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NORTHERN TELECOM END-USER SUB-LICENSE

THE ACT OF INITIALIZING THE FIRST MAILBOX INDICATES YOUR
ACCEPTANCE OF THESE TERMS AND CONDITIONS. IF YOU DO NOT
ACCEPT OR AGREE TO THE TERMS AND CONDITIONS OF THIS SUB-
LICENSE AGREEMENT, YOU MAY RETURN THISMACHINE WITHIN 30
DAYSTO THE PERSON FROM WHOM YOU ACQUIRED IT FOR A FULL
REFUND.

The enclosed computer software (“Program”) is provided by Northern Telecom
Limited or its Subsidiaries (“Northern Telecom™) under license from Northern
Telecom's suppliers (“Northern Telecom's Licensors’) for use only on Northern
Telecom's Norstar Applications Module with which the program was provided to
you (“Northern Telecom Hardware”).

Sub-License Grant

Y ou are granted a personal, non-transferable, and non-exclusive right to use the
Program, in object codeform only, and rel ated documentation only for your internal
business purposes and only with the Northern Telecom Hardware. Y ou may not
copy the Program. Y ou may not make any copies of the documentation.

Restrictions

Y ou may not (i) use the Program on more than one computer at atime, or on any
computer other than the Northern Telecom Hardware, (ii) modify, trandlate, reverse
engineer, decompile, disassemble, otherwise derive source from, create derivative
works based on, or copy the Program, except that one copy of the Programin
machine-readable form may be made for backup purposes only, (iii) grant any
rightsin the Program or documentation to any person except in the event of transfer
of title to the Northern Telecom Hardware as provided herein, or (iv) remove any
proprietary notices, labels, or marks on the Program or documentation.

Title

This Sub-Licenseis not asale. Title to the Program, and all copies thereof, is
retained by Northern Telecom or Northern Telecom's Licensors, and no title to the
program, or any intellectual property in the Program, istransfered to you.
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Assignment of Sub-License

Y ou may assign your rights under this Sub-License to any subsequent owner of the
Northern Telecom Hardware, but not otherwise. To assign this Sub-License, you
must (i) delegate all of your obligations under this Sub-Licenseto the assigneg, (i)
obtain from the assignee an unconditional written assumption of all such
obligations, and (iii) transfer physical possession of the Program and all associated
documentation to the assignee and destroy any backup copies. Except as provided,
neither this Sub-License nor any rights acquired by you through this Sub-License
are assignable.

Warranty

For a period of one year following the installation of the Program, subject to
applicable restrictions herein, Northern Telecom warrants that the Program will
operate in substantial conformity to the associated user documentation. Northern
Telecom and Northern Telecom's Licensors make no warranty or representation
that the functions contained in the Program will meet your requirements, will
operate in the combination selected by you or will operate uninterrupted or error-
free. The extent of Northern Telecom'sliability shall be to correct any defect in or
replace the defective Program.

Limitation of Liability

THE FOREGOING WARRANTY CONSTITUTES NORTHERN TELECOM'S
SOLE LIABILITY AND YOUR SOLE REMEDY FOR DEFECTSIN THE
PROGRAM AND ISIN LIEU OF ANY OTHER WARRANTIES OR
CONDITIONS, STATUTORY, EXPRESSED OR IMPLIED, WRITTEN OR
ORAL, INCLUDING WITHOUT LIMITATION ANY WARRANTY OR
CONDITION ASTO MERCHANTABILITY OR FITNESS FOR ANY
PARTICULAR PURPOSE.

NO THIRD PARTY WARRANTS OR ASSUMES ANY LIABILITY
REGARDING USE OF THE NORTHERN TELECOM HARDWARE OR
PROGRAM, OR UNDERTAKES TO FURNISH ANY SUPPORT OR
INFORMATION RELATING THERETO. YOU SHALL HAVE NO RECOURSE
TO NORTHERN TELECOM'S LICENSORS. NORTHERN TELECOM AND
NORTHERN TELECOM'S LICENSORS SHALL NOT BE LIABLE FOR ANY
DAMAGES SUFFERED OR INCURED BY YOU INCLUDING, BUT NOT
LIMITED TO ANY GENERAL, SPECIAL, DIRECT, INDIRECT,
CONSEQUENTIAL, INCIDENTAL OROTHERDAMAGESARISING OUT OF
THIS SUB-LICENSE OR YOUR USE OF THE PROGRAM.
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Xi

Confidentiality

The program and related documentation are copyrighted. Although copyrighted,
they are unpublished and contain proprietary and confidential information of
Northern Telecom and Northern Telecom's Licensors and are considered by them
to be trade secrets. Y ou agree to hold the Program and documentation in
confidence. Without limiting the foregoing, you agree to protect the Program and
documentation at least to the same extent that you protect your own similar
confidential information and to take all reasonable precautions to safeguard the
confidentiality of them. Y ou further agree not to use the Program or documentation
to devel op competitive systemsor derivative products, or for any purpose other than
the operation of the Northern Telecom Hardware.

General

If you acquired the Northern Telecom Hardware in the United States, this Sub-
Licenseis governed by the laws of the State of New Y ork. If you acquired the
Northern Telecom Hardware in Canada, this Sub-License is governed by the laws
of the Province of Ontario. Otherwise, this Sub-License is governed by the laws of
the country in which you acquired the Northern Telecom Hardware.

This Agreement is the entire agreement between us and supersedes any other
communications or advertising with respect to the Program.

If any provision of this Agreement is held invalid, the remainder of the Agreement
shall continuein full force and effect.

Y ou agree to comply with all export and re-export restrictions or regulations of the
Department of Commerce or other United States agency or authority, and not to
transfer, or authorize the transfer, of the Program in contravention of such
restrictions or regulations.

Northern Telecom's licensors are direct and intended beneficiaries of this Sub-
License Agreement and may enforce it directly against you.

Upon termination of this Sub-License, you shall return all copies of the Program
and documentation to Northern Telecom or the person from whom you acquired
them.

Y ou acknowledge that you have read this agreement, understand it and agree to be
bound by its terms and conditions.
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U.S. GOVERNMENT RESTRICTED RIGHTS

Y ou acknowl edge that any software, including documentation, furnished under this
Agreement is commercial computer software developed at private expense and is
provided with RESTRICTED RIGHTS. Any use, duplication or disclosure by the
U.S. Government or its agenciesis subject to restrictions set forth in subparagraph
() (2) of FAR 52.227-19 or in (c) (1) (ii) of the Rightsin Technical Data and
Computer Software clause at DFAR 252.227-7013 and you shall ensure that such
restrictions are complied with.
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Introduction 1

About Norstar Voice Mall

Norstar Voice Mail isacomprehensive automated attendant and voice mail system
that offers advanced capabilities such asfax mail, Dial-by-Name, and Custom Call
Routing. It is aversatile business communications tool that you can use to answer
incoming calls, offer callers a selection of options to route their calls or access
information, and provide voice messaging service.

Norstar Voice Malil is designed to work with your Norstar telephone system,
allowing you easy access and programing using the display of any Norstar two-line
display telephone. Norstar Voice Mail can aso be programed with Norstar Voice
Mail Administration software and the optional application, Norstar Voice Mail
Manager.

For more information on installing and using Norstar VVoice Mail Manager see
"Norstar Voice Mail Manager" on page 151.

Thefollowing isabrief description of the four main components of Norstar Voice
Mail and how they enhance your office communications.

Automated Attendant

Answers your business calls promptly, 24 hours aday, with a Company Greeting.
A voice prompt then offers callersamenu of optionsto direct their call by selecting
adigit on the dialpad.

Voice messaging

Accurately records callers messages and stores them in a mailbox for easy
retrieval. Each Norstar telephone in your system can have its own mailbox as well
as personal greeting.

Custom Call Routing (CCR)

Replaces the Automated Attendant menu with a customized CCR Home Menu to
offer callers awider range of call routing options and access to sub-menus as well
as information messages. CCR allows you to determine the menu options and
record the voice prompts that guide callers along call paths.

Networking

Includes General Networking parameters, Audio Messaging I nterchange
Specification (AMIS)-specific parameters, Digital Networking-specific
parameters, AMIS Site Administration and Simple Mail Transfer Protocol (SMTP)
Site Administration. Refer to "The Norstar Voice Mail document set” on page 8 to
locate information about Networking.
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4 Introduction

Two methods for programing Norstar Voice Mail

Norstar Voice Mail programing can be administered by two methods:
(o] (3], which this guide coversin detail or by Norstar VVoice Mail Manager.
The Norstar Voice Mail programing administration comparison table below lists
the types of programing functions that can be performed by each method.

Table 1 Norstar Voice Mail programing administration comparison

Administration function N Norstar Voice Mail
Manager
Mailbox
Add Mailbox v v
Create Mailbox Utility v v
(subscriber only)
Change v
Delete v
Automated Attendant (AA)
Return to AA v v
Edit Greeting Tables v v
Line Configuration v v
Record Greetings v
Calling Line v v
Identification Table
Administration
Touchtone Greeting v v
Custom Call Routing (CCR) Tree
Add v
Change v
Delete v
Networking
General Networking v v
Parameters
AMIS-specific v v
Parameters
Digital Networking- v v
specific Parameters
AMIS Site v v
Administration
SMTP Site v v
Administration

Set Up and Operation Guide
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Introduction 5

Administration feature (9] Norstar Voice Mail
Manager
FAX
FAX Parameters v v
Loading Faxes v
Reports
Directory v v
Mailbox Information v v
Group List v v
Message Usage v v
Mailbox Activity v v
Calling Line Information v v
Dialing Translation v v
Alarm v v
CCR Tree v v
Class of Service v v
Call Handling & Port v v
Usage
System Configuration v v
Fax-on-Demand Usage v v
General
Voice Mail Enable/ v v
Disable
General Delivery v v
Mailbox Enable/
Disable
Norstar Voice Mail v v
Version Number
Number of Outdial v v
Channels
Backup and Restore v
Dialing Translation v v
Table
Dialing Translation v v
Parameters
Editable Classes of v
Service
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6 Introduction

How this Guide is organized

This Guideisintended to lead a System Coordinator through setting up your Voice
Mail system and serve as an ongoing reference aid. With thisin mind, you should
read the Guide carefully to understand how to set up and administer your Voice
Mail system.

The instructions contained in this Guide are presented in easy-to-follow steps that
cover all aspects of setting up and administering your Norstar VVoice Mail system.

This section tells you what to expect as you read the guide, and how information is
presented.

The Appendices |located at the back of this Guide include detailed information on
topics relevant to setting up and operating the Norstar Voice Mail system.

The Norstar Voice Mail Set Up and Operation Guide is organized into six main
sections.

Section Chapter(s) Topic(s)

l. Getting Started | Introduction A brief overview identifying the organization of this
guide and the conventions used for set up and operation
steps

Setting up Norstar Overview of how Norstar Voice Mail works. This section

Voice Mail defines the terms used in the set up and operation tasks.
This section also provides a summary of the System
Coordinator’s tasks.

[l. Automated Setting up an AA Steps for setting up the Automated Attendant

Attendant (AA) AA Status settings How to configure your company’s Norstar Voice Mail

lll. Mailboxes Overview of Mailboxes | Introductory information about Mailboxes

Special Mailboxes: Set up and initialization steps for the Special Mailboxes

General Delivery and

System Coordinator

Creating Mailboxes Steps to create the Mailboxes

Changing and Deleting | Steps to change and delete Mailboxes

Mailboxes

Mailbox Administering the Special Mailboxes, and how to

Administration Tasks | maintain User Mailboxes, Guest Mailboxes, and
Information Mailboxes

Mailbox Feature Codes | Feature Codes and what they do

V. Custom Call Overview of CCR How CCR works and the information needed before

Routing CCR can be set up

(CCR) Building, Saving, and | Steps to set up and enable new CCR Trees

Enabling a CCR Tree

Changing or Deleting | Steps to change or delete existing CCR Trees

a CCR Tree
V. Norstar Voice |Overview of the NVM | Steps to install, run and remove NVM manager client
Mail Manager Manager software

Set Up and Operation Guide P0886600 Issue 1.0
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Section

Chapter(s)

Topic(s)

VI. Maintenance
and

Backing up and
Restoring Programing

Steps to back up Norstar Voice Mail programing and
restore Norstar Voice Mail

Troubleshooting

Resetting and
Initializing Programing

Steps to reset Norstar Voice Mail programing and
reinitialize the system

Norstar Voice Mail
Reports

Examples of Reports that are available and how to print
them

Norstar Voice Mail
Troubleshooting

Diagnostic and recovery procedures for problems that
might occur while setting up and operating Norstar
Voice Mail

VI. Appendices

A: Dialing Translation

Setting up the Dialing Translation Table and setting the
Dialing Translation Parameters

B: Centrex

Centrex transfer restrictions feature

C: Feature
Compatibility and
Configuration Tips

Norstar Voice Mail feature compatibility and tips on
configuring your Norstar system

D: Default
Configuration Values

Default settings

A Glossary and Index can be found at the end of this Guide.

Symbols and conventions

Asyou work through this Guide, you will notice certain conventions have been
used to represent the words that appear on the Norstar telephone display and

dialpad.

Convention/Symbol Example Purpose

Display font, mixed case Pswd: Display prompts. Used on one- and two-line
display telephones. You must perform an action in
response to the prompt.

Display font, word in capital MEDH Display button option. Appears on two-line

letters and underlined display telephones only. Press the button directly
below the option on the display to proceed.

Dialpad buttons Represents the buttons you press on the dialpad to
select a particular option.

What appears

on the display

The telephone displays shown throughout this guide use the Norstar Voice Mail
default settings and sample names.

For example:

[SEt Z19a ]

This display shows an example of the Norstar Voice Mail directory number (DN).

P0886600 Issue 1.0
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8 Introduction

Prerequisites

Before you attempt to set up Norstar Voice Mail, ensure you are familiar with how
Norstar two-line display tel ephones operate. Werecommend you read the tel ephone

user card before proceeding.

The Norstar Voice Mail document set

Document Audience Description

Norstar Voice Mail All users Describes how to use the most common

User Guide Norstar Voice Mail commands and
features.

Norstar Voice Mail All users A more detailed, procedural

Reference Guide description of the Norstar Voice Mail
commands and features available to
end users.

Norstar Voice Mail System Instructions for setting up, programing,

Set Up and Operation Guide

Coordinator

and operating the Norstar Voice Mail
system.

Norstar Voice Mail
Software Maintenance Guide

System
Coordinator

Technical information and procedures
required to perform various Norstar
Voice Mail tasks. This manual should be
used to supplement the information in
the Applications Module Installation
and Maintenance Manual.

Applications Module Installation and Installer Information about installing the

Maintenance Manual hardware available for Norstar Voice
Mail.

Norstar Voice Mail System Planning sheets to support the Norstar

Programing Record

Coordinator

Voice Mail System Coordinator
programing tasks.

Norstar Voice Mail Installer Information about installing the optional

Digital Networking Installation Guide Digital Networking software available
for Norstar Voice Mail.

Norstar Voice Mail System Instructions for setting up and

Digital Networking
Set Up and Operation Guide

Coordinator

programing the optional Digital
Networking software available for
Norstar Voice Mail.

Norstar Voice Mail All users Information about programing and

Digital Networking User Guide using the optional Digital Networking
software available for Norstar Voice
Mail.

Norstar Voice Mail Installer Information about installing the optional

AMIS Installation Guide AMIS software available for Norstar
Voice Mail.

Norstar Voice Mail System Instructions for setting up and

AMIS Set Up and Operation Guide

Coordinator

programing the optional AMIS software
available for Norstar Voice Mail.

Set Up and Operation Guide
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Document Audience Description

Norstar Voice Mail All users Information about programing and

AMIS User Guide using the optional AMIS software
available for Norstar Voice Mail.

Norstar Voice Mail Installer Information about installing the optional

FAX Installation Guide FAX hardware and software available
for Norstar Voice Malil.

Norstar Voice Mail System Instructions for setting up, and

FAX Set Up and Operation Guide

Coordinator

programing the optional FAX software
available for Norstar Voice Mail.

Norstar Voice Mail
FAX User Guide

All users

Information about programing and
using the optional FAX software
available for Norstar Voice Mail.

P0886600 Issue 1.0
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Setting up Norstar Voice Mail 2

Overview

Norstar Voice Mail isafully automated receptionist service that offers call routing
and message taking services. This chapter includes information abouit:

* Who can use Norstar Voice Mail

* Using Norstar Voice Mail with atwo-line display telephone
* Using the Norstar dialpad

» Entering charactersinto the command line

» Logging on

* Ending asession

* Interrupting avoice prompt

» Preparing to program Norstar Voice Malil

Who can use Norstar Voice Mail

Norstar Voice Mail can be used by any outside caller and by mailbox ownersin
your company. Inside your office, Voice Mail can be used from any touch tone
phone connected to your Norstar system. For mailbox ownersaway from the office,
Voice Mail can still be used with any touch tone phone.

Incoming calls from arotary dial telephone are transfered to your company
Receptionist or designated Operator. If the Operator is not available, the caller is
directed to the Genera Delivery Mailbox.

When using Voice Mail from a Norstar telephone, amailbox owner must first enter
a Feature Code. For more information about Feature Codes, refer to "Mailbox
Feature Codes' on page 109.

Using Norstar Voice Mail with a two-line display telephone

The display on Norstar two-line display telephones provides information about
commands and options available when you are using Norstar Voice Mail.

Thedisplay can show up to threedisplay button optionsat atime. In someinstances,
you must wait for the voice prompt to play the other available options. When
options are played by the voice prompt and the corresponding button does not
appear on the display, you must select the option using the numbers on the dialpad.

The Norstar two-line display is shown in the following diagram.

P0O886600 Issue 1.0 Set Up and Operation Guide



12 Setting up Norstar Voice Mail

Norstar two-line display

Display prompt —(F‘sud:
Display options — [l OTHR RETEY Ok

Display button i I i

Other telephones

Norstar single-linedisplay telephones can be used for most VVoice Mail sessions, but
are not suitablefor the programing or administration tasks performed by the System
Coordinator. Configuration tasks require atwo-line display.

A single-line, tone dia telephone connected to an Integrated Communication
System (ICS) through an Analog Terminal Adapter (ATA) can aso be used for
many Norstar Voice Mail sessions, but cannot perform administration tasks.

Using the Norstar dialpad

The buttons on the dialpad act as both numbers and | etters. Each button represents
anumber and also represents letters of the al phabet.

Norstar Voice Mail knows when an alphabet letter is required. When an al phabetic
entry is required on the command line of the display, press the dialpad button that
representsthe letter. The letterswill appear on the display in the order listed on the
number button. When entering programing information, such as names, up to 16
characters appear on the Norstar telephone display. On some displaysyou can enter
more than 16 characters, though 16 is al that is shown.

Thefirst timeanumeric button is pressed, the display showsthefirst assigned letter.
A second press of the same button changes the display to the second letter, and so
on, cycling around to the first letter. To accept the displayed letter, press or
press a different button. If you press a different button, the cursor is advanced and
the display showsthe first character on the new button. A EKSF display buttonis
displayed and pressing this display button erases the most recently entered
character, moving the cursor position to the left. The following table shows the
characters associated with the Norstar dial pad.

1’ ABC2abc DEF3def

GHl4ghi J KL5jklI 6] MNO6mMnNoO

PRS7prs TUVS8tuv 0] WXY9wxy

Quit 0] QZ Zeroqz Accepts displayed letter
and , (comma)

completes the name
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Logging on

Logging onto the Norstar Voice Mail system allows you access to Norstar Voice
Mail Administration, Configuration and the different Feature Codes. After the
appropriate Feature Code is entered, a mailbox number and password combination
must be entered.

Mailbox number lengths range from two to seven digits. When the mailbox number
length istwo digits, the System Coordinator Mailbox is 12. When the mailbox
number length is seven digits, the System Coordinator Mailbox is 1000002. For
more information about System Coordinator password and mailbox combinations,
refer to "Appendix C: Default Configuration Values' on page 221.

For example, to access the System Coordinator Mailbox:

1. Press [Feawe ) (5] ] 5] -

2. Enter 1) 2] [o][o][o][o] and pressok .

Thefirst two digits represent the default
mailbox number for your a System
Coordinator Mailbox. The next four digits
represent the default password.

Log:
GUIT EETEY ] 4

Admin 3. Thisisthefirst display you will see after

For ahigh level diagram of where you can go
from here, see "Feature 983: First level" on

page 15.

Accessing your Personal Mailbox while away from the office

When you are away from the office, you can access Norstar Voice Mail using the
dialpad of any touch tone telephone. To access your Personal Mailbox, press|* |
while your Personal Greeting plays. Enter your Personal Mailbox number and
password combination and follow the voice prompts.

After listening to your messages, the messages you have not deleted are
automatically saved.

A mailbox owner has alimited number of incorrect password attempts when trying
to open aPersonal Mailbox while away from the office. The system disconnectsthe
call after three incorrect attempts.
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14 Setting up Norstar Voice Mail

Ending a session
To exit from aNorstar Voice Mail session you can do any of the following:
* hang up the receiver
* press an dternate line button

. press(fs]

e press(reawre  ]. The Voice Mail session ends in two to three seconds, except
when you are transfering a caller to a mailbox.

Interrupting a voice prompt

Each command shown on the tel ephone display is accompanied by avoice prompt.
On aNorstar two-line display telephone, the voice prompt plays after afive-second
delay. If you do not select an option, Norstar will disconnect the call. On a Norstar
single-line display telephone, the voice prompt plays immediately. When you do
not select an option within an additional four seconds, the voice prompt replaysthe
options before Norstar ends the session.

Norstar Voice Mail voice prompts provide the same options as the display button
options, and additional options not appearing on the display. When the voice
prompt plays the available options, it provides the dialpad buttons that invoke the
options.

When the voice prompt announces a display option with a corresponding dialpad
button, you can use the display button or the number on the dialpad. Either button
invokes the selected option.

A voice prompt can be stopped by pressing [# ] . A user cannot interrupt a prompt
that isinforming the user of an error.

Press [x ] to return the display to the previous display prompt.

There are no voice promptsfor configuration options. All configuration commands
and options appear on the Norstar two-line display telephone.

Preparing to program Norstar Voice Mail
Once you have logged on using (9] , you are ready to start

programing Norstar Voice Mail. Thefollowing diagram shows ahigh-level view of
the programing options available at this point.

For more detailed information on programing, refer to "Overview" on page 19, and
"Overview of Mailboxes' on page 49.
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Feature 983: First level

Feature 983

| | T Re-install
Mailboxes Automated Other Norstar Voice Mail
Attendant Reset Norstar Voice Mail

_ Change language
availability, Group Lists

F
|
|
|
|

| | | :

Group CCR Other |

List .y Change Voice Mail
| Option/ Enable
[ Company Directory
|
|
|

NET
FAX . Change number of

channels for outdialing

|

:_ _f6) Enable General Delivery
[ Mailbox

|
F-7) Print Reports

: o) View Norstar Voice Malil
: Software Version

--1J{] CLID dialing table admin

Pl Backup Norstar Voice Mail
programing and settings

-—[3) Restore Norstar Voice Mail
[ programing and settings

--[4J[¢) Option admin

-{6)[e] Create Mailbox Utility

- External Mailbox
initialization
enable/disable

- Dialing Translation admin
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Section Il - Automated Attendant

= Setting up an Automated Attendant
= Auto Attendant Status settings

P0886600 Issue 1.0 Set Up and Operation Guide



18 Automated Attendant

Set Up and Operation Guide P0886600 Issue 1.0



Setting up an Automated Attendant 3

Overview

The Automated Attendant provides a convenient means of answering your
company’ sincoming telephone lineswith a prerecorded greeting selected from the
Greeting Table, according to the time of day.

Y ou can record and assign different greetings to the Greeting Table. You can also
specify which greeting will play for particular lines. For example, you can program
the system so that callers will hear one greeting when they call the salesline, and a
different greeting when they call the customer support line.

After the greeting, the Automated Attendant Menu offers callers arange of options
that they can select using the dialpad of their telephone. Y ou can a so customizethis
menu to provide a different selection of optionsfor callers.

If you want to offer a greater range of options and services for incoming calls, a
Custom Call Routing (CCR) menu can be assigned to play instead of the Automated
Attendant Menu. See Section IV for information on creating a CCR menu.

Automated Attendant answering overview

Incoming call

Y Y

Receptionist Automated Attendant

answers answers

Company Greeting
plays

Y

Custom Call Routing Automated Attendant

Home Menu options play Menu options play
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20 Setting up an Automated Attendant

This chapter contains information and procedures on:

» recording your company Greetings

» setting up a Greeting Table

* assigning greetings to the table

e Creating a custom menu

» adding an alternate language for your greetings

» assigning the Greeting Table Attendant

» assigning a Custom Call Routing menu

» programing the business hours for the Automated Attendant
e programing which lines will be answered by Voice Mail

* setting the number of rings before Voice Mail answers

Periodically, you may wish to revise some of the Automated Attendant settings to
reflect changesin your office. This section also contains information on:

» viewing and changing which lines will be answered by Voice Mail
» enabling or disabling the Touchtone Gate option
» enabling or disabling the Voice Mail option

Other options available are explained elsewhere in this Guide, such as setting up a
fax line, changing the Company Directory status for a mailbox and adding or
changing a Caller ID (CLID) Dialing table.

Tools and materials

To program your Automated Attendant, you will need a Norstar two-line display
telephone.

The Norstar Voice Mail Programing Record, provided to you by your installer or
your customer sales representative, contains useful information about programing
options and can be a helpful reference while setting up the Automated Attendant.
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Overview of Automated Attendant programing

Feature 983

Log on
Mailboxes Automated Other
Attendant
. 1
Greet!ngs Greeting Table Lines
Record Set return to Accept deJauIt Menu Enter line
Greetings Automated or number
Attendant Record Custom Menu
Answer line
Assign Company _
Greetings for: Greeting Table
- Morning
- Afternoon Rings before
- Evening answer

- Non-business

Language
preference

Assign Attendant
DN

Assign CCR Tree

Assign start times for:
- Morning

- Afternoon

- Evening

- Non-business

Greeting Tables

The Greeting Tables store the recordings played by the Automated Attendant

toincoming callers. Norstar Voice Mail providesfour Greeting Tables numbered 1
to 4.

Y ou can store atotal of 40 Company Greetingsin memory, but only four greetings
can be assigned a Greeting Table at any one time. Y ou can assign the same four
greetings to each table, or you can assign unique greetings for each table.
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22 Setting up an Automated Attendant

The following shows an example of how Greetings can be assigned to the tables

Greeting Type Table 1 Table 2 Table 3 Table 4
Morning Greeting 1 Greeting 5 Greeting 9 Greeting 13
Afternoon Greeting 2 Greeting 6 Greeting 10 Greeting 14
Evening Greeting 3 Greeting 7 Greeting 11 Greeting 15
Non-business Greeting 4 Greeting 8 Greeting 12 Greeting 16

We recommend using greetings 1 through 16 as your daily business greetings, and
greetings 17 through 40 as special greetings.

Each Greeting Table is divided into four sections, based on the time of day. The
following shows the default times assigned to the sections.

Greeting Type Default start times
Morning 12:00 am
Afternoon 12:00 pm
Evening 6:00 pm
Non-business 6:00 pm

If default hours are used, the Non-business
Greeting will not be heard by the caller.

The Non-business Greeting can be turned on
and off using the Business Status feature.

Greeting Tables using the Alternate Language

When you are using both the Primary and Alternate L anguages, we recommend
assigning one Greeting Table to the Alternate Language. For example, if your
company has two incoming lines and you would like one line assigned entirely to
the Alternate Language, you must assign that line to the Greeting Table where al
the greetings are recorded in the Alternate Language. This means you could record
greetings 5, 6, 7 and 8 in the Alternate Language and assign the greetings to
Greeting Table 2 for line 2.

Company Greetings

Before you record your company Greetings, determine the type of greetings to be
used on the different incoming telephone lines and what you would like the
greetingsto say. Y ou must prepare at least four greetings. As you record your
greetings, number them from 1 to 4.
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Thefour greetings will reflect the Morning, Afternoon, Evening and Non-business
hours. For example:

1) Morning Greeting: “Good morning. You have reached Touchstone
Marketing.”

2) Afternoon Greeting: “Good afternoon. You have reached Touchstone
Marketing.”

3) Evening Greeting: “Good evening. You have reached Touchstone
Marketing.”

4) Non-business Greeting: “You have reached Touchstone Marketing. Our

business hours are Monday to Friday from 8:00 a.m. to
5:00 p.m. Please stay on the line and leave a message.
Thank you for calling.”

Greetings 1 through 4 are assigned by default to all Greeting Tables. This means
that Greeting number 1 will be played as the Morning Greeting for Greeting Table
1,2, 3and 4.

If you are using only one Greeting Table, the numbered greetings you recorded
from 1 to 4 will play automatically. Y ou do not have to assign Greetings 1 to 4 to
the Table, but you must select the language preference.

If you are using a Primary and Alternate Language, it is a good ideato record the
option (o ] instruction in the Alternate Language. For example, if you are using
English as your Primary Language and French as your Alternate Language, your
main greeting would be in English and the option (9 ] instruction would bein
French. For example:

“ Good mor ning. Thisis Touchstone Marketing. To use our voice messaging service
in French, pleasepress [o ] .”

Since the default Automated Attendant Menu prompt does not announce an
Alternate Language Option, your Greeting must instruct acaller to press o ] to use
the Alternate L anguage.

Company Greetings can be 1 to 10 minutes in duration. If you need to change the
greeting duration, you must change the Class of Service assigned to the System
Coordinator Mailbox. For information on how to change the setting, refer to
"Changing a mailbox Class of Service" on page 86.

After you have determined what your Greetings will be, practice recording them.
Remember to speak slowly and clearly, at a pace that is easy to understand.
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24 Setting up an Automated Attendant

Recording a Greeting

When you arerecording your company Greetings, do not use the Handsfree feature.
Speak directly into the telephone receiver.

To record a company Greeting:

Log:
GUIT EETEY Ok

Admin
MBI AA OTHE

Auto Atdt Admin
GRTG TRELE LIMES
Greeting admin
GRTG AA
Greet.ing:

RETRY Ok

Greeting <K>
RETEY FLRAY REC

Record dreeting:
RETEY Ok

Accert 9reeting?
RETRY FLAY Ok

1

Press Feane ) 8] £ ) -

Enter the System Coordinator Mailbox number
and password, then pressCE .

PressAA .

PressGRTEG .

PressGETEG .

Enter the greeting number to be recorded

(from 1 to 40) and pressk. .

PressEEL . At the tone, record your greeting.
Do not hang up the receiver when you have
finished recording.

Press K to end your recording.
To listen to the greeting, press_FLAY .

To accept the recording, pressak; .
To record the greeting again, pressEETEY .

Repeat steps 5 through 9 for any other
numbered greeting you want to record.

10. Press to end this programing session.

Set Up and Operation Guide
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Setting up a Greeting Table
To set up a Greeting Table, complete all 39 steps of the procedure to:

» record a Custom Menu prompt, if you are replacing the default Automated
Attendant Menu

* assign agreeting to a Greeting Table
e assign alanguage preference

» assign aGreeting Table Attendant

* assignaCCR Tree

A Custom Call Routing (CCR) Tree must be built and enabled before it can be
assigned. For more information, refer to g.

» set your company’s Business Hours

Automated Attendant Menu
The Automated Attendant Menu plays after the company Greeting, and when a
mailbox owner accesses the Automated Attendant.

The default Automated Attendant Menu informs the caller: “ Using the dialpad,
please enter the extension you wish to call. To usethedirectory, press (# ] . Toleave
amessage, press . To reach an Operator, press o ]

Recording a Custom Menu
If the Automated Attendant Menu prompt is set to No, you must record a Custom
Menu prompt to replace the prerecorded one.

When you record a Custom Menu prompt you can provide the caller with alist of
options such as choosing the Alternate Language, accessing the Company
Directory or reaching an Operator. Each Greeting Table has two Custom Menu
prompts for a Primary and Alternate prompt.

Remember to speak slowly and clearly, at a pace that is easy to understand.
1. Press o] .

[ Loa: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY HE and password, then pressik .

Admin 3. PressHA .

MEOX AR OTHR -
[num Atdt Fldmin] 4. PressTHELE .

GRTG TRELE LIMES -
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26 Setting up an Automated Attendant

[ Grtg table: ] 5. Enter the Greeting Table number (1 to 4) and
RETRY oK, press oK .

AA menu FPrometlt 6. PressiCHHG .

CHHMG oK, E—
[PPDmPt: ] 7. PressFPRIFE .

PRIME ALT

8. PresskEL . At the tone, record your primary
prompt.

Promrtl Fri
FLRAY REC GUIT

To record the alternate prompt, press [* ] then
PressaLT .

9. PressiE .

Record rromFt:
RETEY oK

10. To accept the recording, pressok .

Accert FromrFL?
RETREY FLAY 0K

To record the prompt again, pressEETREY .

Promrt 11. Press [* | .
[ FRIME ALT ]

AR meriu FPrometiH 12. PressE .

CHHG REC (0] -
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Morrning:l
CHHG FPLAY HEXT

Greet.ing:
RETRY 0K

Marning: <#:
CHHG FPLAY HERT

Aftertoon: 2
CHHG PLAY HEXRT

Evening: 3
CHHG PLRY HERT

Hon—-business:4
CHHG PLRY HEART

[ )
[ )
[ )
[ )

Assigning a greeting to a Greeting Table

13. If you are leaving the Morning greeting asit is,
pressHEXT until the display shows the one you
want.

PressCHHIG .

14. Enter the greeting number (1 to 40) and press
0k .

15. PressHEXT .

16. PressHEXT .

17. PressHERT .

18. PressHERT .

To continue assigning greetings to the Afternoon, Evening and Non-business
sections of the Greeting Table, repeat steps 13 through 15.

When all your greetings are assigned to the Greeting Table, you can assign the
language preference. This can be changed at any time. Y ou can set the language
preference for each Greeting Table. This setting determines which language the
Automated Attendant uses when answering incoming calls. If the Norstar Voice
Mail Bilingual Option is set to No, this display is not shown.

Lan3a rref: Fri
CHHG HEXT

Lan3a Fref: alt
CHHG HEXT

Assigning the language preference

19. PressCHHG .

20. PressHEKT .
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Assigning the Greeting Table Attendant

Assigning the Greeting Table Attendant overrides the designated Operator. If the
Attendant does not answer, the call goes to the destination Mailbox. If thereis no
mailbox, the call goes to the General Delivery Mailbox.

[Flt-:it: Chane 21. PressCHHG .

CHHG MEKT ]

[ Ext.: ] 22. Enter the DN of the Greeting Table Attendant.
RETRY QUIT
[ Atdtl od ] 23. PressHEXT.

CHHG MEXT

To return the Greeting Table Attendant back to
none after a DN has been entered, you must
pressCHHG and then [# ] .

Press [*] toreturn to theAuto Atdt. Admin display and continue setting up the
Greeting Tables. Repeat the steps for each Greeting Table.

Assigning a CCR Tree

[ CCR treeidisable ] 24. Press CHHG .

CHMG oK —_—

[ CCR tree: ] 25. Enter the CCR Tree number (1 to 4).
DISAELE

[CCR treer <ur

] 26. Pressok .
CHNG 0K

Setting the Business Hours

Setting the Business Hours determines when each greeting is played on the
Greeting Tables. Business Hours are divided into the four categories Morning,
Afternoon, Evening, and Non-business for each of the seven days of the week for
each Greeting Table.

Mon morn:12:88 am 27. Press CHHG
CHHG DAY  HEXT or

pressAY to change the display to the morning
of the following day.

[ Enter hhmm: {'38'3%] 28. Enter the Monday Morning start time and
RETRY AWM PM press M or i .
Thisisafour-digit field. Any single-digit hour
must be preceded by a zero.
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[F‘Iu moFhs <51 B8 an ] 29. PressHE*T .

CHHMG DAY HEXT E—

Mo aft: 12:88 Fm 30. Press CHHG .

CHMG DAY HMEXT E—

[ Enter hhmnm: < 1281>] 31. Enter the Monday Afternoon start time and
RETRY A B8 pressAM or FM

Mo aft: 12:81 Fm 32. PressHEXT .

CHHMG DAY HEXT —

Mo ewve:<B5: B8 FM 33. PressiCHHG .

CHMG DAY HMEXT -

[ Enter hhmn: {EEBH] 34. Enter the Monday Evening start time and
RETRY AWM press At or FM

Makh ewe: <B581:Fm 35. PressHEXT .

CHHMG DAY  HEXT —

[Hanb: {RGRA> P ] 36. PressCHHG .

CHMG DAY HMEXT —

[ Enter hkmm: {B9BI>] 37. Enter the Non-business start time and press A
RETRY AM  PM or FM _
[Hanb: {@9:a1>x Pm] 38. PressDAY .

CHHMG DAY  MEXT —

Tumorn: <122 @0am 39. Repeat the steps 27 through 38 for each day of
[CHNG LAY HEHT] tthweek *® g ¥

40. Press to end this programing session.

To set up the days when your businessis not open, set the Non-business start time
to 12:00 am. Then set the Morning, Afternoon and Evening start timesto 11:59
p.m., so that the Non-business greeting plays throughout the day.

The Non-business greeting can a so be turned on and off using the Business Status
feature. When the Business Statusis set to Off, the Non-business greeting continues
to play until the Business Statusis set to On.
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Changing the Norstar Voice Mail language availability

When Norstar Voice Mail wasinstalled, the language of the Automated Attendant
was set by theinstaller.

When the Norstar Voice Mail bilingual option is set toH, thereisno Alternate
Language capability, and all the Classes of Service are assigned the Primary
Language selected. Thismeansacaller who presses (9 ] when using the Automated
Attendant is told the command is not recognized.

To change the Norstar Voice Mail language availability, and the Primary and
Alternate Languages:

1. Press Feawe ) &) () @) -

2. Enter the System Coordinator Mailbox number
and password, then pressCE .

3. Pressfz].

Log:
GUIT EETEY Ok

Admin
MBI AA OTHR

[Bilingual: H

] 4. PressCHHI to toggle the setting and select H for
CHHG MEXT

No, or % for Y es.PressCHHIG to toggle the
setting and select M for No,

orY for Yes.
[Bilingual: Y ] 5. PressHEXT .
CHHG HEXT E—
[Prim land: end ] 6. Pressik to select English asthe Primary
__ Ok Language, or pressCHHG to select French or
Spanish as the Primary Language. Pressak; to
select English as the Primary Language, or
press CHHG to select French or Spanish asthe
Primary Language.
[Grnup lists:y ] 7. Pressik .
CHHG oK
[Leading Digits:3 ] 8. Pressak . For information about Group Lists
CHHG oK,

and Leading Digits, refer to "Broadcast and
Group messages' on page 97.

[ Sustem config 9. To configure any changes you made, pressik.

RETRY oK ]

[Fldmin

] 10. The system is now configured with the changes
MEOX AR OTHR

you made.
Press to end this programing session.
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Programing which lines will be answered by Norstar Voice Mail

Norstar Voice Mail is able to answer al of your incoming lines, or just those lines
you specify. Before Norstar VVoice Mail will answer an incoming line, you must
assign the line and set the Answer status to Y es. Each line added is answered by
Greeting Table 1, unless another table is specified.

For information about the incoming line numbers used in your company, refer to
your Norstar Voice Mail Programing Record. The maximum number of linesis

500.

Adding lines and assigning a Greeting Table

To add aline and assign a Greeting Table:

Log:

QUIT RETREY Ok
RAdmin

MBI OTHE

Auto Atdt Admin
GRTG TRELE LIHES

Line numbetr:
RETRY 0K

Line:l An=:iH
CHHG TRELE HEXT

[ )
[ )
[ )
[ )

Line:l An=:Y
CHHG TRAELE HEXT

Line:l Table:l
CHHG RIHMGS HEXT

Grta table:
RETRY Ok

Line:l Table:l
CHHG RINGS HEXT

1.

10.

Press [Feaure ] ) [ ) -

Enter the System Coordinator Mailbox number
and password, then press Ok, .

PressaA .

PressLIHES .

Enter the line number and press Ok, .

PressCHHG to change the Answer status fromH
toy .

PressTHELE .

PressCHHG .

Enter a Greeting Table number (from 1 to 4)
and press ok, .

To continue adding lines, pressHEXT and
repeat steps5to 9.

Press to end this programing session.

For more information about line answering, refer to " Setting the Answer Lines

status' on page 42.
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Viewing and changing the line configuration

Y ou can view and change the Answer status of any line that has been added to

Norstar Voice Mail:

Log:
GUIT RETEY Ok

Admin
MEOH OTHE

Auto Atdt Admin
GETG TRELE LIMES

RETRY 0k

Line:l An=:
CHHG TAEBLE HEXT

[ )
E )
[ Line number: ]
[ i

Line:l Ans: Y
CHHG TAELE HERT

CHHG TRELE HEXT

1. Press Feane ) &) () ) .

Enter the System Coordinator Mailbox number
and password, then pressok .

PressAA .

PressLIHES .

Enter the line number and pressok; .

PressCHHG if you wish to change the Answer

status.

PressHEXT to go the next line.

Use theHEXT and CHHG buttons to view the

[Line:Z Ans: H ]

assigned lines and to change the Answer status
iIf you wish.

Press (* ] toreturn to step 4 and select aline
number without having to scroll through the
entire list.

Press to end this programing session.

Assigning the number of rings before Norstar Voice Mail answers

Y ou can assign Norstar Voice Mail to answer incoming calls after a specified
number of rings. The number of rings ranges from O (zero) to 12. If the number of
ringsisleft at zero, Norstar Voice Mail answersimmediately.

For lines equipped with Caller ID (CLID), you must assign the number of rings to
two or more. CLID is not provided until just prior to the second ring, so assigning
the number of ringsto zero or one prevents CLID from being relayed. Without
CLID, Personalized Greetings and other features related to CLID will not play.
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To assign or change the number of rings before the Automated Attendant answers:

Log:
GUIT RETRY OK

RAdmin
MEOH OTHE

Auto Atdt Admin
GETG TRELE LIMES

Line number:
RETRY ] 4

CHHG TRELE HERT

inell TABLE: 1
CHHG RIHGS HEXT

ine:l Ring=:@
CHHG AHS  HEXT

Mo of rings:
RETRY 0k

[ )
E )
[ )
T
E )
E )
[ )

Line:l Ringsix
CHHG AHS  HEXT

1

10.

Press Feane ) @) &) ) -

Enter the System Coordinator Mailbox number
and password, then pressk .

PressAA .

PressLIHES .

Enter the line number and pressak; .

PressTHRELE .

PressRIMGS .

PressCHHG .

Enter the number of rings (from 0 to 12) and
press Ok, . Enter the number 2 or greater if your
company subscribesto CLID .

Use theHEXT and CHHG buttons to view the
lines and change the number of ringsif you
wish.

Press [* ] to return to step 4 and select aline
number without having to scroll through the
entire list.

Press to end this programing session.
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Enabling Touchtone Gate
The Touchtone Gate option allows you to speed up routing incoming calls.

When Touchtone Gate is enabled, you can choose to have the standard voice
prompt play or you can record your own custom prompt. If you choose the standard
prompt, the following voice prompt is played after your company greeting: “ If you
are calling from a touch tone phone, please press now. If you arearotary
caller, please hold and you will be transfered.”

Note: If you want to use a custom voice prompt, you must record it before
enabling Touchtone Gate. It isrecommended that you use Greeting 40 asthe
custom Touchtone Gate voice prompt. When Touchtone Gate is enabled,
Greeting 40 is the default custom voice prompt. For more information on
recording Greetings, refer to "Recording a Greeting” on page 24.

When the tone for 1 isreceived, the call proceeds to the Automated Attendant or
CCR Tree. When no tone isreceived, the call is sent back to the Receptionist or
designated Operator specified by the Greeting Table. When the attendant is not
available, the call isdirected to the Genera Delivery Mailbox. If thisis not
available, the call is disconnected.

The Touchtone Gate voice prompt is not presented to internal callersor while using
Feature 981 or Feature 986.

If you disable Touchtone Gate you should re-record the Company Greeting to
include * If you are calling from a touch tone phone, please dial the directory
number or press (# ] for the company directory. If not, please hold and you will be
transfered to the operator.”

To enable or disable Touchtone Gate:
1. Press o) .

[ Log: ] 2. Enter the System Coordinator Mailbox number
QUIT FRETRY [y and password, then pressCE .
Admin 3. Press AR .
MED AR OTHR -
Auto Atdt Admin 4. Enter }
[GETG TRELE LIMES ]
[ TT 9atelnone ] 5. The Touchtone Gate defaults to none. Press
CHHG ak;

CHHG to change to enable Touchtone Gate or to
choose a custom voice prompt .
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[ ELH‘E%H std o ] 6. Press OK to accept the standard voice prompt.
Press HEXT to choose the custom voice
prompt. PressCHHG to choose the custom voice
prompt or to disable Touchtone Gate.

[ TT 9atelcustom ] 7. Press HE%T to choose the custom voice

CHHG HEAT prompt. Press CHMG to disable Touchtone Gate.

[ TT Greetind:de ] 8. Press OK to accept Greeting 40 as the custom

CHNG oK Touchtone Gate voice prompt. Press CHHG to
enter the custom voice prompt Greeting
number.

[ Greet.ing: ] 9. Enter the custom voice prompt Greeting

RETRY __ number and Press 0K .

Auto Atdt Admin 10. Press [ris ] to end this programing session.

[ GRTG TABLE LIMES ] Prog J

Enabling and disabling Voice Mall

Voice Mail can be enabled or disabled at any time. The default status is enabled.
When Voice Mail isenabled, callerswho try to reach aDN that is busy or does not
answer will be transfered to the DN’ s mailbox. Callers can access all mailboxes
when Voice Mail is enabled.

When Voice Mail isdisabled, calers hear the Automated Attendant Menu prompt.
Callers cannot leave messages in any mailboxes but can access Information
Mailboxes, or press (o ] to reach the Operator.

If the Voice Mail Option is disabled, Norstar Voice Mail users may still leave a
message in a mailbox using Feature 980, as shown below, or the record message
option in Feature 981. The mailbox owner may also transfer internal callsto another
mailbox by using Feature 986.
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Overview of Sending Messages using Feature 980

Feature 980
|
I I

Enter Use
mailbox Directory
number

Owner’s

name

confirmation

Record
message
| |"""""""""""""1
Send Delivery Options
message (3)
Certi'fied Urg'ent Othér
Private Timed
To enable or disable Voice Mail:

1. Press Feawe ) &) ) @ -

2. Enter the System Coordinator Mailbox number

[ Lod:
and password, then pressCE .

GUIT  RETEY DK]

(i 3. Pressfi].

MED: AR DTHR]

[Uoice Mail: 4. PressiCHHG to changethe to H .

CHHG NEXT ]

Press to end this programing session.
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Auto Attendant Status settings

Overview

This chapter describes how to:

set the Operator Statusto On or Off
change the Operator password

set the Business Status

assign Norstar VVoice Mail Line answering
change Automated Attendant Status

Setting the Operator Status

A

When your company Receptionist or Operator isavailableto respond to calers, the
Operator Status should be set to Y es. When your company Receptionist or

designated Operator goesfor abreak, lunch, or leavesin the afternoon, the Operator
Status should be set to No.

When the Operator Statusisset to No, acaller who requests an Operator isinformed
the Operator is not available, and is transfered to the Menu options to dial another
DN or leave a message.

Overview of Operator Status Feature 982

Feature 982

Password

I
Operator
available
Business
open

Global line
answer

Operator’s
DN

|
Exit

Change operator
password
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To set the Operator Status:
[Pswd: ]
RETRY oK

Atdt awvail: M
CHHG HEXT

. Pressfme ) @) B &)

. Enter 6] 7] ] (] ] EJ 6] F]

(OPERATOR) and press 0K .

Thisisthe default Operator password. To
change the Operator password, see below.

. PressCHHG to toggle the setting and select

either H for No or ' for Yes.

Press to end this programing session.

Changing the Operator password

The Operator password can be changed at any time. It must be between four and
eight digits, and cannot begin with a zero.To change the Operator password:

F=uwd:

RETRY Ok
Atdt awail: H
CHHG HEXT
F=uwd:

RETRY Ok

1. Press Feane ) &) () 2] -

. Enter 6] 7] 5] ] ] EJ @] FJ

(OPERATOR) and press 0K .

. Press[7].

. Enter the new Operator password (between 4

and 8 digits) and pressOE .

Press to end this programing session.
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Changing the Operator default Directory Number (DN)

Whenever anyone asksto speak to your company Receptionist or Operator, Norstar
Voice Mail putsthe request through to the Operator’ s Directory Number (DN). For
example, if Norstar Voice Mall is operating on atwo digit Norstar DN length, this
DN is21. Y ou can change the Receptionist or designated Operator DN.

When the Operator’ sDN changes, you must changethe DN of the General Delivery
Mailbox to the new DN of the Operator.

Requesting to speak to your company Receptionist or designated Operator is
available when the Automated Attendant voice prompt announces the option, and
the Operator Status is set to Yes.

To change the Operator default DN:
1. Press & .

F=uwd:

2. Enter the Operator password and press Ok, .
RETRY oK

todt. awvail:

3. PressHEXT until the display shows:
ALt HEHT ess until the display shows

CHHG 0K

1t 5. Enter the Operator DN.
RETRY QUIT

Atdtl oo

6. Pressik; .
CHHG 0K -

[ )
E )
[ Atdt: tnones ] 4. PressCHHG .
B )
[ )

Press to end this programing session.

Anyone requesting an Operator is transfered to the new DN. When the Operator
does not answer, the call istransfered to the General Delivery Mailbox.
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Setting the Business Status

The Business Status setting overrides the scheduled times programed for the
Morning, Afternoon, and Evening in the Greeting Tables.

When the Business Status is set to Y es, greetings are played according to the time
scheduled in the Greeting Tables. For example, if Business Statusis set to Y es, the
Morning, Afternoon and Evening Greetings play automatically according to the
start times programed in the Greeting Tables.

When the receptionist sets the Business Status to No at the end of the business day
or prior to theweekend, the Non-business hours Greeting continuesto play until the
Business Status is set to Yes.

The company Receptionist or designated Operator should change the Business
Status to Y esin the morning when your company opens. At the end of the business
day, the company Receptionist or designated Operator should set the Business

Status to No.
To set the Business Status:
1. Press ) .

[ Pz ] 2. Enter the Operator password and pressoik .
RETRY oK

[ Atdt avail:s ¥ ] 3. PressHEXT .
CHMG MEXT —

[ Business oren: N ] 4. PressCHHG to toggle the setting and select M
CHHG MERT

for Noor % for Yes.

Press to end this programing session.

Making changes from a remote telephone

Y ou can access Norstar Voice Mail to change a greeting or the Business Status by
using the dialpad of any internal or external touch tone phone. Remote
administration must be done through the System Coordinator Mailbox. The System
Coordinator’s Mailbox must be initialized before remote administration can be
accessed.

To access the System Coordinator Mailbox, press while the greeting plays.
Enter the System Coordinator Mailbox number and password combination and [# ],
then press (9 ] (9 ] to access the Remote Administration Menu.

Using the Remote Administration Menu, you can change a greeting, or assign the
Business Status to open or closed.
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Changing the Business Status from a remote telephone

If the Business Statusis No (officeis closed) and you wish to set it to Yes (officeis
open), start from the Remote Administration Menu:

The following voice prompts play:

“To open or close the business, press
* To change a Company Greeting, press [2 ] .”
“To exit, press [*] .

1. Press[i].

The following voice prompts play:

“Thebusinessis closed.”
“Toopenit, press 1 ] .”
“To exit, press

2. Press[1].

The following voice prompts play:

“The businessis open.”
“Tocloseit, presst ] .”
“To exit, press [*] "

3. Press (] .

The Business Status is now set to “open” .

If the Business Status is set to “open” and you wish to set it to “closed’, start from
the Remote Administration Menu and follow the voice prompts.
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Changing a Company Greeting from a remote telephone

To change a greeting that has been assigned to a Greeting Table, start from the
Remote Administration Menu.

The following voice prompts play:

“To open or close the business, press [1 ] .”
* To change a Company Greeting, press [2 ] .”
“To exit, press [x] .

1. Press(2].

2. Enter the number of the greeting (from 1 to 40) you wish to change.

3. Press [ ] to accept the greeting number.
To listen to the greeting, press [2 ] .
If you want to access a different greeting number, press (* Jand enter the new
number.

4. Press 1 ] torecord your new greeting.
5. After the tone, record your greeting.

6. Press [+ ]to end your recording.
Press (1 ] to replay your recording.
To erase and re-record your greeting, press [2 ] .

7. Press [# ] to accept your recording.

After the recording has been accepted you are returned to the Remote
Administration Menu.

Setting the Answer Lines status

Norstar Voice Mail can answer all your Central Office (CO) linesincluded in line
configuration. When Answer Linesis enabled, Norstar VVoice Mail answers all
incoming callsand presents each caller with the Company Greeting and Automated
Attendant Menu. Y ou can designate whether or not Norstar Voice Mail answers
your company lines. When Answer Linesis disabled, Norstar Voice Mail will not
answer incoming calls. All incoming calls must be answered and routed by your
company Receptionist.

For more information about line configuration, refer to "Programing which lines
will be answered by Norstar Voice Mail" on page 31.
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To assign Answer Lines:

1. Press [feawe ) @) B &) -

[ Pswd: ] 2. Enter the Operator password and press ik .
RETRY ok -
[ Lot aval: ] 3. PressHEXT .
CHHG HEHT —
Business orFen: 4. PressHEAXT .
CHHG HEKT —
[Flhswer* lines? H ] 5. PressCHHG .
CHHG HEXT —

When Answer Linesis set toH the display
shows: [Dizablind... When Answer Linesis
set to¥ the display shows:. Enabling...

Press to end this programing session.

Setting the Automated Attendant Status

The Automated Attendant Menu plays after the Company Greeting and also after a
caller leaves a message in amailbox. The Automated Attendant Menu provides a
caller with alist of options, such as entering a mailbox number, accessing the
Company Directory or reaching the Operator. Y ou can turn the default Automated
Attendant Menu off at any time and record a customized menu prompt. For more
information about recording customized menu prompts, refer to "Company

Greetings' on page 22.

When the Return to Automated Attendant prompt is set to No, the caller is not
provided with any more options after leaving a message. Instead, after hearing the
voice prompt “ Message delivered ", the caller hears * Exiting the system, good-
bye’, and the session ends.

Y ou may want to set the Automated Attendant prompt to No to prevent callersfrom
establishing lengthy Norstar Voice Mail sessions, or if Norstar Voice Mail isbehind
a private exchange system.
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To change the Automated Attendant status:
1. Press & .

[ Log:

] 2. Enter the System Coordinator Mailbox number
AUIT RETRY  OK

and password, then pressQkE .

Admin 3. PressAfd .
MEOH AR OTHR -
Auto Atdt Admin 4. PressGRTH .
GRTGE TAELE LIMES D—
Greeting admin 5. PressHA .
GRTG AR

Return to AA: Y 6. PressCHHG .
CHHG HEXT —

Changing ¥ toH meansthe caller is not
returned to the Automated Attendant Menu
Prompt after leaving a message.

Press to end this programing session.
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= Special Mailboxes: General Delivery and System Coordinator
= Creating Mailboxes

= Changing and Deleting Mailboxes

= Mailbox Administration Tasks

= Mailbox Feature Codes
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Overview of Mailboxes 5

A mailbox is a storage place for both voice and fax messages on the Norstar Voice
Mail system. This section contains information on creating and administering the
different types of mailboxes. For information about fax, refer to the Norstar VVoice
Mail fax documents.

Types of mailboxes

Norstar Voice Mail can store a maximum of 1,000 mailboxes, in any combination
of the following:

» Specia Mailboxes which include System Coordinator and General Delivery
Mailboxes

¢ Persona Mailboxes which include User and Guest Mailboxes
* Information Mailboxes

System Coordinator Mailbox

The System Coordinator Mailbox is created automatically when the Norstar Voice
Mail systemisinitialized for thefirst time. In order to useit, the mailbox itself must
be initialized by changing the password and recording the name.

Until amailbox isinitialized, it cannot receive voice messages and any callsthat are
directed to it are rerouted to the General Delivery Mailbox.

Only a person using the System Coordinator mailbox and password has the ability
to create, change, or delete the mailboxes. Administrative tasks are also performed
using the System Coordinator Mailbox.

For more information, refer to the following chapters:

» "Special Mailboxes. General Delivery and System Coordinator” on page 61

* "Creating Mailboxes' on page 73

» "Changing and Deleting Mailboxes' on page 85
» "Mailbox Feature Codes' on page 109

General Delivery Mailbox

The Genera Delivery Mailbox is aso created automatically when the Norstar
Voice Mail systemisinitialized for thefirst time. Thisisthe company mailbox and,
like the System Coordinator Mailbox, it needsto be initialized by changing the
password and recording the name.

For more information, refer to "Special Mailboxes: General Delivery and System
Coordinator" on page 61.

P0886600 Issue 1.0 Set Up and Operation Guide



50 Overview of Mailboxes

User Mailboxes

The User Mailbox isthefirst of three types of mailboxesthat can be created by the
System Coordinator. It must be initialized by the mailbox owner before it can
receive voice messages. The Create Mailbox Utility can be useful if you need to
create several User Mailboxes with the same values. For more information, refer to
"Creating Mailboxes' on page 73.

Guest Mailboxes

The Guest Mailbox isthe second type of mailbox that can be created by the System
Coordinator. Thistype of Mailbox isassigned to userswho do not have an operating
DN, but require amailbox. It must beinitialized by the mailbox owner beforeit can
receive voice messages. For more information, refer to "Guest Mailboxes' on

page 80.

Information Mailboxes

The Information Mailbox is the third type of mailbox that can be created by the
System Coordinator. This mailbox plays an informative message for callers who
accessit. It must be initialized before it can present information messages to the
caller. Callers cannot leave messages on Information Mailboxes. For more
information, refer to "Information Mailboxes' on page 82.

Tools and materials

Before you begin adding mailboxes, ensure you have completed the Mailboxes
section of the Norstar VVoice Mail Programing Record. Thiswill enableyou to enter
thevalues and become familiar with thetask without having to stop and review each
feature, especially when you are adding the first few mailboxes .

Precautions

Pausing for too long during your dialpad activity causes featuresto quit the current
session. Thiswill takeyou back to the point where you must log in again to program
mailboxes. This safety feature prevents unauthorized use of the System Coordinator
password in case you get called away unexpectedly. Theinactive period before the
system times out is set for 150 seconds (2.5 minutes).
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Terms and definitions

The following terms are introduced in this section.

Term

Definition

Alternate sets

When a caller dials a set that has been programed to have one or more
alternate DNs, Norstar Voice Mail rings at all of the sets simultaneously. The
first set to answer accepts the call, the other sets cannot access the line or use
the Interrupt Feature (Feature 987) to access the answered line.

Alternate DNs are available only on User mailboxes.

Call Screening

When you change a mailbox owner’s Personal Mailbox transfer option to
Screened, the Call Screening feature allows the mailbox owner to listen to a
recording of the caller’s name before accepting the call.

Class of Service

A Class of Service defines the values for the special features of a Mailbox.
When registering a mailbox, the System Coordinator programs several
special features at once by choosing the number from the Class of Service
table that will provide the level of service most appropriate for the user.

A mailbox cannot be added without a Class of Service.

Company Directory

The Company Directory is an internal voice list containing the names of
mailbox owners with initialized mailboxes who have been designated to
appear in the directory.

Guest Mailbox

A Guest Mailbox is a type of Personal Mailbox assigned to people who do
not have a permanent DN, but require a mailbox. These mailboxes receive
and store messages in the same way that User Mailboxes do.

Information Mailbox

The Information Mailbox plays an informative message to whomever should
access it. The Information Mailbox does not take messages and does not have
a DN associated with it.

Mailbox A User Mailbox.

Message Waiting Message Waiting Notification provides a mailbox owner with a message
Notification notification Mesza3e for =ou on the display of their telephone.

Operator The Operator is the person whose DN rings when the caller is prompted by

the Automated Attendant to “Press O for an operator”. When the Operator is
not available, all calls requesting the Operator are transfered to the General
Delivery Mailbox.

In Class of Service, the Operator is also known as a Target Attendant.

Outdial route

Outdial route determines which line or line pool the system uses for Off-
premise Message Notification, Outbound Transfer or when a mailbox owner
replies to a message left by an external caller.

Personal Mailboxes

Personal Mailboxes (shows on telephone display as subscriber)
- include both User Mailboxes and Guest Mailboxes

- are assigned by the System Coordinator and maintained by the mailbox
owner

- can be listed in the Company Directory under the mailbox owner’s name

- are protected by a password that can be changed by the mailbox owner, or
reset to 0000 by the System Coordinator if the password is forgotten.

Registering Mailboxes

Registering a mailbox adds a mailbox number to the Norstar Voice Malil
system. Each mailbox must be assigned a Class of Service when it is certified.
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Term Definition

Subscriber

When creating new mailboxes, the choices are Subscriber (which is a Guest
or User mailbox) or Information.

User Mailboxes

User Mailboxes store the messages for mailbox owners who are unable to
answer their telephone.
User Mailboxes can be assigned to anyone who has a Norstar Directory
Number (DN).

Overview of Mailbox Programing

Feature 983

I
Log on

| |
CCR FAX

Mailboxes Automated G_roup
‘ Attendant  List
Add Delete Change
| |
Mailbox Mailbox Mailbox
number number number
|
Mailbox De!ete Password
Type Mbox reset
Directory Directory Number
Number
Class of Class of
Service Service
Owner’s
Owner’s name
name
Directory
Directory
Message
Message Waiting
Waiting
| Outdial
Outdial route
route |
Fax line
Call
screening

NET
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Class of Service

Class of Service (COS) reduces the amount of programing needed to register a
mailbox. Instead of entering separate valuesfor several special features, the System
Coordinator selects the COS that contains the values most appropriate for the new
mailbox. The System Coordinator then enters the COS during the mailbox
registration and the system automatically programs the associated values.

These tables have preset values. Y ou can change individual values to meet the
needs of your company. For more information on editing the values in a Class of
Service, refer to the optional application, Norstar Voice Mail Manager, or the
Norstar Voice Mail Software Maintenance Manual.

The features that are set by a Class of Service number are:

Features Explanation
Mailbox message This establishes the total message time available to a mailbox. The maximum
time message time is 180 minutes. A Norstar Voice Mail mailbox is equipped with

the Never Full Mailbox feature, which allows a caller to leave a message in a
mailbox, even if the mailbox is “full”. The message will be stored in the
mailbox, but cannot be played, copied or saved until a saved message is
deleted to create space in the mailbox for the message.

Message length This establishes the maximum length of an incoming message. The message
length ranges from one to 60 minutes.

Message retention This establishes the number of days messages are saved in a mailbox. The
period message retention period ranges from one to 365 days or O = indefinitely.

Greeting length This establishes the length of a recorded mailbox greeting. A mailbox greeting
length ranges from one to 60 minutes.

Off-premise Message | This allows messages to be directed to another Norstar set, any phone number,
Notification or to a pager. For important information on preventing callers from making
unauthorized external calls, refer to "User Mailboxes" on page 73. Any
dialing restrictions applied to outdial lines will apply to Off-premise Message
Notification.

For Off-premise Message Notification to function, incoming lines must be
equipped with Disconnect Supervision. Refer to your Norstar Installation
Guide.

Retry intervals This establishes the amount of time between attempts to notify the recipient of a
new or urgent message. The retry interval ranges from one to 120 minutes.

Number of attempts | This establishes how many attempts Norstar Voice Mail will make to notify the
recipient of a new or urgent message. The number of attempts value ranges
from one to 20.

Outbound Transfer | This allows a caller, who reaches a mailbox and presses 7 |, to be transfered
to an external phone number or a Norstar set. In order for Outbound Transfer
to function, incoming lines must be equipped with Disconnect Supervision.

Incorrect password | This establishes the maximum number of incorrect password attempts before a
attempts mailbox user is locked out of the mailbox. The incorrect password attempts
range from one to 20.

Password Expiry This establishes the maximum length of time a mailbox password is active. The
password expiry ranges from one to 365 days or O = never expire.
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Features Explanation

Networking If Audio Messaging Interchange Specification (AMIS) or Digital Networking is
installed, voice messaging can be directed to different mailboxes located at
various sites on a communication network.

Target Attendant The Target Attendant is assigned to answer a telephone when the caller
reaches a mailbox and presses [0 ] [o ] to speak with the Operator.

Call Record Call Record allows users the ability to record an active telephone call and
place the resulting message in their mailbox. Call Record is activated by
pressing CHICHCH]S

In some areas Call Record is not available as it contravenes local laws,
therefore Call Record is not enabled in any Class of Service. If Call Record is
legal in your area, use Norstar Voice Mail Manager to customize a Class of
Service to enable Call Record.

Default values

The following tables list the default values for the various Norstar VVoice Mail
Classes of Service.

Class of Service 1 2 3 4 5 6 7 8
Prompt language P A P A P A P A
Mailbox message time (in minutes) 15 15 15 15 5 5 20 20
Message length (in minutes) 3 3 7 7 3 3 2 2
Message retention period (in days) 30 30 0 0 7 7 15 15
Greeting length (in minutes) 1 1 1 1 1 1 10 10
Off-premise Message Notification Y Y Y Y N N Y Y
Retry intervals (in minutes) 5 5 10 10 n/a | n/a 30 30
Number of attempts 3 3 5 5 n/a | n/a 9 9
Outbound Transfer Y Y Y Y N N Y Y
Incorrect pswd attempts 9 9 9 9 6 6 4 4
Password expiry (in days) 90 920 90 90 60 60 30 30
Networking* Y Y Y Y N N Y Y
Target Attendant

Call Record N N N N N N N N

* |If AMIS or Digital Networking option is installed. O = indefinite; never expire, P = Primary Language, A
= Alternate Language
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Class of Service 9 10 11 12 13 14 15 16
Prompt language P A P A P A P A
Mailbox message time (in minutes) 10 10 30 30 120 120 120 120
Message length (in minutes) 3 3 7 7 10 10 2 2
Message retention period (in days) 365 | 365 60 60 90 90 45 45
Greeting length (in minutes) 1 1 2 2 3 3 5 5
Off-premise Message Notification Y Y N N Y Y Y Y
Retry intervals (in minutes) 5 5 n/a | n/a 15 15 30 30
Number of attempts 3 3 n/a | n/a 7 7 9 9
Outbound Transfer Y Y N N Y Y Y Y
Incorrect pswd attempts 9 9 9 9 6 6 4 4
Password expiry (in days) 90 90 90 90 60 60 30 30
Networking* Y Y Y Y Y Y
Target Attendant

Call Record N N N N N N N

* [f AMIS or Digital Networking option is installed. O = indefinite; never expire, P = Primary Language, A

= Alternate Language

The Class of Service determines how the available message time is distributed

among the mailboxes. The amount of time available to be distributed depends on
the amount of message storage available on the Norstar Voice Mail system. The
Class of Service values can be changed by using the optional Norstar Voice Mail

Manager application.

Mailbox Overrides

Mailbox Overrides allow you to change some characteristics of how the mailbox
operates, including settings for:

» Company Directory

» Alternate DNs
* FaxLine (Virtual)
o Cadl Screening

» Message Waiting Notification

e Qutdia route

The Mailbox Overrides are not included in a Class of Service. When you add a
mailbox, you can change these options without changing the Class of Service.
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Company Directory

The Company Directory is an internal voice list containing the names of mailbox
owners with initialized mailboxes who have been assigned to the directory.

When the System Coordinator registers a mailbox, they determine whether or not
that mailbox is available to callers using the Company Directory. This Company
Directory override can be changed at any time. Company Directory options can
determine whether callers can search by last name only, first name only, or first and
last names. For example, if acaller entered James, both mailbox owner names Jesse
James and James Bond would come up if Directory options specified both first and
last names.

The Company Directory option default is Y es. When the Company Directory
option is set to No, amailbox owner’s name is not included in the Company
Directory and a mailbox owner cannot be selected from the Company Directory.
Even though the mailbox is not included in the Company Directory, the mailbox
owner must still record their name when initializing their mailbox.

For more information about the Company Directory, refer to "Setting Up for a
medium sized company" on page 213.

Alternate DNs

Up to two Alternate DNs can be assigned to each User mailbox. When acaller dials
the main DN (the DN that has Alternate DNs assigned), the call rings at the main
DN only. The exception to thisiswhen Alternate DNs are assigned an Answer DN
for the main DN. For more information about Answer DN Extension Numbers,
refer to the Installation Guide that came with your ICS.

If the call is not answered and a message is | eft, a message indicator appears at the
main DN and at the Alternate DN(s). Mailbox owners can access the message from
the Alternate DN(s) with Feature 981, the same way they usually access messages
from the main DN telephone.

When an Alternate DN is assigned to atelephonethat has Caller ID, and if Display
Cdller isenabled in Mailbox Admin, Caller ID information is displayed and an
audible tone occurs at all telephones when the call proceedsto Voice Mail. The
message can beintercepted using Feature 987, the Interrupt feature, at the Alternate
DN aslong asthe caller is still leaving a message.

Only DNs that do not have a mailbox assigned can be used as an Alternate DN.

There are no default Alternate DNs programed for the User Mailboxes.
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Fax Line (Virtual)

A line can be assigned to a User mailbox to act as a virtual fax machine for the
mailbox. Any fax calls sent to this Fax Line number will receive an incoming fax
tone and the resulting fax message will be left in the user’ s mailbox. The fax
messageisaccessed through the user’ sregular voice mailbox. When Mes=sage for
wiou appears on the display, the user opens the voice mailbox and can access both
voice and fax messages.

The line number used for the Fax Line must be between 1 and 500. The
corresponding seven digit phone number associated with the line number assigned
asthe virtual fax machine must be given to the mailbox user. The user can then
advise people of thefax number. For example, if line 20 was chosen asthe Fax Line,
the corresponding phone number would be given to the user. Once aline has been
assigned to amailbox it cannot be assigned for any other function, unlessit is
removed from that mailbox.

The Fax Line default is none. Fax Lines are available only for User Mailboxes on
systems that have FAX enabled.

For more information about accessing and printing fax messages, refer to the
Norstar Voice Mail FAX User Guide.

Setting up a Fax Line
Before assigning aline as a Fax Line, you must:

» ensuretheline hasthe Norstar Voice Mail Directory Number (DN) set asits
prime set.

(Press (9] to determine the Norstar Voice Mail DN.)
» ensurethe line does not appear or ring at any existing set

» givethe corresponding phone number to the user so they can notify others of
their fax number

Line programing is performed through Norstar programing. Refer to your Norstar
documentation that came with your telephone system for additional information.

If the line being used for the Fax Lineis either a Direct Inward Dial (DID) or a
Target Line, two callers can send afax to the same user at the same time with the
resulting fax messages ending up in the user’ smailbox. If athird caller attemptsto
send afax to your Fax Line and it is busy, the resulting fax message will be
delivered to the General Delivery mailbox.

To allow simultaneous callsto a Fax Line, the DN associated with the user’s Fax
Line must be entered as an Alternate DN. For exampleif your DN lengthisset to 3
digits and your Fax Line number is 735-5822, you would enter 822 as one of your
Alternate DNs.

Thisispossible only if the DN associated with the Fax Line, 822 in our example, is
not already programed as a DN. If an Alternate DN is not set up, the second
incoming fax will be sent to the General Delivery mailbox.
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Activating the Call Screening feature

When you change amailbox owner’ s Personal Mailbox Transfers (Xfers) option to
Screened, the Call Screening feature allows the mailbox owner to determinewho is
calling before accepting the call. Call Screening isuseful when thereisno Caller ID
available. Norstar Voice Mail records the caller’ s name, calls the mailbox owner’s
telephone, announces the name of the caller and offers various options such as
accept the call or take a message.

Call Screening appliesto external calls dialed by callers using the DN dialing
facilities of the Auto Attendant or Custom Call Routing (CCR). It does not apply to
internal calls, or external calls routed using a CCR transfer point or placed to the
mailbox owner’s dedicated line. If the caller is calling from aline for which the
mailbox owner has recorded a Personalized Greeting, Call Screening is bypassed
and the call istransfered without delay.

When the Xfers option is on Screened, Norstar Voice Mail still calls a mailbox
owner’ stelephone that is call forwarded.

The default for Call Screening is Blind, which means that mailbox ownerswill not
be able to determine who is calling before answering.

Norstar Voice Mail Message Waiting Notification

Message Waiting Notification provides the user with avisual indication on the
telephone display that one or more new messages are waiting to be heard.

The default value for Message Waiting Notification is Y es. This means Norstar
Voice Mail will leave aMe=za3e for wou notification on a Norstar telephone
display. When the Message Waiting Notification is changed to No, Norstar VVoice
Mail does not leave aMe==za3e for wou notification.

When you add Guest Mailboxes, the Message Waiting Notification must be set to
No. These mailboxes do not have an operating Norstar DN. When you add a Guest
Mailbox to a single-line telephone, the Message Notification must be set to No at

the ATA. Single-line telephones do not have a display.

Outdial route

The Outdia route determines which line or line pool the system uses when a
mailbox owner wishes to Reply to a message left by an external caller, and when
Off-premise Message Natification and Outbound Transfer are used.

The default for Outdial routeis None. Until you assign aline or line pool asthe
Outdial route for a mailbox, the mailbox owner can use the Reply Feature to reply
to calsfrominternal DNsonly, Off-premise Message Notification for internal DNs
only and Outbound Transfer for internal DNs only.

Dialing restrictions can be applied to the Norstar telephone and the DNs connected
to Norstar Voice Mail. If you wish to restrict outdialing of certain phone numbers,
you must do one of the following:
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1. Through Norstar programing, assign the dialing restrictions to the Norstar
intercom numbers to which Norstar Voice Mail is connected. Thisrestricts all
outdialing callsincluding external transfers from CCR trees, Off-premise
Message Notification and Outbound Transfers. When assigning an Outdial
route, al dialing is done by the set to which Norstar Voice Mail is connected,
not by the Norstar telephone. Refer to your Norstar System documentation for
additional information.

2. Through Norstar programing, assign the dialing restrictions to the set of the
user. Refer to your Norstar System documentation for additional information.

3. Through Norstar programing, assign the dialing restrictions to the Norstar
line(s) being used for outdialing. Refer to your Norstar System documentation
for additional information.

4. Through Mailbox Admin, ensure Outdial is set to HOME. This restricts
outdialing calls from the mailbox.

P0886600 Issue 1.0 Set Up and Operation Guide



60 Overview of Mailboxes

Set Up and Operation Guide P0886600 Issue 1.0



Special Mailboxes: General Delivery and System Coordinator 61

Special Mailboxes: General Delivery and 6
System Coordinator

Overview

Specia Mailboxes are the administration tools of the System Coordinator and
include:

» System Coordinator Mailbox (mailbox number 102)
» Genera Delivery Mailbox (mailbox number 100)

When the DN length is 2 and the leading digit for Group Lists (used to send a
message to agroup of mailboxes) is 1, the default valuesfor the Special Mailboxes
become 20 and 22.

All mailbox and DNsused in thismanual assumethelengthisthreedigits. For more
information about the Norstar Voice Mail default values, refer to "Appendix C:
Default Configuration Values' on page 221.

Overview of Programing using Feature 981: Open Mailbox

[Feawe  Jo (][]

Password
or
Log on

Owner’s
name
confirmation

6] ] LB

Play new Record Playsaved Mailbox Send Remote
messages messages messages Admin  Broadcast Admin

Message (System

K Administrator
(System Admin- only)

istrator only)

] & |
Personal Password Change Assign Message  Print Outbound
Greetings directory Target Notification Destination Transfer

| name _ Attendant Admin

I I
Record Select Call Forward
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Thefirst time a mailbox is opened, the mailbox owner is asked to initiaize the
mailbox by entering a password and recording a name in the Company Directory.

The Special Mailboxes are protected by a password that you establish. The
password for each mailbox is determined when you initialize the mailbox with
Norstar Voice Mail. For more information about mailbox passwords, refer to
"About the passwords' on page 92.

System Coordinator’s Mailbox

The System Coordinator’s Mailbox is reserved for the System Coordinator. It has
the ability to send Broadcast Messages to all User Mailboxes. The System
Coordinator’s Mailbox number and password sequence are used to access Feature
983 which allows, among other administrative activities, Mailbox registration.

Only the System Coordinator is able to access this mailbox. As System
Coordinator, remember to check for messages sent to this mailbox.

The System Coordinator Mailbox must beinitialized beforeit can be used. Refer to
"Initializing the Mailboxes' on page 63.

The mailbox numbers used in this guide for the Special Mailboxes are the Norstar
Voice Mail default mailbox numbers based on atwo digit DN length. The mailbox
number length is determined in the initial system set up. Mailbox numbers can
range from two to seven digits. For moreinformation about the Norstar VVoice Mail
defaults, refer to "Appendix C: Default Configuration Values' on page 221.

General Delivery Mailbox

The General Delivery Mailbox isyour company mailbox. Messages can beleft here
for:

* employees who do not have their own mailbox
* no specific person

To ensure confidentiality, only the System Coordinator, Receptionist, or a
designated Operator should have the password for this mailbox.

The General Delivery Mailbox is used to store messages from callers when the
Operator isnot available or from callersusing arotary dial telephone. The Genera
Delivery Mailbox has a default greeting, but you can replace this greeting with one
you record. For more information, refer to "Recording the Mailbox greeting” on
page 65 in this section.

Messages |eft in the General Delivery Mailbox must be forwarded to the
appropriate mailbox. Only the System Coordinator, Receptionist or designated
Operator can access the messages in the General Delivery Mailbox.

We recommend assigning the General Delivery Mailbox number to the designated
Operator. For more information, refer to " Setting up the Operator’s Mailbox™ on

page 96.
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The General Delivery Mailbox can be disabled if your company does not require
the service of this mailbox. For more information, refer to "Enabling and disabling
the General Delivery Mailbox" on page 96.

Class of Service for Special Mailboxes

The General Delivery Mailbox defaults to Class of Service 1. The System
Coordinator Mailbox defaults to a Class of Service 7. The Class of Service can be
changed at any time. For moreinformation, refer to " Changing mailbox options' on

page 85.

Setting up the System Coordinator and General Delivery Mailboxes

Opening the Mailboxes

To open a Special Mailbox, you need to enter the mailbox number and the Special
Mailbox password. The default System Coordinator Mailbox number is 12 and the
default General Delivery Mailbox number is 10. The default password for both is
0000.

Initializing the Mailboxes

Before any Norstar Voice Mail Mailbox can be used, it must be initialized. The
stepsfor initializing Special Mailboxes and Personal Mailboxes are the same.
Initializing a mailbox involves:

» changing the default password
» recording the mailbox name in the Company Directory

It is recommended that a mailbox greeting is recorded as soon as possible after
initialization.

The General Delivery Mailbox can receive messages before it isinitialized, but it
must be initialized before you can retrieve any messages.

Before you begin, decide what passwords you want to use to open the mailboxes.
Remember, the passwords must be four to eight digitsin length and cannot start
with zero. Make sure you write the passwords down and keep them in a safe place.
The General Delivery Mailbox password should be given to your Receptionist or
designated Operator.

Recording the Mailbox in the Company Directory

The Company Directory storesalist of mailbox ownersin your company. Before a
mailbox can receive messages, the mailbox owner’ s name must be recorded in the
Company Directory. Whether a mailbox appears in the Company Directory is
determined by the Company Directory override established by the System
Coordinator.
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To initialize the mailboxes;

1. Press (Feae ) ] £ B -

[ Log:

] 2. Enter the System Coordinator Mailbox number
AUIT RETRY  OK

and password, then pressQkE .

If the set you are using has a mailbox, the
FP=wd: prompt appears. Press OTHE to
display the Log: prompt.

[Must chande psuwd ]

[ P=ud: ] 3. Enter the new password and press 0k .
RETRY ak —

[ Again: ] 4. Enter the new password again and press QF .
RETRY oK

[Must record name ]

[Remm name: ] 5. At thetone, record your name and press 0K .
RETRY 0K -

When recording a mailbox namein the
Company Directory, you should also include
the intercom number.

6. To accept the recording, press Ok .

Accert name?
RETEY FLAY Ok

If the recording is not acceptable, press
EETRE".

Press to end this programing session.

When you have completed recording the Company Directory name, you are
returned to the mailbox’ s administration display prompt. Y ou are now ready to
record the mailbox greeting.

Y ou must repeat steps 1 through 9 to initialize each Mailbox.
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Recording the Mailbox greeting

Y ou must record agreeting for each Mailbox. Y our greetings should describewhich
mailbox has been reached and tell callershow to leave amessage. For example, you
might record your General Delivery Mailbox Greeting to say:

“Hello. You have reached Warrington’s General Delivery Mailbox. At the sound of
the tone, please |eave the name of the person you are calling and your message.
Your message will be returned as soon as possible.”

Before you record the Special Mailbox Greetings, prepare agreeting for each
mailbox. Include the Special Mailbox name in your greeting.

To record a Special Mailbox Greeting:

[ Log:

GUIT RETRY' DK]

B new B =sauved

FLAY REC RADMIM

GEEET PSWD QUIT

Greeting ortions
REC CHOOSE CFWD

Greet.ing:
FRIME ALT FPERS

[ )
[Mailbox admin ]
[ )
[ )

[Recurd new?

YES MO QUIT]

Record dreeting:
RETRY 0k,

Accert Qreeting?
RETEY FLRAY )4

1

Press (Feawe ) ) ) 1]

Enter your password, then pressak; .

If the set you are using has a mailbox, the
FPzwdi prompt appears. Press OTHE to
display the Lo3a: prompt.

Press ADMIH .

Press GREET .

Press EEL .

Press FRIME .

Press ALT to record your Alternate Greeting.
For information on recording Personalized
Greetings, refer to the Norstar Voice Mail
Reference Guide.

Press YES .

At the tone, record your greeting and press QK.

Press Ok to accept the greeting.

If you are not satisfied with this greeting, press
RETEY and rerecord the greeting. Pressing
returns the display to the previous prompt.
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10. For each Special Mailbox Greeting, follow
steps 1 through 9
or
press to end this programing session.

After the Primary and Alternate Greetings are recorded, you must select agreeting
to play. If you do not select agreeting to play, the Primary Greeting plays
automatically.

Selecting a Mailbox Greeting

For a Primary or Alternate Greeting to play, you must select a greeting. If you do
not choose a greeting, the Primary Greeting plays automatically. If you choose the
Alternate Greeting, remember to change back to the Primary Greeting at the
appropriate time.

If you select a greeting that is not yet recorded, you are transfered back to the
Greeting option display to record the greeting.

To choose a Primary or Alternate Greeting:

1. Press e ] ) B) [ -

2. Enter the System Coordinator Mailbox number

[ Lod:
and password, then press Ok, .

GUIT RETRY' DK]

If the set you are using has a mailbox, the
P=wd: prompt appears. Press OTHE to
display the Log: prompt.

8 new A =zaved 3. Press ADMIH .

FLAY FREC ADMIH
[Mailbnx admin ] 4. Press GREET .

GREET PSWD

Greeting ortions 5. Press CHOOSE .

REC CHOOSE CFuWD

Use greeting: 6. Select the greeting you want played.
[F‘RINE ALT QUIT] g gy e

Press to end this programing session.
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Listening to and dealing with messages left in Special Mailboxes

Messages |eft in the Special Mailboxes should be listened to daily. When you have
attended to the message, delete the message from the mailbox. This saves message
storage space.

Controing volume
Pressing adjuststhe volume of amessage. The volumeincreases each timeyou

press [*]. After four consecutive presses, the volume returns to the lowest level.
This option is not shown on the display.

Volume control does not apply to system prompts. The system prompts play at the
preset volume.

Delivery Options

When leaving a message in amailbox, Norstar Voice Mail provides you with
Delivery Options: Certified, Urgent, Private, and Normal.

* Certified (CERT)
This notifies you that your message has been received and read. The Certified
Delivery Option can be applied only from an internal telephoneif the caller has
amailbox recognized by the system.

* Urgent (URGEHNT)

This marks the message urgent and is preceded by the voice announcement
“ Thismessageisurgent” . Messages marked Urgent play before other messages
left in the mailbox.

e Private (FRIV)
This prevents a message from being forwarded to another mailbox.

e Timed (TIME)
This allows a mailbox owner to delay delivery of amessage until after a
specified date and time. The Timed Message option is not available to outside
callers.

* Normd
If adelivery option is not chosen, the message will be sent normally.

If only PRIL or TIME apply, that option replaces OTHR on the first display.

To open and listen to messages | eft in a Special Mailbox:
1. Press o] .

[F‘swd: 2. Press OTHE .

OTHE  RETEY DK]

If the extension you are using has a mailbox,
the Pswd: prompt appears. Press OTHRE to
display the Log: prompt.
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Log:
GUIT RETRY OK

1 new B =zaved
FLAY REC ADMIH

End of mes=alde
COPY ERRSE HEXT

3. Enter the System Coordinator Mailbox number
and password, then pressk .

4. Press FLAY .
The first message in the mailbox is played.

To listen to the date and time the message was
sent, press while the message is playing
or after it has played.

5. If the message is|eft by someone in your
company who does not have an DN or
mailbox, the option display line shows: COFY
ERASE MEXT .

After amessage has played you can:

e Press [s] or or
* Press (9] or REPLY
e Press or ERASE

HEXT to listen to the next message.
to reply to the message sender.
to erase the message.

e Press to replay the message.
e Press to listen to the previous message.

* Press to forward a copy of the message.

* Press to listen to the message date and time.
¢ Pres to save the message.

When you have listened to all the messages, press to end the session.

Copying a message to another Mailbox

Y ou can usethe COPY feature to copy a message left in the Special Mailboxes (or
any Personal Mailbox) to any mailbox owner with an initialized mailbox. The
exceptions to this occur when the original message was:

» designated as Private by the sender

» aBroadcast Message, which deletes automatically after being played

When the display showsthe EEFLY feature, press to continue to the next
display. When amessage isleft by an internal caller who has a mailbox initialized
with Norstar Voice Mail, the display showsthe REFLY feature. The display also
shows REFLY if amessageisleft by an external caller and your company
subscribes to Call services. Otherwise, the display line options show the COFPY

feature.
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To send a copy of amessage to a mailbox owner, you must open the mailbox and

listen to the message.
P=wd:
OTHR  RETRY OK

1 new B =saved
FLAY REC ADMIH

End of messade
COPY ERRSE HEXT

Record intro?
YES HO

Record intro:l
RETRY ] 4

Accert intro?
RETEY FPLAY SEHD

Mo
DIR QUIT
Hame:
OFTS CC SEHD

Press & :
Enter the System Coordinator Mailbox number
and password, then press QO .

Press FLAY .

Press COFY .

If the display does not show the COFY option,
press to continue to the next display.

Press YES .

Press HO to copy the message without an
introduction. The display changes to show:
[ aTakr-

. At the tone, record the message introduction.

The introduction to a message must be more
than three seconds long.
Press Ok to end the recording.

. To accept the recording, press SEHD .

To listen to your introduction before you send
the message, press FLAY .

To record the introduction again, press RETEY.

Enter the mailbox number that isto receive the
message

or

press DIE to select the mailbox number using
the Company Directory.

. Todeliver your introduction and message

normally, press SEHL:
or
to select sending options, press OFTS .
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[Deliuer‘ﬂ oFtichs ] 10. To mark a message Certified, press CEET ,
CERT URGERT OTHR then press SEHL . To mark a message Urgent,
press URGEHT , then press SEML .

[Deliuew oFtions ] To mark amessage Private, press OTHR , then
FRIV _ TIVE press FRIU ,then SEHD .

To send aTimed Message, press OTHE , then
TIME , then follow the time and date prompts.

If only one of FRIL or TIME apply, that button
replaces the OTHR button at the Delivery
options prompt.

To cancel Delivery Options, or return to the
options menu, press :

[ M=9 delivered ] 11. This display appears briefly to acknowledge
the message has been sent.
[ Another cors? ] 12. Press QUIT to end this session
YES QUIT or

press YES to forward a copy of this message
to another mailbox.

Press to end this programing session.

Replying to a message

When amessageis|eft in a Special Mailbox or any Personal Mailbox by an internal
mailbox owner, you can use the Reply feature to respond to the message. Y ou can
reply by calling the message sender, or by sending a message to them.

If your company subscribesto CLID, the Reply feature can a so be used for external
calls, provided aDialing Trangdlation Tableis created. For information on Dialing
Trandation, refer to ..

Replying to an internal message sender

To reply to an internal message by calling the sender, you must first open the
mailbox and listen to the message:

1. Press [eawe ) ) B) [0 .

[ Pswd: 2. Enter your password, then pressok .

OTHR  RETEY DK]
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1 new A =zauved
FLAY REC ADMIH

End of messade
REFLY ERASE HEXT

Rerly to ms9
MG CALL GUIT

3.

Calling an external message sender
Beforeyou can reply to an external caller, your mailbox must have an Outdial route

assigned and your system must be equipped with Call Display. To reply to an
external message, you must first open the mailbox and listen to the message.

F=uwd:

OTHRE  RETEY 0K

gT=n) B saved
LAY EEC ADMIN

1

Fi

End of mes=ade
REFLY ERASE HEXT

1234567 483
DIAL  TRIM @QUIT

[ )
[ )
[ )
[ )

1.

Note:

Press FLAY .

Press REFLY .

Press CALL . You aretransfered to the
message sender’s DN.
PressMsi to reply with arecorded message.

Press [eane ] @) @] 2] .

Enter your password, then pressok; .

Press FLAY .

Press REFLY .

PressDIAL .

When this display appears, you have the option
of adding or removing digits from the number
to be outdialed. This display will not appear if
adialing trandation tableis established and
enabled, or if the Caller ID number does not
require trandation. In these cases you will see
Fleaze hold while the number isdialed
directly.

PressTEIM to remove digitsfrom the
beginning of the phone number. This
automatically removes the area code from an
incoming long distance call.

To return the call, add more digitsto the
beginning of the phone number by entering the
required digits. For example, if you want to put
403 in front of the number, enter 403 and the
number becomes 403-123-4567.
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Creating Mailboxes 7

Overview

This chapter contains information for the System Coordinator on how to create the
different types of mailboxes.

Tools and materials

Before you begin adding mailboxes, ensure you have completed the Mailboxes
section of the Norstar Voice Mail Programing Record.

Precautions

Pausing for too long during your programing causes the session to quit and sends
you back to the point where you must log in again to program mailboxes.

Boxesthat were being added when the system timed out will show asexisting if you
try to add them again. To continue the interrupted programing of the mailbox
features, select the button marked change.

User Mailboxes

New mailboxes can be added to Norstar Voice Mail whenever they are required.
Before you add a new mailbox, ensure that you have all the necessary mailbox
information. Y ou should complete "Mailboxes', in the Norstar Voice Mail
Programing Record, outlining the:

* mailbox number

» Directory Number

* Classof Service

* mailbox owner’s name (last name and first initial)

* mailbox type

e Company Directory, Message Waiting, and Outdial Overrides

» Alternate DNs (for User Mailboxes only)

* Fax Line number (required only for User Mailboxes on systems with FAX
enabled)

When adding Information Mailboxes, you should assign aClass of Servicethat has
the maximum message length. To accommodate an average Information Mailbox
recorded message, you should assign aClass of Serviceof either 7 or 8. These Class
of Service values offer agreeting length of 10 minutes.
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Adding a User Mailbox

For information on entering names using the telephone dialpad, refer to "Using the
Norstar dialpad” on page 12.

To add a single mailbox:

1. Press Feawe ) ) [ ) -

[ Log: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY BE and password, then press K, .
[ Admin ] 3. PressHBED .
MEDY OTHR —
[Ma11bnx Admin ] 4. PressAapD .
ADD DEL  CHHG —
[ Minci 2 ] 5. Enter the mailbox number.
RETRY QUIT
Turelsubscriber 6. Pressik .
HEXT oK -
[ Ext: ] 7. Enter the DN.
RETRY QUIT

Press (3 ] for none, to add a guest mailbox.

[Seruice class:

] 8. Enter aClassof Servicefrom 1to 16 and press
RETRY oK,

ok .

9. Enter the mailbox owner’s last name, comma

Mame:
[ (] [#]) and first name initial and press ok .

RETRY BESP 0K ]

Note: Thisfield has a maximum of 14

characters.
[ Lirectora? ] 10. PressYES or HO .
YES MO
Note: ThisisaDirectory Override. Pressing
YES means the mailbox owner’s name
always plays in the Company
Directory.
[Msg waiting? ] 11. PressYES or HO .
YES MO -

Note: This establishes whether a message
notification appears on the Norstar
telephone display.
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Outdial: none
LIHE FOOL HOME
Line:

RETRY Ok
Accerti<line’
RETRY Ok
Altl ext:lnonel
CHHG HEXT
Altl ext:

RETRY 0K
Altl extl xxxx
CHHG HEXT
AltZ ext: (HOME »
CHHG HEXT

12.

13.

14.

15.

16.

17.

18.

PressLIHE to select a specific outgoing line.
PressPO0L for Norstar VVoice Mail to select a
line within aline pool.

PressHOHE if you do not want to assign an
outdial route. Display changestoRA1t.1
ext.i{none » three steps below. If Outdial is set
to NONE, amailbox user may program only
outbound transfer and Off-premise Message
Notification to a DN.

CAUTION: Assignment of aline or pool to
allow acaller to perform outdialing from
Norstar Voice Mail increases the likelihood of
unauthorized use of the Norstar Voice Mail
system, especially when the line or pool alows
long distance dialing. This feature should be
enabled only to individuals who require it.

Enter the Line or Pool number and press Ok, .

Line numbers must be between 1 and 500.

PressOkK to accept the line number.

Note: Although line pools are labeled by a
letter such as A, B or C, Norstar Voice
Mail accepts only numbers. When you
enter aline pool use 1 for A, 2for B, 3
for C, and so on.

Press CHHG to assign the first Alternate DN
or

pressHEXT if you do not want to add an
Alternate DN.

Enter the Alternate DN and pressok .

PressHE=T .

Press CHHG to enter the second Alternate DN
or

pressHEXT if you do not want to add a second
Alternate DN. This display does not appear
unless you entered a DN for Alt 1.
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AltZ ext:
RETEY

[Hltz et t s

CHHG

20. PressHEXT .

[Fax line: rone

CHHG

Fax line:
RETEY

Fax linel =x
CHHG

23. PressHERXT .

Afersiblind
CHHG

[Mailbox Admin

RO DEL

19. Enter the second Alternate DN and press 0K .

If afax card isnot installed, the next
three steps will not appear during
programing.

21. PressCHHGG to assign aFax Line

pressHEXT if you do not want to add afax DN.

22. Enter the Fax Line number (1-500) and press

24. PressCHHIG to set transfer to screened

pressHEXT if you do not want to change the
transfer type.

25. Repeat steps 4 through 24 to add another

press to end this programing session.
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Adding several User Mailboxes using the Create Mailbox Utility

Y ou can save time by creating mailboxeswithin arange of DNsby using the Create
Mailbox Utility. When enabled, the Create Mailbox Utility seeks out all user DNs
in a predefined range that have not been assigned a mailbox. Norstar VVoice Mail
then creates a mailbox for each DN. The DN range must be entered by the System
Coordinator. The created mailboxes have the following characteristics:

the Mailbox number isthe same as the DN

Classof Serviceisinput by the System Coordinator and will be the samefor all
mailboxes created using the Create Mailbox Utility

Call screening default is blind (off)

the mailbox name is taken from the Norstar DN programing, if it has been
completed

We recommend programing the DN names before using the Create Mailbox
Utility. For more information, refer to the Norstar Installation Guide. If the
Norstar Integrated Communication System (ICS) isnot programed, the Mailbox
number is used.

Message Waiting notification is enabled

the Outdial route is entered by the System Coordinator and is the same for all
mailboxes created using the Create Mailbox Utility

The mailboxes created will be uninitialized and ready for initialization by the
individual mailbox owners.

A mailbox will not be created if:

amailbox of the same number already exists
the DN is being used by another mailbox
the DN isidentified as a Norstar VVoice Mail voice port
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When to use the Creating Mailbox Utility

Mailbox request given

to System Coordinator
with following information:
- type of mailbox

- user’s name

- options required

No

'

Select the appropriate
registration instructions
for adding a Mailbox,

a Guest Mailbox, or an
Information Mailbox

g

System Coordinator decides:
- Class of Service

Arethere severd
Mailboxes to add
at the same time?

Arethey all

ser Mailboxes?

Use the Create
Mailbox Utility

To add severa User Mailboxes using the Create Mailbox Utility:

Log:

GUIT RETRY Ok

RAdmin

MEQX AR OTHE
[Ereate mboxes ]

From ext:

RETRY QUIT

To ext:

RETRY QUIT

[Seruice class:

RETRY Ok ]

1.

Press [Feawe ) 8] &) [ -

Enter the System Coordinator Mailbox number
and password, then press Ok, .

Press(s] (6] .
This display appears briefly.
Enter the DN you wish to start creating

mailboxes from.

Enter the DN you wish to stop creating
mailboxes at.

Enter a Class of Service from 1 to 16 and press
ok, .

Set Up and Operation Guide
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[Dutdial: noke ] 8. PressLIHME .

EEEE POOL HORE PressPO0L for Norstar VVoice Mail to select a
line within aline pool.
PressHOHE if you do not want to assign an
outdial route to the created mailboxes.

[ Line: 9. Enter the Line or Pool number and press k. .

RETRY Ok ]

Note: Although line pools are labeled by a
letter such as A, B or C, Norstar Voice
Mail accepts only numbers. When you
enter aline pool use 1 for A, 2for B, 3
for C, and so on.

[ Accert:<linek ] 10. Press K .

EETEY 0K -
¥fersiblind 11. PressHEXT
CHHG HEST or

press CHHG to enable Call Screening for these
DNs. For more information about the Call
Screening feature, refer to "Activating the Call
Screening feature” on page 58 and "Mailbox
Feature Codes' on page 109.

[ Proceed? ] 12. Press%ES .
YES QUIT
[ Checking (ool ] 13. The ¢ » in the display changesto show all

the mailbox numbers created in the range
specified in steps5and 7.

14. Press Ok, to acknowledge the number of
mailboxes created and end this programing
session.

Created ¥ Mbox
oK
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Guest Mailboxes

Guest Mailboxes are assigned to users who do not have an operating Norstar DN,
but require amailbox. These mailboxes receive and store messages just as the User
Mailboxes do.

When you establish Guest Mailboxes, you should assign mailbox numbers that
begin with the same digit. This identifies the mailbox type. The Guest Mailbox
numbers should also begin with adigit that is different than the User Mailbox
numbers. For example, if the User Mailbox numbers start with two, all Guest
Mailboxes could start with the number four.

When to use Guest Mailboxes

Guest Mailboxes can be used to provide atemporary employee with Norstar Voice
Mail services, or to alow client accessto internal messaging and call routing. They
can also be used to allow customers to make telephone orders.

Depending on your business, you might decide to use Guest Mailboxes for:

» personal catalog shopping orders

» listing classes or seminars and providing callers with the ability to register by
telephone

» providing frequent customers access to Norstar Voice Mail services

The following exampl e suggests how you could set up a Guest Mailbox for an
announcement and order-taking capability. When you are providing services that
allow a customer to call into a mailbox, you record the mailbox number in the
Company Greeting. Thisallows a caller to transfer directly to the mailbox.

Example 1 - Announcing courses and seminars (telephone registration)

To use a Guest Mailbox to provide telephone registration, you first need to
determine amailbox number. The Guest mailbox number you assign does not have
aworking Norstar DN. Next, you must determine what the Mailbox Greeting will
say. For example:

“ This month we are pleased to provide the following courses. Jazz Dancing Made
Easy, Intermediate Jazz Dancing, Warming Up for that Big Performance, and
Beginners' Ballet. If you are interested in any of these courses, please leave your
name and phone number after the tone. One of our instructorswill contact you with
mor e information.”

Y ou can even include the time and date the classes are being offered. Thisexample
is applicable to Guest Mailboxes being used for taking orders.
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After you have determined what the announcement will say, you must record a
Company Greeting to inform callers this mailbox is available. For example:

“ Good Morning. Thisis On Your Toes Dance School. To reach the dance studio,
press(s | (6 ]. Toregister for our fall classes, press . Toreach our
receptionist, press o ] .”

Note: Thenumber 46 inthisexampleisan operating Norstar DN whilethe number
28 isthe Guest Mailbox.

The leading digit of Guest Mailbox numbers should be different from the leading
digit of the DNs. If you must use the same |leading digit, ensure the Guest Mailbox
numbers are “out-of-range” DNs. To test if the DN is out-of-range, attempt to dial
it from another extension. If the number is out-of-range, the display will show
Inwalid number. If the number is not out-of-range, the display will show Hat.
in service.

Thelast thing you must do isdetermine aClass of Service. When you assign aClass
of Servicefor a Guest Mailbox being used as an order mailbox, you should choose
one that alows for the maximum mailbox greeting recording and message time
available. Refer to "Class of Service' on page 53.

Adding Guest Mailboxes

For information on entering names using the telephone dialpad, refer to "Using the
Norstar dialpad” on page 12. The name field has a maximum of 14 characters. A
commamust be entered after the last name and before the first name, with no space
between.

To add a Guest Mailbox:

1. Press [Feawe ) 5] ] G -

[ Log: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY 8 and password and pressii .
[ Admin ] 3. PressHEBEOY .
MED: OTHR —
[ Mailbox Admin ] 4. PressAalD .
DEL  CHHG —
[ Mincis 2 ] 5. Enter the Guest Mailbox number.
RETRY QUIT
Ture!subscriber 6. Pressik .
HEXT ok -
Ext.: 7. Press .
[ RETRY E!UIT]
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8. Enter aClass of Servicefrom 1 to 16 and

[Seruice class:
pressiik .

RETRY Ok ]

[ Mame: ] 9. Enter the mailbox last name, comma ([# ] # ]),
RETRY BKSP B first name and pressik .
[ Directord? ] 10. Press¥ES if you want the mailbox owner’s
ES MO name to play in the Company Directory
or

pressHO if you do not want the owner’ s name
to play in the Company Directory.

[Msg waiting? ] 11. PressHO .
YES  HO
Outdial:none 12. Press [*] .
[LIHE POOL MOME ]
[ Mailbox Admin ] 13. To add another Guest Mailbox, repeat steps 4
ADD  DEL  CHMG through 12
or

press to end this programing session.

Information Mailboxes

Information Mailboxes are used to play an informative message to callers.
Information Mailboxes do not take messages and do not have operating DNs.

Information Mailboxes are certified by the System Coordinator, and are either
maintained by the System Coordinator or a Norstar Voice Mail mailbox owner.
Information Mailboxes can be established as needed.

When to use Information Mailboxes
Information Mailboxes can be used to:
e announce saes

» provide product lists
e announce special events

A caller is disconnected automatically after listening to an Information Mailbox.
Information Mailbox Greetings can be recorded by you or by the user assigned the
Information Mailbox. For more information about recording Information
Greetings, refer to the Norstar Voice Mail Reference Guide.
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Y ou must make sure the Information Mailboxes are accessible to outside callers.
Y ou can make callers aware of your company’s Information Mailboxes if you:

Advertise the Automated Attendant main number, and record a Company
Greeting informing the caller of all the Information Mailbox services. Y ou can
also provide alist of your company’s Information Mailboxes in brochures and
telephone directory advertising.

Recording Information Mailboxesin the Company Greetingisuseful only when
your company has a small number of Information Mailboxes, such as three or
four. Use Custom Call Routing (CCR) if you have alarge number.

Assign the Operator asthe transfer point for all Information Mailbox inquiries.
In this case, you would record a statement in the Company Greeting that tellsa
caller to press zero to reach company information. For example:

“ Good Afternoon. Thisis On Your Toes Dance Studio. To reach our studio,
press(4 ] (6 ] . Tolistento one of our special announcements, press /o ] toreach
the Operator.”

When a caller presses zero, the Operator provides alist of the Information
Mailboxes and transfers the caller accordingly.

Adding Information Mailboxes

Beforeyou can add an Information Mailbox, you must determineaClass of Service.

The Class of Service must have an adequate message length available to

accommodate an Information Greeting. Refer to "Class of Service" on page 53.

When you establish Information Mailboxes, you should assign mailbox numbers

beginning with the same digit. This helps you identify the mailbox type.

For information on entering names using the telephone dialpad, refer to "Using the

Norstar dialpad” on page 12.

To add an Information Mailbox:

1. Press [Feawe ) (3] ] ] -

[ Loa: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY Qi and password, then press K .

[ Admin ] 3. PressHBEDH .

MEDX @A OTHR E—

Mailbox Admin 4. PressAablD .

ADD  DEL —_—

[ 22; éﬁox: 5. Enter the Information Mailbox number and

pressk .
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TaFe: 5ub55r1ber
HEXT

dJFel 1hf0rmat1
HEXT

RETRY Ok

are:
HEXKT Ok

Dlrectaru?
YES

[ ]
i 4l
[ Service class! ]
i )
[ )

Mailbox Admin
AL DEL CHHG

10.

11.

PressHEXT .

PressOE; .

Enter a Class of Servicefrom 1 to 16.

Enter the mailbox name and press k. .

PressYES if you want the mailbox owner’s
name to play in the Company Directory

or

pressHO if you do not want the owner’s name
to play in the Company Directory.

Repeat steps 4 through 10 to add another
Information Mailbox

or

press to end this programing session.
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Overview

This chapter discusses how to make changes to the values that were programed for
aMailbox.

Onceamailbox has been created, even if the system timed out and not all the values
were entered, changes to the programing must be made by pressing the CHHG
button.

Changing mailbox options

After amailbox is certified with Norstar Voice Mail, you can change several
options and overrides. The following series of steps will take you through:

* resetting a mailbox password

» changing amailbox DN

» changing amailbox Class of Service

» changing a mailbox owner’s name

» changing the Company Directory Override

» changing Message Waiting Notification status
» changing the Mailbox Outdial route

» changing the Alternate DNs

» changing the Fax line

» changing the Call Screening feature status

Resetting a mailbox password

Resetting amailbox password changesit to the default password 0000. A password
should be reset only when the mailbox owner forgetsit or when the mailbox owner
is“locked-out”. After amailbox password isreset, you must tell the mailbox owner
to change the default password. A mailbox cannot be opened until the default
password is changed.
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To reset amailbox password:

1. Press Feawe ) ) E) B -

[Fldmn ] 2. Press MBOH .
MEDH OTHR E—

a11b0x Adrmin 3. Press CHHG .

DEL  CHHG —

[ Mivce 2 ] 4. Enter the mailbox number.
DIR auIT
[Passwnr*d ] 5. Press RESET .

RESET MEXT -
[ Fazzword reset ] 6. The password has been reset.

Changing a mailbox DN
To change amailbox DN:

Paszsword 7. Press HEXT .
RESET HEXT -
[E}:t: ] 8. Press CHHG .
CHMG HEXT —
[ EE+{R 333 ] 9. Enter the new DN (333 in our example).

The DN has been changed.

Changing a mailbox Class of Service
To change the Class of Service for amailbox:

[E:{t:333 ] 10. Press HEXT .

CHHG HEXT E—

[Seruice class=:1 ] 11. Press CHHG .
CHHG MEXT —

[ Serwice classi3 ] 12. Enter Class of Servicefrom 1to 16 (3 inour
RETRY oK

example) and press 0OF .

The Class of Service has been changed.
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Changing a mailbox owner’s name
To change a mailbox owner’ s name:

Seruice class:3 13. Press HEXT .
CHHG HEST
<mbox owner namer 14. Press CHHG .
CHHG HEXT
[ FRY,R ] 15. Enter the mailbox owner’s last name, comma,
EETEY BESP 0K

and first initia, (FEY,R in this example) and
press Ok .

The mailbox owner’s name has been changed.

Changing the Company Directory setting for a mailbox
To change the Company Directory status of a mailbox:

[FE‘.’,R

] 16. Press HEXT .
CHHG HE®T -

[ Directoralt

] 17. To override the Company Directory Class of
CHHNG MEXT

Service setting, press CHHG .

% indicates the mailbox owner’s nameis
included in the Company Directory and H
means it is not included.

The Company Directory status for the Mailbox
has been changed.

Changing the Mailbox Message Waiting Noatification status
To change the Message Waiting Notification status of a mailbox:

[DiPectDPH:H ] 18. Press HEXT .
CHHG HE®T
M=3 waitina:y 19. Press CHHG .
CHHG HE®T .

% indicates that Me==sa9= fior o appears on
the mailbox owner’ s telephone display when a
message is left.

H indicates that Mes=s39s for wow does not

The Mailbox Message Waiting Notification
status has been changed.
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Changing the Mailbox Outdial route
To change the mailbox Outdia route:

[NSQ waitina:H ]

CHHG HEXT
Outdial:Line
LIHNE POOL HOME
Line:d

CHHG 0Ok
Line:3

RETEY oK
Accert: 3

RETEY oK

Changing the Alternate DNs
To change the Alternate DNs:

Outdial:Line
CHHG HEXT

Altl extisds
CHHG MEXT

Altl extiodo
RETRY Ok

20.

21.

22.

23.

24,

25.

26.

27.

Press HE=®T .

Press LIME to change the outgoing line.
Press POOL to select aline within aline pool.

Press HOHE to delete the outdial route. This
invalidates programing done for using aline or
pool to connect to an external phone number,
including Outbound transfer and Off-premise
Message Notification.

Press CHHG .

Enter the Line or Pool number (3 in this
example) and press 0K .

Although line pools are labeled by aletter such
asA, B or C, Norstar Voice Mail accepts only
numbers. When you enter aline pool use 1 for
A, 2for B, 3for C, and so on.

Press 0K .

The Outdial route has been changed.

Press HE=T .

Press CHHG to change the first Alternate DN
(555 inour example)

or

press HEXT if you want to change the second
Alternate DN.

If you want to remove the first Alternate DN,
press and the display will show:

Altl extl Crnonel.

or

enter the Alternate DN (656 in our example)
and pressOk .
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28. Press HEXT to assign the second Alternate

[nlu ext i 656
DN.

CHHG ME®T ]

29. Press CHHG to change the second Alternate
DN (¥55 inour example)
or
press HEXT if you do not want to change the
second Alternate DN.
A display with A1t.2 ext. appearsonly if
Alternate DN 1 is assigned.

AltZ2 exti¥D5
CHHG MEXT

30. If you want to remove the second Alternate
DN, press and the display will show:
AltZ extl Chone?
or
enter the second Alternate DN
(736 inour example) and press Ok .

The Alternate DNs have been changed.

ALLZ exti?36
RETRY Ok

Changing the Fax Line
To change the Fax Line number:

AltZ extiv3c 31. PressHERT .
CHHG HEXT —
[Fax line: 2@ ] 32. Press CHHG to changethe Fax Line (2@ in our
CHHG MEXT example)
or
press HEXT if you do not want to change the
Fax Line.
[ Fax lineiZ? ] 33. Enter the Fax Line number (27 in our
RETRY 0K,

example) and press Ok .

Note: If you want to remove the Fax Line,
press and the display will return
to: Fax line: Crnonel.

The Fax Line has been changed.
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Changing the Call Screening feature status
To change the status of the Call Screening feature:

Fax lineiZ? 34. Press HE®T .
CHHG HEST
Wfersiblind 35. Press CHHIG .
CHHG HEXT E—
[Kf‘ers:screened ] 36. Press HEXT .
CHHG HEXT
[Mailbox Fdmin ] Note: You have completed the changing the
ACC DEL CHHG

Call Screening status.

37. Press to end this programing session.

Deleting a mailbox

Before you delete a mailbox, ensure the mailbox owner has listened to al the
messages. When amailbox is deleted, all messages stored in that mailbox are
deleted and the mailbox is deleted automatically from the Company Directory and
al Group Lists.

If you are deleting a mailbox associated with a CCR Tree, make sure you remove
the mailbox from the CCR Treefirst. If you do not del ete the mailbox, the message
Mbox in CCR appearson your display.

To delete amailbox:

1. Press Feawe ) ) £ B -

[Fldmn ] 2. Press MEOE .
MBOX AR CHHG
[Ma11bn:|>e: Admin ] 3. Press DEL .
ACD DEL CHHG -
[ Mo 2 QUIT] 4. Enter the mailbox number to be deleted.
Hbl:n:x: ouner haner 5. Press[EL .
GUIT -
[<r'1a11bc~>< admin ] 6. Press DEL to delete additional mailboxes
ACD DEL CHHG -

or
Press to end this programing session.
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Overview

This chapter describes the steps for administering the Norstar Voice Mail
mailboxes, including:

» Specia Mailboxes (System Coordinator Mailbox and General Delivery
Mailbox)

* Personal Mailboxes (User and Guest)

* Information Mailboxes

Administering Special Mailboxes

Special Mailbox administration involves listening to messages, attending to each
message, and then deleting the message. Messages left in the Special Mailboxes
should be attended to daily.

There are two Special Mailboxes: System Coordinator and General Delivery. You
can use the following features for both types.

When amessage isleft in the System Coordinator Mailbox, you can respond to the
message in your role as System Coordinator.

When a message is | eft in the General Delivery Mailbox for a mailbox owner, you
can send the message from the General Delivery Mailbox to the owner’s mailbox,
if they have one.

Administering Personal Mailboxes
A Personal Mailbox is administered for the most part by the mailbox owner and
requires very little administration by the System Coordinator.

Personal Mailbox administration tasks to be performed by the System Coordinator
include changing mailbox options such as:

* resetting a password to 0000 if amailbox owner forgets their password

* mailbox DN

» Classof Service

* mailbox owner’s name

* mailbox overrides, including Alternate DNs (User Mailboxes only), Fax line
number (Only User Mailboxes on systemswith FAX enabled), and status of the
Call Screening feature

System Coordinator tasks also include adding or deleting Personal Mailboxes. For
information about adding mailboxes, refer to "User Mailboxes' on page 73, and
"Adding several User Mailboxes using the Create Mailbox Utility" on page 77.

For moreinformation on Personal Mailbox Options and administration, refer to the
Norstar Voice Mail Reference Guide.
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About the passwords

Each mailbox certified with Norstar Voice Mail is protected by a password
established by the mailbox owner. When you add a mailbox to Norstar Voice Mail,
the password 0000 is assigned automatically. Thisis called the default password.

To use amailbox, a mailbox owner must change the default password. The new
password must be four to eight digits in length and cannot start with the digit zero.

If amailbox owner cannot remember the password, you can reset the password to
the default password 0000. Refer to "Changing mailbox options” on page 85.

Caution: Change your System Coordinator’s password frequently to minimize

A the risk of unauthorized activity.

Incorrect password lock-out

Each mailbox is assigned a maximum number of incorrect password attempts as a
Classof Service. Norstar Voice Mail recordsthe number of incorrect attemptsfrom
the last time the mailbox was accessed successfully. Once the number has been
passed, the mailbox owner is“locked-out”. The mailbox cannot be opened again
until the password is reset. Refer to "Changing mailbox options” on page 85.

Password expiry

Each mailbox is assigned amaximum number of days a password remainsactive as
a Class of Service. Once the maximum number of days has been passed, the
mailbox password will expire. The mailbox owner can open the mailbox, but cannot
access messages or perform other mailbox functions until the password is changed.
Unless the telephone has a two-line display, the following voice announcement is
played when the mailbox is opened after the password has expired:

“Your current password has expired.”
Followed by the voice prompt:

“You must change your password. Please enter your new password, then

press

Once the new password has been entered, the mailbox returns to normal operation.

Caution: Set the Class of Service value for password expiry to a low value so

A that mailbox owners must changed their password often. Mailboxes with a Class
of Service value that has a high or indefinite password expiry interval setting
have an increased likelihood of unauthorized use of the Norstar Voice Mail
system.
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Enabling external initialization

The System Coordinator can assign Mailbox initialization to be performed only
from an internal Norstar telephone. This added security feature makes it more
difficult to tamper with or gain access to the mailboxes fraudulently.

If auser attempts to access an uninitialized mailbox from an external number, they
will be denied access. Once the mailbox has been initialized, the user is able to
access the mailbox from any touch tone phone. The default setting for the External

Initialization feature is off.
To enable Externa Initidization:

Log:
GUIT EETEY Ok

1.

Press [eane ] @) @] ) -

Enter the System Coordinator Mailbox number
and password, then pressCE .

Enter :

Press CHHG .

Press 0K .

Press to end this programing session.
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Configuring the Company Directory

The System Coordinator can determine whether callers can search the Company
Directory by first name, last name or both first and last name. Also, the Company
Directory can be disabled if necessary. For more information about the Company
Directory, refer to "Company Directory” on page 56.

To configure the Company Directory:

1. Press (Feawe ) (5] 6] 5] -

[ Log: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY WS and password, then press k. .
Admin
[ MEOY AR EITHR] 3. Pressi].
4. PressHEXT .

Uoice Mail:Y
CHHG HEXT

5. PressHEXT to choose a search mode. Press
CHHG to change to disable the Company
Directory feature.

Dir avail:y
CHHG HEXT

[ Mat.ch:Firstname ] 6. PressHEXT if you want select first name as the

CHAG HEAT search mode for the Company Directory. Press
CHHG to select Lazthame or Both asthe
search mode.

Press to end this programing session.
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Setting up Outbound Transfer

Designating the number of channels for Off-premise Message Notification and
Outbound Transfer

For Off-premise Message Notification and Outbound Transfer to work, voice
channels must be available to Norstar Voice Mail. Y ou must assign channelsto
Norstar Voice Mail to place outgoing calls.

To determine the number of channels enabled, call your Norstar Technical Support
Group.

We recommend Outdialing channels be set to not more than half of the total
channels available on Norstar Voice Mail.

Do not assign al station channels on your system as voice channelsfor Outdialing.
Ensure you reserve enough channels to accommodate incoming calls.

Note: Enable Outbound Transfer only for users who require this feature.
Outbound Transfer increases the likelihood of unauthorized use of the
Norstar Voice Mail system, especially when theline or pool assigned allows
long distance dialing.

To designate the number of channels for Outdialing:

1 Press Feawe ] ) B) ) -

[ Log: m«:] 2. Enter the System Coordinator Mailbox number
WOIT  RETRY and password, then press QO .

Adrmin 3. Enter .
[ MEDX AR OTHR ]

Hum of chans: 1 4. Press CHHG .

CHHG kK, E—

[Hum of chans:

] 5. Enter the number of channels (between 1 and
RETRY oK

16 ) designated for Outdialing and press QE .

Press to end this programing session.
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Enabling and disabling the General Delivery Mailbox

The default status for the General Delivery Mailbox is enabled. The General
Delivery Mailbox can be disabled or enabled as required by your company.

To assign the General Delivery Mailbox:
1. Press aiaiap

[ Log: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY HIS and password, then press ik .
Admin 3. Enter :
[ MEQX AR OTHR ] a
[Gen Deliverdary ] 4. Press CHHG to toggle the settings between ¥
CHHG ok for Yes, or H for No.
Press 0K .
Admin [ ' '
[ Adnin . e ] 5. Press to end this programing session.

When enabled, callers who reach the General Delivery Mailbox can leave a
message. When disabled, callerswill hear the Automated Attendant V oice Prompt.
At any time, callers can press [0 ] to reach the Operator.

Setting up the Operator’s Mailbox

When the Operator isnot available, al callsthat request the Operator are transfered
to the General Delivery Mailbox. Y our company’ s designated Operator should be
assigned the General Delivery Mailbox number. The DN can be any operating DN
on your Norstar Voice Mail System that is not already assigned to a mailbox.

To change the mailbox number:

1. Press Feawe ) ] £ B -

[ Log: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY 8 and password, then press ok .
[Fldmin ] 3. Press MBDOY .
MEOX AR OTHR
4. Press CHHG .

Mbox Admin
AL DEL CHHG

Set Up and Operation Guide P0886600 Issue 1.0



Mailbox Administration Tasks 97

[Mbnx: ] 5. Enter the Genera Delivery Mailbox number
DIR QUIT (100 in our example).

[F‘aE-E-w-:-r‘d ] 6. Press MEXT .

RESET HEXT E—

[Ext: 168 ] 7. Press CHHG .

CHHG MEXT

[Ext: Z21@ ] 8. Enter the Operator’sDN (2210 in this
RETRY MEXT example).

Ext: 2218 ' [ '

[ = . ] 9. Press to end this programing session.

Broadcast and Group messages

Apart from the day-to-day messages you send, there might be times when you need
to send a Broadcast Message to all mailbox owners, or a Group Message to a
designated group of mailboxes.

This section describes the steps you need to:

* send aBroadcast Message

» createor delete aGroup List

» change the members of a Group List
* view the members of a Group List

* send aGroup Message

Sending Broadcast Messages

A Broadcast M essage ensures the same message is delivered to each mailbox, and
eliminates recording and sending the same message several times. Broadcast

M essages can be sent to announce meetings, special company events, and
reminders.

Broadcast M essages can be sent only by the System Coordinator from the System
Coordinator’ sMailbox by entering (o] , logging onand pressing
(9 ]. For ahighlevel view, refer to the figure "Overview of Programing using
Feature 981: Open Mailbox" on page 61.

Broadcast M essages are recorded by the System Coordinator and played on all
mailboxes initialized with Norstar Voice Mail. A mailbox owner does not have to
select a Broadcast Message to play. The message is played automatically when
mailbox owners open their mailboxes, and is erased automatically once it has

played.
A Broadcast Message is played only once for each mailbox owner.
Broadcast Messages are not sent to Information or Special Mailboxes.
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Sending a Broadcast Message
To send aBroadcast Message, you must first open your System Coordinator

Mailbox:
1. Press o] .
[Pswm ] 2. Press OTHE .
OTHR RETEY Ok -

Note: [f the set you are using does not have a
mailbox, the Loa: prompt will appear.

[E?ﬁé TR DK] 3. Enter the System Coordinator Mailbox number
and password, then pressCk .

[El new a 5aued] 4. Press 9] .

FLAY REC ADMIN

Record messade: 5. Atthetone, record your message and press 0Ok

[RETRH’ PRUSE DK] Y P _

to end your recording.

[ Accert rec?

6. To listen to your message before sending it,
RETRY FLAY DK] y d

pressFLAY .

Press Ok to accept your recording. The
display changesto show Mz3 delivered .

To record your message again, press EETRY .

Press to end this programing session.

Y our message is delivered to al initialized mailboxes certified with Norstar Voice
Mail.

Sending Group Messages

Group Messages can be sent by any user, but the Group List to which the messages
are sent must be defined or changed by the System Coordinator.

Before you can send a Group Message, you must first defineaGroup List. A Group
List contains al the mailbox numbers that receive a group message. For example,
you might group all mailboxesfrom the accounting department into one Group List,
and all mailboxes from shipping into another.

A Group List can include only mailbox numbers. A Group List cannot include the
number of another Group List.

The Group List feature is enabled during installation.
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Preparing a Group List
Preparing a Group List isjust like setting up anew mailbox. A Group Listis
assigned anumber and name. Theleading digit for Group Listswasassigned during
installation and can be changed at alater date if necessary. The next two digits are
assigned automatically by Norstar VVoice Mail when you add the Group List. The
Group List numbers are assigned in sequential order. Y ou must assign the Group
List name.

A Group List is set up using Feature Code 983. The following diagram provides a
high level view of the programing steps necessary to create a Group List.

Feature 983: Group List

Feature 983

Log on
|

- 1 | |
Mailboxes Automated  Group List C(|:R FAlx NET

Attendant |
| T |
Add Delete Change
Record Delete  Change
Group Group  Group
name List name
Accept Change
recording recording
Enter Change
(spell) members
name |
I I i
Enter Add Delete View
mailbox
numbers

Norstar Voice Mail allows 99 Group Lists. Each Group List can contain a

maximum of 1,000 mailboxes. Before you begin to add Group Lists, you must

prepare a group mailbox member list. Thislist should contain:

» leading digit — assigned during installation (see "Group List Numbers' on
page 100)

* Group List name — maximum 16 characters long

* mailbox numbers—to beincluded in the group

A mailbox must beinitialized before it can be added to a Group List.

When aGroup List isestablished, you can changethe mailboxesincludedinthelist,
record anew list name, view the Group List, or delete the Group List.
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Group List Numbers

During system installation, a number from 0 to 9 (default 9) was assigned as the
Group List leading digit. For example, the default Group List numbers are 901 to
999. If theleading digit is 5, the Group List numbersare 501 to 599. The Group List
numbers are always three digits long.

The Group List leading can be changed if neccesary. For more information on
changing the Group List leading digit, refer to "Changing the Group List leading
digit" on page 104.

The Group List number acts like a mailbox number when you leave a message for
the mailboxesin the Group List. The table"Sample Group List" shows two sample

Group Lists.
Sample Group List
Group List no. Name Mailbox no.
901 Sales 224
223
233
902 Shipping 227
221

Adding a Group List
To add aGroup List:

1. Press (Feawe ] ) ) ] -

[ Loa: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY HS and password, then pressik, .
[Fldmm ] 3. Press OTHE .

MEDX AA  OTHR I
[ndmn ] 4. Press GLIST .

GLIST CCR OTHR

r*n:-up List Admin 5. Press ACQD .
DEL  CHHG —
[GLlst. 291 ] 6. Press 0K .
L If fax isavailable, presseither UOICE or
FRX .

Note: Norstar Voice Mail assigns a Group
List number automatically. In this
display, 901 is used as an example.
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Record name:
RETEY oK

Accert name?
RETEY FLRAY oK

Hame:
RETEY BSKF oK

Moz

DIR QUIT
WAYHE, J

RETEY ADD

Mo

DIR QUIT

10.

11.

12.

At the tone, record the Group List name and
press Ok to end the recording.

Note: This Group List nameis played to any
caller who leaves a message for the
mailboxes in the group.

To listen to your recording, press FLAY .
To accept the recording, press QK .
To record the name again, press RETEY .

Enter the Group List name (maximum 16
characters) and press O . The display briefly
shows: Add first member .

Enter the first mailbox number to be included
in the Group List.

Note: If you do not know a mailbox number,
press DIE . Thisallowsyou to select a
name and mailbox number from the
Company Directory. After entering a
mailbox number, the display shows the
name of the mailbox owner.

Press ADC. The display briefly shows
Member added |

Note: Inthisdisplay WAYHE, .J isused asan
example.

To add additional mailboxes to the Group List,
repeat steps 10 through 12

or

press to end this programing session.

When you have finished adding mailbox numbers to the Group List, press 2UIT
from the Mbox: display. To create another Group List, repeat steps 5 through 12.

Changing a Group List name and Company Directory recording

A Group List Name and Company Directory recording can be changed at any time.
Y ou cannot change aGroup List number. To change aGroup List number, you must
delete the Group List and add new member mailbox numbers as anew Group List.
For more information, refer to "Adding a Group List" on page 100.
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To change a Group List name and Company Directory recording:

Log:
GUIT RETRY OK

RAdmin
MEOH OTHR

RAdmin
GLIST CCE OTHR

[ )
[ )
[ rour List RAdmin ]
[ )

DEL CHHG
GList:
RETRY QUIT
ShirFrrFing
CHHG HEXT
Hame:
RETREY BESP Ok
LRI
CHHG HERT

Recorded name:
REC FLAY HEXT

Record name:
RETEY )4

Accert name?
RETEY FPLRAY 0k

1

Press [eane ] @) @] &) -

Enter the System Coordinator Mailbox number
and password, then pressk .

Press OTHR .

Press GLIST .

Press CHHG .

Enter the Group List number you want to
change.

To change the Group List name, press CHHGG .

Note: The display shows shipping as an
example name.

Enter the new Group List name and press 0k .

Press HEAT .

10. To make anew recording of the Group List

name, press REL .

11. At the tone, record the new Group List name

and press 0K .

12. To listen to your recording, press FLAY .

To accept the recording, press O .
To record the name again, press RETREY .

Press to end this programing session.
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Changing and viewing the members of a Group List

Mailbox numbers can be added to or deleted from a Group List at any time.
Mailboxes must be initialized before they can be added to a Group List. To create
anew Group List, refer to "Adding a Group List" on page 100.

To change the members of a Group List:

Log:

QUIT RETRY 0k
RAdmin

MBI OTHE
Admin

GLIST CCE OTHRE

rour List Admin

[ )
[ )
ES )
[ )

DEL CHHG
GList:
RETEY GUIT
ShirFring
CHHG HEXT

Recorded name
REC FLAY HEXT

GList members:
ADD DEL LUIEW

Hame:

RETEY BESP )4
JOE

CHHG HEXT
Ext.:

RETEY )4
Accert:

RETRY 0k

1.

10.

11.

12.

13.

Press (Feawe ) (5] ) (] .

Enter the System Coordinator Mailbox number
and password, then press QO .

Press OTHE .

Press GLIST .

Press CHHG .

Enter the Group List number you want to

change.

Press HE=T .

Press HEAT .

Press ADC to add a mailbox number to the
Group List.

Note: Press LIIEW to view members of the
Group List.

Type the name and press Ok . Press Ok again
to verify.

Press HEXT .
Enter the DN to be included in the Group List
and pressOk .

Press Ok . A display appears briefly to notify
you that the new member of the Group List has
been added.
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[GList members ] 14. PressUIEW , then DEL to delete a mailbox
ADD GRS number from the Group List.

Press to end this programing session.

Changing the Group List leading digit
During the system installation, anumber from 0 to 9 (default 9) was assigned asthe
Group List leading digit. You may find it necessary to change the Group List
leading digit. For example, if 9 was assigned as the Group List leading digits, 901
to 999 would be your range of Group Lists. If you change the leading digit to 5, the
Group List numbers would change to 501 to 599. The Group List numbers are
always three digits long.

Note: You cannot change the Group List leading digit to a number that will
conflict with mailbox numbers. For example, if your company has
mailboxes ranging from 500 to 720, you could not choose 5, 6 or 7 asthe
Group List leading digit.

To change the Group List leading digit:
1. Press o] .

2. Enter the System Coordinator Mailbox number

[ Log:
and password, then press QO .

QUIT  RETEY DK]

RAdmin

3. Press [2].
MBOX OTHRE

ilingual:y

4. Press HERT .
CHHG HEXT —

rim langiendg

5. Press HEXT .
CHHG HEXT E—

CHHG HEXT

Leading digit:9

7. Press CHHG .
CHHG HEXT —

Leading digit:

8. Enter the new leading digit and pressok .
RETRY oK

Sustem config

9. Press Ok to configure the changes.
RETRY oK

Log:
GUIT RETEY QK

[ )
E )
E )
(Gow T | 6 Pres e
E )
[ )
[ )
[ )

10. Press to end this programing session.
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Deleting a Group List

Y ou can delete a Group List at any time. When you do, the Group List number is
re-assigned automatically by Norstar Voice Mail the next time you add a Group
List. Deleting a Group List does not delete any mailboxes from the Norstar Voice

Mail system.

To delete a Group List:

Log:
GUIT EETEY ] 4

Admin
MBI OTHE

RAdmin
GLIST CCE OTHR

DEL  CHHG

GList:
RETREY QUIT

<Grour List Hamel:
DEL GUIT

[ )
[ )
[ rour List Admin ]
[ )
[ )

Grour List Admin
ADD DEL CHHG

Press (eawe ) ] ) .

Enter the System Coordinator Mailbox number
and password, then press ok .

Press OTHR .

Press GLIST .

Press DEL .

Enter the Group List number you want deleted.

Press DEL . A display appears briefly to notify

. you that the Group List has been deleted.

Press to end this programing session.
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Sending a Group Message

A Group Message can be sent whenever you want to notify a specific group of
mailboxes of a pending event or company notice that pertains only to that group. A
Group List message must be selected to play, just as aregular message is selected
before amailbox owner can listen to it. Unlike a Broadcast Message, a Group List
message does not play automatically. When a mailbox owner sends a message to
the Group List, the mailbox owner’s own mailbox does not receive the message.

To send a Group Message from your Norstar telephone:
1. Press el

[ Mo ] 2. Enter the Mailbox number.
DIR auIT
[GPP List: ] 3. Enter the Group List number and press 0k .
RETRY oK,
[Recnr*d messadel ] 4. At the sound of the tone, record your message
RETRY FPRAUSE NS and press 0K to end your recording.
Messade ortions: 5. Press RETEY to record your message again
[RETR'T' PLAY SEHD] o y =
press FLAY to replay your message
or

press SEHD to accept and send your message.

[ Leaue nessage: ] Press [ris ] to end this programing session.
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Canceling Off-premise Message Notification from a called number

A person receiving notification of a message may cancel future instances of
notification. Thisfeatureisuseful when an incorrect destination phone number was
inadvertently programed into Off-premise Notification, and the person answering
the called number does not want future notifications. Once the receiving number
has been cancel ed, the number isremoved from the originator’ s destination list, and
the originator is notified.

If Off-premise Message Notification is to an outside phone number, voice prompts
only are presented to the receiver of the message notification. Follow the voice
prompts to cancel notification.

If Off-premise Message Notification isto a Norstar DN, text prompts and voice
prompts are presented. To cancel Off-premise Message Notification from an
internally called DN:

Mes=a3e for
[{User* name: ]
[ Choose: ] 1. Beginning from the system-generated display
LOGIN EHIEEE notifying you of a message, press CAMCEL .
PressLOGIHM to access the message
information.
[ Canceled ] 2. Message notification to the number you are
calling from is now canceled.

Caller ID (CLID)

If your company subscribesto Caller ID, also known as Calling Line [dentification
or CLID, the caler’s number or name and number appears on the telephone’s
display provided the telephone has a one or two-line display. The following
information is useful to maximize the benefits of Caller ID.

Caller ID isone of the options needed in order to use the Reply feature for external
cals.

Y ou must assign the number of ringsto two or more for lines equipped with Caller
ID for pre-recorded Personalized Greetings to play. Caller ID information is not
provided until just prior to the second ring.

If your company subscribesto Caller ID, you can accessit using Feature 983 and
program it as shown in the following diagram.
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Programing Caller ID (CLID) using Feature 983

Feature 983

| T

Automated
Attendant

Mailboxes

. |
Add Change Quit

Telephone
number

|
Telephone
number

|
Destination Destination

PR -

| I
Table E>I<t Othr

Feature 983: (CLID) Administration

Feature 983

| | T f

Mailboxes Automated Group CCR
Attendant  List (11)

f—_——_——_——- — — — - — — ———— 4

|
Telephone
number

|
|
Destination

P—— 4 — — —

Tat;le bthr

Telephone
number

Destination

— options with voice prompts

---. options appear on telephone display only (no voice prompt)
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Overview

Feature Codes are used by System Coordinators to access the different set up and
operation functions of Norstar Voice Malil.

Programing the feature codes

To carry out aNorstar Voice Mail function, a Feature Code must first be entered.
There are seven Feature Codes that work with Norstar VVoice Mail. The default
Feature Codes are shown in table"Feature Codes" below.

Feature Codes

Feature Operation

Feature 980 Leave Message

Feature 981 Open Mailbox

Feature 982 Operator Status

Feature 983 System Administration

Feature 985 Norstar Voice Mail Directory Number (DN)
Feature 986 Transfer (to a Mailbox)

Feature 987 Interrupt

Programing a memory button

To smplify the set up and administration tasks, we recommend programing a
memory button for the Feature Codes you will use most often. The most frequently
used Norstar Voice Mail Feature Codes are:

*  Open Mailbox—Feature 981

e System Administration—Feature 983
* Transfer—Feature 986

* Interrupt—Feature 987
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To program a memory button:

1. Press Feawe ) (7 B -

[Eaﬁs a button ] 2. Select aprogrammable button.

3. Press and enter the Feature Code
number.

[ Prodramed ]

L abel the buttonswith the Feature Code description using the paper 1abel s provided
with your Norstar telephone.

Repeat steps 1 through 4 for each Norstar VVoice Mail Feature Code you want to
program.

Note: Werecommend you program amemory button with the Norstar VVoice Mail
DN. To verify thisDN, refer to "Verifying the Feature Codes" on page 112.

Determining the Feature Codes

Norstar Voice Mail uses Feature Codes 980 through 987. Before you continue with
the set up, ensure these Feature Codes are available. It is possible that some Feature
Codes might be in use by another Norstar application. If so, Norstar VVoice Mail
automatically assigns codes between 900 and 999. These codes might not appear in
sequential order.

To determine the Norstar Voice Mail Feature Code availability:

1. From aNorstar two-line display telephone,
press o] :

Note: Thedisplay shows. Leawve m=3: and the Feature Code.

2. Toview the next Feature Code, press HEXT . The display shows the next
Feature Code display prompt and number.

3. Continue pressing HEXT to view all the Feature Codes.
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Feature Codes shown below are the default Feature Codes. If the codes change,
record the assigned codes in the space provided.

[Leaue msa: FEIxx] (o) (0]

MEXT
Note: Feature 9

[DPEH mbos FEIxx] (o)

MEXT
Note: Feature 9

[DPEF‘E‘LDP: FEIxx] (9]

HEXT
Note: Feature 9

[Sus admin: FEIxx] (9]

HEXT
Note: Feature 9

(s Foe ) Feawe ) &) B E)

HEXT
Note: Feature 9

[Tr‘ansf“er*: FEIxx] (o) (6]

HEXT
Note: Feature 9

[ Interrurt: FEIxx] (o)

QUIT
Note: Feature 9
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Verifying the Feature Codes

Norstar Voice Mail uses default Feature Codes 980 through 987, or assigned
Feature Codes as described earlier.

To verify the Feature Code display prompts, use a Norstar two-line display
telephone and enter each Norstar VVoice Mail Feature Code. The display prompts
should be asfollows:

[Mbm ] CHRERNCE
DIR QUIT
[F‘Swd: ] (@) or Log: (see two displays
OTHR ~ RETRY  OK
below)
[Pswd- ] e}

RETRY 0K,

Loga: F 3
[uun RETRY DK] &)
[Set s DK] o]
[HD Fartd connect ] @ @
[Hot allowed ] (@)

Leave a Message

The Leave Message Feature Code is used by mailbox ownersto leave amessagein
amailbox initialized with Norstar Voice Malil.

To use the Leave Message Feature, press (o) 0] .

Open Mailbox

The Open Mailbox Feature Codeis used by mailbox ownersto open their Personal
Mailboxes. All Personal Mailboxes are protected by a password established by the
mailbox owner.

To use the Open Mailbox Feature, press (9] :
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Operator Status

The Operator Status Feature Code is used by the System Coordinator, Receptionist
or designated Operator to set the Operator Status. When an operator isnot available,
the Operator Status must be set to NO. Thisaertsthe Automated Attendant that the
Receptionist or designated Operator isnot available. This Feature Codeisalso used
to establish whether a businessis open or closed, and to designate the Operator’s
DN. This Feature Code is protected by a password.

To use the Operator Status Feature, press (o] .

For more information on the Operator Status, refer to " Setting the Operator Status’
on page 37.

System Administration

The System Administration Feature Code is used by the System Coordinator and
the installer to set up Norstar Voice Mail. This Feature Code is also used by the
System Coordinator to add mailboxes and select an Alternate Language. This
Feature Code is protected by a password chosen by the System Coordinator.

To use the System Administration Feature, press (9] .

Norstar Voice Mail Directory Number

The Norstar Voice Mail Directory Number Feature Code is used to determine the
Norstar Voice Mail Directory Number (DN). This number is then used to forward
aNorstar telephone to Norstar Voice Mail, and to use Norstar Voice Mail from a
single-line display telephone attached to an Analog Terminal Adapter (ATA).

To use the Norstar Voice Mail DN Feature, press (9] :

Transfer to Mailbox

The Transfer Feature Code is used to transfer calls to a mailbox. When using this
feature do not put the call on hold.

To use the Transfer Feature, press 0] 6] .
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Interrupt a Message

The Interrupt Feature Code is used to interrupt Norstar Voice Mail and allows you
to speak with a caller who has reached your mailbox.

To use the Interrupt Feature, press (9] )

When a caller leaving a message in amailbox is interrupted, the first part of the
message remains in the mailbox. This message can be deleted at your convenience.
If Off-premise Message Notification is on, the message will cause Norstar Voice
Mail to call the Off-premise Notification number immediately.
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Section IV - Custom Call Routing (CCR)

= Overview of Custom Call Routing
= Building, Saving, and Enabling a CCR Tree
= Changing or Deleting a CCR Tree
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Custom Call Routing (CCR) allowsyou to replace the Automated Attendant menus
with a more sophisticated menu that can include several sub-menusto offer callers
awider range of options. When a CCR Treeis enabled, callers hear the CCR Home
Menu immediately after the Company Greeting.

Each CCR Tree is made up of pathsthat a caller navigates using their telephone
dialpad. By selecting an option from the prompts created by the System
Coordinator, callers can:

» play an information message
* leave amessagein amailbox
» transfer to aDN or an external number

e accessasub-menu

Custom Call Routing overview

Incoming call

Y Y

Receptionist Automated Attendant

answers answers

Company Greeting
plays

Y

Custom Call Routing Automated Attendant

Home Menu options play Menu options play

When building a CCR Tree, the System Coordinator starts by programing the
options to be presented in the Home Menu. Up to eight options can be included in
the Home Menu.
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The System Coordinator records a voice prompt that will inform callers of the

Home Menu options.

When a selection is made from the Home Menu (by pressing a single button) the
caller follows a Path, which may access a sub-menu on alevel below the Home

Menu.

Y ou can program up to four CCR Trees. After a CCR Tree has been programed it
must be assigned to a Greeting Table. For more information, refer to "Greeting

Tables' on page 21.

Terms and definitions

The following terms are introduced in this section.

Term

Definition

Destination

The Destination determines where the caller is directed after listening
to an Information Message or leaving a message in a mailbox. The
three Destination Types are:

- PREL which returns the caller to the Previous menu

- HOME which returns the caller to the Home Menu

- 0ISC which disconnects the call

Destinations are assigned to Information Messages and Leave
Messages only.

Home Menu

The Home Menu is the first CCR menu the caller encounters after
hearing the company greeting. A home menu can be programed to
offer eight options. By default, "0" is reserved for reaching the
Operator, and "9" offers the menu in the alternate language.

Information Message

An Information Message is a message you record to provide a caller
with information about goods or services available from your
company. Information Mailboxes must be created before the
Information Message option can be added to the CCR Tree.

Leave Message

Leave Message provides a caller with access to a mailbox so they
can leave a message. By selecting this option, the caller is
automatically transfered to a mailbox to leave a message.

Level

The Home Menu is on Level 0. As sub-menus are added to one
another, the caller progresses through the levels of the CCR Tree. A
total of 10 levels can be created (from O to 9).

Menu

A menu is a voice prompt that you record which provides a caller
with a list of up to eight options.

Path

A Path is the course taken to or through one or more menus on a
CCR Tree to reach a desired destination.

Sub-menu

A sub-menu is any menu presented to the caller after the Home
Menu. Sub-menus can lead to other sub-menus. A total of nine sub-
menus can be added to a CCR Tree.

Transfer

A Transfer prompt provides access to a DN or an external number.
A Transfer prompt is assigned a one-digit number that appears in a
menu. When this number is pressed, the caller is automatically
transfered to a DN or external number to speak with an individual.

Workspace

The Workspace is a temporary space on the system that allows the
System Coordinator to assemble or make changes to a CCR Tree.

Set Up and Operation Guide

P0O886600 Issue 1.0



Overview of Custom Call Routing 119

CCR Home Menu example

hours are from 9:00 a.m. to 5:00 p.m. Monday to Friday.”

'

“To place an order, press .

To add your name to our mailing list, press .

To reach our Sales Department, press .

To speak with our Customer Service Representative, press (4] .
To speak with our receptionist, press o] .”

( Company Greeting: “This is Ideal Office Machines. Our business >

Home Menu - Level 0

The call is forwarded to the caller’s chosen destination.

¢

Sub-menu - Level 1

Planning and Designing a CCR Tree
Planning and designing a CCR Tree involves:

» determining frequently requested departments

* determining frequently called directory numbers

* making alist of goods and services to be promoted in Information Messages
» selecting mailboxes to be assigned to the Leave Message option

* determining Destination Types

» recording the prompts and messages

» designing the CCR Tree template in the Norstar Voice Mail Programing
Record (Photocopy this record and use the photocopy as an outline as you
proceed through this section.)

By default, acaller can press (o ] to be prompted in an alternate language, or [0 ] to
reach an Operator. These options are not verbally prompted unless you include
them as part of the Home Menu voice prompt.
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About the CCR Tree structure

After the Company Greeting, a caller hears the Home Menu at the top of the CCR
Tree (Level zero). When acaller selects an option from the Home Menu, they can
access asub-menu, leave amessage, transfer toaDN or an external number, or play
aninformation message. Theroutethat acaller takesthrough the CCR Treeiscalled
a Path.

For an exampl e of Pathsthrough aCCR Tree, refer to " Sample CCR Tree Paths' on
page 122.

When the Home Menu is an Information Message

The Home Menu can also be programed to play an Information Message. For
example:

“ Come celebrate with us! It’ s time for the Ideal Office Machines annual get-to-
know-our -customer s picnic. The annual picnic is, as always, the first Sunday of
August from 1:00 to 5:00 p.m. in Central Park. See you there.”

When the Home Menu is an Information Message, the caller is disconnected
automatically at the end of the message. The other Destination Types do not apply.

Recording an Alternate Language Home Menu voice prompt

If you record an Alternate L anguage Home Menu voice prompt, you must inform
callers of the Alternate L anguage option. When you are recording the Primary
Language Home Menu prompt, tell the caller to press [o | if they wish to hear the
message in the Alternate Language. For example:

“To hear this message in (the Alternate Language), press (o ] . To place an order,
press [1 ] . To add your nameto our mailing list, press [2 ] . To reach our sales
department, press (3 ] . To speak with our Customer Service Representative,
press (4 | . To speak with our receptionist, press o ] .”

Sub-menu

A sub-menu isavoice prompt that you record which provides acaller with another
list of options. An sub-menu is assigned a single-digit number that appearsin a
menu. For example, from the Home Menu, the caller presses (3 ]to reach the Sales
department and hears the sub-menu options:

“Toplacean order, press (1 | . To add your nameto our mailing list, press2 ] . To
speak with our Customer Service Representative, press (3 ] . To speak with our
receptionist, press o | .”
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Information Message

An Information Message is a message you record to provide a caller with
information about goods or services available from your company. This message
can be used to provide callers with information about sales, specials, company
events, business hours, price lists, shipping times or even the weather. An
Information Message is assigned a single-digit number that appearsin a menu.
When this number is pressed, the Information Message plays automatically. For
example:

“We are pleased to announcethe arrival of the new FaxEasy line of FAX machines.
FaxEasy produces top quality FAX images at an affordable price, and is easy to
operate.”

Leave Message

The Leave Message option provides a caller with access to a mailbox to leave a
message. The Leave Message option isassigned asingle-digit number that appears
in amenu. When this number is pressed, the caller is transfered automatically to a
mailbox to leave a message. For example:

“You have reached the Ideal Office Machines Order Desk mailbox. After the tone,
leave your name, complete address, phone number, and the item name and number
you want to order. Thank you.”

Transfer

A Transfer option provides a caller with accessto a DN or an external number. A
Transfer option isassigned asingle-digit number that appearsin amenu. When this
number ispressed, the caller istransfered automatically toaDN or external number
to speak with an individual.

Destination Types

The Destination Type determines where the caller is directed after listening to an
Information Message or |eaving amessagein amailbox. Each Information Message
and Leave Message must be assigned a Destination Type. The three Destination
Typesare:

* PREL which returns the caller to the Previous menu
e HaOME which returns the caller to the Home Menu
e [ISC which disconnects the call

Destination types are assigned to Information Messages and L eave M essages only.
For examples of the destination types, refer to the figure " Sample CCR Tree Paths'.
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Sample CCR Tree Paths

Level zero

(Home)

Level one

Path O - Level O
Home Menu Voice Prompt example:
“To place an order, press .
To add your name to our mailing list, press .
To reach our Sales Department, press .

To speak with our Customer Service Representative, press (4 ] .
To speak with our receptionist, press 0] .”

The call is forwarded to the caller’s chosen destination.

\

Y

Y

L

Sub-menu -

Path 1

“To hear our
weekly specials,
press . To
speak with a clerk
at the Order Desk,

press 2] .”

Leave Message -
Path 2

“To be included on
the Ideal Office
Machines Mailing
list, please leave
your name and
address after the
tone.”
Destination type:
PREV

] L

Sub-menu - Path 3
Transfer to a Sales
Department DN

“To leave an order
request, press 1] .
To speak to the sales
manager, press .
To hear about our
sales contest, press

.u

Transfer - Path 4
Transfer to a
Customer Service
Department DN

Note: You can program up
to eight call paths.

We show four in this
diagram.

Path 1-1 Path 1-2
Level two ; V * *
Information Transfer
Message Pfth 3-1 I_T_ath ::-2 | I?ath 3t-_3
Destination eave ransfer nformation
type: Message Message
PREU Destination Destination
TREY type: type:
DISC HOME
Paths

A Path can consist of aseries of Menus, Information Messages, L eave M essages or
Transfers. Each option isidentified by a Path number. A Path number is the digit
that callers enter to route themselves to the next level along the Path of a CCR Tree.

The Home Menu is always Path O at Level 0. First level Path numbers are single-
digit numbers (1, 2, etc.). Second level Path numbers are two-digit numbers (2-1,
2-2, etc.).

In the sample Tree shown in the figure "Sample CCR Tree Paths', Home - Path 0,
the Home Menu exampl e, providesfour options. Option 1 branchesto Path 1, which
isasub-menu. Option 2 branches to Path 2, which isaplace for callersto leave a
message, and so on.

The sub-menu on Path 1 progresses to the second level and provides two more
options, options 1-1 (an information message) and 1-2 (atransfer). Path 2 transfers
the call to amailbox and then returns the call to the previous level menu. Path 3
progresses to the second level and provides three more options, options 3-1, 3-2,
and 3-3. Path 4 transfers the call to a DN.
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Overview

This chapter contains the detailed instructions needed to create and save a CCR
Tree and enableit so that callers will be able to use it.

The specific topicsin this chapter include:

Beginning to build a new tree
Recording the Home Menu voice prompt
Adding aMenu

Adding an Information Message
Adding alLeave Message
Assigning a Destination Type
Adding an internal Transfer
Adding an external Transfer
Saving a CCR tree

Enabling a CCR tree

Testing a CCR tree

Tools and materials

To haveaclear record of the paths and options you intend to create, we recommend
that you first complete the appropriate section of the Norstar Voice Mail
Programing Record and have it handy during the programing.
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Feature 983: Custom Call Routing (CCR)

Changing the parameters of existing CCR trees

Feature 9

Log on

83

Automated  Group
Attendant List

Mailboxes

CCR

Admin

Tree
number

[
Tree (1) (2) (3) (4)

|
|
Workspace (5) |
|

T 1
Print  Quit

T

Prev Home Disc

[
Change Print Quit Change
Path
number
Point
type
|
[ [ I 1
Menu Information Transfer Leave
Point Message Point Mes,isage
| . | .
Primary Primary Mailbox Mailbox
prompt prompt number or number
[ external [
Destination number Destination

I_I_I_I

Prev Home Disc

Set Up and Operation Guide

P0O886600 Issue 1.0



Overview of Programing for CCR: Part 1

Feature 983

Log on

CCR FAX NET

Prev Home Disc

Mailboxes Automated Group
Attendant List
Admin
Tree
number
| l |
New tree (1) (2) (3) (4) Workspace (5)
Build Quit Build Quit
| |
Home |\I/|enu Home Info message
I I
Rec prompt Rec message
Destinat%on
Path number
|
Option |type
[ | I | ]
Information Leave Transfer Menu
Message Message |
| N Mailbox
Primary Mailbox number or
prompt number external
I
Alternate Destlination number
prompt
| !
Destination Prev Home Disc
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Beginning a new CCR tree and recording the Home Menu voice prompt

After your CCR Treeisdesigned, thefirst step isto begin anew tree and record the
Home Menu Voice Prompt. Remember that if you record an Information Message
as the Home Menu prompt, you cannot add any other sub-menus. Once the Home
Menu Voice Prompt is recorded, you can:

» add asub-menu option

» add an Information Message option
» assign the Destination Type

» add aleave Message option

* add aTransfer option

After these steps are completed, you must save the Tree. A CCR Tree must be
completed and saved before it can be enabled.

When you start building a CCR Tree, you can save the Tree at any time and
continue working on it later. If you end the CCR session at any point before you
savethe Tree, the Treeisautomatically saved as Tree 5. For moreinformation about
saving a Tree, refer to "Saving a CCR Tree" on page 135 and "Accessing the
Workspace to change a CCR Tree" on page 142.

CAUTION

After you have recorded voice prompts and messages, do not replace the
receiver.

Beginning to build a new tree

Beginning anew treeis as ssimple as accessing the CCR menu, entering atree
number and selecting BUILD. From this point you can begin to build your new CCR
tree.

How to Record the Home Menu Voice Prompt

Thefirst stepinbuildinga CCR Treeinvolvesassigning optionsto the Home Menu.
Remember that if the Home Menu is an Information Message, the call is
disconnected automatically after the message is finished playing.

Onceyou have determined how many optionsyou want to offer inamenu, you must
determine where the option will direct the caller.

If you assign amenu, then you must assign another set of options on the next level.
Options for each menu can be: another Menu, an Information Message, a Transfer
or a Leave Message option. Y ou can assigh a maximum of eight options to each
menu.

For an example of a CCR Treg, refer to the figure "Sample CCR Tree Paths' on
page 122.
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To begin to build anew tree and record the Home Menu V oice Prompt:

Log:

QUIT RETEY (]
RAdmin

MEOH OTHR

RAdmin
GLIST CCE OTHR

CCRE Admin

ACDMIM

CC

RETRY Ok

ew treel <X

BUILLD GUIT
Hnmefﬂenu

REC OTHR

Rec Fri Fromrpt:
RETRY 0k

[ )
[ )
£ )
EEa—
¢ )
£ )
[ )

Accert FromFL?
RETEY FPLRAY 0k

Rec alt Frompt?
YES HO

[ Fath:

RETRY  EHD 0K ]

1.

10.

11.

12.

Press [Feawe ) [8) &) G -

Enter the System Coordinator Mailbox number
and password, then pressk .

PressOTHE .

PressCCE .

PressADMIH .

Enter a Tree number from 1 to 4 and pressok; .

PressEUILD . You have now begun anew tree.

Pick up the receiver and presskEL .

At the tone, record your Home Menu Voice
Prompt and press ok, to end the recording.
Do not replace the receiver.

If you wish to replay your recording, press
FLAY .
To accept your recording, pressik .

PressHo .

If you want to record an Alternate L anguage
Home Menu Voice Prompt, pressYES and
follow the instructions that appear on the

display.

Y ou are now ready to add a sub-menu, an
Information Message, a Transfer, or aLeave

M essage option.

If you want to finish building this Tree and
saveit, or saveit and add to it later, pressEHL: .

Press to end this programing session.

For more information about saving a Tree, refer to "Saving a CCR Tree" on
page 135 and "Accessing the Workspace to change a CCR Tree" on page 142.
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Adding a Sub-menu

The sub-menu provides acaller with single-digit accessto another list of options. If
your Treeis designed to progress to a second level, you must add a sub-menu on
thefirst level to inform the caller of further options. For example, if your Home
Menu says:

“Toplacean order, press [t ] . To add your nameto our mailing list, press 2 ] . To
reach our salesdepartment, press . To speak with our receptionist, press o ] .”

The caller may choose to press 1 ] and is given more options, such as:

“To hear our weekly specials, press (1 ] . To speak with a clerk at the Order Desk,
press 2] .”

Note: If you record the Alternate Language Menu option, you must inform callers
of the Alternate Language option. When you are recording the Primary
Language Menu, tell the caller to press (9 ] if they wish to hear the message
in the Alternate Language. For example:

“ To hear thismessagein (the Alternate Language), press (9 ] . To hear our weekly
specials, press [t ] . To speak with a clerk at the Order Desk, press [2 ] .”

The Alternate Language will be either French or Spanish, depending on the
language your system is equipped with.

To add a sub-menu, begin from this display:

[ Path: ] To arrive at thisdisplay, go to "Beginning to build
RETRY EMD OK "
anew tree" on page 126, and repeat steps 1 to 6.
[ Path: ] 1. Enter the Path number (from 1 to 8) and press
RETRY EMD 0K oK
[ Lo ] 2. PressMEHU .
HEES INFO OTHR (x« represents the Path number.)
[F‘r‘imar“:l FramFt ] 3. PresskEC .
REC
[ Rec Fri Frometl ] 4. At thetone, record your voice prompt and
RETRY oK,

press Ok to end the recording.
To record your message again, pressEETEY .

5. PressiE to accept the recording.

Accert FromrFL?
RETEY FLAY 0K
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Rec alt Frompt?
YES HO

6. PressHO
If you want to record a prompt in the Alternate
Language, pressES and follow the
instructions that appear on the display.
Do not replace thereceiver.

Y ou can now continue to build this Tree and add more options, finish building and
saveit, or saveit and add to it later. For more information about saving aTree, refer
to "Saving a CCR Tree" on page 135 and "Accessing the Workspace to change a

CCR Tree" on page 142.

Adding an Information Message

The Information Message can be used to provide callers with information about
sales, specials, company events, business hours, price lists or even the weather.

To add an Information Message, begin from this display:

FPath:
RETRY  EHD []4

Path:
RETRY EMD 0K

L
MEMU IHFO OTHR

Primary messade
REC

Eec Fri messadel
RETEY FLAY 0K

Accert messale?
RETREY FLAY Ok

Rec alt message:
YES HO

To arrive at this display, go to "Beginning to build
anew tree" on page 126, and repeat steps 1 to 6.

1. Enter the Path number (from 1 to 8) and press
ok, .
An example of a Path number in the figure
"Sample CCR Tree Paths' on page 122 is 1-1
(entered as 11), when the Information Message
is on the second level of Path 1.

2. PressIHFO .
(= represents the Path number.)

3. Pick up the receiver and presskEL .

4. At thetone, record your Primary Language
Information Message. Press0k._to end your
recording. Do not replace the receiver.

To rerecord your message, presSRETEY .

5. PressOE to accept the recording.

6. PressHO .
If you want to record an Alternate Language
Information Message, pressES and follow the
instructions that appear on the display.
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Assigning the Destination Type

Both the Information Message and L eave Message options must be assigned a
Destination Type.

There are three kinds of call Destination Types:

e return to the Previous menu
* return the call to the Home Menu V oice Prompt
e disconnect the call

An exception to this rule occurs when an Information Message is played at the
Home Menu. It can disconnect only after playing.

To assign the Destination Type, continue from the previous steps:

[ Destination? ] 7. PressPREL if the caller isto be returned to the

FREV HOME DISC Previous menu. PressHOME to return the caller
to the Home Menu Voice Prompt. PressLiISC
to disconnect the call.

Y ou can now continue to build this Tree and add more options, finish building and
saveit, or saveit and add to it later. For more information about saving aTree, refer
to "Saving a CCR Tree" on page 135 and "Accessing the Workspace to change a
CCR Tree" on page 142.

Adding a place to Leave a Message

The Leave Message option provides a caller with amailbox where they can leave a
message. Y ou create one by giving it a Path number and assigning a mailbox
number.

Before you assign amailbox to receive callers messages, the mailbox must be
initialized.

To add the mailbox in which callers can |eave messages, begin from this display:

To arrive at this display, go to "Beginning to build

Fath:
[ RETR'T' ok, ] anew tree" on page 126, and repeat steps 1 to 6.
[ Path: ] 1. Enter the Path number and press ik .

RETRY oK -
[ ] 2. PressOTHR .
INFO  OTHR

[ < ] 3. PressLUMSG .

WFER LUMSG OTHR
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[ Mincis 2 ] 4. Enter the mailbox number.
DIR QUIT
Note: To access the Company Directory,
pressCIE .
[ Destination? ] 5. PressHOME to return the caller to the Home
FREYU HOME DISC ~

Menu V oice Prompt.
Pressing DISC disconnects the call. Pressing
PREW returnsthe caller to the Previous menu.

Y ou can how continue to build this Tree and add more options, or you can finish
building this Tree and save it. For more information about saving a Tree, refer to
"Saving a CCR Tree" on page 135.

Adding a Transfer

A Transfer directsacaller to an internal DN or an external number. You add a
Transfer by giving it a Path number and assigning a DN.

Adding a Transfer to an internal DN
To add a Transfer to an internal DN, begin from this display:

To arrive at this display, go to "Beginning to build
anew tree" on page 126, and repeat steps 1 to 6.

FPath:
FETRY  EHD (]

[ Path: 1. Enter the Path number and press ik, .

FETEY  EMD 0K ]

[<::<> ] 2. PressOTHE .
MENU THFO WEER (« represents the Path number.)
[{::{} ] 3. PressHFER .
WFER LUMSG OTHR
[ Transfer ] 4, PressIHT .
EXT  INT -
[Ext: ] 5. Enter the directory number.
RETRY oK

This completes adding a Transfer to an internal DN. Y ou are now ready to save the
Custom Call Routing Tree. For information about saving aTree, refer to "Saving a
CCR Tree" on page 135.
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Adding a Transfer to an external number

When Norstar Voice Mail transfers a call using a CCR external transfer, two lines
are used. Anincoming lineis used to connect the caller to the CCR Tree and an
outgoing line is used to transfer the caller to the externa telephone number. Both
lines remain in use while the user is connected to the external telephone number.

In order to optimize the use of Norstar VVoice Mail lines, the incoming line can be
used to make the external transfer. Thistype of transfer is called a Link transfer.

Note: A Link transfer can only be performed if the Norstar VVoice Mail lines are
equipped with Link transfer capability. If aLink transfer isprogrammed for
an external transfer and your Norstar Voice Mail lines do not support this
feature, the caller is disconnected. Ensure you have Link transfer
capabilities on your Central Office (CO) lines before programming this
feature.

In order to perform aLink transfer for a CCR externa transfer you must add the
specia character before the telephone number. For example, the telephone
number would look like:

where;

instructs Norstar Voice Mail to usetheincoming lineto perform thetransfer7
(4 ] isthe telephone number dialed

When you are transfering to an external number, make sure your Norstar Voice
Mail system has Disconnect Supervision enabled. For more information about this
feature, refer to the Norstar Installation Guide.

For important information on preventing unauthorized calls using outdial, refer to
"Qutdial route” on page 58.

To add a Transfer to an external number, begin from this display:

[ Fath:

To arrive at this display, go to "Beginning to build
RETRY  EMD m«:] . g € J

anew tree" on page 126, and repeat steps 1 to 6.

[ Path: ] 1. Enter the Path number and pressQk .
RETRY EMD  OK

[{}:} ] 2. PressOTHE .
MEMU IHFO OTHR (« represents the Path number.)
[<x> ] 3. Press¥FEFR .
YFER LUMSG OTHR
[Tr*ansf“er‘ ] 4. PressgxT .
EXT  INT _
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Ext transfinone
LIHE FOOL PHOMWE

Line:
RETEY Ok

Accert: x>
RETEY 0k

Ext transfiLIME
LIME POOL PHOHE

Dest. Fh:
RETRY 0K

PressLIHE to select a specific outgoing line.
Pressing POOL selects aline within aline pool.

Enter the Line or Pool number and pressok .
Although line pools are labeled by aletter such
asA, B, or C, the system accepts only numbers
such as 1, 2, or 3. When you enter aline pool
uselfor A, 2for B, 3for C, and so on.

Press k. to accept the Line or Pool number.
Press PHOME to select the external destination
phone number.

Enter the destination phone number (up to 30
digits) and pressik .

At any point, while you are entering the destination phone number, you can press
, which results in the display in step 10, from which you can use options and

insert special characters.

To use options and insert special characters:

press [2 ] to enter more digits

press (3 ) to enter atimed pause (4 seconds)
press (4 ] to recognize dial tone (1.5 seconds)
press (s ] to insert an number sign (#)

press (6 | toinsert an asterisk (*)

press [* ] to cancel and retry

The Timed Pause special character appearsasaF on
the display. The Recognize Dial Tone special
character appearsas al:.
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For example, when Norstar Voice Mail isinstalled
on aNorstar System behind PBX or Centrex+ and
you want to access an outside line and recognize
dial tone, enter

)] RIBE) BB R R] )R],

where: (9 ] accesses an outside line
specifies the next digits are special characters
recognizes dial tone
specifies the next digits are numbersto be

dialed
is the phone number
dialed
[ RHHHHHAN ] 10. Press 0k to accept the destination phone
ALD - number.

If aline pool was selected in step 6, the display will
show: Ext. transf:Pool .

Thiscompletesadding a Transfer to an external number. Y ou are now ready to save
the Custom Call Routing Tree. For information about saving a Tree, refer to
"Saving a CCR Tree" on page 135.
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Saving a CCR Tree

When a CCR Treeisbuilt and you have recorded all the menus and messages, you
must savethe Treeas Tree 1, 2, 3 or 4. You must save the Tree before it can be

enabled.

To save a CCR Tree, begin from this display:

FPath:
FETRY  EHD (]

FPath:
FETEY  EHWD 0K

Tree: <&>
SAUE FPRIWT QUIT

Save as tree (X
YES OTHR QUIT

To arrive at this display, go to "Beginning to build
anew tree" on page 126, find To record the Home
Menu Voice Prompt, and perform steps 1 to 6.

1. PressEHD .

2. PressSHLUE .

To savethe Tree, pressYES .
To change the Tree number, pressOTHE .

Press to end this programing session.

The CCR Treeis now assembled and saved, and you are now ready to enableit.
Before you assign a Tree to a Greeting Table for caller use, you should test it to
make sure it isworking correctly. For more information about testing, refer to
"Testing a CCR Tree" on page 137.

Enabling a CCR Tree

Before incoming callers can access a CCR Tree, you must first assign linesto
Greeting Table 1, 2, 3 or 4. For information about assigning lines to Greeting
Tables, refer to "Assigning agreeting to a Greeting Table" on page 27.

Once lines are assigned, you can assign the Tree to a Greeting Table.

You can enable aTree by:

» assigningitto Greeting Table 1, 2, 3or 4

* making the Tree number a destination within the Caller ID Table. Y our
company must subscribe to Caller ID services before you can use this feature.
For information about Caller ID Tables, refer to " Setting up an Automated

Attendant” on page 19.
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Assigning a CCR Tree to a Greeting Table

To enable a Tree by assigning it to a Greeting Table:

Log:
GUIT RETRY OK

RAdmin
MEOH AA OTHE

Auto Atdt Admin
GETG TRABLE LIHES

Grta table:
RETRY 0K

AA menu FPrometly
CHHG oK

Morningil
CHHG PLARY HERT

CR tree: disable
HHG 0k

C

C

CCE tree:
DISAELE

Tree enabled

CCRE treel <1
CHHG Ok

[ )
[ )
[ )
[ )
[ )
[ )

1

10.

Press (Feane ) 8] &) ) -

Enter the System Coordinator Mailbox number
and password, then pressk .

PressAA .

PressTRELE .

Enter the Greeting Table number and press
ok .

Pressok .

PressHEXT until the display shows:

PressCHHG .

Enter the CCR Tree number (from 1 to 4).

Pressolk:; .

If the display shows Incomrlete tree, you
must build and save the Tree before attempting
to enableiit.

Press to end this programing session.

The CCR Treeis now assigned to the Greeting Table and enabled. After you test
the tree and make any necessary adjustments, it will be ready to be used by callers.
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Making a CCR Tree a destination within the Caller ID Table

Asmentioned previously, your company must subscribeto Callerl D servicesbefore
you can use this aspect of the feature and the following steps:

1. Press ) .
[ Loa: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY BN and password, then press ok .
Admin 3. Pressi]1].
[MBDH AR OTHR ]
[Call id table ] 4. PressHDD .
AGD CHNG QUIT —
[ Ph: ] 5. Enter the phone number (up to 13 digits) and
RETRY oK oress ok .
Each phone number assigned to a table must be
unique.
[De&-tihatiah ] 6. PressOTHE .
TAELE EXT OTHR B
[DEEtinatioh ] 7. PressCCE .
MEOX CCR  QUIT .
[ECR tree: ] 8. Enter the Tree number and press ik .
RETRY oK
[ Path: ] 9. Enter the Path number and press ik .
RETRY oK

Press to end this programing session.

Repeat steps 5 through 9 for each phone number you want to assign to the CCR

Tree.

Testing a CCR Tree

After aCCR Treeisbuilt, saved and enabled, you should test it. Verify the Tree by
calling the company number and testing each Tree Path. Make sure that:

» the Home Menu routes the call as designed

» each transfer routes the caller to the intended DN or mailbox
» each message provides the correct information

* messages are courteous and easy to understand
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Overview

Once your CCR Tree has been created and enabled, you may want to alter it to
reflect changes in your company.

This chapter describes how to:

disable a CCR tree

remove Caller ID (CLID) numbers from a CCR tree
access the Workspace

add options to an existing CCR tree
change a Menu or Sub-menu
change an Information Message
change aLeave Message

change a Destination Type

change a Transfer

erase a path on a CCR tree

delete a CCR tree

Tools and materials

To have aclear record of the paths and options you intend to change, we
recommend that you first alter the appropriate section of the Norstar Voice Mail
Programing Record and have it handy during the programing changes.

Precautions
Before making changes to a CCR Treeg, the tree must be disabled.

Programing diagram for changes to a CCR Tree

The following diagram presents a high level view of the steps needed to change a
CCR Tree.
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Overview of Programing for CCR: Part 2

Feature 983

Log on

Automated  Group
Attendant List

Mailboxes

CCR

Admin

Tree
number
|
I

[
Tree (1) (2) (3) (4)

Workspace (5)
|

Print

I_I_I_I

Prev Home Disc

I
Change Print Quit Change
Path
number
Option type
|
| [ I \
Menu Information Transfer Leave
| Message | Meslsage
Primary Primlary DN Mailbox
pron|1pt prompt ﬁL;X;gnal number
[
Alternate Alterlnate Destination
prompt prompt
| !
Destination Prev Home Disc

Quilt
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Disabling a CCR Tree

Before you make any changesto a CCR Tree you must ensure service is not
disrupted by first disabling the CCR Tree and making sure all referencesto the Tree
are removed from the Greeting and Caller ID Tables.

TodisableaTree:
Log:
QUIT RETRY  OK

Admin
MEOH OTHE

Auto Atdt Admin
GETG TABLE LIHES

Grta table:
RETRY Ok

Grta table:
RETEY ok

CHHMG PLRY HEKT

CCE tree: 41>
CHHG 0K

CCE tree:
DISAEBLE

Tree dizabl ed

CCE treeidiszable
CHHG

[ )
E )
[ )
[ )
T Ta—
E )
E )
[ )
[ e

Press (Feawe ) 8] & ) -

Enter the System Coordinator Mailbox number
and password, then pressok .

PressAA .

Press THELE .

Enter the Greeting Table number and pressok
twice.

PressHEXT until the display shows:

PressCHHIG .

PressCISAELE .

Pressok .

Press to end this programing session.
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Removing Caller ID (CLID) numbers from a CCR tree

To remove CLID numbers from the CCR Tree:

1. Press Feane ) &) () @) -

[ Log: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY W8 and password, then pressCE .
Admin 3. Press .
[ MEOX AR OTHR ]
[I:all id table ] 4. PressCHHG .
ADD  CHHG  QUIT B
[ Pht ] 5. Enter the phone number (up to 13 digits) you
RETRY __ want to delete from the CCR tree and press Ok.
[ Phs s ] 6. PressOTHE .
CHHG  MEXT OTHR -

[ 7. PressDEL .
DEL FH GUIT

[ Deleted ] 8. Press [ris] to end this programing session.

Repeat steps 5 through 7 for each phone number you want to remove from the CCR
Tree.

Accessing the Workspace to change a CCR Tree

Each time you build or make changesto a CCR Tree, you use the Workspace. The
Workspace isawork areathat you use to assemble a CCR Tree.

When you build a Tree, the Workspace is accessed automatically. After the Treeis
saved, it isremoved from the Workspace. Each time you want to make a change,
you select the Tree number and again it is placed in the Workspace automatically.

When you make changesto a Tree but do not saveit, the Tree with changesis stored
automatically inthe Workspace as Tree 5. Y ou can access the Workspace, continue
to make changes, and save the Tree as number 1, 2, 3, or 4.
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To access the Workspace:
[ Loda: ]
QUIT  RETRY  OK

RAdmin
MEOH OTHR

RAdmin
GLIST CCE OTHR

ACMIM

| |
| |
P
| |

CCR tree! =
CHHG FPRIWT GQUIT

FPath:
FETRY  EHD OK

Press Feaue ) @) &) ) -

Enter the System Coordinator Mailbox number
and password, then pressk .

PressOTHE .

PressCCE .

PressADMIH .

Enter the number of the Tree you wish to
change and pressik .
PressCHHG .

Enter the Path number (from 1 to 8) you want
to change and press ok .

Y ou are now ready to make changesto this Tree. Refer to the procedure below for

changing the Tree.

Changing Options on an existing CCR Tree

When a CCR Treeisbuilt, you can change its structure at any time. The most
common changesto a CCR Tree involve adding, changing or deleting options.

Adding an Option

To add an option:
Log:
QUIT RETRY OK

Admin
MBI AA OTHE

Admin
GLIST CCR OTHR

Press (Feawe ) &) ) [ -

Enter the System Coordinator Mailbox number
and password and press dk, .

PressOTHR .

PressiCCE .
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CCE Admin

ACMIM

CCR tree:

RETRY 0K

Tree: =
CHHG FPRIWNT QUIT

Path:
RETRY EWD 0K

L
MEHU IWFO OTHR

ok .

PressADMIH .

Enter the Tree number (from 1 to 4) and press

PressCHHIG .

Enter the Path number you want to add and
pressik; .

. Toadd aMenu, pressMEHL . To add an

Information Message, press IMFO . To add a
Leave Message or Transfer, pressaTHR and
then pressLUMSG or FER . Follow the prompts
on the display.

Press to end this programing session.

For more information about the different options, refer to "Planning and Designing

aCCR Tree" on page 119.

Changing the Home Menu or a Sub-menu

To change the Home Menu or asub-menu, begin from thisdisplay. To arrive at this
display, repeat steps 1 to 7 in "Adding an Option" on page 143:

FPath:
FETRY  EHD (]

Path:
RETRY  EMD 0K

L <Meru:
CHHG ERRASE 0k

Primara rec?
REC FLAY HEXT

Rec Fri Frompt:
RETRY 0K

Accert. FromFL?
RETRY FPLAY 0K

Enter the Path number you want to change and
press Ok .

. The = represents the Path number you entered.

Press CHHG .

PressREL .

. At thetone, record your Primary Language

Menu Prompt and pressdk to end your
recording.

Press k. to accept your recording.
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Alternate rec?
REC FLAY oK

Path:
RETRY EHD  OK

Treel <xr
SAVE PRINT QUIT

Save as trees <x>
YES OTHE @QUIT

Pressolk; .
To record an Alternate Language Menu, press
REC and follow the instructions that appear on

the display.

PressEHD .

PresssALE .

PressYES .
To change the Tree number, pressdTHE and
follow the instructions that appear on the

display.

Press to end this programing session.

Changing an Information Message

To change an Information Message begin from this display.

FPath:
FETRY  EHD (]

Fath:
FETEY  EMD 0K

L < Infok
CHHG ERASE 0k

Primarg rec?
REC FLRAY HEXT

Eec Fri messadel
RETREY 0K

Accert messale?
RETEY FLAY 0K

Alternate rec?
REC FLAY HEXT

Dest: <homex
CHHG 0K

To arrive at this display, repeat steps1to 8in
"Adding an Option" on page 143.

1.

Enter the Path number you want to change and
pressok .

* represents the Path number you entered.
Press CHHG .

PressREL .
At the tone, record your Primary Language

Information Message and press Ok, to end your
recording.

Press QK to accept your recording.

To record an Alternate Language Information
Message, presskEL and follow the instructions
that appear on the display.

PressHEST .

Pressok .
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[Patm ] 8. PressEHLD .
RETRY EMD 0K i
Treel <uk 9. PressSAVE .
SAUE PRINT GQUIT —
10. PressYES .

Save as tree <x>
YES OTHR QUIT

Press to end this programing session.

Changing a Leave Message option

Ensure the mailbox is initialized before assigning the mailbox number to a CCR
Tree.

To change the Leave Message option, begin from this display. To arrive at this
display, repeat steps 1 to 8 in "Adding an Option" on page 143.

Fath:

RETRY EHND» (4
Fath:

RETREY EMD 0K
L Lwr=3
CHHG ERRSE 0K
Mo x>

CHHG HEXT
Mo
DIR QUIT
Dest: <homex

CHHG 0K
Fath:

RETRY Ok
Tree: <=

SAVE FPRIWT QUIT
Save as trees <x>
YES OTHRE @&UIT

Enter the Path number you want to change and
press ok, .
PressCHHG .

PressCHHG .
(= represents the current mailbox number.)

Enter the new mailbox number.

Pressok; .

PressEHL .

PressSHLUE .

PressYES .

Press to end this programing session.
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Changing the Destination Type

Changing the Destination Type applies only to Information Message and Leave
Message options. To change adestination, begin from thisdisplay. To arrive at this
display, repeat steps 1 to 8in"Adding an Option" on page 143.

For more information on Destination Types, refer to "Assigning the Destination

Type" on page 130.
Fath:
RETEY EML: )4
Fath:
EETREY EHC Ok
4w LLumsgx
CHHG ERASE 0K
Mbox: <®>
CHHG HEXT

Dest: <homex
CHHG Ok

Destination?
FREV HOME DISC

Dest: Prew
CHHG Ok

(A= HE S
AUE PRIWT QUIT

|

Save as tree {xx
YES OTHR @UIT

[ )
EX o |
[ )
[ )

Enter the Path number you want to change and
pressok. .

PressCHHG .
The display shows Info if you are changing an
Information Message.

PressHERT .
(= represents the current mailbox number.)

PressCHHIG .

PressPREL! return the caller to the previous
selection,

HOME to return the caller to the Home Menu, or
DISC to disconnect the call.

Pressok; .

PressEHD .

PressSALE .

PressYES .

Press to end this programing session.
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Changing a Transfer

To change a Transfer begin from thisdisplay. To arrive at this display, repeat steps
1to 8in"Adding an Option" on page 143.

Fath:
RETRY EMD 0K
[ Path: ] 1. Enter the Path number you want to change and
RETRY EMD 0K pressok, .
L wier 2. PressCHHG .
CHHG ERASE 0K —
[Ext: FRos ] 3. PressiCHHG .
CHHNG HEXT (= represents the current DN.)
[ Exct: ] 4. Enter the new directory and pressHEXT .
CHHG HEXT —
[ Fath: ] 5. PressEHL .
RETRY oK —
[ reel dxd ] 6. PressSALE .
SAUE PRIWT QUIT E—
Save as tree < 7. Press“ES .
YES OTHR @QUIT -

Press to end this programing session.

Erasing a Path

When you erase a Path, all messages, prompts, and options on the Path are al'so
erased. Once erased, a Path cannot be recovered.

To erase a Path:

1. Press(Feawe ) B ] B -

[ Loa: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY HS and password and press ik, .
[Fldmin ] 3. PressOTHE .
MECX AR OTHR
[Fldmin ] 4. PressCCE .
GLIST CCR OTHR —
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CCE Admin
ADMIN

C
RETRY Ok

Treel <xr
CHHG PRIWNT QUIT

)
)
)
)

RETRY Ok

L Lufer:
CHHG ERASE 0Ok

Eraze rath?
YES HO

ETRY 0K

AVE PRINT GQUIT

Save as tree <x>
YES OTHR @QUIT

[ )
[ )
[ ;r*ee: < ]
[ )

Deleting a Tree

10.

11.

12.

13.

PressACMIH .

Enter the Tree number and pressok .
PressCHHG .

Enter the Path number you want to delete and

press ok .

PressERRSE .
x represents the Path number you entered.)
Hfer isan example.

PressYES .

PressEHD .

PressSHLE .

Press'/ES .
Press to end this programing session.

Before you delete a CCR Tree, make sure the Tree has been disabled. For
information about disabling a Tree, refer to "Disabling a CCR Tree" on page 141.

Todeletea Tree:
Log:
QUIT RETRY OK

RAdmin
MEOH AA OTHR

Admin
GLIST CCE OTHR

CCR Admin
ADMIH

Press [Feawe ) 8] &) [ -

Enter the System Coordinator Mailbox number
and password and pressik .

PressOTHE .

PressCCR .

PressACDMIH .
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[EEF: tree: ] 6. Enter the Tree number you want to delete and
RETRY oK,
pressok .
Treel {xr 7. Press .
[CHHG PRIMT QUIT ]
[Delete tree <x>7 ] 8. PressvYES.
YES HO —

Press to end this programing session.

Set Up and Operation Guide P0886600 Issue 1.0



Section V - Norstar Voice Mail Manager

P0886600 Issue 1.0 Set Up and Operation Guide



152

Set Up and Operation Guide P0886600 Issue 1.0



Using Norstar Voice Mail (NVM) Manager 14

Overview

Y ou can use agraphic user interface (GUI) to perform most of the programing
functions available through the dialpad. Refer to Table 1, “Norstar Voice Mail
programing administration comparison,” on page 4 for alist of programing
functions and methods.

Norstar Voice Mail Manager is aWindows™ based application that allows the
System Coordinator to administer Norstar Voice Mail features and functions that

are available through ] and L] BJ kJ.
Norstar Voice Mail Manager does not support Custom Call Routing (CCR).

Note: In order to record voice prompts or greetings using Norstar Voice Mail
Manager, the PC must have voice recording capabilities. If the PC running
Norstar Voice Mail Manager does not have voice recording capabilities,
you can record customized voice prompts and greetings from aNorstar two-
line telephone set.

Norstar Voice Mail Manager isaccessed from apersonal computer (PC), providing
convenience and ease of use.

Before you can begin using the Norstar VVoice Mail Manager software, the Norstar
system must be configured and Norstar Voice Mail must be initialized. For
information about configuring Norstar VVoice Mail, refer to the Norstar Voice Mail
Installation and Maintenance Manual.

Norstar Voice Mail Manager isthe client portion of aclient/server application. The
server portion of the software is factory installed and resides on the NAM. The
procedure for installing the client portion of Norstar VVoice Mail Manager is
described in this document.

The PC with Norstar Voice Mail Manager client installed can be connected to the
NAM in several ways.

» over aTransmission Control Protocol/Internet Protocol (TCP/IP) based local
area network

* by using adia-up modem also using PPP
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Installation overview

To use this guide, you should be familiar with Norstar and Norstar VVoice Mall
terminology as well as Windows™.

Theinstaller isresponsible for:
* reading thisguide
* installing the Norstar Voice Mail Manager client software on aPPC

» connecting the PC with Norstar Voice Mail Manager client installed to the
NAM (if applicable)

NAM network prerequisites
The following requirements must be met when you are connecting your PC to the
NAM over anetwork:

» aNetwork Interface Card (NIC) must be installed and configured in the NAM

» theNorstar Voice Mail system must be assigned alocal 1P (Internet Protocol)
address

» the Network Administrator must configure the TCP/IP parameters of the NAM

PC prerequisites

Y our PC must meet the following requirements before you install the
Norstar Voice Mail Manager client software:

* Your PC must be running Windows™ 95, Windows™ 98 or Windows™ NT.

* If Norstar Voice Mail Manager is to be connected over alocal area network,
your PC must be equipped with the required hardware and configured to access
the same |local area network the NAM ison.

* Your PCwill require at least 2 MB of free disk space to install the
Norstar Voice Mail Manager client software.

Installing the Norstar Voice Mail Manager client software

To install the Norstar Voice Mail Manager client software, you will need the
Norstar Voice Mail 4.0 Documentation and Client Software CD-ROM.

You caninstall the Norstar VVoice Mail Manager software directly from the CD-
ROM or create an installation floppy disk from the CD-ROM and use the floppy
disk to install the client software. Instructionsfor installing the Norstar Voice Mail
Manager software directly from the CD-ROM and creating an installation floppy
disk are included on the Norstar Voice Mail 4.0 Documentation and Client
Software CD-ROM .

If you create afloppy disk to install the Norstar Voice Mail Manager client
software, ensure you label the diskette Norstar Voice Mail 4.0 Manager 1 of 1.
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Toinstall the Norstar Voice Mail Manager client software from a diskette:

1.

2.

Close and exit all other applications that are running.

Insert the installation floppy disk you labeled Norstar Voice Mail 4.0
Manager 1 of 1 into the floppy disk drive of the PC.

Click Start and select Run.

Type a:setup.exe and click OK.

Follow the instructions that appear on the screen

After the software has been loaded, remove the floppy disk labeled Nor star

Voice Mail 4.0 Manager 1 of 1 from the floppy disk drive of the PC.
Norstar Voice Mail Manager software is now ready to use.

Starting the Norstar Voice Mail Manager client software

To start the Norstar Voice Mail Manager client software:

1.

2.

Click Start and select Programs.

Point to the Norstar Voice Mail Manager program icon and in the submenu
click on Norstar Voice Mail Manager .

The Administration Password screen appears.
The information that appears in the screen below is an example.

Administration Password

Server Mame

- (]

or IP Address | 47-65.82.57 | _
L Cancel |

Adminiztration I xxxxxxx 1

Fazzword

Enter your Norstar Voice Mail Server Name or 1P Address.

Enter your System Coordinator Mailbox number and password combination
and click OK.

The NVM Manager screen appears.
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Removing the Norstar Voice Mail Manager client software

To remove the Norstar Voice Mail Manager client software from your PC:

1. Click Start and select Settings.

2. Click on the Control Panel menu item.

3. Double-click on the Add/Remove Programsicon to open it.

4. Select Norstar Voice Mail Manager and click on Add/Remove. Confirm the
deletion. The Uninstall program starts removing the items associated with

Norstar Voice Mail Manager. This procedure takes several seconds.

The Norstar Voice Mail Manager client software is now removed from your PC.
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Troubleshooting

= Resetting and Initializing programing
= Norstar Voice Mail Reports
= Norstar Voice Mail Troubleshooting
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Overview

Frequent backups ensure that configuration information can be restored if Norstar
Voice Mail programing information islost or the NAM (NAM) is replaced.

When you back up Norstar Voice Mail programing, you will copy the following:

e System configuration parameters

*  Company Greetings

* Mailbox programing

» Directory Name recordings

» Group Lists

* CCRinformation including CCR Trees, paths, and prompts
e persona greetings

» personalized greeting setup

V oice messages are not copied when you back up your Norstar Voice Mail
programing.

When to perform a backup or restore

During abackup or restore Norstar Voice Mail cannot be accessed by mailbox
owners and it cannot answer incoming calls. For this reason we recommend you
perform backups and restores during non-business hours. However, if the NAM is
not operating because of lost information, you should perform arestore
immediately.

The procedure must be restarted if any of the following interruptions occur at the
set that initiated the backup or restore:

. is pressed

. is pressed

e acall isanswered

» acalisplaced

Anincoming priority call, whether you answer it or not, also interrupts backup and
restore procedures.

When you perform a backup, all Norstar Voice Mail programing information is
written to floppy disksthat you insert into the NAM. Once the backup is compl ete,
you should store the floppy disksin a safe place.

In al backup and restore operations, floppy disk drive A is assumed. Y ou cannot
specify adifferent drive or an external tape drive.
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Backing up Norstar Voice Mail programing

Beforeyou begin, make sureyou have sufficient formatted floppy disksto complete
the backup. We suggest you have at | east seven high density diskson hand. Itisalso
agood ideato label the disks from one to seven. Labeling the disks allows you to
insert the disks in the correct order when you are performing arestore procedure.

All backed up datais stored in special backup files on the floppy disks. Thesefiles
arenamed STBCKUP.001, STBCKUP.002, and so on. Thelast disk in abackup has
aLASTDISK filewritten onit. Thisfileis used to notify Norstar Voice Mail that

the restore process is compl ete.

To back up aNorstar Voice Mail system:

Log:

QUIT RETREY 0k
Admin

MBI RA OTHR

Backur

QUIT COMT

[Ealls comFleting ]
*

Insert dizsk 1
QUIT oK
Backing ur 1
QUIT

Backur Comrlete
0k

1.

Press Feawe ) @) &) ) -

Enter the System Coordinator Mailbox number
and password, then pressk .

Enter :

PressCOMT .

Note: Thisdisplay appears when calls are still
active.
Before the backup procedure can begin,
al Norstar Voice Mail channels must
beidle. Norstar Voice Mail
automatically disables each channel as
it becomesidle.

Open the front door of the NAM and insert the
appropriate disk into the floppy disk drive.

Pressolk:; .

Note: The display will continue to prompt for
more disks until the backup is
complete. When the backup is
complete, the system will prompt for
the first disk again to run a self test.
Thistest ensures that all the files have
been backed up.

Press 0K to end the backup session.
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A backup can take several minutes, depending on the number of mailboxes,
greetings, and the amount of other stored information.

If Backur aborted appears on the display, the backup failed because the write
protect switch on the floppy disk was on or there was an error. Make sure the write
protect switch is off and attempt to run the backup again.

If there is a power failure during the backup, you must start the backup again.

Restoring a Norstar Voice Mail system

In the event you have to replace the NAM, you can restore your old Norstar Voice
Mail programing using the Norstar VVoice Mail restore feature.

When you restore backed up datato a Norstar Voice Mail system, make sure you
are restoring information from the most recent backup floppy disks.

To restore aNorstar Voice Mail system:

1. Press Feane ) &) ) @ -

[ Loa:

] 2. Enter the System Coordinator Mailbox number
@UIT RETRY OK

and password, then pressCE .

Admin 3. Enter .
[ MEOX AR DTHR]
[Eestor*e ] 4. PressCOHT .
AUIT COMT I
Note: All Norstar Voice Mail programing
datais erased before the restore begins.
If you are unsure about performing a
restore, press@uIT .
Confirm restore? 5. Pressik .
[ AUIT oK, ] -
[ Call completing ] 6. Thisappears on the display when calls are still
active.

Note: Before the restore procedure can begin,
al Norstar Voice Mail channels must
beidle. Norstar Voice Mail disables
each channel automatically asit
becomesidle.
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7. Open the front door of the Norstar
Applications Module and insert the appropriate
disk into the floppy disk drive.

Insert dizsk 1
QUIT oK

PressOE; .
[ Restoring 1 ] 8. Thedisplay will continue to prompt for more
BuIT disks until the restore is complete. When the
restore is complete, the display shows:
[ Restore CDNPIESE ] 9. Pressik to end the restore session.

If arestorefails, Norstar Voice Mail isinitialized and left without any programing
information. Attempt to perform another restore immediately.
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Overview

Resetting the Norstar Voice Mail system is performed by the System Coordinator
when the following occasions arise:

the Norstar Voice Mail system is being moved from one Integrated
Communication System (ICS) to another

DN length changes
the original programing set up has changed

Resetting Norstar Voice Mail

Resetting Norstar Voice Mail erases all the Company Greetings, Greeting Table
and mailbox information.

Before you reset Norstar Voice Mail, ensure that you have a copy of the current
Norstar Voice Mail set up. Refer to your completed Norstar Voice Mail
Programing Record.

After resetting the system, you must:

initialize Norstar Voice Mail

configure the incoming telephone lines
record Company Greetings

enter Greeting Table information

add mailboxes

initialize the Special Mailboxes

You will find instructionsfor initializing Norstar Voice Mail immediately after the
steps for resetting Norstar Voice Mail.

CAUTION
When Norstar Voice Malil is reset, all previous programing and any messages
in the mailboxes will be lost.
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To reset Norstar Voice Mail:

Log:
GUIT RETRY OK

Admin
MBI AR OTHR
F=wd:
RETRY Ok

Reset databaze?
YES HO

[ Resetting... ]

[Sastem ready ]

[E}:it ]

Press [Feawe ) [8) &) G -

Enter the System Coordinator Mailbox number
and password, then pressk .

Note: If you are resetting Norstar Voice Mail
before you have performed theinitia
set up, you must enter the default
password 0000.

Enter 1] .

Enter 7] 3] (4] (] ] 6] 2] BJ (5]
(REINSTALL)and pressok .

Note: This password must not be made
available to any users.

PressYES .

. After you press%ES Norstar Voice Mail begins

to reset. The display shows. Resetting ..
then changes to show the date and time until
resetting is complete.

. When resetting is complete, the display shows:

Sustem readd andthenExit.. After the
programing is completed, the display returnsto
the time and date automatically.

Y ou are now ready to initialize Norstar Voice Mail. Refer to "Initializing Norstar

Voice Mail" on page 165.
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Initializing Norstar Voice Mail

When Norstar Voice Mail wasfirst installed, theinitialization was compl eted by the
installer. You need to initialize Norstar Voice Mail only if you have reset the
modul e to accommodate anew Norstar Voice Mail mailbox number length. Thisis
usually necessary only if your Norstar system is upgraded or expanded.

Toinitialize Norstar Voice Mail:

1. Press(Feawe ) B ] B .

Loda: 2. En NFI
[uun RETRY me:] pret:sru ) E] (€O G) and
[Bilingual? ] 3. PressYES.
YES MO -
[Pr*imar*u lang? ] Note: The two languages available are the
EMG  SPA

same languages that were selected
when Norstar Voice Mail was first
initialized. Y ou cannot select different
languages by initializing Norstar Voice
Mail again. Y ou can only select which
of the two languages is the Primary
Language.

Note: To select French (if available) asthe
Primary Language, presskFEE . To
select Spanish (if available), pressSFA.

[ Groue lists? Y 4. Pressik to enable Group List capability.

CHHG oK, ]

Note: Tochange' toH, pressCHHG .

[GLiSt lead dig: 9] 5. To change the Group List leading digit, press

CHHG __ CHHG and enter aleading digit from 0to 9.
PressOk; .

[Sustem config ] 6. PressiOk .

RETRY oK

[ Configuring... ] 7. This message appears on the display.
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[ Susten readd ] 8. Initialization takes about three seconds. When
complete, the display shows: Sustem readd
[ Exit. ] andExit. .

After theinitialization programing is
completed, the display automatically returnsto
the time and date.

Y ou are now ready to enter your Greeting Table and mailbox information. Refer to
your Norstar Voice Mail Programing Record and " Setting up an Automated
Attendant” on page 19.
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Overview

17

This chapter describesthe Norstar Voice Mail Reports and explains how to connect
aprinter to the parallel port on the Norstar Applications Module and how to
generate and print reports.

The following reports are used to view Norstar VVoice Mail programing, status and
the available message time:

Report

Contains

Directory Report

A list of the mailbox owners in the Company Directory.

Numeric Mailbox Report

A list of mailbox owners in order of mailbox numbers.

System Group List Report

A list of Group Lists by number and name, including the names of the users
in the list and their mailbox numbers.

Message Usage Report

A list of the current storage available in minutes on the NAM.

Mailbox Activity Report

A list of daily and average mailbox statistics. This report can be generated
for either an individual mailbox or all mailboxes.

Caller ID (CLID) Report

A list of the daily CLID activity for the Norstar Voice Mail System.

Dialing Translation
Report

A list of the current settings of the Dialing Translation parameters and a list
of all the entries in the Dialing Translation Table.

Alarm Report

A list of all the alarm messages that have been collected in the Alarm log.

Custom Call Routing
(CCR) Report

A list of the menus on the CCR Tree, assignments to the menus, and any
areas that need administering.

The Tree report must be accessed through the CCR Administration menu.

NVM Call Handling and
Port Usage Report

A two-part report that summarizes both inbound and outbound call activity,
as well as port usage, for the previous seven days.

NVM System
Configuration Report

A four-part report that indicates how the system is configured. The
information presented includes: System options, lines, Greeting Tables,
installed Voice Mail Options, Fax parameter, General Networking
parameters, Digital Networking parameters, AMIS networking parameters
and site table.

Fax-on-Demand Usage
Report

A list of all Fax-on-Demand requests for the previous seven days. Includes
the date, time, item requested, delivery fax number, and Caller ID of the
caller.

P0886600 Issue 1.0
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Directory Report (1)

This report shows the mailbox owners listed in the Company Directory, including
the mailbox owner’s name, mailbox number, the type of mailbox, DN, whether or
not mailbox ownersrecorded their namein the Company Directory and if they have
agreeting recorded for their mailbox. See the the table " Sample Directory Report”,

below.
Sample Directory Report
DI RECTORY REPORT DATE:
1998/ 10/ 11
Nane G eeting
Subscri ber MB  Type Ext Recor ded Recor ded
AM SNET** 53  NET N Y
CHATTERTON, P 24  SUB 24 Y Y
COLLINS, J 23 sSuB 23 Y Y
FAX, ON, DEMAND* 27  FOD 31 Y Y
GENERAL_DELI VERY, MB 10  GEN 10 N N
GUEST, ONE 20 SuB N Y
PRI CES 35 INF  Moox
STEELE, L 21 sSuB 21 Y
SYSTEM MANAGER, MB 12 ADM 12 Y Y
WARRI NGTON, J 22 sSuB 22 Y Y

*If FAX is installed. ** If AMIS is installed.
Note: The Subscriber list appears in aphabetical order.

Numeric Mailbox Report (2)

This report shows all mailboxes in numeric order, including mailbox type and a
“snapshot” of the mailbox at the time the report is run. The following information
IS reported:

the mailbox number

mailbox type

mailbox name

primary DN assigned (or Guest)

Class of Service number

total number messages in the mailbox

total volume of messages rounded to nearest minute

number of new messages (User mailboxes only)

volume of new messages rounded to the nearest minute (User mailboxes only)
Outdial parameter assigned (User and Fax-on-Demand mailboxes only)

space for Information Messages to display additional information about the
mailbox
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» whether the owner has had their mailbox locked for surpassing the number of
incorrect password attempts

The table below shows a sample Numeric Mailbox Report.

Example of a Numeric Mailbox Information Report

NUMERI C MAI LBOX | NFORMVATI ON REPORT Dat e: 1998/10/11
-Tot al - - New-
MB  Type Directory Nane Ext CGs Msg M n Msg M n Qut
di al
10 GEN GENERAL_DELI VERY, M 021 1 2 10 1 3
B
12 ADM SYSTEM MANAGER, VB 001 1 3 20
21 INFO SMTH, L 003 1 6 40 2 5
ALT ON 1
<Descri ption>
22 INFO WARREN, J 015 2 2 10 2 4
LOCKED
24 Fov CHARLTON, P 018 1 5 30 2 5
25  SUB MAXVELL, R 005 2 3 20 4 Pnnn
27 FOD FAX, ON, DEMAND* N 2 3 20 1 1 Lnnn
28 NET AM SNET* * N

*If FAX is installed. ** If AMIS is installed.

System Group List Report (3)

This report shows the Group List number, the type of Group List, the Group List
name, the mailbox numbers included in the Group List, the mailbox owner name
and the type of mailbox. If FAX isinstalled, Fax Group Listswill al'so be shownin

this report.
Example of a System Group List Report
SYSTEM GROUP LI ST REPORT Dat e: 1998/ 10/ 11
No Type Nane MB MB Name MB Type
901 Voi ce SALES 21 STEELE, L SuB

44 WAEYEN, J SUB

33 DAVI ES, R SuB
902 Voi ce MARKETING 27 RI CHARDS, P SUB

22 WARRI NGTON, J SUB
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Message Usage Report (4)
This report shows the total minutes of message storage time available.

Example of a Message Usage Report

MESSAGE USAGE REPORT Dat e: 1998/10/11
M nut es
Current storage avail able 212

When thisreport showsless than 20 minutes of message storage time available, you
should send a Broadcast M essage telling mailbox ownersto delete any unnecessary
messages in their mailboxes. For instructions on sending a Broadcast Message,
refer to "Sending Broadcast Messages' on page 97.

Mailbox Activity Report (5)

This report shows the mailbox number, mailbox owner’s name, the last date of
access, and information about the messages left in amailbox. Thisreport isin two
parts and covers mailbox usage over aperiod of seven days.

Example of a Mailbox Activity Report, part one

MAI LBOX ACTI VI TY REPORT Dat e: 1998/ 10/ 11
Mai | box 10
Name GENERAL_DELI VERY, MB
Last access date 1995/08/07

Tues Mon Sun Sat Fri ~ Thur Wedn
No. of nessages recorded 0 0 0 0 0 0 0
Total length of messages 0. 0. 0. 0. 0 0. 0
Aver age | ength of nessage 0. 0. 0. 0. 0 0. 0
No. of tinmes maxi mum 0 0 0 0 0 0 0
nmessage | ength reached
(recorded by sender)
No. of nessages received 2 0 1 4 3 2 5
Total |ength of nessages 0.7 0 0. 0. 0.3 0. 1.
Average | ength of nessages 0.3 0 0. 0. 0. 0. 0.2
No. of accesses 0 0 0 0 0 0 0
Connect tine in nmailbox
Total m nutes 0 0 0 0 0 0 0
Aver age m nut es/ access 0 0 0 0 0 0
Average tine before
nessages heard
Average tine before 0 0 0 0 0 0 0
nessages del eted
No. of times 3 bad 0 0 0 0 0 0 0
passwor ds entered
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The starting point of thisreport isthe last full day of activity. For example, if the
full day of activity is Tuesday, the report begins on Tuesday and goes back seven
days to the previous Wednesday.

In part two of the Mailbox Activity Report, each line total indicates a cumulative
average of the mailbox activity.

Example of a Mailbox Activity Report, part two

MAI LBOX ACTI VI TY REPCRT
CUMULATI VE AVERAGE Date Last Cl eared: 1998/ 09/ 06

No. of nessages recorded 0

Total |ength of messages
Aver age | ength of nessage

© oo

No. of tinmes maxi mum nessage
| ength reached (recorded by
sender):

No. of nessages received
Total |ength of messages
Aver age | ength of message
No. of accesses

Connect tinme in mail box Tot al
m nut es

o

Aver age m nutes/access

Average time before messages 0
heard

Average time before nmessages 0
del eted

No. of times 3 bad passwords 0
entered

Primary Greeting Recorded - No
Alternate Greeting Recorded - No
Any CLID Greeting Recorded - No

Y ou can print this report for individual mailboxes or all mailboxes certified with
Norstar Voice Mail. When you are printing the Mailbox Activity Report for al the
mailboxes, ensure the printer has enough paper. Because of the size of this report,
we recommend that you print at night or during aslow time. To get the full benefit
of this report, we recommend you print it on the same day each week and reset the
statistics after each printing. To print the Mailbox Activity Report, you must enter
amailbox number or pressALL. For more information, refer to "Connecting a
printer to the NAM" on page 180.
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Caller ID (CLID) Report (6)

Thisreport showsthe external caller’ snumber, the length of the phone number, and
where the call was directed to.

Example of a Caller ID (CLID) Report

CLI D REPORT Date: 1998/11/14
Calling ID CLIDCall Info LengthDest. TypeDest. Nunber
4031920439 10 G eet Thl 1
4032910440 10 CCR Node Tree 1 Path 2
4032910441 10 Moox 26
4032910442 10 Ext 22

Dialing Translation Report (7)

Thisreport liststhe current settings of the Dialing Translation Parametersand alist
of all the Input and Output entriesin the Dialing Translation Table.

Example of a Dialing Translation Report

DI ALI NG REPORT Dat e: 1998/ 01/ 09
Long distance code: XXX
National Dialing Code: XXX
Access code: 9
Transl ate reply? Y
Nunber to Match Nurmbers to Substitute

Note: The“* ” character shown after avalue signifies any digitsin the phone
remaining to be dialed. Norstar Voice Mail automatically adds the “+”
character after every Input and Output value.

Alarm Report (8)

Thisreport shows the alarm messagesin the Alarm log. Alarms are created when a
diagnostic test fails.

Example of an Alarm Report
ALARM REPORT DATE: 1998/ 03/ 05

Dat e Tinme Error Message
1997/ 03/0509: 39: 23 Mg too short (discarded)-nailbox 26 Ret Code=6553

1997/ 03/0509: 45:21 Msg too short (discarded)-nmailbox 22 Ret Code=6553

1997/ 03/ 05 10: 31:34 Portman: Port_G oup_Busy recei ved Ret Code=65535

1997/ 03/0502: 54: 48 Shell 1: ldle: Unexpected event RetCode=25(19)
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Custom Call Routing Report (9)

Thisreport showsthe Tree number, the Greeting Table(s) the CCR Treeiscurrently
assigned to, the date the Tree waslast modified, and the Tree status. The report also
shows the Path, type, description, destination, a seven day rolling count of the
number of calls received by the Tree and the number of times each path is visited.
Print the Custom Call Routing Report on the same day each week to get atrue
representation of CCR activity.

The System Coordinator should generate this report before modifying a CCR Tree.

Example of a Custom Call Routing Report
CUSTOM CALL ROUTI NG REPORT Date: 1998/03/ 14

Tree Nunber:1 Last Modified: 1997/03/13 Status: Enabl ed
Greeting Table(s) 01, 02,03, 04

Path Type Description Dest Tues Wed Thu Fri Sat
Sun Mon

0 Menu

Bl i nd
Xfer

2 Leave Home
Msg

3 Bl i nd
Xfer

4 Bl i nd
Xfer

Total Calls 4 5 4 6 0 0 7

Tree Nunber:2 Last Mdified: 1997/03/ 13 Status: Enabl ed
G eeting Tabl e(s) 01, 02,03, 04

Path Type Description Dest Tues Wed Thu Fri Sat
Sun Mon

0 Menu

Blind
Xf er

2 Leave Hone
Msg

3 Blind
Xf er

4 Blind
Xf er

Total Calls 4 5 4 6 0 0 7

Tree Nunber:3 Last Modified: 1997/03/13 Status: Enabl ed
Greeting Table(s) 01, 02,03, 04
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NVM Call Handling and Port Usage Report (10)

Thistwo-part report summarizesinbound and outbound call activity and port usage
on aseven day rolling basis. Y ou can use thisreport to identify volume and sources
of call traffic, and to determine if additional system ports are needed.

NVM Call Handling and Port Usage Report Part 1

The NVM Call Handling and Port Usage Report Part 1 includes the following
information: Allocation: Minimum and maximum number of ports allocated to
Norstar Voice Mail, Port Status: Number of portsthe customer has paid to use, and
Percentageof TimeAll NVM PortsBusy: * indicates periodsinwhich at |east one
port is disabled.

Example of an NVM Call Handling and Port Usage Report, Part 1

NVM CALL HANDLI NG AND PORT USAGE REPORT Dat e: 1998/ 10/ 11
All ocation: Mn:1 Max: 10
Port Status:01 02 03 04 05 06 07 08* 09* 10 11
% Time All NVM Ports Busy (*) Denotes ports disabled
Period Start Tues Wed Thu Fri Sat Sun  Mon
12: 00 am 2% 2% .2% .2% . 2% .2% .2%
12: 00 am 2% 2% 2% .2% .2% .2% .2%
12: 00 am 2% 2% 2% 2% .2% .2% .2%
12: 00 am 2% 2% 2% .2% .2% .2% .2%
12: 00 am 2% 2% 2% 2% .2% .2% .2%
12: 00 am 2% 2% 2% .2% .2% .2% .2%
12: 00 am 2% 2% 2% .2% .2% .2% .2%
12: 30 am 2% 2% 2% .2% .2% .2% .2%
1: 00 am 2% 2% 2% 2% . 2% .2% .2%
1:30 am 2% 2% 2% 2% .2% .2% .2%
2: 00 am 2% 2% . 2% 2% .2% .2% .2%
10: 00 am 2% 2% . 2% .2% . 2% .2% .2%
10: 30 am 2% 2% . 2% .2% .2% .2% .2%
11: 00 am 2% 2% 2% .2% .2% .2% .2%
11: 30 am 2% 2% 2% .2% .2% .2% .2%
12: 00 pm 2% 2% 2% . 2% .2% .2% .2%
12:30 pm 2% . 2% 2% .2% .2% .2% .2%
1: 00 pm 2% . 2% 2% .2% .2% .2% .2%
11: 00 pm 2% 2% 2% .2% .2% .2% .2%
11:30 pm 2% 2% . 2% .2% .2% .2% .2%
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NVM Call Handling and Port Usage Report Part 2
This report provides the number of calls, total duration and average duration
expressed in minutes and includes the following categories:

* Incoming Calls: Internal, External and Total Incoming

* Outgoing Calls. Message Notification, AMIS Delivery, Fax Printing/
Forwarding, Fax Overflow, Fax-on-Demand Delivery, and Total Outgoing. All
outgoing calls are attributed to a single category; for example, the entirecall is
considered as Message Notification even if the call party logsin.

* All Calls: Number of calls, Total duration, and Average duration.

Example of an NVM Call Handling and Port Usage Report Part 2
NVM CALL HANDLI NG AND PORT USAGE REPORT Dat e: 1998/ 10/ 11

Cal |l Handling Tues Wed Thu Fri Sat Sun Mon
Incomng calls
I nt er nal
No. of calls
Total duration
Aver age duration
Ext er nal
No. of calls
Total duration
Aver age duration
Total | ncom ng
No. of calls
Total duration
Aver age duration
Qutgoing calls
Message Notification
No. of calls
Total duration
Aver age duration
AM S Del i very
No. of calls
Total duration
Aver age duration
Fax Printing/ Forwarding
No. of calls
Total duration
Aver age duration
Fax Overfl ow
No. of calls
Total duration
Aver age duration
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NVM CALL HANDLI NG AND PORT USAGE REPORT Dat e: 1998/ 10/ 11

Cal |l Handling Tues Wed Thu Fri Sat Sun Mon
Fax- On- Derrand Del i very
No. of calls
Total duration
Aver age duration
Total Qutgoing
No. of calls
Total duration
Aver age duration
Al Calls
No. of calls

Total duration
Aver age duration

This multi-section report indicates how the systemis currently configured. Thereis
a section for each of the following aspects of the system:

e System options

* lines

» Greeting Tables

» installed Voice Mail Options

* Fax parameters

* General Networking Parameters
* Digital Networking parameters
* AMIS networking parameters

» dtetable

Example of a NVM System Configuration Report, Part 1
NVM SYSTEM CONFI GURATI ON REPORT Dat e: 1998/ 10/ 11

System Opti ons
Ver si on X. XX

Bi | i ngual : Y
Primary Lang: Fr
Alternate Lang: Sp
Group Lists: Y
Leading Digit: n
Return to AA Y
Toucht one Gate: Cust om
Greeting: nn
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NVM SYSTEM CONFI GURATI ON REPORT
Voi cenai | Enabl ed: Y

Di rectory Enabl ed:
Mat ch: First nane

Gen Delivery Moox: Y
External Init: Y

Cut di al Channel s:

M ni mum Ports:

Maxi mum Ports: 10
Instal |l ed Voi ceni l

Opti ons

Opti on nanes

Dat e: 1998/ 10/ 11

NVM System Configuration Report, Part 2

In the Greetings column, the list does not show greetings that are neither recorded
nor used in any Greeting Table. The Line Answering column of Part 2 contains
entries only for the lines for which the ANSWER parameter is Yes.

Example of a NVM System Configuration Report, Part 2

Greetings
Gtg Status Used in Greeting Table
1 (¢ none
2 (04 none
3 XK none
3 XK none
20 (0.4 none
40 7K TTG

1 Not recorded none

Greeting Table: 01

Custom AA Pronpts: Y

Greeting Table: 02...

Li ne Answering
Li ne Ri ngs Tabl e
X X X

Lang Pref: Pri

Pri Recorded: Y At dt DN:
Al't Recorded: Y CCR Tree:
Gtg Mon  Tues Wed Thu
Mor ni ng: hh: nm pm
Af t er noon:
Eveni ng:
Non- Bus:

Fri Sat  Sun
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NVM System Configuration Report, Part 3

The following categoriesin Part 3 appear only if the applicable options are
installed: Fax Parameters, General Networking Parameters, AMIS Networking
Parameters, and Digital Networking Parameters.

Example of a NVM System Configuration Report, Part 3

Fax Paraneters
System Fax DN:
Syst em Fax Nane:
Delivery Retries

Retry Interval
Gener al
Recei ve Enabl ed: Y
Del i ver Enabled: Y
Reply Enabled: Y

I ncl ude Sender Nane:Y
Br oadcast Enabl ed: Y
Group List Allowed: Y

Di gital Networking
Par anet er s

SMIP Proxy Nane:

AM S Net wor ki ng
Par anet er s

Int’ | Access Code:
Country Code:
Area Code:
Phone:

I nclude Site Name: Y
Name recor ded: Y

Delivery Retries:
Retry Interval:

Net wor ki ng Par amet er s

Loopback Enabl ed: Y
CQutdial : LI NE x
AM S Cal | Bl ocki ng Peri ods
Peri od Mon Tues Wed Thu Fri Sat  Sun
Bl ock From  hh: nmm pm
Until: hh: nm pm
Site Table
Prefix Nane Rec Prot cl Parm Val ue
6775 Y SMIP
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NVM System Configuration Report, Part 4

The Site Table appearsonly if at |east one networking optionisinstalled. Local site
information is available within the Site Table data structure, and does not appear in

Part 4

this report.
Example of a NVM System Configuration Report,
Site Table
Prefix Nare Rec Pr ot cl
6775 Y SMTP

Parm Val ue

Fax-on-Demand Usage Report (12)

Thisreport listsall Fax-on-Demand requests on a seven complete day rolling basis,
indicating date, time, item requested, delivery fax number and Caller ID of the

cdler.

Example of a Fax-on-Demand Usage Report (12)

FAX ON DEMAND USAGE REPORT
Date: Thursday 1997/12/05
Ti me Mbox Sel ection CLID
hh: nm pm C |
Dat e: Thursday 1996/ 12/ 05
Ti me Moox Sel ecti on CLID
hh: nrm pm C |

Dat e: 1998/ 12/ 05

Fax Destination

Fax Destination
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Connecting a printer to the NAM

About the printer

Connecting and using a printer to print Norstar VVoice Mail reportsis optional. The
NAM supports any EPSON compatible printer. This type of printer is attached to
the NAM’s parallel port. The NAM is equipped with one parallel port that features
afemale DB-25 connector.

To connect the printer:

1. Open the cable trough door.

2. Locate the Parallel port.

3. Plug the male end of the Parallel cable into the Parallel port on the NAM.
4. Plug the other end of the Parallel cable into the printer.

The printer is now ready to print Norstar Voice Mail reports.

Printing Reports

Before you begin to print your reports, ensure the printer isturned on and thereis
enough paper in the printer.

For information about printing the CCR Tree Report, refer to "Printing the Tree
Reports' on page 181.

To print Report 1 of the 12 reports:
1. Press c .

2. Enter the System Coordinator Mailbox number

[ Lod:
and password, then press Ok, .

GUIT RETRY' DK]

[Fldmin

enin DTHR] 3. Enter [7] . Thefirst report (1) appears on the

display.
Only the report number is shown.

4. Toprint report 1, pressPRIMT .

1: Directora
FRIHWT HEXT

To find another report, pressHEXT . The report
numbers appear in sequence from 1 to 12.

[Printing... ]

Set Up and Operation Guide P0886600 Issue 1.0



Norstar Voice Mail Reports 181

5. To print another report, pressHEXT until the
correct report number appears on the display.
Then pressPRINT .

27 Mbox Info
FRIHWT HE®T

Press to end this programing session.

Report 5 (Mailbox Activity) can provide areport on a specific mailbox or all
mailboxes. When printing this report, the display changes to show:

[ Mivo:: ] 1. Enter the mailbox number or pressALL. Report
ALL BuIT 5 begins to print automatically. To stop the
printer, press [*] . When the report is finished
printing, the display changes.
[ S: Mbox Usade ] 2. PressRESET to reset the Mailbox Activity
PRINT RESET MEXT Repor_t.
Reset stats? 3. PressYES .

[vEs QUIT ]

4. Press to end this programing session.

Printing the Tree Reports

The CCR Tree Reports are printed using the Administration Feature Code 983.
Before you begin to print your reports, ensure the printer isturned on and there is
enough paper in the printer.

To print a CCR Report:
1. Press o] .

[ Log:

] 2. Enter the System Coordinator Mailbox number
AUIT RETRY  OK

and password and press ok, .

Admin
MBI OTHR

RAdmin
GLIST CCE OTHR

ACMIM

CCE Tree:
RETRY 0K

| |
| |
P
| |

Tree: <xx
CHHG PRIWMT QUIT

ok .

PressOTHE .

PressCCE .

PressADMIH .

Enter the Tree number (from 1 to 5) and press

PressFRINT .
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[F'r*inting--- ] Note: When the report isfinished printing, the
display changes to show:

T £a> j i

[cﬁﬁg X T BUTT ] 8. Presseither QUIT or to end the session.
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Overview

This chapter on Norstar Voice Mail troubleshooting is divided into the following
sections:

» systemtrouble

* operating trouble

* Custom Call Routing (CCR) trouble
*  error messages

System trouble

System trouble consists of problems occurring to more than one mailbox owner and
to both internal and external callers.

Automated Attendant does not answer any calls

1. Verify that you have assigned the lines to the Greeting Table, and the lineis
designated as YES. This means that Norstar Voice Mail is set to answer the
line.

2. All the Norstar Voice Mail channels may be busy. Try calling back. Y our call
will be answered when a channel is available.

3. Verify that greetings 1 to 4 have been recorded. These greetings default to the
Greeting Tables and must be recorded for the Automated Attendant to operate.
Refer to "Setting up an Automated Attendant” on page 19.

4. If the Norstar Voice Mail channels are frequently busy, it indicates there istoo
much activity. Contact your advice line or sales representative.

Call display information is lost

The Automated Attendant must be set to answer after two or moreringsfor Norstar
Voice Mail to record call log information related to an incoming call. For
information about setting the number of rings, refer to "Assigning the number of
rings before Norstar Voice Mail answers' on page 32.
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The Automated Attendant transfers some callers to the General Delivery Mailbox

Norstar Voice Mail requires atouch tone phone signal and a minimum voice level.
Norstar Voice Mail waits for acaller to respond. If aresponseis not received, the
caller istransfered to the Receptionist or designated Operator. If they are not
available, the caller is automatically transfered to the General Delivery Mailbox.
Thecaller isalso transfered to the General Delivery Mailbox if aDN does not have
amailbox.

For Norstar Voice Mail to transfer calls correctly, each mailbox must have aunique
DN. To verify that all mailboxes have aunique DN, print the Directory Report
(Report 1).

For instructions on printing Reports, refer to " Connecting a printer to the NAM" on
page 180.

Greetings are played at the wrong time of day
There are four possible causes for this problem:

1. The Business Open Statusis set to NO. Change the Business Open Status to
Y ES. Refer to " Setting the Operator Status' on page 37.

2. Thewrong greeting numbers are assigned to the Greeting Table.
3. Thebusiness hours are set incorrectly.

4. The Integrated Communication System (ICS) system time and date are
incorrect.

Greetings are played on the wrong line

To verify the lineinformation is correct, refer to the Norstar Voice Mail
Programing Record. If you find the information is incorrect, you must reassign
linesto the Greeting Table. Refer to "Programing which lines will be answered by
Norstar Voice Mail" on page 31.

A telephone cannot be forwarded to Norstar Voice Malil

If you are attempting to forward your incoming callsto Norstar VVoice Mail and the
display shows: Forward denied you may be forwarding to the wrong DN. Use
Feature Code 985 to display the correct DN for Norstar Voice Mail and compare
this number to the DN to which your telephone is actually forwarded.

Feature 981 produces a Log prompt on the Norstar display

Whenever the Log prompt appears on the display, it can be caused by the telephone
not having an assigned mailbox. If the DN does not have an assigned mailbox,
Norstar Voice Mail will request both a mailbox number and a password.
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Mailbox owner is unable to reply to an external caller, use Off-premise Message
Notification or Outbound Transfer

An Outdial route must be assigned before aMailbox Owner can reply to an external
caller using the Reply feature or use Off-premise Message Notification or
Outbound Transfer. Before a Mailbox Owner can reply to a message from an
external caler, an Outdial route must be assigned plusa Dialing Tranglation Table
must be created.

The default for Outdial route is None. Until you assign aline or line pool as the
Outdial route for a mailbox, the mailbox owner can use the Reply Feature to reply
to callsfrominternal DNsonly, Off-premise Message Notification for internal DNs
only and Outbound Transfer for internal DNs only.

Dialing restrictions can be applied to the Norstar Telephone and the DNs connected
to Norstar Voice Mail. If you wish to restrict outdialing of certain phone numbers,
you must do one of the following:

1. Through Norstar programing, assign the dialing restrictions to the Norstar
DNsto which Norstar Voice Mail is connected. Thisrestricts al outdialing
callsincluding external transfers from CCR trees, Off-premise Message
Notification and Outbound Transfers. When assigning an Outdial route, all
dialing is done by the DN to which Norstar Voice Mail is connected, not by
the Norstar telephone. For additional information, refer to your Norstar
System documentation.

2. Through Norstar programing, assign the dialing restrictions to the DN of the
user. For additional information, refer to your Norstar system documentation.

3. Through Norstar programing, assign the dialing restrictions to the Norstar
line(s) being used for outdialing. For additional information, refer to your
Norstar System documentation.

4. Through Mailbox Admin, ensure Outdial is set to HOHE. This restricts
outdialing calls from the mailbox. For more information about defining the
Outdial route, refer to "Mailbox Overrides’ on page 55.

Norstar DNs and mailbox numbers are different lengths

For Norstar Voice Mail to work properly, the mailbox number length must match
the ICS DN length. When the ICS DN length is changed, you must re-initialize and
reprogram the Norstar Voice Mail system. Contact your advice line or sales
representative.

The date and time are wrong

If the date and time are wrong, they must be reset through the ICS. The Norstar
Voice Mail date and time is taken from the ICS programing. Refer to the System
Administration Guide that came with your ICS.
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Operating trouble

The following conditions list some problems that might be encountered with the
operation of Norstar Voice Mail.

You cannot access a line or a line pool

Y our Norstar |CS may not support the feature you are trying to use. If the callsare
not being completed when attempting to reply to a Caller ID message or reach an
Off-premise M essage Notification number, ensure the Outdial feature that has been
assigned is available and is correctly configured.

Refer to the documentation that came with your ICS for more information.

Personalized Greetings do not play

Personalized Greetings do not play when atelephoneis on Call Forward Busy or
Call Forward All Callsto the Norstar Voice Mail DN. In these cases, Personalized
Greetings depend on Caller ID information which is received just prior to the

second ring.

Personalized Greetings also do not play if the Auto Attendant is set to answer at 0
or 1 ring. The Primary or Alternate Personal Mailbox Greeting plays instead.
Assign the number of ringsto 2 or greater.

Mailboxes are not accepting messages
A mailbox will not accept messages when:

1. Themailbox isnot initialized.

mailbox owner. Instruct owners to initialize their mailboxes. Refer
mailbox owners to the Norstar Voice Mail User Guide.

2. Norstar Voice Mail message storage capacity isfull.

Note: Norstar Voice Mail notifies you when its message storage capacity is
reaching its limit. To determine if the message storage capacity isfull,
print the Message Usage Report. This Report shows you the available
minutes of storage remaining on the system.

Messages are being lost in a mailbox

1. If messages are being removed, check the message retention period in the
mailbox Class of Service. To check the Class of Service, refer to "Changing
mailbox options’ on page 85.
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A mailbox owner lost the mailbox password

A forgotten password cannot be recovered. The password associated with the
mailbox must be reset to the default password 0000. After apassword has been reset
to the default, the mailbox owner must change it in order to use the mailbox. To
reset a password, refer to "Changing and Deleting Mailboxes' on page 85.

A mailbox owner cannot access their mailbox

Each mailbox is assigned a maximum number of incorrect password attempts as a
Classof Service. Norstar Voice Mail records the number of incorrect attemptsfrom
the last time the mailbox was successfully accessed. Once the number has been
passed, the mailbox owner is“locked-out” and will hear “ This mailbox has been
locked to prevent unauthorized access. Please contact your administrator for
assistance.” The mailbox cannot be opened again until the System Coordinator
resets the password. To reset a password, refer to "Changing and Deleting
Mailboxes' on page 85.

A mailbox is not in the Company Directory

Check to ensure the mailbox has been initialized. If the mailbox isnot initialized, it
doesnot appear in the Company Directory. Check to ensure the Company Directory
Overridefor themailbox isset to Y es. Refer to " Changing and Deleting Mailboxes'
on page 85.

Calls are being answered by the wrong mailbox

Check to ensurethat the correct DN has been assigned to the mailbox in Feature 983
programing.

A mailbox cannot be added to Norstar Voice Mail

Ensure the mailbox is not already certified with Norstar VVoice Mail. Mailbox
numbers must be unique. Norstar Voice Mail can store up to 1000 mailboxes. This
number includes the Special Mailboxes. Refer to the Norstar Voice Mail
Programing Record.

You cannot enter a name for a mailbox

Names should be entered as last name, then first name initial. All names should
have a comma (,) separating the first and last name. The maximum length of the
name entered, including comma, is 16 characters. Refer to " Changing and Deleting
Mailboxes" on page 85.
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Incomplete messages are received in a mailbox or “Message delivered” plays
while recording a message, or a Norstar Voice Mail session ends unexpectedly

When any of these three situations occurs, it could be due to a problem called Talk
Off. Talk Off occurs when Norstar Voice Mail interprets certain voice patterns as
Dual Tone Multi Frequency (DTMF) tones. DTMF tones are produced when
buttons are pressed on a touch tone phone. When you press a button on the dial pad,
Norstar Voice Mail receivesa DTMF tone and performs the correct operation. For
example, after entering your mailbox password, you can pressthe (# ] button. The
DTMF tone sent to Norstar Voice Mail indicates you are finished entering your
password.

Some voice patterns are the same as DTMF tones. This can cause Norstar Voice
Mail to function incorrectly. For example, if in the middle of a message you said
something that sounded the same as the DTMF tone created by pressing the
button, the recording session would end. Correcting Talk Off requires adjustments
to your Norstar Voice Mail system. Call your advice line for more information.

You cannot create a Group List

The maximum number of Group Liststhat can be created is 99. The Norstar Voice
Mail Group List must be enabled during installation. If the Group List featureisnot
enabled, you cannot create a Group List. To enable thisfeature, you must reset
Norstar Voice Mail. For instructions on resetting Norstar Voice Mail, refer to
"Resetting and Initializing programing” on page 163.

Custom Call Routing (CCR) trouble

The following conditions describe problems that may occur while operating CCR.
Ensure that you check the CCR Tree Report regularly.

Note: For information about Reports, refer to "Norstar Voice Mail Reports' on
page 167.

Norstar Voice Mail does not accept a Path number

If you enter an incorrect digit while assigning a Path number, an Error Message
appears. There are three possible causes:

1. Anincorrect Path number was entered. Only numbers one through eight can
be used as Path numbers. Ensure zero and nine are not used as Path numbers.

2. You have attempted to exceed the maximum number of Paths.
3. You aretrying to access the second level of the Tree when thefirst level does

not include a Menu Point. Y ou must add a Menu Point to thefirst level to
alow callersto move to the second level.
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Interruptions while building or changing the Tree

If you press by mistake, or there is a power outage, or thereis no screen
activity, all datais automatically saved to Tree 5. Tree 5 is designated as the
Workspace for building or changing a Tree. Until a Tree number is assigned, all
dataremainsin Tree 5.

A Tree cannot be saved

The Tree cannot be saved whileitisin use. Y ou must disable the Tree before adding
a Point, deleting a Point, or changing a Point type.

Note: Whilethe Treeis enabled, you cannot save the Tree after changing a
recording, a mailbox number, an DN, or the Destination Type. For more
information about saving a Tree, refer to "Enabling a CCR Tree" on
page 135.

The Tree cannot be deleted

The Tree cannot be deleted whileit isin use. The Tree must be disabled before it
can be deleted.

Note: For moreinformation about deleting the Tree, refer to "Deleting a Tree" on
page 149.

The Tree cannot be enabled

The Tree must be saved beforeit can be enabled, and it should be completed before
it issaved. To complete the Tree, ensure:

1. The Tree contains the Home Menu Point with an action Point
below it.

2. If the Tree contains a L eave Message Point, the mailbox isinitialized.

The Leave Message Point mailbox is full

The mailbox is equipped with a Never Full Mailbox feature, which allows a caller
to leave a message in the mailbox, even if the mailbox is“full”. The message will
be stored, but cannot be accessed until the mailbox owner deletes some of the
messages in the mailbox.

If more message time is required, the Class of Service of the mailbox can be
changed. For more information about the mailbox Class of Service, refer to
"Appendix C: Default Configuration Values' on page 221.

Deleting a mailbox
Y ou should not deleteamailbox usedinaCCR Tree. If you delete aL eave Message
Point mailbox, the messageswill go to the General Delivery Mailbox automatically.

For more information about the General Delivery Mailbox, refer to "General
Delivery Mailbox" on page 62.
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Norstar Voice Mail Error Messages

This describes the Error Messages shown when an incorrect action is performed.
The Error Messages shown here are presented in alphabetical order.

Message

Appears

Alreads a member

Appears when trying to add a mailbox again to a Group List. A mailbox
cannot be assigned to the same Group List twice.

Cannot. delete

Appears when trying to delete a Special Mailbox. The System Coordinator
and General Delivery Mailboxes cannot be deleted.

Ext. assigned

Appears when the same DN is assigned twice to the same mailbox, or when
an DN is assigned to more than one mailbox.

Extension needed

Appears when a DN has not been assigned from a transfer point.

Incomrlete tree

Appears when trying to enable a Tree before all paths are added, or before
all the mailboxes used in the Tree are initialized.

Info mailbox

Appears when trying to change an Information Mailbox from the Mailbox
Admin Menu using Feature 983.

Intro too short

Appears when the introduction to a message being forwarded is less than
three seconds long.

Invalid class

Appears when an incorrect Class of Service is entered while adding or
changing a mailbox Class of Service using Feature Code 983.

Invalid ext

Appears when an incorrect DN is entered. Check the DN length or use the
Company Directory.

Inuwalid 9list

Appears when an incorrect Group List number was entered while changing
or deleting a Group List number using Feature Code 983.

Invalid 9reeting

Appears when an incorrect Greeting Number is entered. Greeting Numbers
must be a number from 1 to 40.

Invalid ked

Appears when the selected option is not valid for the command display
shown.

Inuvalid line

Norstar Voice Mail supports line numbers from 1 to 500.

Invalid mailbox

Appears when an incorrect mailbox number is entered. Also appears when a
mailbox has not been assigned to the requested DN. These calls are
transfered into the General Delivery Mailbox.

Invalid number

Appears when entering an incorrect line pool number, or an incorrect
number of channels while configuring Outdialing.

Also appears when entering more than the maximum number of digits
allowed for a phone number (maximum is 30 digits).

Invalid FPassword

Appears when an incorrect mailbox password is entered.

Inwalid rath

Appears when entering an incorrect number to represent a Path. The Path
number is a series of numbers where each number must be from 0 to 8. This
message also appears when all Paths on a Tree are assigned. The maximum
number of Paths for a Tree is eight on each level.

Inuvalid time

Appears when an incorrect time is entered in a mailbox owner’s Off-premise
Message Notification set up. This message also appears if you specify an
invalid time for your business hours.

Inuvalid tree

Appears when an incorrect number is assigned to represent a Tree. The Tree
number must be 1, 2, 3, 4 or 5.

Invalid walue

Appears when entering, or changing an incorrect amount of time for the
DTMF delay setting. The valid DTMF delay ranges from 20 to 80 milliseconds.
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Message

Appears

Mailbox full

Appears when the maximum mailbox message storage time is reached. The
mailbox message time is assigned as a Class of Service. A new message
cannot be listened to until the old messages are deleted. This message
appears when a mailbox owner first logs onto the mailbox.

Mailbox locked

Appears when the mailbox user surpasses the maximum number of incorrect
password attempts. The mailbox cannot be opened until the password is
reset.

Mbox exists Appears when an existing mailbox number is entered while adding a
mailbox.

Mbaox in CCR Appears when trying to delete a mailbox assigned to a CCR Tree.

Mbox nearlw full Appears when the maximum message storage time is almost reached in a

mailbox. This is determined by the Class of Service. The mailbox owner
should delete any unnecessarily stored messages in the mailbox. This
message appears when a mailbox owner first logs on to the mailbox.
Messages cannot be stored in this mailbox until some are deleted.

Mbox not init Appears when any attempt is made to access a mailbox that is not initialized.

Must changde Pswd Appears when entering a mailbox that is not initialized. Initializing a mailbox
includes changing the default password.

Muzt record name Appears when a mailbox owner’s name is not included in the Company
Directory.

Mame too long Appears when adding or changing a mailbox owner’s name and the

characters exceed the allowable limit of 16. The maximum field length
includes the comma.

Mo dir available

Appears when the Company Directory is empty. Either Norstar Voice Mail
mailboxes have not been initialized by the mailbox owners, or there are no
mailboxes certified with Norstar Voice Mail.

Mo 9list awvail

Appears when the maximum number of Group Lists is assigned. The
maximum number of Group Lists is 99.

Mo match

Appears when a mailbox owner is not found that is similar to the characters
entered when using the Company Directory. Check the correct spelling of the
mailbox owner’s name.

Ho mbox avail

Appears when the maximum number of mailboxes is certified with Norstar
Voice Mail. The total number of mailboxes is 1000. This number includes the
System Coordinator and General Delivery Mailboxes.

Mo m=39 notifa

Appears when Off-premise Message Notification is not enabled. Off-premise
Message Notification is assigned in the Class of Service.

Mo rarta connect

Appears when trying to transfer a call before establishing an active call.

Ho FPrevious ms9s

Appears while the first message in a mailbox is playing, and the command is
entered to play the previous message.

H¥ UM busg

Appears when the maximum number of users are accessing Norstar Voice
Mail.

P0886600 Issue 1.0

Set Up and Operation Guide



192 Norstar Voice Mail Troubleshooting

Message

Appears

Mot allowed

Appears when a mailbox owner is not allowed access to a feature or Feature
Code, or when a second user attempts to access the Configuration or
Operator Status feature codes. This message also appears when the message
being recorded has too many Forward(s) and Reply(s) inserted. This message
also appears when a recorded message reaches its maximum number of
segments. This is caused by repeatedly using "pause™ and "continue™ while
recording a message. Another case when this message appears is when a
Group List number is entered as a mailbox member of another Group List. A
Group List number cannot be added to a Group List.

Mot recorded

Appears when a Primary or Alternate Greeting is selected before it is
recorded.

OFtions cancel

Appears when Delivery Options are canceled while sending a message.

Out. of sFace

Appears when the Norstar Voice Mail Message Storage capacity is full. You
must delete old messages from the General Delivery Mailbox and have
mailbox owners delete any unnecessarily stored messages from their
mailboxes.

FParty not avail

Appears when a mailbox owner tries to use the Reply feature to reply to an
external call, but there is no Calling Line Identification (CLID) information
contained in the message left by an external caller.

Pzwd too long

Appears when a password entered exceeds eight digits. A password must be
between four and eight digits in length.

Rec too long

Appears when a recorded message is too long. Message or greeting length
for a mailbox is determined by the Class of Service.

Rec too short

Appears when a recorded message is too short.

SFreak ur

Appears when recording a greeting or message and the minimum volume
level of Norstar Voice Mail is not met. Do not use Handsfree. When
recording a greeting or message, speak directly into the receiver of your
Norstar telephone.
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Appendix A: Dialing Translation

Overview

Dialing trangdlation is a process by which the number of an incoming call from a
public network is translated through a translation table into a number that can be
recognized and dialed on the local network, using the Reply feature.

For Dialing Tranglation to occur, the System Coordinator needsto create aDialing
Trandation Table that recognizes the digits of an external number and translates
them into a number that can be dialed by the Norstar system. The Norstar system
also consults the restrictions and schedules tables prior to dialing the number.

The Dialing Trandation Tables are necessary only for the Reply feature. Norstar
Voice Mail does not require the tablesin order to function normally.

How the Dialing Translation Table works

A phone number is derived from information attached to an incoming Caller ID
message. The number is then searched for by Norstar Voice Mail in the Dialing
Trandlation Table. If theleading digit or digitsof the phone number match aDialing
Trandation Table Input value (the number Norstar VVoice Mail searchesfor in the
Dialing Trandation Table), then the Output value will be substituted for the Input
value. This change results in a phone number that can be dialed on the local
network. The changing of the number usually consists of the dropping of an area
code or the insertion of an access code, based on the dialing rules of the local
network. For example, if alocal number is prefixed with thelong distance code“1”,
it isremoved by the Dialing Trandlation Table.

The Dialing Translation processisimmediate so calls will not take any longer to
dial. Some phone numbers do not need to be changed before dialing. Norstar Voice
Mail will function without aDialing Trandlation Table except that the Reply feature
will not be able to be used.

Phone number Translation

TheDialing Trandlation Table needsto define each possible case where achangeis
needed to alow the number to be dialed on the local network.

The Dialing Tranglation Table changes Network DNs into numbers that can be
dialed on thelocal network. The Network DN form of a phone number isthe usual
form in which the number appears. For example, the phone number on a business
card may read 403-555-5050 which, in its Network DN form, must be trandated
into a number that can be dialed on the local telephone network. The Dialing
Trandation Table follows the rules required to make the call.
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Thefollowing threetables are examplesof Dialing Tranglation Tablesand how they
function. Every Dialing Translation Table entry consists of an Input value column
and an Output value column. The valuesin the Input column represent the leading
digits of the Network DNs which, if matched, are replaced by the corresponding
value in the Output column. The“*” character shown after a value signifies any
digitsin the phone number remaining to be dialed. Norstar Voice Mail
automatically addsthe “*” character after every Input and Output value.

A phone number will either match a specific Input value or will not match at all.

A sample Dialing Trandation Table taken from a site located in metropolitan
Toronto is shown below.

Sample Dialing Translation Table

INPUT OUTPUT
011+ 011+
416~ *
905206* | 905206*
90527+ 90527+
etc. etc.

(135 more | (135 more
entries) entries)
905* 1905*

* 1*

Explanation

The Table will not attempt to translate international phone
numbers.

The Table removes the 416 area code and dials all calls as 7
digits.

These telephone exchanges can be dialed as local (no long
distance charges) 10 digit calls from the 416 area.

All other 905 numbers not listed in the Input column above are
long distance numbers and must be dialed as 11 digit long
distance numbers.

All numbers starting with digits other than 011, 416 and 905 are
long distance, and will have a “1” added as a prefix.

A sample Dialing Trandlation Table taken from asite in Mountainview, California.

Sample Dialing Translation Table

INPUT

OUTPUT

Explanation

The Dialing Translation Table is empty. The local network in
Mountainview supports 10 digit national dialing with recognized
long distance charging.

In situations like the Mountainview example, there is no need to
build a Dialing Translation Table.

A sample Dialing Trandation Table taken from a site with area code 206 near the
border with area code 360.
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Sample Dialing Translation Table

INPUT OUTPUT Explanation

011* 011* The Table will not attempt to translate international phone
numbers.

20644* 44* Due to the site location, some calls can be dialed as local 7 digit

206626* |626* numbers.

etc. etc.

(40 more (40 more

entries) entries)

206* 1206* All other 206 numbers require 11 digit long distance dialing.

360224* |360224* |These 360 numbers can be dialed as 10 digit local numbers...

360227* |360227*

360472* |360472*

360* 1360* ... but all other 360 numbers are 11 digits long distance numbers.

* 1* All numbers starting with other than 011, 206 and 360 are long
distance and will have a 1 added as a prefix.

Network Access

The Dialing Table Translation resultsin anumber that can be dialed at the local
network. The final step isto prefix any digits required to reach the local network
from your Norstar System. For systems that are behind aPBX or PABX, typically
in North Americaa (9 ] must be prefixed to the phone number. For systems
attached to Central Office (CO) lines no digits need to be prefixed.

Dialing Translation Parameters
The Dialing Trandation processis controled by four parameters. These parameters

are:

Long distance access code (Lg dst ac)

This prefix, if specified, will be removed from any numbers entered by the
subscriber if it isnot needed to makethe call. Thisin turn will makethe creation
of the Dialing Trandation Table much simpler. For North America, the long
distance access code should be set to 1. The default for this parameter is none.
The field for this parameter is a maximum of 1 digit.

Area code (Area cd)

If the phone number entered appears to be missing an area code, an area code

will be prefixed to the number. The area code will be considered missing if the
number islessthan 10 digits. The default for this parameter is none. Thefield

for this parameter isamaximum of 6 digits. If this parameter is set to none, then
no area code will be prefixed to the telephone number.
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Access code (Access cd)

The access codeisrequired if Norstar Voice Mail isinstalled behind a PBX or
PABX. In North America, the access codeisusually ”. Thisnumber is prefixed
toall numbersafter Trandation to accessthelocal telephone network. If Norstar
Voice Mail is attached directly to CO lines, the Access Code should be set to
none. The default for this parameter is none. The field for this parameter isa
maximum of 2 digits.

Reply trandation (Reply trans)

If set to "N" (no), the user must manually trim the CLID message information
for the number to be dialed on the local network. For more information, refer to
"Replying to a message” on page 70. If thereply trandationissetto"Y" (yes),
thenthe Reply featurewill usethe Dialing Trandlation Tableto dial thecall. The
default for this parameter is N.

To make it easier for subscribers, the System Coordinator should set the Reply
Trandationto"Y" if aDialing Translation Tableiscreated. If aDialing Tranglation
Table has not been created, the Reply Trandation must be set to "N".

Setting the Dialing Translation Parameters

Setting the Dialing Translation Parameters makes the task of building a Dialing
Trandation Tablelesscomplex. Itisnot aprerequisiteto set the Dialing Translation
Parameters to operate Norstar VVoice Mail.

To set the Dialing Translation Parameters:

1. Press Feawe ] () ) 2] .

[

Log:
GUIT EETEY Ok

2. Enter the System Coordinator Mailbox number

and password and press 0OF .

[

[

[

[

Rdmin 3. Press .
MEOX AR DTHR]
Dialing 4. Press FAEM .
PARM TRELE QUIT E—
L3 dst ac: none ] 5. Press CHHG .
CHHMG MEXT —
Note: Press MEXT if you do not want to set
this parameter.
Log dst ac: ] 6. Enter the long distance access code and press
RETRY oK

ok .
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[Lg dst ac: x

] 7. Press HEXT .
CHHG HE®T -

Note: The = representsthe long distance

access code.
Area code! none 8. Press CHHG .
CHMG HEXT —
Note: Press HEXT if you do not want to set
this parameter.
[nrea code: ] 9. Enter the area code and press Gk .
RETRY 0K,
[Flr*ea codel ] 10. Press HEXT .
CHHMG HEXT E—

Note: =xx representsthe area code.

[Flc,c,ess cd! none ] 11. Press CHHG .
CHHG HERT

Note: Press HEXT if you do not want to set
this parameter.

[n:cess cd: ] 12. Enter the access code and press 0K .
RETRY 0K -
[nc-:ess codi B ] 13. Press MEXT to continue.
CHHG L s represents the access code.
[Repls tranz: M ] 14. Press CHHG to set the reply trandlation to ¥
CHHG Ok, (yes) — -

Note: Press OK if you do not want to set this
parameter.

Note: Do not change the reply translation
parameter to % (yes) unlessthereisa
Dialing Trandation Table already built.

Press to end this programing session.
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Building a Dialing Translation Table

To create aDialing Translation Table, you must enter an Input value and an Output
value for each entry. The Input value is the number that Norstar VVoice Mail will
look up in the Dialing Tranglation Table. After the corresponding entry has been
matched, the Output value is substituted for the Input value. The resulting number
isready to dial on the local network. Refer to the "Sample Dialing Translation

Table" on page 195.

To build aDialing Translation Table:

Log:

QUIT RETREY 0k
Admin

MBI OTHR
Dialing

FPARM THELE QUIT

[ )
[ )
[ ial table ]
E )

CHHG QUIT
ns
EETEY Ok
Out.:
RETRY 0K

1

Press [Feawe ] ) ) (3] .

Enter the System Coordinator Mailbox number
and password and press 0K .

Press .

Press THELE .

Press ALD .

Enter the Input value and press Ok .

Note: The Input value can a be maximum of
14 digits.

Enter the Output value and press 0K .

Note: The Output value can a be maximum of
15 digits.

Press to end this programing session.

Y ou must repeat steps 5 through 7 to add each entry to the Translation Table.
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Reviewing entries in the Dialing Translation Table
Y ou can review or check the entriesin your Dialing Translation Table at any time.

To review your Dialing Translation Table entries:

1. Press [Feawe ) ) B) ) .

[ Log: n:m:] 2. Enter the System Coordinator Mailbox number
BUIT RETRY and password and press 0k .
Adrmin 3. Press .
[MBDH EITHR]
[malmg ] 4. Press THELE .
FARM TAELE QUIT
1a1 table 5. Press CHHG .
CHHG  QuIT —
[ Inval* outval* ] 6. Press HEXT . The display shows 16 characters.
MEXT  OTHR

If the total number of Input and Output values
equals more than 16 digitsa WIEW display
button appears on the left side of the display.
After you have pressed WIEW to view the
digits furthest to the right, the display changes
to UIEW . Pressthe UIEW display button to
view the digits on the left again.

Note: Irwal#* outwal#* isan exampleof a
Table entry.
The* character shown after avalue
signifies any digitsin the phone
number remaining to be dialed. Norstar
Voice Mail automatically adds the *
character after every Input and Output
value.

7. Continue pressing HEXT to view all the entries
in the Dialing Trandation Table.

Press to end this programing session.

Set Up and Operation Guide P0886600 Issue 1.0



Appendix A: Dialing Translation 201

Finding an entry in the Dialing Translation Table

For convenience, the System Coordinator can locate a specific entry in the Dialing
Trandation Table. The Input value must be entered in order to find the entry.

To find a specific entry in the Dialing Translation Table:

1

Press [eane ] @) @] ) -

[ Log: ] 2. Enter the System Coordinator Mailbox number
GUIT RETRY BB and password and press 0k .
Admin 3. Press .
[MEDH AR DTHR]
[Dialing ] 4. Press TAELE .
FARM TRABLE QUIT -
[Dial table ] 5. Press CHHG .
ADD  CHNG QUIT —
Inuwal* outuwal* 6. Press OTHFR
MEXT  OTHR I
Inval® outuval* 7. Press FIHD
CHMG DEL FIMD -
[ In: ] 8. Enter the Input value of the entry you wish to
RETRY ok

Inval® ouytuwal#*
HEXT OTHR

find and press 0K .

Note: Imwal* outwal®* isanexample of a
Table entry.
The#* character shown after avalue
signifies any digitsin the phone
number remaining to be dialed. Norstar
Voice Mail automatically adds the
character after every Input and Output
value.

Press to end this programing session.

Repeat steps 1 through 8 to find other entriesin the Dialing Trandation Table.
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Changing an entry in the Dialing Translation Table

After aDialing Trandation Table has been built, you can change the Output value
of an entry at any time. To locate the entry that you wish to change, refer to
"Reviewing entries in the Dialing Translation Table" on page 200 or "Finding an
entry in the Dialing Trandlation Table" on page 201.

Note: You cannot change the Input value of an entry. The entry must be deleted
and new entry must be created with new Input and Output values. Refer to
"Deleting aDialing Tranglation Table entry" on page 203.

To change an entry in the Dialing Trandlation Table:
1. Press 5] .

[ Log: ] 2. Enter the System Coordinator Mailbox number
QUIT RETRY HS and password and press 0OF .
Rdmin 3. Press .
[ ME:D, DTHR]
[Dlalmg ] 4. Press TAELE .
PARM TABLE QUIT I
[ ial table ] 5. Press CHHG .
CHHMG QUIT —
Inwal® outuwal#* 6. Press OTHF
MEXT  OTHR —
Note: irwal#* outwal#* isan exampleof a
Table entry.
The* character shown after avalue
signifies any digitsin the phone
number remaining to be dialed. Norstar
Voice Mail automatically adds the *
character after every Input and Output
value.
[Inual* outigl® ] 7. Press CHHG
CHMG DEL FIHWD B
[ Out.: ] 8. Enter the new output value and press 0k .
RETRY oK, -

[ Treeal*outual® 9. Press to end this programing session.

MHERT DTHR]

Repeat steps 1 through 8 to change any other entriesin the Dialing Translation
Table.
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Deleting a Dialing Translation Table entry

Y ou can delete an entry in the Dialing Trandation Table at any time. To locate the
entry that you wish to delete, refer to "Reviewing entriesin the Dialing Translation
Table" on page 200 or "Finding an entry in the Dialing Transation Table" on

page 201, earlier in this section.

To delete an entry in the Dialing Trandation Table:

Log:

QUIT RETREY Ok
RAdmin

MBI OTHR
Dialing

FARM TRELE QUIT

ial table
CHHG GQUIT

Inval® oytuzl#
HEAT OTHR

[ )
[ )
£ )
[ )

Inwal® outual#®
CHHG DEL FIMD

[ Deleted ]

1. Press [Feawe ) 5] B (] .

Enter the System Coordinator Mailbox number
and password and press 0OF .

Press (8] (8] .

Press THELE .

Press CHHG .

Press OTHR .

Note: imwal* outwal® isanexampleof a
Table entry.
The#* character shown after avalue
signifies any digitsin the phone
number remaining to be dialed. Norstar
Voice Mail automatically adds the
character after every Input and Output
value.

Press LEL .

Press to end this programing session.

Repeat steps 1 through 7 for every entry you wish to delete.
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Using a PC to Create a Dialing Translation Table

In some instances the Dialing Translation Table can be very large and essentially
the samefor all Norstar Voice Mail systems in the same calling area. A Dialing
Trandation Table can be easily created using a basic text editor program on your
PC. After the ASCII file has been created and saved to afloppy disk, thetechnician
can load it onto the Norstar Voice Mail system. The disk can be kept and used to
install the Dialing Trandlation Table on other Norstar Voice Mail systemsin the
same calling area.

Creating the Dialing Translation Table file
The Technician-created Dialing Trandlation Table must conform to the following

rules:

1. Only one Dialing Tranglation Table entry per line. A Dialing Trandation
Table entry consists of one Input value and one Output value.

2. No blank linesin the Dialing Translation Table.

3. Thelnput valueis entered first, followed by the Output value. The Input value
must be separated from the Output value by one or more spaces. A tab can be
used in place of a space.

4. A null Input value must be represented by a single hyphen “-".

5. A null Output value must be represented by a single hyphen “-" .

6. An Output value of arestricted DN will be represented by “#”.

7. No extracharacters are to be added to either the Input or Output value. In
particular, no “*” should be added after the Input or Output value. After the
Dialing Translation Table has been loaded on the system, the “*” is added
automatically after each Input and Output value.

8. Each Input entry must be in ascending numerical order, but longer strings
must appear before shorter more generic sub-strings. All null Input values
(“-") must appear at the end of the Dialing Translation Table. Refer to "An
example of aDialing Tranglation Table created using a basic text editor” on
page 205 for examples of how to set up the Dialing Trandation Table.

9. TheDialing Trandlation Table must be saved as: dial.30 .

Note: The above rules must be followed to ensure the Dialing Translation Table

will function properly.
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An example of a Dialing Translation Table created using a basic text editor

INPUT OUTPUT
011 011
416 -
905206 905206
90527 90527
905 1905
9011 #

- 1

Explanation

First entry in the Dialing Translation Table.

The Input value is 416 and the Output value is null.

These specific 905 telephone exchanges appear before the more
generic 905 entry.

The generic 905 sub-string must appear after the longer more
specific 905 strings.

9011 is a restricted DN.

The Input value is null and the Output value is 1.

Installing a PC generated Dialing Translation Table

There arefour distinct stepsto installing the Dialing Trandlation Tablefile onto the
Norstar Voice Mail system.

Create a DOS system disk.
Create an Autoexec.bat file.

Load the Dialing Trandlation Tablefile (dial.30) and the Autoexec.bat file onto
the DOS system disk.

Load the Dialing Trandation Table file onto the Norstar VVoice Mail system.
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Creating a DOS system disk

A DOS system disk is afloppy disk that has system files copied onto it. Thistype
of disk isrequired to automatically load the dialing trand ation table file onto the
Norstar Voice Mail system.

To create aDOS system disk:

1. Insert ablank 3.5" disk into the floppy disk drive of aDOS compatible
computer.

2. Ensure the DOS prompt is on the computer screen.
3. Type Format a: /s andfollow theinstructions shown on the screen.

Note: The default name for the floppy disk drive is a:. However, on computers
with two disk drives, the 3.5" drive may be named b:. If the driveis named
b:, replace a: with b: in the above command. If you are unsure of the name
of the 3.5" floppy disk drive, check the user manuals for your computer.

Creating an Autoexec.bat file

The Autoexec.bat fileisafile that contains commands a computer automatically
executes when it starts up. In the following steps you are creating an Autoexec.bat
file that automatically loads the Dialing Trandlation Table file into the proper
location on the Norstar Voice Mail system.

To create the Autoexec.bat file:

1. Open the text editor program you used to create the Dialing Translation Table
file.

2. Create anew document.

Note: Type copy a:\dial.30 c:\st\dial.30.
Note: Thisisthe only text that should appear in thefile.

3. Savethefile asautoexec.bat .
Note: The file must be named exactly as shown above. Do not save thisfile

into the root directory (C:\) of your computer or you will destroy the
existing Autoexec.bat file.
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Loading the files onto the DOS system disk
To load the files onto the DOS system disk:

1. Insert the DOS system disk that you created earlier into the floppy disk drive
of your computer.

2. Usethe Change Directory command (CD) to move to the directory where the
Diding Trandlation Tablefileis stored.

3. Type copy dial.30 a:\dial.30 toload the Dialing Tranglation
Table file onto the DOS system disk.

4. Usethe Change Directory command (CD) to move to the directory where the
Autoexec.bat file you created is stored.

5. Type copy aut oexec. bat a:\autoexec. bat toloadthe
autoexec.bat file onto the DOS system disk.

Loading the Dialing Translation Table file onto the Norstar Voice Mail system

To load the Dialing Trandlation Table file onto the Norstar Voice Mail system you
must shut down Norstar Voice Mail and then reboot the system using the DOS
system disk you created.

A Norstar two-line display telephoneis required to perform the following steps.
To load the Dialing Trandation Tablefile:

1. Press feawe ) ) 1) ) .

[Passwnrd ] 2. Enter the default password
RETRY (ACCESS?) and press
ak;, .
[nc:n:ESS Seruer ] 3. Press HE=T .
BACK HEXT ADMIM ——

Sustem shutdown 4. Press SHOl .
BACE HEXT SHOW

[Shutdnwn tore ] 5. Press GRACE .
GUIT HMWEXT GERCE

P0886600 Issue 1.0 Set Up and Operation Guide



208 Appendix A: Dialing Translation

Shutdun Graceful
YES HO

)

10.

11.

12.

13.

14.

Press YES .

Note: TheNorstar Voice Mail systemissuesa
series of tones in descending pitch
when the shutdown is complete. Wait
for the tones before you unplug the
Norstar Applications Module.

Unplug the AC power to the Norstar
Applications module.

Open the front cover of the Norstar
Applications Module to access the floppy disk
drive.

Insert the DOS system disk you copied the
Dialing Translation Table file onto.

Plug in the Norstar Applications Module.

Wait until the light on the floppy disk drive
goes out and then unplug the Norstar
Applications Module and remove the DOS
system disk.

Close the front cover of the Norstar
Applications Module.

Plug in the Norstar Applications Module and
wait until the self-diagnostics are compl eted.
Thiswill take approximately 12 minutes.

After Norstar Voice Mail has been rebooted,
verify the Dialing Translation Table has been
loaded by printing the Dialing Trandation
Report.

For information about printing reports, refer to "Printing the Tree Reports’ on

page 181.

Set Up and Operation Guide

P0O886600 Issue 1.0



Appendix B: Norstar Configuration Tips and
Norstar Feature Compatibility

Overview

This appendix describes some Norstar configuration enhancements that can
maximize the efficiency of Norstar Voice Mail.

Note: The features and capabilities of Norstar vary, depending on the type of
Norstar Integrated Communication System (ICS) you are using, aswell as
the number and type of lines provided by your telephone company.
Problems will arise when you configure to use features which are not
supported or available. For example, you cannot use incoming telephone
linesfor Off-premise Message Notification or Outbound Transfer. Features
that are incorrectly configured or not available will likely fail or respond
unexpectedly.

Refer to the documentation that came with your ICS for more information

Delayed answering by the Norstar Voice Mail Automated Attendant

The Norstar Voice Mail Automated Attendant can answer any call on specified
Central Office (CO) telephonelinesafter aspecified number of rings. Norstar Voice
Mail answers incoming calls when:

1. Theinstaller programs Norstar Voice Mail to be the prime telephone for one
or more designated CO lines. The Norstar Delay Ring Transfer (DRT) feature
transfers unanswered calls on these linesto the Norstar Voice Mail Automated
Attendant after the specified number of rings.

Note: TheNorstar DRT feature appliesonly toincoming callsontheassigned line.
It does not affect any DN calls between telephones.
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Ringing lines and answer buttons

If two or more telephones have aringing line appearance of the same incoming
telephone line, and one of these telephonesis programed with the Call Forward All
Calls(CFAC) or Call Forward No Answer (CFNA) features, then all incoming calls
on the incoming telephone line are directed to the Personal Mailbox of the
programed telephone.

For example, if amarketing receptionist’s telephone has aringing line appearance
of the marketing director’ s telephone, and the receptionist’ s telephoneis call
forwarded to Norstar Voice Mail, then all incoming calls are immediately
transfered into the receptionist’s Personal Mailbox. Thisis aso trueif the
receptionist’ s telephone is CFNA to Norstar Voice Mail and if the number of
specified rings on the receptionist’ s telephone is fewer than the specified rings on
the marketing director’ s telephone.

Note: CFAC and CFNA do not affect calls on atelephone’ s non-ringing lines. For
example, if areceptionist’s telephone has a non-ringing appearance of
another telephone’s CO line, and the receptionist’ s telephone is CFAC or
CFNA to Norstar VVoice Mail, incoming calls on thisline are not affected.

Ringing Answer Button

When one or moretel ephones have aRinging Answer Button for another telephone,
and one of theseis CFAC or CFNA to Norstar Voice Mail, al incoming calls will
be directed into the Personal Mailbox of the call forwarded telephone.

If two or more of these telephones are CFAC to Norstar Voice Mail, al callswill
be directed to the Personal Mailbox of the telephone that is connected to the lowest
numbered station port on the Norstar system.

Note: The Norstar CFAC and CFNA features do not affect calls on atelephone’s
non-ringing answer button. The Answer Button feature applies only to
Modular ICSs and Compact ICSs.

Using Call Forward All Calls (CFAC) and Call Forward No Answer
(CENA)

When amailbox owner does not want to take any calls for aperiod of time, their
telephone can be forwarded to their Personal Mailbox using the Norstar CFAC
feature. When forwarded, all calls to the mailbox owner’s DN are transfered
directly into their Personal Mailbox.
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To call forward to a mailbox:

1. Press Feawe ) @) () 5] -

2. Thisisthe Feature Code for determining the Norstar Voice Mail DN. The DN
appears on the telephone display.

3. Press [eawe (¢

or

press (G .

4. Enter the Norstar Voice Mail DN.

To cancel call forward:

Press [Feae ) )]

or
press CAHCEL
or

press (G .

No other telephone on the Norstar system can have aringing line appearance of the
mailbox owner’slines or aringing answer button of the forwarded telephone.

Sample Norstar Voice Mail set ups

There are several ways to set up Norstar Voice Mail in your company. How you
choose to set up Norstar Voice Mail depends on the type of Norstar Business
Communication System you have, if Norstar Voice Mail isbehind aPBX, and how
many CO linesyou use.

This sample Norstar Voice Mail set up describes four different sample
configurations an d concludes with some useful application tips.

Setting Up for a small company

The On Y our Toes Dance Studio has a Compact Business Communication system.
Theinstaller programed both Norstar and Norstar Voice Mail. Theinstaller
programed Norstar Voice Mail to bethe Norstar Call Forward No Answer (CFNA)
telephone for each DN. This means that any call not answered by a mailbox owner
is then transfered to their mailbox.

Each mailbox owner has buttons programed for the Norstar Voice Mail Leave
Message and Open Mailbox Feature Codes. This allows easy accessto these
frequently used features.
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All of the employees have been assigned amailbox number that isthe same astheir
Norstar Directory Number (DN). All of the mailbox owners have initialized their
mailbox, and recorded and selected a Personal Greeting.

For the purpose of thisexample, Norstar and Norstar VVoice Mail will work together
in call handling.

The central receptionist

The On Y our Toes Dance Studio’s receptionist handles all calls from the studio’s
published phone number. When the receptionist cannot answer the tel ephonewithin
four rings, the Norstar Voice Mail Automated Attendant answers the call. The
receptionist has also been appointed as the Norstar designated Operator. Whenever
acaller presses [0 ] to speak with the operator, the call is transfered back to the
receptionist.

Hereishow On Y our Toes Dance Studio’ s communication system works.

The On Y our Toes Dance Studio’s public phone number is 555-2468. The studio
subscribes to custom calling services from its telephone company and this number
forwardsto any available (non-busy) lineinagroup of six lines. All six lines appear
on the receptionist telephone.

Norstar Voice Mail isthe Prime Set for each of thesix lines. Norstar’ sDelayed Ring
Transfer (DRT) feature is used to forward unanswered lines to the Automated
Attendant. The DRT to Primeisset to YES, and the DRT Delay is set to four.

Note: Delayed Ring Transfer isaNorstar system-wide call handling feature. All
linesonthe Norstar programed DRT to Prime are forwarded after four rings.
Inthe Norstar Configuration, thisis done by setting the Prime Set of theline
to the Norstar Voice Mail DN.

Norstar Voice Mail uses the Greeting Table 1 to answer all calls after four rings.
Depending on the time of day, different recorded greetings play for the Morning,
Afternoon, and Evening. When the Business Status is NO, the Non-business Hours
Greeting plays.

Note: Lines must be assigned to a Greeting Table before the Greeting Table
greetings are used.
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Greetings have been recorded by the System Coordinator and say:

Greeting No. 1 “ Good morning. You have reached On Your Toes
Dance Sudio. The studio is closed at thistime. Please
stay on the line to leave a message.” (The Norstar
Voice Mail voice prompts play after the greeting. Y ou
can make Company Greetings up to five minuteslong.)

Greeting No. 2 “ Good afternoon. You have reached On Your Toes
Dance Sudio.”

Greeting No. 3 “ Good evening. You have reached On Your Toes Dance
Sudio.”

Greeting No. 4 “You have reached On Your Toes Dance Sudio. The
studio is closed at thistime. Please stay on the lineto
leave a message.”

Greeting Table 1 automatically answers callsusing greetings 1 through 4. Greetings
1 through 4 play until the System Coordinator assigns different numbered greetings.

When Greeting Table 1 was configured, the Primary Language was set as English.

The Costume Room

The Costume Room has one tel ephone with a Norstar Voice Mail mailbox. Calls
are directed to the Costume Room Attendant by the receptionist or the Automated
Attendant. When the Attendant is not available, the caller is forwarded to the
Costume Room mailbox. The mailbox primary message says:

“You havereached the Costume Room. No oneisavailableto take your call. Please
leave your name and number and a brief message after the tone and we will return
your call as soon as possible.”

Setting Up for a medium sized company

The Bridge Stone Company is an engineering firm that has a Compact Norstar
Business Communication system. The installer programed both Norstar and
Norstar Voice Mail. Theinstaller programed Norstar Voice Mail to be the CFNA
telephone for each DN. This means that any call not answered by a mailbox owner
istransfered to their mailbox.

Each mailbox owner has buttons programed for the Norstar Voice Mail Leave
Message and Open Mailbox Feature Codes. This allows easy access to these
frequently used features.

All employees have been assigned a mailbox number that is the same as their
Norstar DN. All mailbox owners have initialized their mailbox, and recorded and
selected a Personal Greeting.

When the receptionist is not available, the Custom Call Routing application allows
incoming callersto route their own call along acall path.
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For the purpose of this example, Norstar, CCR and Norstar Voice Mail will work
together in call handling.

The central receptionist

Bridge Stone’ s receptionist handles all calls from the published phone number.
When the receptionist is unable to answer the telephone within four rings, the
Norstar Voice Mail Automated Attendant answers the call. The receptionist has
also been appointed as the designated Operator. Whenever a caller presses o ] to
speak with the operator, the caller istransfered to the receptionist.

Here is how Bridge Stone’'s communication system works.

Bridge Stone’s public phone number is 123-1234. All lines appear on the
receptionist’ s telephone. Norstar Voice Mail isthe Prime Set for each of the six
lines. The Norstar Delayed Ring Transfer (DRT) feature is used to forward
unanswered lines to the Automated Attendant.

Delayed Ring Transfer isaNorstar system-wide call handling feature. All lines on
the Norstar programed with DRT to Prime are forwarded after four rings. In the

Norstar Configuration, thisisdone by setting the Prime Set of the lineto the Norstar
Voice Mail DN. The DRT to Primeisset to YES, and the DRT Delay is set to four.

Norstar Voice Mail uses Greeting Table 1 to answer all cals after four rings.
Depending on the time of day, different recorded greetings play for the Morning,
Afternoon, and Evening. When the Business Status is NO, the Non-business Hours
Greeting plays.

Greetings have been recorded by the System Coordinator and say:

Greeting No. 1 “ Good morning. You have reached Bridge Stone
Engineering.” (The CCR Home Menu plays after the
greeting. Y ou can make Company Greetings up to five
minutes long.)

Greeting No. 2 “ Good afternoon. You have reached Bridge Sone
Engineering.”

Greeting No. 3 “ Good evening. You have reached Bridge Stone
Engineering.”

Greeting No. 4 “You have reached Bridge Stone Engineering. Our
officeis closed at this time. Please stay on the line to
leave a message.”

Greeting Table 1 automatically answerscallsusing greetings 1 through 4. Greetings
1 through 4 play until the System Coordinator assigns different numbered greetings.
When the Greeting Table was configured, the Primary L anguage was set as English.

Note: Linesused must beassigned to the Greeting Table beforethe Greeting Table
greetings are used.
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Following the Company Greeting the CCR Home Menu voice prompt plays. This
menu providesalist of singledigit optionsto acaller. A caller, after listening to the
Home Menu, selects an option by pressing a number on any touch tone phone. For
example:

“To speak to our customer service representative, press (1 ] . To reach our sales
department, press 2 ] . To reach our shipping and receiving department, press
. To speak with our receptionist, press o ] .”

The Customer Service and Sales department

This department has two secretaries, two customer service representatives, two
sales agents, a sales manager, and a customer service manager. Norstar Voice Malil
is set up to answer al callswith callers selecting either customer service or sales
from the CCR Home Menu voice prompt.

Incoming calls for customer service are transfered directly to the customer service
receptionist. Incoming callsfor salesare transfered directly to the sales receptionist.

The managers

Bridge Stone managers have a personal CO line that appears on their private
telephone and their receptionist’ s telephone. The managers have their receptionist
answer all calls, and then transfer the calls to each manager’ s telephone.

When the managers are unavailable to take a call, the call rings back at the
receptionist’s set. The receptionist handles the call by suggesting that the caller
leaves a voice message in the manager’ s Personal Mailbox. When the caller wants
to leave amessage, the receptionist transfersthe caller using the Norstar V oice Mail
Transfer Feature (Feature 986).

When Norstar Voice Mail is set up in this manner, the Norstar CFNA for the
manager’ s set is not used. The receptionist answers the manager’s calls and uses
Norstar Voice Mail’s Transfer Feature to transfer the caller to the manager’s
telephone. Norstar Voice Mail’s Transfer Callback Feature returns the call to the
receptionist’ s telephone when amanager is not available to take a call.

Note: The receptionist’s telephone has aringing line appearance. This telephone
cannot be forwarded to another telephone.

Shipping and Receiving
All the employees in this department share the same Norstar telephone. This

department uses one telephone line that is assigned to the loading dock. Thislineis
assigned to Path 3 of the CCR Home Menu.

The shipping and receiving department mailbox greeting informs callers they can
leave amessage or press [o ] to speak with the receptionist.
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Feature Compatibility

This part of the appendix describes how Norstar features interact with Norstar
Voice Mail. The sectionisorganized in aphabetical order, according to the Norstar
feature.

Analog Terminal Adapter (ATA)

Ananalog single-line set can be connected to Norstar Voice Mail using an Analog
Terminal Adapter. Thistype of set, working with DTMF tones, allows access to
Norstar Voice Mail optionsthrough the dialpad only. Thereis no Message Waiting
Notification availability.

Rotary dials cannot be used internally with Norstar Voice Mail.

Answer buttons

For information about Answer Buttons, refer to "Ringing Answer Button" on
page 210.

Autodial (internal)

All mailbox owners on the Norstar Voice Mail system can program the Norstar
Voice Mail Directory Number. The Norstar Voice Mail Directory Number (DN) is
determined using Feature Code 985.

The System Coordinator can use autodial for Busy Lamp Field (BLF) indication for
all voice channels. ThisallowsNorstar VVoice Mail channelsto be monitored during
busy periods.

Automatic Set Relocation

Must be set to NO when changing the Norstar Voice Mail DN and connections
between the ICS and Norstar Applications Module.

Call Forward All Calls (CFAC)
Any ringing line or answer button appearance on a set is forwarded to the DN
specified by the call forwarded DN.

When CFAC isin use, acaller receivesthe mailbox of the CFAC DN immediately.

Call Forward No Answer (CFNA)

Any ringing line appearance on a set is CFNA to the DN specified after the
programed number of rings.

CFNA is not applicable in an Automated Attendant application. If Delayed Ring
Transfer (DRT) is being used for Norstar VVoice Mail answering, ensure that the
number of ringsfor CFNA on any of the setsis equal to or higher than the number
of ringsfor DRT.

CFNA takes precedence over DRT and Transfer Callback if it has alower number
of rings.
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Call Logging

If your Norstar VVoice Mail system is being used with Norstar DR5 software or an
|CSCCU and the system has been configured to automatically log all cals, the
Norstar Voice Mail message notification display will differ from the standard
Norstar display.

For example, if Norstar Voice Mail has messagesfor you, the display will typically
appear as:

Mes=a9es & Calls
M5G CALLS

To retrieve your Norstar Voice Mail messages, press MG . For more information
about retrieving messages, refer to the Norstar Voice Mail User Guide.

Toview thecall log, press CALLS . For moreinformation about Call Logging, refer
to the Norstar System Coordinator Guide that came with your system.

Camp On

The Camp On Feature cannot be used to access Norstar VVoice Mail. If auser calls
the DN and there is no answer, the user cannot invoke the Camp On Feature.
Instead, the user should be advised to wait afew momentsand try the Norstar Voice
Mail DN again.

The Camp On Feature is available only on Norstar Modular I1CSs.

Changing Directory Numbers

Using Norstar configuration programing to change the Norstar Voice Mail DN is
not automatically supported by Norstar Voice Mail. If you change the Norstar
Voice Mail DN, you should reboot Norstar Voice Mail.
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Delayed Ring Transfer (DRT)
To use Norstar Voice Mail as a secondary line answering position, set DRT by:

1. Assigning the Norstar Voice Mail DN as the prime DN for the specified lines
that are to be DRT to Norstar Voice Mail.

2. Setting the Norstar DRT to YES.
3. Setting DRT Delay from one to six rings.

4. Assigning a Greeting Table to each line that isto be DRT to Norstar Voice
Mail.

5. Setting the Norstar Voice Mail Answer option to NO for the lines that are to
be DRT to Norstar Voice Mail.

When DRT isbeing used for Norstar Voice Mail Answering, and Norstar
telephones with aringing line appearance are forwarded to Norstar Voice Mail, a
caller receives the mailbox of the CFAC set immediately.

Disconnect Supervision

When a | CS has Line Disconnect Supervision and a caller hangs up after reaching
the Automated Attendant, Norstar Voice Mail immediately senses this and breaks
the connection. Thisresultsin fewer ‘ phantom’ messages in the General Delivery
Mailbox and prevents Norstar Voice Mail ports from being occupied.

The Line Disconnect Supervision featureisnot available on all Norstar ICSs. Refer
to the System Coordinator Guide that came with your Norstar ICS.

Do Not Disturb (DND)

Stops all tones and ringing to aset . When acall istransfered to a set with DND
activated, the call appears as aflashing indicator on an available line. The
Automated Attendant transfers the caller to the mailbox associated with that
telephone.

Feature timeout

Norstar Voice Mail has atimeout of up to two minutes. Thisfeature isindependent
of the Norstar timeout.

Hold

A mailbox owner cannot put a session on hold. If the hold button is pressed during
aNorstar Voice Mail programing session, Norstar VVoice Mail is disconnected,
except when Automatic Hold is used to transfer a caller to amailbox or aDN.
Norstar Voice Mail ignores Held Line Reminder tones.
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Intercom Numbers

Aninsideuser can access Norstar Voice Mail using an intercom button and pressing
the DN. Access to the Norstar Voice Mail Feature Codes and “Message for you ”
indication requires an intercom button on the set.

An intercom button is required to notify aDN of an incoming transfer.

Language choice

The Norstar Voice Mail language capability isindependent of Norstar’ s language
selection for aset. Norstar Voice Mail language availability is determined by the
Class of Service assigned to a mailbox.

Note: The Norstar Voice Mail language option is enabled after a mailbox owner
starts a session.

Lines

Lines can be assigned to the Norstar Voice Mail Automated Attendant using
Feature Code 983. When aline programed for the Automated Attendant appearson
aset, it will ring when Norstar Voice Mail transfersthe call. When aline programed
to be answered by the Automated Attendant does not appear on aset, acal is
transfered to an intercom line appearing on the intercom button.

Message Send/Reply/Waiting

Any message notification left by an internal caller can be replied to using the
Norstar Voice Mail message reply options. After listening to amessage, a user can
forward a copy of the message to another mailbox or call the message sender.

Note: Replyingto amessagefrom aNorstar single-line display phone requiresthe
user to press (o ] after listening to the message.

Night Service

When Night Serviceis activated and the Norstar Voice Mail prime DN is specified
asthe Night Ring DN for an incoming line, a caller immediately hears the Norstar
Voice Mail Automated Attendant.

Prime Set (multiple)

When configuring lines, Norstar Voice Mail can be designated as the prime DN.
Norstar Voice Mail will answer with the Automated Attendant.

Private line

When private lines are assigned to aset programed to ring, CFNA to Norstar Voice
Mail is answered by the set’s Personal Mailbox. If aprivate lineisthe only
appearance on that set, Norstar transfers calls through the intercom button.

Note: If the private line is not programed to ring, CFNA is not activated.

Release button
Ends a Norstar Voice Mail session or telephone call.

P0886600 Issue 1.0 Set Up and Operation Guide



220 Appendix B: Norstar Configuration Tips and Norstar Feature Compatibility

Ringing line preference

Ringing lines programed to Norstar DNs are recognized by Norstar Voice Mail.
Features such as CFNA and CFAC to Norstar Voice Mail are not recognized by
non-ringing lines programed to Norstar DN. Refer to the"Call Forward No Answer
(CENA)" on page 216, "Call Forward All Calls (CFAC)" on page 216 and "Answer
buttons' on page 216.

Selective Call Forward
Refer to "Do Not Disturb (DND)" on page 218.

Service Modes

The Service Modes feature alows the Norstar System to be programed to forward
all incoming callsto Norstar Voice Mail during specific time periods, such aslunch
time or nonbusiness hours. Norstar VVoice Mail will answer with the Automated
Attendant.

The Service Modes feature is available only on Norstar Modular and Compact
ICSs.

Template
Norstar Voice Mail is compatible with all templates.

Transfer Callback

Callsthrough the Automated Attendant that aretransfered to DN without CFNA are
routed by Transfer Callback to Norstar Voice Mail after the designated number of
rings. The CFNA/Transfer Callback feature programed to the fewest rings takes
precedence.
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This appendix isasummary of the values the user can enter at the various prompts
that occur throughout this manual. The tables include the range or values that can
be entered and, where applicable, the factory setting.

Data field Values/Range Default

System Coordinator’s password four to eight digits in length | 0000 (four zeros)
Special Mailbox types: Two-digit to Seven-digit Two-digit *
General Delivery Mailbox 10 1000000 10

System Coordinator Mailbox 12 1000002 12

Automated Attendant Directory Number |any valid Norstar Voice Mail | none
(DN) Directory Number(DN)

CO Line Greeting assignment:
Line number 1-500 none

Greeting Table:
Greeting Table number

=
IS
[EEN

Number of rings 0-12 0
Greeting used:
Morning 1-40 1
Afternoon 1-40 2
Evening 1-40 3
1-40 4
Language P = primary p
A = alternate
ENG-CND = Canadian
English
ENG-US = American English
FRE = French
SPA = Spanish

*When the Group List leading digit is 1, the Special Mailboxes default to 20 and
22. The DN length defaults to the Norstar KSU DN length. For more information,
refer to the Installation Guide that came with the system.
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Data field Values/Range Default
DN/mailbox:
DN leading digit 0-9 none
Digits in DN two to seven digits none
Mailbox leading digit 0-9 none
Digits in mailbox two to seven digits none
System Coordinator Mailbox and password combinations
Norstar DN Number length | Norstar Voice Mail mailbox | Default

number length
2 2 120000
3 3 1020000
4 4 10020000
5 5 100020000
6 6 1000020000
7 7 10000020000
Data element Values/Range Default
Number of mailboxes 1000*
Classes of Service:
Class of Service number 1-16 none
Prompt language 1="Fri prime for COS

2 = Alt

Mailbox message time 5-120 min none
Message length 2-10 min none
Greeting length 1-10 min none
Message retention time 0 days - indefinite none
Group Lists:
Group List number ** 001 -099 - 901-999 (901 -999
Number of members 1-1000 none

*Including Special Mailboxes

**Group List numbers are three digits in length regardless of the DN length

Hardware Specifications

Number of ports
Number of voice channels
Message storage

1t0 8

100 hours

2,4,6,8,10,12,14 0r 16

Set Up and Operation Guide
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Data element Value
Response time at the Home Menu 2.5 seconds
Number of Trees 4

Number of levels 10

Number of Paths per level 8

Group List leading digit Group List range
0 001 - 099

1 101 - 199

2 201 - 299

3 301 -399

4 401 - 499

5 501 - 599

6 601 - 699

7 701 - 799

8 801 - 899

9 901 - 999

Default Feature Codes for Norstar Voice Mail

Leave Message

Open Mailbox
Operator Status
Configuration

Norstar Voice Mail DN
Transfer

Interrupt

Feature 980
Feature 981
Feature 982
Feature 983
Feature 985
Feature 986
Feature 987

P0886600 Issue 1.0
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Class of Service values 1 2 3 4 5 6 7 8
Prompt language P A P P A P
Mailbox message time (in minutes) |15 15 15 15 5 5 20 20
Message length (in minutes) 3 3 7 7 3 3 2 2
Message retention period (in days) |30 30 0 0 7 7 15 15
Greeting length (in minutes) 1 1 1 1 10 10
Off-premise Message Notification |Y Y Y Y N N Y Y
Retry intervals (in minutes) 5 5 10 10 n/a |n/a |30 30
Number of attempts 3 3 5 5 n/a |n/a

Outbound Transfer Y Y Y N N

Incorrect pswd attempts 9 9 6 6

Password expiry (in days) 90 90 90 90 60 60 30 30
Networking* Y Y Y Y N N

Target Attendant Y Y Y Y N N

* If AMIS or Digital Networking option is installed.

0 = indefinite retention P = Primary Language, A = Alternate Language

Class of Service values 9 10 11 12 13 14 15 16
Prompt language P A P A P A P A
Mailbox message time (in minutes) |10 10 30 30 120 |[120 |[120 |120
Message length (in minutes) 3 3 7 7 10 10 2 2
Message retention period (in days) | 365 |365 |60 60 90 90 45 45
Greeting length (in minutes) 1 1 2 2

Off-premise Message Notification |Y Y N N

Retry intervals (in minutes) 5 5 n/a |n/a |15 15 30 30
Number of attempts 3 3 n/a |n/a

Outbound Transfer Y Y N N

Incorrect pswd attempts 9 9 9 9

Password expiry (in days) 90 90 90 90 60 60 30 30
AMIS Networking* Y Y N N

Target Attendant Y Y N N

0 = indefinite retention, P = Primary Language, A = Alternate Language
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Configuration default menus

The Main Menu appearing on the two-line telephone display remainsthe same even
if the optional software applications are not enabled with Norstar Voice Mail. The
following are examples of different menus that appear:

Norstar Voice Mail Main Menu:

[Fldmin ] 1. Press OTHE .
MEQX AR OTHR E—

[Fldmin ] 2. Press OTHR .

GLIST CCR OTHR —_—

Adrin This display appears only if Fax and Net are
[ FRz%  HET ] available.
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AA
See Automated Attendant.

Administration

Thetasksinvolved in maintaining the Norstar Voice Mail Mailboxes, Greetingsand
set up configuration. Administration also involves setting up and maintaining the
CCR Trees.

Alternate directory numbers (DNs)

When acaller dialsadirectory number that has been programed to have one or more
aternate directory numbers, Norstar Voice Mail rings at all of the sets
simultaneously. Thefirst set to answer acceptsthe call, the other sets cannot access
the line or use the Interrupt Feature (Feature 987) to access the answered line.

Alternate DNs are available only on User mailboxes.

Alternate Greeting

A greeting that is recorded for a Personal Mailbox and played only on exceptional
occasions, such as absence.

Alternate Language

Norstar Voice Mail software is available in either English and French or English
and Spanish. When the Primary Language is English, the Alternate Language is
either French or Spanish.

Analog Terminal Adapter (ATA)

A Norstar product that allows the connection of an analog device, such asasingle-
line telephone or afacsimile machine, to a Norstar system.

Attendant sign ON/OFF

A task performed by acompany Receptionist or designated Operator that indicates
to Norstar Voice Mail when an “Operator” is available to answer calls.

Automated Attendant

The Norstar Voice Mail answering service that answers incoming callswith a
Company Greeting, plays a menu of optionsto a caller, and performs call routing
functions in response to a caller’ s selections.

Blind Call
Anincoming call where the caller istransfered directly to the DN requested.
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Broadcast Message

A message that can be sent by the System Coordinator. Thistype of messageis
played in dl initialized Personal Mailboxes and playsimmediately when the
mailbox is opened by the owner. It isdeleted automatically after the mailbox owner
listens to the message.

Business Status

A setting that overrides the schedule of the Greeting Table and plays the
Non-business greeting until turned off.

CCR
See Custom Call Routing.

Channel configuration

The number of channels on the Norstar Voice Mail unit that are designated for
outdialing.

Class of Service

A Class of Service definesthe values for the specia features of a Mailbox. When
registering a mailbox, the System Coordinator programs several special features at
once by choosing the number from the Class of Service table that will provide the
level of service most appropriate for the user.

A mailbox cannot be added without a Class of Service.

Company Directory

The Company Directory is an internal voice list containing the names of mailbox
owners with initialized mailboxes who have been designated to appear in the
directory.

Configuration

Thetasksinvolved in setting up the different parameters of Norstar VVoice Mail. For
example, configuring the Central Office (CO) lines answered by Norstar Voice
Mail.

Configuring Norstar Voice Mail lines

The tasks involved in determining which external lines are answered by Norstar
Voice Mail and which Greeting Tableis assigned.

Custom Call Routing Tree

Call Pathsthat allow usersto select optionsto direct their own calls along the paths
you have created.

Set Up and Operation Guide P0886600 Issue 1.0



Glossary 229

Default

The parameters that are preset when Norstar Voice Mail is shipped from the
manufacturer.

Destination

On a CCR Tree, the Destination determines where the caler is directed after
listening to information or leaving a message in a mailbox. The three Destination
Typesare:

* PREL! which returns the caller to the Previous menu
* HaME which returns the caller to the Home Menu
e [ISC which disconnects the call

Destinations can be assigned only to the Information Message and L eave Message
options.

Directory numbers
A two to seven-digit number that is used to reach a designated telephone.

Directory Number length

The number of digitsin aNorstar DN and a Norstar Voice Mail mailbox number.
The DN length ranges from two to seven digits.

Display
A one-line or two-line display screen on a Norstar telephone that shows Norstar
Voice Mail commands and options.

Display buttons

Thethree buttonsthat appear bel ow aNorstar two-line display. When pressed, these
buttons select the specified Norstar Voice Mail option.

Display Options

The choices available to a mailbox owner that appear on the Norstar two-line
display. Options appearing on the display can be selected using the display or
dialpad buttons.

Envelope information

A date and time stamp that appears on all messages left in a mailbox. When the
message has been |eft by another mailbox owner, envelopeinformation includesthe
message sender’ s name.

Feature Code

A unique three-digit code that is used to access Norstar Voice Mail Features and
options.
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General Delivery Mailbox

One of the two Special Mailboxes used to collect messages for individuals who
have not been assigned Personal Mailboxes.

Greetings

There are three types of Norstar Voice Mail Greetings. Company Greetings,
Personal Mailbox Greetings and Information Mailbox Greetings. Company
Greetings are played by the Automated Attendant to incoming callers. Personal
Mailbox Greetings are played to callerswho want to |eave amessagein the selected
mailbox. Information Mailbox Greetings are played to describe goods or services
availableto calers.

Greeting Tables

A table for storing recorded Company Greetings, start times assigned to the
greetings, and the lines that are to be answered by Norstar Voice Mail. There are
four Greeting Tables.

Group Lists

A collection of mailbox numbers that are assigned a special “ Group” number by
Norstar Voice Mail. When amessage is sent to a Group List, all mailboxes
contained in the list receive the same message.

Guest Mailbox

A Guest Mailbox isatype of Personal Mailbox assigned to people who do not have
apermanent directory number, but require amailbox. These mailboxes receive and
store messages in the same way that User Mailboxes do.

Home Menu

The Home Menu isthe first CCR menu the caller encounters after hearing the
Company Greeting. The Home Menu provides alist of single-digit optionsto a
caller. A caler, after listening to the Home V oice Menu, selects the option by
pressing a number on any tonephone.

A Home Menu can be programed to offer eight options. By default, "0" isreserved
for reaching the Operator, and "9" offers the menu in the alternate language.

The Home Menu can also be arecorded Information M essage that announces
information to a caller and then disconnects that call when the announcement is
finished.

Home Menu Voice Prompt
A voice prompt that providesalist of number options. When pressed, these options

route a caller to: a sub-menu, an Information Message, a L eave Message option, or
atransfer to adirectory number.
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ICS
Integrated Communication System, a Norstar business telephone system.

Information Mailbox

A mailbox that provides a caller with a message describing goods or services
available from your company. The Information Mailbox does not take messages
and does not have a directory number associated with it.

Information Message

OnaCCR Tree, an Information Messageisamessage you record to provideacaller
with information about goods or services available from your company.
Information mailboxes must be created before the Information M essage option can
be added to the CCR Tree.

Initialize
Preparing a mailbox to receive messages, which includes changing a mailbox

default password, recording a Company Directory name, and recording Personal
Mailbox Greetings.

Initializing Norstar Voice Mail

Preparing the Norstar Voice Mail settings that are used in mailbox number length
and Language preference.

Leave Message
The Feature Code used to leave messages in Norstar VVoice Mail mailboxes.

Leave Message option

The Leave Message option on a CCR Tree provides a caller with accessto a
mailbox so they can leave a message. By selecting this option, the caller is
automatically transfered to a mailbox to leave a message.

Level

The Home Menuison Level 0. As sub-menus are added, the caller progresses
through thelevels of the CCR Tree. A total of 10 levels can be created (from 010 9).

M7100 telephone

The Norstar model M 7100 tel ephone that has a single-line display, and one
programmabl e button without an indicator.

M7208 telephone

The Norstar model M 7208 tel ephone that has a single-line display, and eight
programmabl e buttons with indicators.
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M7310 telephone
The Norstar model M 7310 telephone that has atwo-line display with three display

buttons, 10 programmable buttons with indicators, and 12 dual programmable
buttons without indicators.

M7324 telephone

The Norstar model M7324 tel ephone that has a two-line display with three display
buttons, and 24 programmabl e buttons with indicators.

Mailbox

A storage place for messages on the Norstar Voice Mail system.

Mailboxes

Part of the Norstar Voice Mail Programing Record that contains mailbox
information which includes mailbox number, assigned directory number, mailbox
owner’s name, and Directory Overrides.

Mailbox number length

The number of digits allowed in a mailbox number. The mailbox number length
ranges from two to seven digits.

Mailbox Overrides

Mailbox Overrides are optional parametersin addition to the Class of Service
values. The Mailbox Overrides are: Include in Company Directory, Alternate
Extensions, Fax Line (virtual), Call Screening, Message Waiting Notification, and
Outdial route.

Menu

A menu isavoice prompt that you record which provides a caller with alist of up
to eight options. There is one default pre-recorded menu, the Automated Attendant
Menu, that plays after the Company Greeting. Y ou can replace this default menu
with a custom one, or you can assign the CCR Home Menu to play instead of an
Automated Attendant menu.

Message Delivery Options

Message sending options that are stamped onto a message. There are five Message
Delivery Options: Normal, Certified, Urgent, Private and Timed. A Message
Delivery Option can be assigned to a message after a user has selected a mailbox,
or after recording a message.

Message Waiting Notification
Message Waiting Notification provides a mailbox owner with a message

notification Me==a9= far wouw on the display of their telephone. This Norstar
Voice Mail Feature isaMailbox Override.
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Never Full Mailboxes

Y our Norstar Voice Mail mailbox isequipped with the Never Full Mailbox Feature,
which alows a caller to leave a message in your mailbox, even if the mailbox is
“full”. The message will be stored, but cannot be accessed until you delete at least
one saved message.

Norstar Voice Mail Programing Record

A booklet where Norstar Voice Mail configuration and CCR Tree programing
information is written down.

Off-premise Message Notification

Allowsyou to direct your messages to any phone number, directory number or to a
pager. This Norstar Voice Mail Featureis part of the Class of Service.

Operator

The Operator is the person whose directory number rings when the caller is
prompted by the Automated Attendant to “Press O for an operator”. When the
Operator is not available, all calls requesting the Operator are transfered to the
General Delivery Mailbox.

In Class of Service, the Operator is aso known as a Targeted Attendant.

Operator default directory number

The Receptionist or Norstar Voice Mail designated Operator’ s default extension.
This default is preset to none, and must be changed to any valid directory number
on the system.

Operator Status

The Norstar Voice Mail setting that tells the system whether or not a Receptionist
or designated Operator isavailable.

Option
A Norstar Voice Mail choice that is given to a user through voice or display
prompts.

Outdial route

Outdial route determines which line or line pool the system uses when a mailbox
owner repliesto a message left by an external caller.

Password

A four- to eight-digit number that is entered using the dialpad. A password is used
to open mailboxes or perform configuration tasks.

P0886600 Issue 1.0 Set Up and Operation Guide



234 Glossary

Path

A Path is the course an incoming call takesto or through one or more menus on a
CCR Tree to reach a desired destination.

Path number

An identification number assigned to a Path on each CCR Tree. The number
represents the sequence of digits that callers enter to route themselves along the
Path.

Personal Mailboxes

Personal Mailboxes (appears on the telephone display as Subscriber when
programing)

» areassigned to users by the System Coordinator

* include both User Mailboxes and Guest Mailboxes

» aremaintained by the mailbox owner

» can belisted in the Company Directory under the mailbox owner’s name

» areprotected by a password that can be changed by the mailbox owner, or reset
to 0000 by the System Coordinator if the password is forgotten

Primary Greeting

The main greeting played in a Personal Mailbox to callers wanting to leave a
message.

Programmable memory buttons

Buttons on the Norstar one-line and two-line display telephones that can store
Feature Codes and numbers.

Registering Mailboxes

Registering amailbox adds a mailbox number onto the Norstar Voice Mail system
using the Configuration Feature Code.

Reports

The Reports used to view Norstar Voice Mail programing, the amount of available
message storage time, and CCR programing and administration.

Resetting passwords

A System Coordinator task that changesamailbox password fromits current setting
back to the Norstar VVoice Mail default setting 0000.

Resetting Norstar Voice Mail
Returning Norstar Voice Mail to its original default settings.
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Special Mailboxes

The two mailboxes used by the System Coordinator and designated Operator. The
two Special Mailboxes are System Coordinator and General Delivery.

Sub-menu

A sub-menu is any menu presented to the caller after the Home Menu. Sub-menus
can lead to other sub-menus. A total of nine sub-menus can be added to a CCR Tree.

Subscriber

When creating new mailboxes, the choices are Subscriber (whichisaGuest or User
mailbox) or Information.

System Coordinator

The person responsible for configuring, updating, and maintaining the Norstar
Voice Mail system.

System Coordinator Mailbox

One of the two Special Mailboxes. Used by the System Coordinator for sending
Broadcast Messages. Thisis the System Coordinator’s Personal Mailbox.

Target Attendant

The Target Attendant is assigned to answer atelephone when a caler opensa
mailbox to leave a message and presses [o | to reach the Operator.

Touch Tone Phone
A push button telephone that emits DTMF tones.

Transfer

On aCCR Tree, a Transfer prompt provides a caller with access to an extension or
an extenal number. A Transfer prompt is assigned a one-digit number that appears
in amenu. When this number is pressed, the caller is automatically transfered to
speak with an individual.

User Mailboxes
User Mailboxes store the messages for mailbox owners who are unable to answer

their telephone. These can be assigned to anyonein the system, providing they have
aNorstar telephone.

Voice Prompts

The prerecorded voice instructions that are played when accessing the different
Norstar Voice Mail Features and Options. Voice Prompts also guide acaller along
the call Path of aCCR Tree.
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Workspace

The Workspace is atemporary space on the system that allows the System
Coordinator to assemble or make changesto a CCR Tree.
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Index

A
Adding lines 31
Administration
logging on 13
Afternoon Greeting 28
Alarm Report 172
Alternate extensions 51, 56
Alternate Greeting 66
Alternate Language 22, 23
Analog Terminal Adapter (ATA)
NVM Feature Compatibility 216
Answer Button 210
Autodial
NVM Feature Compatibility 216
Automated Attendant 3
Business Status 40
changing the status 43
greetings 21
language preference 27
Menu Prompt 25
recording 25
troubleshooting 183
B
Beginning a new CCR tree 126
Broadcast Message 97
sending 97
Business Hours
setting 28
Business Status
Remote Administration 41
setting 40
Buttons
dialpad 12
C
Call Display Information
troubleshooting 183
Call Forward
All Calls 210
No Answer 210
Call Logging
NVM Feature Compatibility 217
Call Screening 51
Call Screening feature
mailbox 58
Caller ID (CLID) 71, 107
Caller ID (CLID) Reports 172
Camp On

NVM Feature Compatibility 217
Canceling Off-premise Message Notification
107
CCR Tree 123
adding a menu 128
adding an Information Message 129
building 126
changing 141
deleting 149
designing 120
Destination Types 130, 147
disabling 141
enabling 135
erasing a Path 148
Home Menu Voice Prompt 126
Information Message 145
Leave Message 146
Leave Message Point 130
Menu Point 144
overview 120
planning 120
Reports 181
saving 135
testing 137
Transfer Point 148
Workspace 142
CCR Tree Report 181
Certified, Delivery option 67
Change extension
NVM Feature Compatibility 217
Channels for outdialing 95
Class of Service 51, 53, 86
AMIS networking 53
greeting length 53
incorrect password 53
language prompts 53
mailbox 53
message length 53
message retention 53
message time 53
number of attempts 53
Off-premise Message Notification 53
Outbound Transfer 53
retry interval 53
summary 54, 55
Target Attendant 53
Company Directory 51, 63
changing recording 101
configuring the search 94
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disabling 94
recording mailbox 63
troubleshooting 187
Company Directory options 56
Company Directory Override 87
Company Directory setting 87
Configuring the lines 31
Connecting a printer 180
Conventions, guide 7
angled brackets 7
button options 7
buttons 7
command line 7
Create Mailbox Utility 77
Custom Call Routing (CCR) 3, 28, 148
adding a Menu 128
adding an Information Message 129
assign CLID number 137
changing CCR 141
CLID number, remove 142
deleting a Tree 149
Destination Types 118, 121, 130, 147
disabling 141
enabling a Tree 135
erasing a Path 148
Home Menu 118
Information Message 118, 121
Information Message (Point) 145
Leave Message 118, 121
Leave Message Point 130, 146
level 118
menu 118
Menu Point 144
overview 117
Path 118, 122
printing Tree reports 181
saving a Tree 135
sub-menu 118
testing a Tree 137
transfer 118
Tree 123
Tree overview 120
troubleshooting 183, 188
Workspace 142
Custom Call Routing (CCR)Transfer 121
Custom Call Routing Report 173
Customized Automated Attendant Prompt 25
D
DB-25 connector 180
Default extension
Operator DN 39
Delayed Ring Transfer (DRT)
NVM Feature Compatibility 218

Deleting a Group List 105
Deleting a mailbox 90
Delivery options 67
Destination Types
assigning 130
changing 147
Custom Call Routing (CCR) 118, 121
Dialing Translation 194
access code 197
area code 196
long distance access code 196
Network Access 196
overview 194
parameters 196
reply translation 197
sample table 195
setting 197
Table 194
Dialing Translation Report 172
Dialing Translation Table 185
building 199
changing entries 202
deleting entries 203
installing onto the system 205
locating entries 201
reviewing entries 200
sample 195
technician-created 204
Dialpad 12
Directory Number
Directory Number Feature Code 113
Directory options 56
Directory Report 168
Disabling 96
CCR Tree 141
External Initialization 93
Disconnect Supervision
NVM Feature Compatibility 218
Display 7
log prompt 184
single-line 11
two-line 11
Do Not Disturb (DND)
NVM Feature Compatibility 218
DOS
Autoexec.bat file 206
loading files 207
DOS system disk
Dialing Translation Table 206
E
Enabling
CCR Tree 135
External Initialization 93

Norstar Voice Mail
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General Delivery Mailbox 96
EPSON compatible printer 180
Erasing a CCR Path 148
Error Messages

troubleshooting 183, 190
Evening Greeting 28
Expiry

password 92
External Initialization 93
F
Fax machine

User Mailbox 57
Fax-on-Demand

Reports 167
Fax-on-Demand Report 179
Feature Codes

determining 110

Directory Number 113

frequently used 109

Leave Message 112

Open Mailbox 112

Operator Status 113

System Coordinator 113

transfer 113

verifying 112
Feature compatibility 209
Forwarding calls

troubleshooting 184
G
General Delivery

Mailbox 49
General Delivery Mailbox 96, 184

assigning 96
Glossary 227
Greeting Table

adding lines 31

Alternate Language 23

assigning a CCR Tree 28

assigning a greeting 25, 27

Attendant 28

language preference 27

overview 21

Primary Language 23

recording Company Greetings 23

setting up 25

using the Alternate Language 22
Greetings

Afternoon 28

assigning to a Greeting Table 25, 27

Evening 28

Mailboxes 66

Morning 28

troubleshooting 184

Group List
adding a 100
changing members 103
changing name 101
delete 105
Group Message 106
numbers 100, 104
preparing 99
troubleshooting 188
viewing members 103
Group Messages 98
Group List 99
Guest
Mailbox 50
Guest Mailbox 80, 81
adding 81
uses 80
using 80
Guide, organization 6
H
Hold
NVM Feature Compatibility 218
Home Menu
Custom Call Routing (CCR) 118, 120
Home Menu Voice Prompt
Alternate Language Menu 128
recording 126
sub-menu 128
Home Menu, CCR
voice prompt 126
I
Information
Mailbox 50, 82
Information Mailbox
adding 83
setting up 82
uses for 82
Information Message
adding 129
changing 145
Custom Call Routing (CCR) 118, 121
Destination Types 130
Initializing
Mailboxes 63
Intercom numbers
NVM Feature Compatibility 219
Interrupting a Voice Prompt 14

L

Language
changing availability 30
choosing 27

Language choice
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NVM Feature Compatibility 219
Leave Message
Custom Call Routing (CCR) 118, 121
Leave Message Feature Code 112
Leave Message Point
adding 130
changing 146
Level
Custom Call Routing (CCR) 118
Line configuration 32
Viewing and changing 32
Lines 31
adding 31
configuring 31
NVM Feature Compatibility 219
Log prompt
troubleshooting 184
Logging on 13
M
Mailbox
“locked-out” 92, 187
adding 73
Broadcast 97
Call Screening feature 58
cannot be added 187
changing Class of Service 86
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