph gives decision-making information or informs you of the
order in which tasks need to be completed.

NOTE A note gives additional information, provides an explanation, or indicates an exception to
the information in the preceding text.
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Schedule Mailbox Overview

Auto Attendant Scheduling, via Schedule Mailboxes, is a feature that allows the definition of various auto
attendants that will be applied based on time, day, date and location. Auto Attendant Scheduling will
automatically define different auto attendants under different conditions.

Auto Attendant Scheduling is implemented via Schedule Mailboxes, independent mailboxes that
encapsulate the abilities to perform multiple Auto Attendant Scheduling all in one location.

Inside each Schedule Mailbox is a weekly calendar for defining the default schedule for that mailbox,
automated exceptions to that schedule, such as regularly occurring holidays, and manual overrides for
probable requirements that may not be entirely predictable, such as weather-related closures.

For information on how this feature differs from versions prior to MiCollab Advanced Messaging
(MiCollab AM) 9.3, refer to the Notes on Upgrading the System section of this document.

The following figure illustrates an example of the flow that a call can go through via the use of Schedule
Mailboxes.

Incoming Call

|

Main Schedule Mailbox
(Optional)

@ ' 4 4 DY ~

Schedule Mailbox Schedule Mailbox Schedule Mailbox Schedule Mailbox Schedule Mailbox
for HR for IT for Support for Advertising for Sales

call
Processor

[=1]] call
Processor Processor

call call
Processor Processor

All Handled in MiCollab AM through Schedule Mailboxes
Figure 1. Flow of Call through Schedule Mailbox
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Auto Attendant Scheduling through Schedule Mailbox offers powerful features that can evolve with your
organization’s needs and structure. A sound understanding of the design intent and functionality of the
various aspects of these features will help you to design and implement schedules that will better serve
the needs of your organization.

Before getting started, read some of the advantages of using Schedule Mailbox for your organization's
auto attendant scheduling.

Manage multiple auto attendant scheduling easily

By creating a schedule mailbox for each department or task, which can function differently from each
other, auto attendant scheduling can be managed easily and:

e C(Create a schedule mailbox for each department or by each task to handle calls differently.
e Manage calls differently depending on locations.

e Set or clear schedule overrides for the system or for a schedule mailbox through various methods.

Visualize scheduling with the ability to test schedules

Through the color-coding of each call handling mailbox assignment within the time grids and the drag-
and-drop mechanism used for assignments, schedules can be configured and visualized clearly and easily.

e With just several clicks, the whole weekly schedule can be configured within a minute.

e Each assignment is distinguished by colors, so it's easy to visualize which time blocks share the same
call handling mailbox.

e Through the Test feature, test schedules in advance and verify if the system is handling calls as
intended.

Easily manage schedule overrides

From the system-wide overrides to the Schedule Mailbox specific override, the schedule overrides can be
set or cleared easily.

e Schedule Overrides: Any predefined (pre-scheduled) events such as national holidays,
organization-specific holidays, etc. that will override any weekly schedule when the system calendar
reaches that date.

e Manual Overrides: Any unexpected event that many occur at any time or day such as snow day,
power outage, etc. Manual overrides can be set/cleared at any time or date through the System
Administration, telephone, or Mobile Admin and override any existing schedules.

Anyone with the administrator permission can manage a
Schedule Mailbox

If MiCollab AM is deployed as a hosted solution in the cloud, the tenant administrator has the
authorization over the tenant settings and can delegate the permission to access schedule mailboxes to
selected subscribers. If MiCollab AM is deployed as a non-hosted solution in the cloud, the administrator
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has the authorization of the system and has the access to manage all system-wide overrides. However,
any subscriber with the permission to access schedule mailbox can manage the schedule mailbox, which
can reduce the burden of the System Administrator to manage all Schedule Mailboxes in the system.

e System Administrator (if MiCollab AM is deployed as a non-hosted solution in the cloud):
e Has full administrative rights to the MiCollab AM system.
e Manage all overrides in the system and all schedule mailboxes.
e Assign security code for each schedule mailbox.
e Tenant Administrator (if MiCollab AM is deployed as a hosted solution in the cloud):
e Manage all overrides in the system and all schedule mailboxes.
e Assign security code for each schedule mailbox.
e Schedule Mailbox Administrator:
e Can be any subscribers with the permission (security code) to access such schedule mailbox.
e Modify private schedules or perform overrides within the authorized schedule mailbox.
e Cannot add/delete/modify system-wide schedule overrides.

e A Schedule Mailbox may have more than one administrator.

Manage multiple virtual locations through the centralized
system

For centralized systems that service multiple locations, the location of the Call Routing entry can be set
differently than the location of the underlying switch section.

This allows an Auto Attendant to be virtually located anywhere in the world regardless where the call
servers reside. And then the schedules in Schedule mailboxes can be configured based on the virtual
location of the auto attendant.

For example:

If the company has an office in Paris with that has a local phone number that forwards to the
centralized system in London, the Schedule mailbox for the Paris Auto Attendant can be configured
using Paris time instead of London time. While the Schedule mailbox for the London office can be

configured using London time.
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Configuring System Configuration

The first step to configuring scheduling is to set up the System Configuration under the MiCollab AM
Admin utility. These steps must be performed to create the entries and data required in subsequent
process steps for Schedule Mailbox.

e Add Location(s).
e Configure Call Routing.
e Add Schedule Override Rule. (Optional in this phase.)

In order to configure the options above, open MiCollab AM Admin, and then go to Configuration >
System... and follow the procedures detailed in this chapter.

Configuring Locations

Before configuring the locations for Auto Attendant Scheduling, explore the Locations tab and its
elements where the location is configured.

| SMS / SMTP I VIM Speech I Group Managemert I Availability Sources I Availability Announcements I Directory P ion |
| Call Routing I Schedule Overmide Rules LOCEﬁOﬂiﬁguage I E-Mail I Fax I Presence I Callout | Dialing I Environment Metworking I Messaging I Timing I Directory |
{9 Add 5 Edit P< Delete 53 Copy
M ame A Time Zone Comment -
London [GMT]  Dublin, Edinburgh, Lishon, London Standard DB generated this location on 201512401 13:35:31
Seattle Server Time
Spdney [GMT+10:00) Canbera, Melbourne, Sydney
W
< >
'iEnghsh - United States
7
ak | | Cancel | | Apply | | Help |

Figure 2. Locations Tab
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(1) Locations Tab. Click this tab to access or change location information.
(2) Editing Controls. Click Add, Edit, Delete or Copy to add, edit, delete, or copy a location.
(3) Name. The name of the location to which you will assign an Auto Attendant Schedule.

(4) Time Zone. Enter a specific time zone for the location, or define the time zone as the same as Server
Time.

(5) Comment. Enter comments about the location here. If the locations were created during a system
upgrade, additional information about the data used to automatically create the location will be
placed here. A system upgrade will not change any comments that were entered previously.

(6) Language. Displays the language prompt set that is being used.

(7) List Usage. Select a location from the table and click the List Usage button to view where the
selected location is being used. The Location Usage dialog box looks like the following.

Location Usage -
Location: Seattle

Schedule Mailbox Use:

Mailbo: Mame
0500 MAIN SCHEDULE

all Routing Use:

Service Mumber Service Type Service Comment
Default Answer Standard DB generated this mailbox on 2016-02-17 12:5..

< m >
n Switch Section Use:
Server Mame Switch Section Mame
BYT2k12Installs Biskerisk msterisk Section
| o4 | | Cancel

Figure 3. Location List Usage Dialog

(a) Location. The selected location.

(b) Schedule Mailbox Use. The name and mailbox number for any Schedule Mailboxes
assigned to the selected location.
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(c) call Routing Use. The service number, service type, and comments associated with
the selected location.

(d) Switch Section Use. The server name and switch section name associated with the
selected location.

To configure locations:

Before configuring locations, you will need to have a recording of the location name available for all
languages installed and configured on the system.

1 Open MiCollab AM Admin by either double-clicking the desktop icon or browsing to Start > All
Programs > MiCollab AM Desktop > MiCollab AM Admin.

Enter the Username and Password.

Click the Configuration menu and select System... The System Configuration screen appears.
Click the Locations tab.

Click Add.

A U A W N

Enter the name of the location in the Display Name field. The text will also appear in the Phrases
field.

~J

Under Speech Properties, click the Advanced Options tab.

8 Enter the TTS Name if using TTS instead of a Spoken Name, and if the TTS name is different than
the Display Name. If TTS does not properly speak the Display Name, a more phonetic version may
produce a more pleasing result. If the Display Name is an abbreviation or acronym, a fully
expanded TTS Name should be used. For example, LA should be replaced by either EL AYE or Los
Angeles as preferred.

9 Click the browse icon and browse to the recorded name for the location. Upload the recording.
10 Click OK.

11 Click in the Time Zone field. Click the arrow to the right and select your time zone from the drop-
down.

12 Repeat for each location.
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Configuring Call Routing

The Call Routing tab contains settings for where incoming calls will be routed.

SMS / SMTP I VIM | Speech I Group Management I Availability Sources I Availability Announcements I Directory Py ion

|
1 all Routing |Schedu|e Ovemide Rules I Locations I Language I E-Mail I Fax I Presence I Callout | Diiglir Environment I Metworking I Messaging I Timing I Directory
Contral Manual Overrides... Test..

4 “qAdd X Delete n ’a B 'I:I
Call Handling Mailbox Allow Subszcriber Logon ~
St Tae S ity Lezatia Subszcriber Callz Non-Subscriber Calls Eln\:gg Other Lo
5 Phantom 1000 &l Locations ] b [SC) 0500 MalM SCHEDULE
Pharitom 1001 &l Locations [CF] 0000 D&Yy MalN MENU [CF] 0000 DY MAIN MENL L] ||
Fhartom 1002 [CP) 0300 Dptions [CF) 0300 Options L L
Phantom 3001 [CP] 0100 MIGHT RAIN MENL [CP] 0100 MIGHT MAIN MEMU O O
Drefault Answer Seattle [SC] 0500 kAl SCHEDILE [5C) 0500 MaAIN SCHEDULE = [x] Standard DB generated this r
W
< >

QK | | Cancel Apply

Figure 4. Call Routing

(1) call Routing Tab. The tab where call routing options are configured.

(2) Control Manual Overrides. Brings up a dialog that allows for manually overriding the system call
routing settings. Refer to the Turning On/Off Manual Overrides section for more details.

(3) Test Button. The test button brings up a dialog for you to check to see which call handling mailbox
will answer a call based on a particular date and time. Refer to the Configuring Schedule Override
Rules section for more details.

(4) Editing Controls. Add a new route or Delete an existing route.

(5) Service Type. The Service Type is the source of the incoming call. The following Service Types are
available:

e Default Answer: Default answer is the default incoming call service for the system server. Any
calls not processed by Phantom, DNIS, or Trunk entries in this table will be processed by Default
Answer. At minimum, either a Default Answer entry with a location set to All Locations or a
Default Answer entry for each individual location or both must exist. When both exist, specific
location entries have a higher priority than All Location entries.

e Phantom: A phantom number is set up without an associated physical extension.
e DNIS: DNIS service reports the number dialed by an incoming caller.
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e Trunk: The trunk from which a particular call originated.

(6) Service Number. The number associated with the Service Type for purposes of identifying and
routing incoming calls.

(7) Location. The location where the call routing rule will be in effect as determined by the identification

of the calling number.

NOTE The location of the Call Routing entry can be set differently than the location of the
underlying switch section. This allows an Auto Attendant to be virtually located anywhere in
the world regardless where the call servers reside.

(8) Call Handing Mailboxes. The mailboxes that will handle the calls from Subscribers or Non-
Subscribers.

(9) Allow Subscriber Logon. Select this check box to first offer the option for subscribers to log in to
their accounts instead of being immediately routed to the call handing mailbox.

(10) Comment. Comments related to the Call Routing rule. If the entry was automatically created during
a system upgrade, the data used to create the entry will be noted.

To configure Call Routing:

1 Open MiCollab AM Admin by either double-clicking the desktop icon or browsing to Start > All
Programs > MiCollab AM Desktop > MiCollab AM Admin.

Enter the Username and Password.

Click the Configuration menu and select System... The System Configuration screen appears.
Click the Call Routing tab.

Click Add.

A U A W N

Click the Service Type field and select the service type from the drop-down.

NOTE You must configure, at minimum, one Default Answer service type for each location or for
all locations.

7 Enter the Service Number for all Service Types other than Default Answer. The service number is
the number associated with the service type.

8 Click the Location field and select the location where the call routing will be active. Choose All
Locations to support all your locations with one entry. If both an entry with All Locations and an
entry with a specific location exist, the specific entry will be selected for that location.

NOTE You can add more locations in the Locations tab.

9 In the Call Handling Mailbox fields, select the desired mailbox that will handle Subscriber Calls
and Non-Subscriber Calls by clicking in the field and clicking the button to the right of the field.
The Mailbox Selection dialog box appears.

10 Click the Schedule mailbox that will be active for the selected type of call (subscriber or non-
subscriber) and click OK.
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NOTE You may also use a Call Processor Mailbox. If you use a Call Processor Mailbox instead of a
Schedule mailbox, then you cannot use the schedule to route your calls. In order to
maximize the flexibility of MiCollab AM, consider using the Schedule mailbox.

11 Check the boxes to Allow Subscriber Logon. Checking the Primary Extension box will prompt
callers dialing in from their primary extensions for subscriber credentials. Checking the Other box
will prompt users dialing in from any other extension (home, mobile, etc.) for subscriber credentials.
Leave one or both of these unchecked, as desired, to have users enter the system as a non-
subscriber.

Configuring Schedule Override Rules

The Schedule Override Rules tab is where you define system-wide schedule override rules. On this
screen you can define both Schedule Overrides, overrides that will occur on predetermined dates and
times, or Manual Overrides, overrides which must be engaged manually and override any weekly
schedule. Manual overrides could be things like a snow day, or other likely event that is unpredictable.

Sh RITP | VIM | Speech I Group Management I Awvailability Sources I Awailability Announcements I Directory P ion
1 | Schedule Overide Rules ‘ Locations I Language I E-Mail I Fax I Presence I Callout I Dialing I Environment | Metworking I Messaging I Timing I Directaory |
Schedule Overides Marual Dverides
E‘-’jAdd CH Edit P Delete 53 Copy “qadd [ Edit < Delete
~ A~

Type Mame Type

Marual

January 1 (F)

< >
W U
< > English - United States
6 List Usage 7 List Usage

e T

Figure 5. System Configuration - Schedule Override Rules

(1) Schedule Override Rules Tab. The tab where system-wide Schedule and Manual Override rules are
defined.

(2) Editing Controls (Schedule Overrides). Click Add, Edit, Delete or Copy to add, edit, delete, or copy
a Schedule Override.
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NOTE If any schedule override is in use by any schedule mailboxes, it cannot be deleted.
(3) Editing Controls (Manual Overrides). Click Add, Edit, or Delete to add, edit, or delete a Manual
Override.
(4) Schedule Overrides. A list of system-wide defined Schedule Overrides.
(5) Manual Overrides. A list of defined system-wide Manual Overrides.

(6) List Usage (Schedule Overrides). Lists the Schedule Mailboxes that use the selected Schedule
Override.

(7) List Usage (Manual Overrides). Lists the Schedule Mailboxes that use the selected Manual Override.

To configure System Schedule Overrides rules:

1 Open MiCollab AM Admin by either double-clicking the desktop icon or browsing to Start > All
Programs > MiCollab AM Desktop > MiCollab AM Admin.

Enter the Username and Password.

Click the Configuration menu and select System... The System Configuration screen appears.
Click the Schedule Override Rules tab.

Click the Add button in the Schedule Overrides pane.

Give the override a name in the Name field.

N o A W N

Define whether the override will occur on a particular Weekday of each Month, Day of each Month,
Weekday of each Year, Day of each Year, or on a Specific Date or Date Range.

NOTE Options where an override or holiday may fall on a weekend day have a Floating (F)
checkbox. If selected, this will force the override to either the previous Friday or the
following Monday or other selected day of the week.

NOTE If selecting a specific day of the year, specific date, or date range, you can opt to use an
alternate Weekly Schedule.

8 Click OK to create the Schedule Override.

To configure System Manual Overrides rules:

1 Open MiCollab AM Admin by either double-clicking the desktop icon or browsing to Start > All
Programs > MiCollab AM Desktop > MiCollab AM Admin.

Enter the Username and Password.
Click the Configuration menu and select System... The System Configuration screen appears.

Click the Schedule Override Rules tab.

i A W N

Click the Add button in the Manual Overrides pane.
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6 Enter the name of the override in the Display Name field. The Speech Properties name will
automatically mirror the Display Name.

7 Click the Advanced Options tab of the Edit screen. Enter the TTS Name in the TTS Name field if
using TTS instead of a Spoken Name only if the Display Name is not spoken correctly. If using a
recording instead of TTS, browse to a recording of the spoken name of the override by clicking the
icon to the right of the Spoken Name field.

8 Click OK to save the Manual Override.

Turning On/Off Manual Overrides

There are several ways to control manual overrides. The first is through the System Configuration controls,
the second through the Telephone User Interface (TUI), and the third is through the MiCollab AM Mobile
Admin.

Through System Configuration

Manual Override Control -
n s
() specific Schedule Mailboz:

() Specific Manual Override Location | Szattle

(®) all Schedule Maiboxes and Locations

e COperation
®) Clear

O set Unexpected Closure

e Active Manual Override(s)
MEID Schedule Mame Rule Mame tManual Override Location

Apply
Exit

Help

Figure 6. Manual Override Control
(1) Target. These radio buttons define the scope of the manual override. The following selections are
available:
e Specific Schedule Mailbox: The manual override is applied only to the selected mailbox

e Specific Manual Override Location: The manual override is applied only to the selected
location. The list of locations is retrieved from the locations defined in the Locations tab.
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NOTE Applying an override to a location has no effect unless the location is selected in the
Manual Override Location field under the Main tab of the Schedule Mailbox.

e All Schedule Mailboxes and Locations: The manual override is applied to all schedule
mailboxes and locations that belong to the current system.

(2) Operation. Defines what specific action you would like to manually apply. The two available
options are to clear manual overrides or set a specified manual override for the target.

(3) Active Manual Overrides. Currently active manual overrides are shown in this pane.

To configure manual overrides via System Configuration:
1 Login to MiCollab AM Admin and go to Configuration > System....
2 From the Call Routing tab, click the Control Manual Overrides... button.
3 Select the Target of the manual override:
e A Specific Schedule Mailbox
e A Specific Manual Override Location
e or All Schedule Mailboxes and Locations.
4 Define whether you wish to Clear a manual override or overrides or Set a manual override.

5 If you wish to Set a manual override, select the desired override from the drop-down list next to
the radio button.

6 Click Apply. If a manual override was set, it will appear in the Active Manual Override(s) display.

Through TUI

To configure manual overrides via the TUI:

NOTE The mailbox used to enable or disable manual overrides must have Control Manual Overrides
checked in the Recordings tab of the Subscriber Mailbox that will be used to call in.

1 Dialin and log in to a Subscriber Mailbox that has been given permission to control manual
overrides.

Press n to access System Maintenance functions.

Press ﬂ to change Schedule Mailbox overrides.

To set an override, press n,' to clear an override, press E

i A W N

Select the Target of the manual override:

Press n for a specific Schedule Mailbox

Press E for a specific location

or Press B for all Schedule Mailboxes and locations.
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6 Follow subsequent TUI instructions to set or clear manual overrides. The specific order and content
will vary, depending on system configuration.

Through MiCollab AM Mobile Admin

To configure manual overrides via MiCollab AM Mobile Admin:
1 Login to MiCollab AM Mobile Admin.

2 Click Call Routing.

3 Click Control Manual Overrides.

4

Select the Target of the manual override:

A Specific Location

or All Schedule Mailboxes and Locations.

NOTE The Specific Schedule Mailbox option is not an available selection via MiCollab AM Mobile
Admin.

5 Define whether you wish to Clear a manual override or overrides or Set a manual override.

6 If you wish to Set a manual override, select the desired override from the drop-down next to the
radio button.

7 Click OK.

Testing Call Routing

Click the Test button in the Weekly Schedule, Schedule Overrides, or Manual Overrides tabs to check
to see what call handling mailbox would be used at various time on various days.
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Call Routing Test

| Friday

Line Location: | Londan vl
a Service Type: | Default Answer W |
n Service Mumber: | |
a Test Results:

B Schedule mailbox:

Rule name:

== 18, 2015 v|

n Date:

Time:

Subscriber Calls

Call Processor mailbox:

Routed Location:

Motes: Test results are based on saved data (rules, schedules, locations, and routes) only.

Use Current Time a

k.
Cancel

Help

Mon-Subscriber Calls

There is only one ackive (current or future) inskance of each recurring rule, IF the Date above occurs after this instance, it is excluded from the test results,

Figure 7. Call Routing Test

(1) Date. Enter the date to simulate the Call Routing.
(2) Time. Enter the time to simulate the Call Routing.

(3) Line Location. Enter the location to be tested.

(4) Service Type. Options are Default Answer, DNIS, Phantom, or Trunk.

(5) Service Number. The service number associated with the service type.

(6) Test Results. This pane displays the results of the test for both subscribers and non-subscribers.

e Schedule mailbox. Displays the name of the Schedule Mailbox that would be used to route the call.

e Rule name. Displays the name of the Schedule Rule (Weekly Schedule, name of Schedule Override,
name of Manual Override, etc.) that would route the call to the proper Call Processor Mailbox.

e Call Processor mailbox. Displays the Call Processor Mailbox that would process the call on

date/time specified.

e Routed Location. Displays which location the call initially came in and routed from.

(7) Test button. Once the location, time, and date are set, click this button to run the test.

(8) Use Current Time. Set the testing date and time to the current date and time.
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Configuring a Schedule Mailbox

Once you are finished with the setting up the System Configuration from MiCollab AM Admin, you are
ready to configure the schedules using Schedule Mailboxes. Use the procedures described in this chapter
to properly configure the schedule.

In order for a Schedule Mailbox to properly function, the following options should be configured properly:

Set up Schedule Mailbox information

On the Main tab, assign a mailbox number, name, security code (if necessary), language the Schedule
Mailbox will set up for, and the location that will be used for manual overrides.

IMPORTANT Be careful when assigning a number to the Schedule Mailbox as the mailbox number
cannot be changed once it is saved.

Configure Weekly Schedule

Weekly Schedule generally refers to the normal schedule that repeats every week. On the Weekly
Schedule tab, define which Call Processor Mailboxes will process the calls at certain time blocks during
the week.

For example:

During 8am-5pm on Monday through Friday, the calls are routed to the Day Main Menu Call Processor
Mailbox.

All other hours, the calls are routed to the Night Main Menu Call Processor Mailbox.

Configure Schedule Override Schedules

Define any schedules for the Schedule Overrides on the Schedule Override tab. The Schedule Overrides
are usually holidays or any pre-defined events that require different scheduling from the Weekly
Schedule. When a Schedule Override is active, it takes precedence over the Weekly Schedule.

For example:

During the Thanksgiving holidays, the calls are routed to the Holiday Menu Call Processor Mailbox
instead of the Day Main Menu or Night Main Menu Call Processor Mailboxes defined in the Weekly
Schedule.

The schedule will go back to the Weekly Schedule when the rule for a Schedule Override expires, where
the rule for each Schedule Override can be different depending on your configuration.
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Configure Manual Override Schedules

Define any Manual Override schedules on the Manual Override tab. The Manual Overrides generally refer
to any unexpected events or shut-offs (e.g. weather condition, emergency operation closure, etc.) that
require a temporary scheduling different from the Weekly Schedule or Schedule Override Schedule.

Manual Override is turned on/off manually by the administrator via the System Configuration, TUI, or
MiCollab AM Mobile Admin and is applied to the system immediately it is turned on.

For example:

If your office is located in the area where there is a lot of snow during the winter season, the operation
may have to be shut down due to the condition.

Then, you can create a Manual Override named Snow Closure and assign Emergency Closure Call
Processor Mailbox from 6am to 12am (midnight).

On the day that requires the office closure, the administrator turns on the Snow Closure manual
override, and the calls will then go through the Emergency Closure Call Processor Mailbox instead of the
Day Main Menu from the Weekly Schedule assigned originally for that day.

NOTE We recommend that the administrator configure the schedule for a Manual Override beforehand,

so when such incident occurs, the emergency scheduling can take effect immediately the manual
override is turned on.

Setting up a New Schedule Mailbox

IMPORTANT If you are creating/adding a new Schedule Mailbox, you must assign the Mailbox Number

and Display Name of the mailbox in the Main tab and define the entire week’s schedule
in the Weekly Schedule tab in order to be able to save the mailbox.

Follow the steps listed in this section to add a new Schedule Mailbox and configure the required set up
options.

To add a Schedule Mailbox:

1

A v A W N

Open MiCollab AM Admin and enter the Username and Password.

Under the Mailbox menu, click Add....

Select the server that will host the scheduled mailbox from the Server drop-down.
Set the Mailbox Type to Schedule.

Click OK. The Schedule Mailbox window appears.

Configure the Main and Schedule Override tabs as described in the following steps.

To configure the options in the Main tab:
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On the Main tab, give the mailbox a unique number in the Mailbox Number field. This is a
required field that must be filled in to save the mailbox.

Once an acceptable number is entered, the Display Name field becomes available. Enter the
desired display name in this field. This is a required field that must be filled in to save the mailbox.

Click the Set button.

NOTE Set up a security code if you want other administrators/subscribers to be able to manage
manual override for this Schedule Mailbox via TUI.

Enter a security code in the New Security Code field and confirm the security code.

Select the desired language pack to be used with the mailbox from the Language Pack drop down.
To leave the language as system default, select Default. Any other setting will override the system
language setting for this Schedule Mailbox.

Select the Manual Override Location. This will affect whether or not this Schedule Mailbox will be
affected by future location-specific manual overrides.

For example:

Let's say your company has three offices in Seattle, New York, and Minneapolis. If there is snow in
New York, you can turn on the Snow Closure Manual Override for the Schedule Mailboxes that are
assigned to New York in this option.

The offices located in Seattle or Minneapolis will not be affected.

NOTE If the Manual Override Location option is set to n/a, the Schedule Mailbox will not be
associated with a specific location and the manual override will be applied to this mailbox
only when a manual override turned on for ALL mailboxes in the system.

NOTE Security Code, Language Pack, and Manual Override Location are used only for setting
or clearing manual overrides via TUI, MiCollab AM Admin, or MiCollab AM Mobile Admin. If
a security code is not specified, logging on to the Schedule Mailbox from the TUI for other
administrators/subscribers will not be available.

7 Continue to the steps in the next Configuring Weekly Schedule section.

Configuring Weekly Schedule

In order for a Schedule Mailbox to properly route and process calls at any time of the day, the entire time
blocks (from 12am to 12am daily for the whole week) must be configured with call handling mailboxes
and optionally with ESP in the Weekly Schedule tab.

IMPORTANT This rule applies to all Schedule Mailboxes whether you are creating, adding, or editing a

Schedule Mailbox. If any time blocks are left blank, the mailbox cannot be saved.
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Assigning Call Handling Mailboxes to Weekly Schedule

When you click the Weekly Schedule tab, the Call Handling Mailbox tab is the default tab displayed.
The Call Handling Mailbox tab is where you assign the mailboxes (Call Process Mailboxes or other
Schedule Mailboxes) in the time blocks to handle incoming calls at particular times on particular day.

To configure scheduling for the Weekly Schedule:

This example describes how to configure the Weekly Schedule that processes calls during the business
hours from 8am to 5pm, and non-business hours for all other times during the week.

1 Click the Weekly Schedule tab.

2 (Optional) In Resolutions (minutes), change the time increments for the time blocks. The default is
60 minutes.

3 Click the first time block that you wish to assign a call handling mailbox. (The 12:00AM time block
is clicked in this example).

4  When the cell shows a button, click the button. The Mailbox Selection dialog box appears. (You
can also double-click the cell to display the Mailbox Selection dialog box.)

Weekly Schedule |Schedu|e Owertides | Marwal Overrides ‘

) I {rirutes)
Mailbex Selsction -:;. 1w 015 Oz O @ea0
Optional Initial Action: ‘ Mone W | Argurent: ‘
Call Handling Mailbox  ESP Settings S5500
= 0000 LAY MATH MERLU
Time Sunday Hay Saturday ~

ad 0100 MWIGHT MAIN MENU

-0200  HOLIDAY MENU

0300 Options

; Help...
1A [ +-0400 UMEXPECTED CLOSURE MEMU =P
01:00 &M
0200 &M = schedule

L0500 MAIN SCHEDULE
03:00 &M
04:00 &M
05:00 &M
06:00 &M
0700 &M
02:00 &M
05:00 &M
10:00 &M
11:00 &M
1200 FM Mailbo: IDs: | | = ‘
01:00 P Display Name: |
02:00 PM
03:00 PM
04:00 PM
05:00 PM
06:00 PM
0700 PM Madmumn Results: 5000 o
08:00 PM
0900 P | Search | | Mext Set |
10:00 PM
11-00 PM | Reset Search ‘

Mailbox Search Found 6 maiboxes,
-
< >
| [o]4 ‘ | Cancel | ‘ Help |

5 If you want to select the type of transfer from the Optional Initial Action drop-down list, select the
following options. Otherwise, skip to Step 7.

e None - Take no action
e Blind Transfer — Transfers the call and then releases the call
e Monitored Transfer — Transfers the call and then releases the call after the call is connected;

will pull the call back if a busy tone is heard
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Supervised Transfer — Transfers the call, listens for the connection, and then and prompts the
caller to confirm the transfer

Subscriber Message — Transfers the call to the subscriber mailbox greeting.

Type in the extension or mailbox number depending on the selected Optional Initial Action in the
Argument field.

If you want to search for a mailbox, use the following instructions. Otherwise, skip to Step 8.

If you want to search for a range of mailboxes, enter a mailbox or a range of mailboxes in the in
Mailbox IDs fields and then click the Search button.

If you want to search for a mailbox by its display name, enter a mailbox display name in the
Display Name field and then click the Search button.

Enter the number of mailboxes to display as the result of a search in the Maximum Results
field. The default is 5000.

Click the Next Set button to go to the next set of the search.
Click the Reset Search button to reset the search.

Click the Create button to display the new Mailbox Selection dialog box to create a new
mailbox. This button does not appear in every circumstance; it is context related.

Double-click the call handling mailbox you wish to assign, or select the mailbox and click OK. You
can choose a Call Processor Mailbox or another Schedule Mailbox.

The selected time block is displayed in yellow with the name of the selected call handling mailbox
(Night Main Menu Call Processor Mailbox in the example below).

Schedule Mailbox - Demonstration System - 5007 Test -
Weekly Schedule | Schedule Overrides | Manual Overrides |
Resolution {minutes)
Os O O15 Ozo O30 @eo
Call Handling Mailbox * ESP Settings
Time Sunday Monday Tuesday ‘Wednesday Thursday Friday Saturday -~
1200 AW [[NIGHT MAIN MEMNU (...
01:00 &b
0200 AM
0300 A
04:00 &b
05:00 A
06: 00 &b
07:00 &
0500 A
0500 &
10:00 AM
11:00 A
12:00 P
071:00 P
02:00 P
03:00 P
04:00 P
05:00 P
06:00 P
07:00 P
05:00 P
05:00 P
10000 P
11:00 P
v
< b
[s]4 | | Cancel | | Help
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9 Click the time block again, hold and drag vertically, horizontally, or even diagonally to highlight the
range of time blocks. The example is showing the diagonal drag to select the week.

/ Call Handling Mailbox  ESP Settings ',
Time Sunday Monday Tuesday ‘Wednesday Thursday Friday Saturday =

1200 AM [MIGHT MAIN MET
01:00 AM
02:00 AM
03:00 AM
04:00 AM
05:00 AM
05:00 AM
07:00 AM
08:00 AM
09:.00 AM
10:00 AM
11:00 AM
12:00 PM
07:00 PM
02:00 PM
03:00 P
04:00 P
05:00 PM
05:00 PM
07:00 P
08:00 PM
03:00 PM
10:00 PM
11:00 PM

' of
OK I Cancel | Help |

10 On the release of the mouse, you will see all the highlighted time blocks are filled in with the same
color and the same mailbox from the first time block you clicked.

The example below is showing that the entire week is filled with the Night Main Menu Call
Processor Mailbox for non-business hours.

Weekly Scheduls |Schedu|e Overtides | Marwal Overrides ‘

Reesolution {minutes)
Os  Ow 015 Oem O30 @60

Call Handling Mailbox * ESP Settings

Time Sunday anday Tuesday “wednesday Thurzday Friday Saturdap -

1200 A4 [NIGHT MAIN MENU (0., [NIGHT &N MENU [0, |NIGHT MAIN MENU [0... |NIGHT MAIN MENU (0. [NIGHT MAIN MENL (0., |NIGHT MAIN MENU (0., |NIGHT MAIN MENU (0.
07:00 AM
02:00 &M
03:00 &M
04:00 AM
05:00 AM
06:00 A4
O7:00 Ak
008: 00 &4
09:00 &4
10:00 A6
11:00 AM
12:00 PM
01:00 P
02:00 P
03:00 P
04:00 PM
05:00 P
06:00 P+
0700 P
0:00 P
09:00 P
10:00 P
11:00PM [NIGHT MAIN MENU (0., |NIGHT MAIN MENU [0.. [NIGHT MAIN MENU [0... [NIGHT MAIN MENU [0... |NIGHT MAIN MENU [0, NIGHT MAIN MENU [0... |NIGHT MAIN MENU (0.

| (a4 H Cancel H Help |
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11 Repeat the same steps for setting up the schedule for business hours from 8am to 5pm Monday
through Friday. The example is shown with the Day Main Menu Call Processor Mailbox.

Main | Weekly Schedule ‘ Schedule Overrides I Manual Cverrides |

Call Handling Mailbox

ESP Settings

Resolution (minutes)
Os O

O1s

O30 ®ed

Oz

Time

Sunday

tonday

Tuesday

‘Wednesday

Thursday

Friday

Saturday -~

12:00 A

MIGHT AN MEMLU [0...
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MIGHT AN MEML [0...

MIGHT bAIN MEMLI[D...

MIGHT MAIN MEML (0.

NIGHT talN MEML [0...

071:00 A

02:00 At

03:00 AM

04:00 At

05:00 At

0E:00 A

07:00 At

MIGHT baAIN MENL [D...

NIGHT MAIN MEMLU (0.

NIGHT AN MERL [1...

MIGHT MAIN MENLI[D...

NIGHT MAIN MENLU (0.,

08:00 AM

DAY MAIM MENL [D000)

DAy MAIN MENL [0000)

DAY MAIN MENU [0000)

DAY MAIN MENU [0000)

DAY MAIN MENL [0000]

03:00 At

10:00 At

11:00 AM

12:00 P

01:00 FM

02:00 P

03:00 P

04:00 PM

DAY MAIN MENLI [000D)

D& MAIN MENL [0000)

DAY MAIN MENU [0000)

DAY MAIN MENU [0000)

DAY MAIN MENL [0000)

05:00 P4

MIGHT MAIN MENLU [D...

NIGHT MAIN MENLU (0.,

NIGHT MAIN MERL [0...

MIGHT MAIN MENLI [D...

NIGHT MAIN MENLU (0.,

0E:00 PM

07:00 P

08:00 P4

03:00 PM

10:00 P

11:00 PM

NIGHT MAIN MEMU [0...

MNIGHT MAIN MENU [O...

NIGHT MaAIN MEMU [0

NIGHT MAIN MEMU [0...

MNIGHT MAIN MEMU [O...

MNIGHT MAIN MENU [0

NIGHT MAIN MEMU [0...

TIP

ok |

| Cancel Help

You can also click the first time block and drag it to highlight the range of time blocks. On
the release of the mouse, the Mailbox Selection dialog box will appear. Select a mailbox
and the highlighted time blocks are filled in with the selected mailbox.

12 If you want to configure the ESP options for the Weekly Schedule, continue to the next Configuring
the ESP Options section. Otherwise, click OK to save and exit.

Configuring the ESP Options

Through the ESP Setting tab from the Weekly Schedule tab, you can set ESP (Extension Specific
Processing) to include extended call menus for any particular time period. For more details about ESP, see
the document, System Administration Guide.

The Schedule Mailbox supports setting ESP for the subscriber calls only, for the non-subscriber (outside)
calls only, for all, or off for all based on date and time. The following two icons indicate what ESP
processing is in effect:

° ﬁ Subscriber ESP

° @ Non-subscriber ESP
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If both icons are present, ESP is on for all callers. If no icon is present, ESP is off for all callers. The method
to assigning the ESP options to time block is same as assigning the call handling mailboxes except that
the menu options are presented as a drop-down list rather than a dialog box.

NOTE By default, both subscriber and non-subscriber ESPs are set at all times. This step is optional only
if you want to change the ESP settings for any particular time or day.

To set/change ESP settings for a time period:
1 On the Weekly Schedule tab, click the ESP Settings tab.
2 Click in the time block you want set or change the ESP setting.

3 When the button appears, click the arrow open the drop-down list with the available options.

wieskly Schedule | Schedule Owerrides | Manual Cverrides |

Resalution (minutes)

Os  Cao ©O1s Oz Oz @eo
& Subscriber ESP @ non-Subscriber ESP
Call Handling Mailbox ! ESP Settings
Time Sunday Manday Tuesday Wednesday Thursday Friday Saturday -~

1200 AM
01:00 AW
0Z:00 AW
03:00 AW
04:00 AW
05:00 AW
06:00 AM
07:00 AW
OB:00 AW
05:00 AW
10:00 AW
11:00 AW
12:00 PH

Al Callers v [%] [*]

4 Select the desired option. Once selected, click on that cell and drag to the end of the range that
you wish to have the same setting.

The example below shows that only the Subscriber ESP is enabled during the business hours from
8am to 5pm Monday through Friday.

Configuring a Schedule Mailbox 29



‘Weekly Schedule | Schedule Overrides | Manual Overrides

Resolution {minutes)

Os Ot Ots O Oz @en
@ Subscriber ESP @  Mon-Subscriber ESP
Call Handling Mailbox / ESP Settings
Time Sunday Monday Tuesday ‘Wednesday Thursday Friday Saturday A

12:00 A
07:00 At
02:00 Abd
0300 At
04:00 Abd
05:00 At
06:00 At
07:00 &t
08:00 AM
05:00 At
10000 AM
171:00 At
12:00 PM
07:00 P
02:00 PM
03:00 P
04:00 PM
05:00 P
06:00 P
07:00 P
08:00 P
05:00 P
10:00 P
11:00 P

< >

[ ok ][ coneel [ Hep |

5 Click OK to save. The new Schedule Mailbox is now ready to process calls based on the Weekly
Schedule configuration.

Configuring Schedule Overrides

A Schedule Override rule is a rule that becomes effective on a specified date or time. These can include
the following:

e A specified weekday of each month, such as the first Thursday of each month
e A specified day of the month, such as the 22nd of every month

e A specified weekday every year, such as the first Friday in August every year
e A specified day of each year, such as every August 22nd

e Or a specified day or range of days every year (to a maximum of 14 days).

If a Schedule Override is defined for a particular day of each month or day of each year, the override can
be defined as floating. In those cases, if the defined date occurs on a particular weekday, the override can
be made effective on a previous or subsequent weekday.

This can be useful if, for example, a holiday occurs on a Saturday or Sunday and an office will be closed on
either the previous Friday or following Monday in observance of that holiday.
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An Alternative Weekly Schedule can be defined and activated for a specific day of the year or range of
specified dates, the seven-day alternative weekly schedule replaces the normal schedule defined in the
Weekly Schedule tab on the day or date range specified.

Main | Weekly Schedule | Schedule Overrides | Manual Overrides

n “aAdd [ Edit X Delete 53 Copy 9 Revert

/ Call Handling Mailbox * ESP Settings '

a Resolution (minutes)
Os  Ow O

15 20 O30 @60
Test...
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Rule

Type
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Follow
Default
Answer'
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January 27, 2015 (W)

Time
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-2Daps

-1 Day

MNew Years Day +1 Day

12/29/2015

12/30/2015

12/31/205

1172016

1/2/206

12:00 AM

Chirstmas Day
Chiistmas Week (Bl
Company Workshop

Second Friday of each...

Conlference Week

May 1 [w)

OT:00 M |

02:00 AM

Independence Day
arzDa

July 4 [F)

03:00 AM

04:00 AM

05:00 AM

OE:00 Ak

07:00 AM

0800 Ak

HOLIDAY MEN..

09:00 AM

10:00 &M

11:00AM |

12:00 PM

01:00 PM

02:00 P

03:00 PM

04:00 P

05:00 P

HOLIDAY MEN...

06:00 PM

07:00 P |

08:00 PM

05:00 P

10:00 PM

11:00 P

Exploring the Schedule Overrides Tab

Figure 8. Schedule Overrides

QoK

|| Cancel H

Help

(1) Schedule Overrides Tab. This tab is where you will find schedule overrides for both Call Handling
Mailboxes and ESP settings.

(2) Resolution (minutes). Selecting the radio buttons in this section of the screen adjusts the amount of
time covered by each calendar field.

(3) Editing Controls. Add a new rule; Edit an existing rule, Delete an existing rule, Copy an existing rule to

a new rule, or Revert changes to a system rule.

(4) Schedule Overrides. The Name column contains the name of the rule. The Rule column contains a
description of when the rule will become effective. The Type column indicates one of the following

rule types:

e System rules (green) are system defined and available across all Schedule Mailboxes.

NOTE System rules can only be added, edited or deleted in the System Configuration by the
administrator. If edited in a Scheduled Mailbox it becomes a Custom rule only applicable

to that schedule mailbox.
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e Custom rules (pink) are System rules that have been changed; the changes are only available in
the selected Schedule Mailbox. Note that the Revert is only available for Custom rules. Clicking it
will revert the Custom rule back to the original System rule.

e Private rules (blue) are created within and available only to the selected Schedule Mailbox.

When there is an X in the Disabled tab, the rule is disabled. If Follow ‘Default Answer’ Schedule
contains Yes, the system will ignore the Schedule Override and calls will go to the Weekly Schedule
of the Schedule Mailbox.

(5) call Handling Mailbox Tab. Click this tab to define what call handling mailbox, either a Call
Processor or another Schedule Mailbox, will be active on specific days at specific times.

(6) ESP Settings Tab. Click this tab to define ESP settings based on day of the week and time of day.

(7) Calendar display. Click inside these cells to define the Call Processor or Schedule Mailbox that will
answer incoming calls.

(8) Test Button. The test button brings up a dialog for you to check to check which call handling mailbox
will answer a call based on a particular date and time.

Adding or Editing Schedule Override Rules

Click Add or Edit in the Editing Controls (B above) to open the Rule Editor dialog that allows for the
addition or editing of a Schedule Override.

Rule Editor -

() Weekday of each Maonth

25

Floating (F)

Saturday Previous Friday
Sunday Following Monday

(O weekday of each Year

Faurth Friday March

a Fourth Friday
(O Day of each Manth

(®) Day of each Year

| March 25 D1
[ Flaating (F)
Sakurday Previous Friday
Sunday Following Monday
[(Use an alternate "weekly Schedule' ()
n(:? Specific Date or Dake Range (maximum range is 14 days)
| Friday , March 25,2016 [E | | Friday , March 25,2016 [E |

Use an alternate “Weekly Schedule' (w)

| Ok | | Cancel |

Figure 9. Rule Editor
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(1)
(2)

(3)

(4)

(5)

(6)

Rule Name. The name of the Schedule Override Rule.

Weekday of Each Month. Define a rule that will apply the Schedule Override on a particular weekday
of each month. For example, the first Tuesday of each month or the last Wednesday of each month.

Day of Each Month. Define a rule that will occur on the same numerical date each month. Floating
rules will move to a pre-determined day if the set day of the week falls on a particular day.
For example:
If you wish to have a scheduled override on the 26th of every month, as long as that day does not
fall on a weekend, you can set the override to float to the previous Friday or following Saturday.

Weekday of Each Year. Define a rule that will occur on the same weekday each year. For example, the
first Tuesday in August.

Day of Each Year. Define a rule that will occur on the same day each year. Floating rules will move to
a pre-determined day if the set date falls on a particular day.

For example:

If you wish to have a scheduled override on the 26th of every month, as long as that day does not
fall on a weekend, you can set the override to float to the previous Friday or following Saturday.

Selecting Alternate Weekly Schedule will convert the Calendar display of the mailbox to a weekly
view, rather than a date with numbered prior or subsequent days. This can be used to ensure that
scheduling by weekday for the override is consistent on a year to year basis.

Specific Date or Date Range. Define a rule that will occur on a specific date or over a specific range
of dates for a maximum of 14 days.

Selecting Alternate Weekly Schedule will convert the Calendar display of the mailbox to a weekly
view, rather than a date with numbered subsequent days.

This can be used to ensure that scheduling by weekday for the override is consistent on a year to year
basis. Since the days are tied to a specific year, they will need to be changed to the next year manually
after they have expired.

To configure the scheduling for the Schedule Overrides:

1

2
3
4

Click the Schedule Overrides tab.
Click the Add button to add a new Schedule Override.
Give the override a name in the Name field.
Define whether the override will occur on a particular Weekday of each Month, Day of each Month,
Weekday of each Year, Day of each Year, or on a Specific Date or Date Range.
NOTES

e Options where an override or holiday may fall on a weekend day have a Floating (F) checkbox.
If selected, this will force the override to either the previous Friday or the following Monday or
other selected day of the week.

e If selecting a day of the year, specific date or date range, you can opt to use an alternate Weekly
Schedule.
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5 Once created, define the desired mailbox schedule under the Call Handing Mailbox tab and any
changes to ESP processing under the ESP Settings tab. The controls in these tabs work the same

way as the controls under Weekly Schedule.

The following information and controls are available for each Schedule Override:

e Type — This display-only field shows the following information:

System — A system default Schedule Override. These are available system-wide and is

available on all system Schedule Mailboxes.

Custom — A modified system default Schedule Override. The modifications will only be

available in the selected Schedule Mailbox.

Private - A schedule override created only for the selected Schedule Mailbox.
e Disable — Clicking this field will place an X in the field and disable the Schedule Override

¢ Follow ‘Default Answer’ Schedule — Clicking in this field will place Yes in the field and force callers
to be directed to the Weekly Schedule of the Schedule Mailbox. The system will ignore the Schedule
Override.

Configuring Manual Overrides

Exploring the Manual Overrides Tab

A Manual Override rule is a rule that becomes effective only when manually activated. Examples of events

suitable for a manual override include snow days, or other weather related closures or any other event
that is likely to occur with unpredictable frequency. Manual overrides can be set or cancelled from the

MiCollab AM Admin or from the TUI.

[ Main | weakly Schedule | Schedudle Over&‘uﬂ Overrides |

Schedule Mailbox - Demonstration System - 0500 kMaIN SCHEDLULE

a“’jmd Edit 2% Delete =3 Copy

Call Handling Mailbox “ ESP Settings
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Figure 10. Manual Overrides
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(1) Manual Overrides Tab. This tab is where you will find manual overrides for both Call Handling
Mailboxes and ESP settings.

(2) Timescale Resolution. Selecting the radio buttons in this section of the screen adjusts the amount of
time covered by each calendar field.

(3) Editing Controls. Add a new rule, Edit an existing rule, Delete an existing rule, or Copy an existing rule
to a new rule.

(4) Manual Overrides. The Name column contains the name of the rule. The Rule column contains a
description of when the rule will become effective. The Type column indicates one of the following
rule types:

e System rules are system defined and available across all Schedule Mailboxes.

e Private rules are created within and available only to the selected Schedule Mailbox.

When there is an X in the Disabled tab, the rule is disabled. If Follow ‘Default Answer’ Schedule
contains Yes, the system will ignore the Schedule Override and calls will go to the Weekly Schedule of
the Schedule Mailbox.

(5) Call Handling Mailbox Tab. Click this tab to define what call handling mailbox will be active on
specific days at specific times.

(6) ESP Settings Tab. Click this tab to define ESP settings based on day of the week and time of day.

(7) Calendar display. Click inside these cells to trigger a button to the right of the cell that offers more
settings and options.

(8) Test Button. The test button brings up a dialog for you to check to check to see which call handling
mailbox will answer a call based on a particular date and time.

Adding or Editing Manual Override Rules

Click Add or Edit in the (3) Editing Controls from Figure 10. to open the Manual Override editing dialog.

u Add "Manual Cverride Rule" Name and Speech Command Illi-
n Display Name

|English - United States ~
> |

< >
Speech Properties
hrases Advanced Options [
r |Eng||sh - Urited States A
-
< >
QK | | Cancel ‘ ‘ Help

Figure 11. Editing Manual Override Rules
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(1) Display Name. The name that will be displayed for the Manual Override rule.
(2) Phrases Tab. Displays the phrase associated with the Speech Properties for the Manual Override...

(3) Speech Phrases. The speech phrase associated with the Manual Override. The phrase is automatically
populated when you enter the Display Name in (1).

(4) Advanced Options Tab. Displays the advanced options associated with the Speech Properties for the
Manual Override.
apeech Properties

4 Phrases. - Advanced Options I
Englizh - United States

TTS Mare
Spoken Name

e Available advanced options are the TTS Name and the Spoken Name.

e The Text to Speech (TTS) Name is the name that the TTS system will read in the Telephone User
Interface (TUI) instead of the display name.

e The Spoken Name is a recording of the name of the manual override that is used in the TUI. A
spoken name is assigned by pressing the folder icon to the right. A spoken name is often
preferred over a TTS name, and is required if TTS is not installed or available.

To configure Manual Override rules:

1 Click the Manual Overrides tab and create any desired manual overrides. Manual overrides differ
from Schedule Overrides in that they are not automatically triggered on a specified date and time.
They can only be started manually. Possible uses might include weather related closures, or
closures that can be anticipated, but whose date is not certain.

2 In the Manual Overrides tab, click Add.

3 Enter the name of the override in the Display Name field. The Speech Properties name will
automatically mirror the Display Name.

4 Click the Advanced Options tab of the Edit screen. Enter the TTS Name in the TTS Name field if
using TTS instead of a Spoken Name only if the Display Name is not spoken correctly. If using a
recorded name instead of a TTS name, browse to a recording of the spoken name of the override
by clicking the icon to the right of the Spoken Name field.

5 Configure the Call Handling Mailbox tab and the ESP Settings tab as you did for Schedule
Overrides.

The following information and controls are available for each Manual Override:

Type — This display-only field shows the following information:

e System - A system default Manual Override. These are available system-wide and is
available on all system Schedule Mailboxes.

e Custom — A modified system default Manual Override. The modifications will only be
available in the selected Schedule Mailbox.

e Private - A schedule override created only for the selected Schedule Mailbox.

Disable - Clicking this field will place and X in the field and disable the Manual Override.
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e Follow ‘Default Answer’ Schedule — Clicking in this field will place Yes in the field and force callers
to be directed to the Weekly Schedule of the Schedule Mailbox. The system will ignore the Schedule
Override.

6 Click OK to save the mailbox.
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Notes on Upgrading the System

Due to the dependency of Answer Mode, which requires the use of Call Routing to perform multiple Auto
Attendant Scheduling, the new Auto Attendant Scheduling solution has been introduced. The solution
replaces Answer Mode with a new Schedule Mailbox, an independent mailbox that encapsulates the
Answer Mode functionalities all in one location.

In order to support this all-in-one solution, the five major components — Schedule Mailbox, Call Routing,
Scheduling Rules, Location, and TUI — have either been created or modified in the MiCollab AM system.

Schedule Mailbox is a new mailbox type created in MiCollab AM Admin, which replaces Answer
Mode.

Schedule Override Rules is a new tab created in the System Configuration to configure system-
wide schedule rules.

Locations is a new tab created in the System Configuration in order to assign location to mailboxes
to be used for call routing and schedule overrides.

Call Routing tab in the System Configuration has been modified to route calls without going
through Answer Mode since Answer Mode is no longer supported.

TUI has been updated to perform manual overrides via the telephone.

Considerations

When upgrading from a pre MiCollab AM 9.3 system, the previous Answer Mode and Call Routing
will be converted to 9.3 Schedule Mailbox, Call Routing, and Location.

Information previously encapsulated by Answer Mode will be converted to the scheduling
components Schedule Mailboxes, Call Routing, and Location.

Answer Mode plans will convert to Schedule Mailboxes and Locations based on Line Groups and
Schedules. The smallest definable group of lines in 9.3 is a switch section. If the 5.1 Line Groups did
not properly align to a switch section, the new grouping may be different. If an 5.1 Answer Mode
Plan is unassigned, it will not be converted.

NOTE Only the answer modes that are in use are converted. Those not in use will not appear in
the database after the upgrade.

Line Group data will generally be converted to locations. If there is more than one variation defined
in Line Group, they will be converted using the labels Location 1, Location 2, Location 3, etc.

NOTE If the 5.1 Line Group contained all lines, only one location will result, unless there were
multiple Answer Mode assignments. In that case, multiple locations will be created
representing the multiple 5.1 Answer Modes.

Depending on the Schedule type, the Schedule and Time data are converted to Weekly Schedule,
Schedule Overrides, or Manual Overrides.
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e ESP and ESP Other data are displayed as icons on the ESP tab of each of the calendar grids.
e Route Codes are no longer supported.
e Data in the Number field will be converted to Service Number.

e Service Types will be available and changed as follows:

Table 1. Service Types

MiCollab AM 5.1 MiCollab AM 9.3
N/A Default Answer
Phantom Extension Phantom

DNIS DNIS

Trunk Trunk

Upgrade Case Scenario

Background: MiCollab AM 5.1 with 24 incoming lines in a single Switch Section with lines assigned to
different Call Processors using Answer Mode Line Groups.

Solution: In this case, to upgrade to MiCollab AM 9.3 and Schedule Mailboxes, you will need to create
Switch Sections on the 5.1 system that mirror the Answer Mode line assignments. When creating these
Switch Sections, they will need to have different hunt groups access codes assigned or the upgrade may
not result in what is intended since Switch Sections with the same, or no, hunt group access code
assignment are assumed to be part of the same location, since with the same hunt group access code
means they are essentially part of one larger Switch Section. After the upgrade, these switch sections will
use the same Schedule Mailbox.

NOTE If MiCollab AM is deployed as a hosted solution on the cloud, the server administrator performs
this task.

WARNING Only follow this procedure if you require per port menu assignment because you do not
have a PBX integration that provides called number information. If your PBX integration does
provide called number information you should program a Call Routing rule and 24/7/365
Schedule Mailbox to send the call to the correct Call Processor.
On the 5.1 system:

1 Open system configuration by double-clicking on the desktop icon or browsing to Start >
Programs > MiCollab AM Desktop > Configuration.

2 On the Main tab, click the Shutdown button.

NOTE This will shut down the MiCollab AM server.
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Click the Switch Sections tab.

Click Add.

Select the switch in the Local Switch field.

Name the new switch section in the Name field of System Switch Section Settings.
NOTE Make sure your hunt groups match your switch sections.

Under Required Parameters of Local Switch Section Settings, enter the Hunt Group Access Code.
NOTE This code must be different for each Switch Section, or different Switch Sections on the

same switch will be assumed to be in the same location combined into a single location

using a common Schedule Mailbox during the upgrade.

Click OK.
Click on the Lines tab.

10 Assign the desired lines to the appropriate Switch Section by selecting the drop downs under

Section. Make sure that the line assignments to the Switch Sections mirror the Line Groups in
MiCollab AM Admin.

11 Run the upgrade script.
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