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1 INTRODUCTION

Nextera Communication’s Auto Attendant Service is an interactive voice response system that directs callers
to the appropriate extensions or voice mailboxes. Via MyNextera web interface you establish menu options
and recordings for your callers. Nextera’s Auto Attendant Service is ideal for any size business to provide an
automated means of directing incoming calls to the appropriate person within the organization.

To access the Auto Attendant via the Telephone you will need an Access Number, Account Number and
Password. These are as follows:

Company Name: Access Number:

Account Number: Password for Account Number:

You will receive a free voicemail box with your Auto Attendant which allows you to test your Auto Attendant
functionality before your Auto Attendant has been enabled. Your first step should be accessing and recording
a greeting for the general mailbox such as “"Thank You for calling Nextera Communications. You have
reached the general voicemail box. Please leave a message and we will return your call promptly.” Once the
Auto Attendant has been completely enabled you may want to direct callers to an existing number within the
business group.

General/Default Telephone Number: Password:

2 PLANNING YOUR AUTO ATTENDANT STRUCTURE

Before you establish your Auto Attendant, it is highly recommended to sketch out the operation of each menu
tree with the key press number on paper. This allows you to plan what options you need from the menu and how
each one will operate. For example, the menu for a company similar to Nextera may need to include the following options:
. Play an announcement giving directions to the office, then return to the main menu so that the user can select
another option .
e  Speak to customer care Incoming Call

e  Speak to provisioning (1)
e Speak to another employee using Dial- Main Menu Transfer to
customer

By-Name. Welcome

(2)
Transfer to
provisioning

(4)
Directions to
Office

(3)
Select employee
from directory

3 PLANNING YOUR ANNOUNCEMENTS

When you are planning announcements to be used with the Auto Attendant menus, it is a good idea to describe each
possible action followed by its associated key press. For example say “To speak to the manager, press 4”. This makes
the menu easier to use because the caller does not have to remember the key press while listening to the action
description. The Auto Attendant also uses recordings to identify each extension when providing dial-by-name operation. If
you want to allow callers to reach a specific extension using this feature, you will need to record a name for each extension
that can be accessed using it. Typically this is the first and last name of the person using that extension, but it can also be
a description such as Manager or Customer Service. You can also define different menus for use for Business Hours and
on holidays, so that the caller is presented with a different set of options according to the time of the call, or to be
presented with an announcement that the business is closed and cannot accept calls at this time. You can also include
options to allow callers to reach a particular phone extension directly or by Dial-by-Name or Dial-by-Extension.
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4 RECORDING ANNOUNCEMENTS AND NAMES

The recorded announcements played to callers are a very important part of the Auto Attendant system.

There are two ways to create these announcements:

You can pre-record announcements using your laptop or PC and a microphone, edit them if required, and save
them in a standard .wav or mp3 format. MyNextera allows you to upload these files for use on the system.

You can use the telephone admin interface to record the announcements using your telephone. Use the 3-digit
announcement numbers from the web interface to specify which announcement is recorded.

Note: Uploading recorded names and Extension selections are detailed further in section 7.

5 CONFIGURING AUTO ATTENDANT VIA NYNEXTERA

5.1 How To Access the Web Interface/MyNextera

MyNextera allows you to begin creating your own customized Auto Attendant. To access the interface, you will need to:
e  Start your browser and enter www.nextera.net

XTERA : @ :

Communications

4 Home W sitemap
- valP

~ Residential

» Business

. Developers

~ Custormer Support

o Nextera

~ MylNextera Log-On

e Z August 15, 2007

e Click on the MyNextera Log-On (you may see security dialogs, choose OK or Yes). Enter your username and
password and click Login. Your MyNextera username and password was chosen by you when you ordered your
Nextera service. Please contact your Nextera representative if you do not have this information available.

e  Click on Features/UCM in the upper right menu.

Once you have logged in successfully, you will see the Communications Center screen.

» Home W Sitemap 4 Mail

When you get to this screen click on b } s.

Phone Settings which will bring you B.Callfclity - yContact s

to the Subscriber Group Phone XTERA tog-onTo f/"@ ?:%j{ s

Settings Page. Communications RyEES e

COMMUNICATIONS CENTER FOR 218-623-6155

» Account + 911 Address Change
» Billing/invoices » Change Password

Welcome to your Communications Center

Uze the menu on the left to choose the service that you require.

back in again to your Communications Center.

UGM Message Click on the Phone Settings link to view and manage your phone features.
Center

Phone Settings
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s Home W Sitemap W Mail
» Account » 911 Address Change

Once you have successfully accessed the Subscriber Group Phone Settings page, click on Auto Attendant to begin
+ Billing/nvoices « Change Password

customization.
b & !. o Call Activity » ContactUs

XTERA @B -

Communications

SUBSCRIBER GROUP PHONE SETTINGS

Welcome to Subscriber Group Phone Settings

Use the menu on the Ieft to navigate to the line or feature you want ta change. If you want to manage a different line, click
on the Select Line link

If you want more information on the features available and how to use them click on the Service Manual link.

select Line

Auto-Attendant

218-623-6155

Service Manual

(5 AUTO ATTENDANT MENU TREE

Click on the + symbol next to

your auto Attendant to Menu Item Descriptions:
expand the menu tree, as
shown below. ﬂ
i suto-Attendants Menu Assignments - Specify which Auto Attendant menu is used for
2By 218-010-F477 regular business hours, out of office hours and holidays.
__%;Zﬁiusncemems @ Hours/holid;ys — Specify what your normal business hours are and
@ Wenu Assignments which dates are holiday.
%) Hours/Halidays ﬂ Announcements - Specify the announcements used by this auto
(%) Holidays attendant.
. (3) Businesg Hours %
=53 Reports = Menus - Specify the menus used by this Auto Attendant.
- 4 Layout Diagram = Reports - Create reports that show how the Auto Attendant is set up.
- [88] Recording Report e Layout Diagram represents the menu structure of your Auto
Ay 216-818-6485 Attendant that shows the different paths through the menus and
EI---A_‘A 218-818-99493 how many times each path has been followed.
-l Announcements ¢ Recording Report shows all the recordings included in your Auto
--%Menus Attendant.
-@ Wenu Aszsignments ’* I . ) _ ) ) )
&) HoursiHolidays A7 Extensions - A list of extension numbers available to this business
£ Reports group. A call to an auto Attendant can be routed to any of these numbers
=4 Extensions by the Auto Attendant’s menus. In most cases this field will be blank as
T this is typically set up for extension dialing, not by intercom code.
- ) oB183-

6.1 Announcements

ﬂ The Announcements entry in the menu allows Announcements

you to define the announcements used in the Auto

Attendant. You can create a maximum of 150

announcements for each Auto Attendant. Click on Announcement Name PP Main @

the Announcements entry in the menu to display For directions to the stors, press 1. &
. to pl der, 3. T k

the announcements used in the Auto Attendant, o The nemager mreee 1 T aamr

they are listed below the Announcements entry If Announcement description (256 character someone by phone extension, press *

N : limit) folloved by the extension mwmdber. To B
you cannot see them, click on the + next to the dial soneone, press 9 v @
announcement entry to expand the tree. To add a 205 eharactere
new announcement, click on the top-level

Upload wav file {optional) |CBrowse. @
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Announcements entry to show a blank dialog where you can fill in the details of the new announcement.

Note: To upload an announcement you must first create one using your laptop or PC microphone saved as a .wav or MP3 file. You
can also use your Telephone Administration function to record an announcement.

6.2 Menus

Menu Name

Please provide a unique name for all your menus

g PP Main @

% Menus - The Menus entry in the menu allows you to create the menus used Mo Deseription (256 character imits

in the Auto Attendant and valid key presses in each menu. You can create a Osscribe how this menu differs rom others that can Use the same announcement
maximum of 150 menus for each Auto Attendant. You will normally need to create Srank o e, Gia1 bp xeension o e o

an initial welcome menu for business hours, and also menus for out-of-hours and 105 charactars ?
for holidays (although these can share the same menu if you do not need different T "

operation at different times). If any menu option on these initial menus directs Ghoose the announcement to b played

the user to a further set of options, you will also need an additional menu to - ge

present these options. Even if the Auto Attendant does not allow callers to choose Timeout period

any menu options during out-of-hours and holiday operation, for example if it e e Z |
simply plays an announcement and does not allow callers to speak to anyone, you

still need to create a menu to define this operation.

Menu Name - A name to identify this menu. Type a name (maximum 30 characters) that makes it easy to distinguish
this menu among all the menus you use in this Auto Attendant.

Menu Description - A detailed description of the menu. You can type up to 256 characters. It may be helpful to
summarize the main actions that are available from the menu and the default action that is taken if the menu times out
without the user pressing a key.

Announcement - The announcement to be played for this menu. Click on the field to select from the announcements you
have already created.

Timeout Period - The length of time in seconds that the Auto Attendant should wait for the user to select an option by
pressing a key. If the user does not select an option within this time, the Auto Attendant performs the action associated
with the filter. If you have made changes to these fields, click on to save them.

The remaining group of fields in the Menus page, Menu Options, defines the options that are available from the menu and
the telephone key that is used to select each action. Once you have established your menu items, you will need to
associate each action to a key press using the Menu Options Page.

6.3 Menu Options Page

For each option that you want to include in the menu, fill in the following fields and click ADD to the option. The Current
Menu Options section shows the options that you have already specified.
Choose a filter - This is the key that the user should press to select this option. Click on the field to select from the
number keys or the # or * keys. In addition, you can select to define the action that will be taken if a user
does not press a key within the specified timeout.
Choose an action - The action that the Auto Attendant should
take when the user selects this option. Possible values are:

¢ Announce-Release - Play an announcement and Menu Options

release the call.
e Announce-Return - Play an announcement and return

To add an option to the menu, choose a filter and an action to pe

to this menu. .
Ch filter % | Ch cf v |Add| @
e Directory - Enter the directory function, where the user e it
can select an extension using dial-by-name. Current Manu Options
. Menu - Go to another menu. Key Action Parameter
. Menu - Back - Return to the previous menu. .
. Release - Release the call (hang up). @Menu—aack @
¢ Transfer - Transfer the call to a specified extension or to .
a line outside the Business Group. AP snnounce-return |F12Y PP Main' @
Announcement ID to play - This field appears only if you _
selected or in the @ &Transfer Extension "6155" @
field. Click on the field to select the .
announcement that is to be played. &Transfer Extension "6156" @
Menu ID to jump to - This field appears only if you have
selected in the field. Click on the field @ lerectory @
to select the next menu that is to operate.
Auto Attendant Guide - Proprietary - Page 6
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Extension or External Number - This field appears only if you selected
click on the

in the
box and select the extension to which the caller is to be transferred or type the directory
number of the external line to which the caller is to be transferred. Specify the directory number as a user within this

Either

Business Group would dial it - include the external line code if the Business Group requires one, and then the number in

7D, 10D or 1+10D format according to the call type.

Timeout Action - In each menu that you create, you should always define the action to be taken if the menu times out:

that is, if the user does not press a key within the specified time. For example you could repeat the menu so that the

caller has another chance to check the options and select the right key or transfer the caller to an operator. To do this

select in the

and specify the appropriate action (with its additional parameter if required).

For menus with no valid key presses (for example if your out-of-hours menu simply plays an announcement and does not

allow the caller to select any options) you can use
to play an additional announcement then hang up, or
enable so that the caller can leave a message.

to play an additional announcement,
to transfer the call to an extension with voicemail

6.4 Menu Assignments

“ When you have created the menus and announcements, and defined the business hours and holidays, you are ready
to assign the menus to be used at any given time (business hours, out of office hours on business days, and on holidays).

Click on the Menu Assignments entry in the menu to do so.

For each of the three times (business hours, out of office
hours on business days, and on holidays), click on the field to
select which menu is to be used. If you do not have different
menus at different times, you can set up two or more fields to
use the same menu. For example, if you want to use a single
out-of-hours menu that is the same on holidays and after
closing time on business days, specify this menu for both the
holiday and out-of-hours options. When you have finished
assigning the menus, click
click on any other entry in the menu tree without clicking on

Select the menu that will be used on holidays
Select the menu that will be used for calls made during business hours

Select the menu that will be used for calls off business hours

Account Infermation - Menu Assignments

12-PPMain v

10 - Graeting +

to update Auto Attendant. To abandon your changes and leave the menus as they were,

6.5

® Hours/Holidays -The entry in the menu allows you to define
what your normal business hours are and which days are holidays. This allows the
Auto Attendant to use the appropriate announcement and menus according to the
time and date of the call. Click on entry on the menu. Below this,
click on the Holidays entry to view or change the current holiday assignments.

Hours/Holidays

The page displays a calendar for the current year. Any date that is currently assigned
as a holiday is shaded in blue. To assign a new date as a holiday is shaded in blue.

e To assign a new date as a holiday, click on the .
. The

e To clear a date currently assigned as a holiday, click the
display changes to show this date un shaded
You can also assign holidays for later calendar years. Click on the
field at the top of the dialog to select the year. Click on the entry

below Hours/Holidays on the menu to view or change the current business hours
assignments.

Holiday Date Assignment

Calenclar Year;| 2007 |~

Click on the days to select or de-select holidays,

Janurary, 2007

February, 2007

March, 2007

Su Mo Tu We Th Fi Sa

1.2 3 4486
7 6 89 10 111213
14 15 16 17 18 19 20
21 22 23 24 25 26 27
28 29 30 31

Su Mo Tu We Th Fr Sa

1.2 3
4 5 6 78 810
1112 1314 1516 17
18 19 20 21 22 23 24
25 26 27 26

Su Mo Tu We Th Fr Sa

123
4 56 7 8 910
11121314 1516 17
18 19 20 21 2223 24
25 2627 26 29 30 31

April, 2007

May, 2007

June, 2007

Su Mo Tu We Th Fr Sa
1234 567
g 9 1011 1213 14
1516 17 18 19 20 21
22232425 26 27 28
29 30

Su Mo Tu We Th Fr Sa
12 3435
6 783 101112
13141516 17 1619
20 21 22/23 24 25 26
27292930 1

Su Mo Tu We Th| Fr Sa

12
34 56 78 9
100111213 1415 16
17 18/1920 21 22 23
24 25 26/27 28 29 30

July, 2007

August, 2007

September, 2007

Su Mo Tu We Th Fi Sa
1.2 3 4 887
8 9 1011 1213 14

Su Mo Tu We Th Fr Sa
1.2 3 4
58 6 7.8 81011

Su Mo Tu We Th Fr Sa
1
2 3 4 5 8 7 8

6.6 Business/Weekend Menu Assignment

Time Zone - This is the time zone in which your Auto Attendant operates. Click on the

time zone.

to select the appropriate

Business Hour Definition - The hours on each day of the week that are to be treated as normal business hours.

Auto Attendant Guide - Proprietary -

© 2007 Nextera Communications

Page 7




“TE RA Auto Attendant Guide

Revised 9.20.07

v0|ce data video

For each day that is a business day, type the start time and end time for
business hours on that day (hours and minutes in 24-hours clock format
hh:mm). For example, if the business is open from 8:30 am to 5:15 pm,

type 08:30 in the Start Time field and 17:15 in the End Time field. susmeserour e

If the business is open 24 hours and does not close overnight, type 24:00 e dvd‘ o bt St end e o B e sers
in the End Time field for one day and 00:00 in the Start Time for the won Tuee wed thwe mi sat s

next day. For each day that is not a business day, leave both fields blank. stortTime 60 _Jlew om0 Jfoov o0 Jem om0

For example, if the business is not open for Sundays, leave both Start o ive |8 (o0 _Jiem,_JFo I =

Time and End Time blank under Sunday. 12 to 24 hour conversion

A quick reference table will be shown below the business hours fields to ra)zn] [

help you convert to 24-hour clock format. pm o o

When you have finished setting the time zone or the business hours, click

6AM  6:00 6PM 18:00

on the Save button next to the field you have changed to update the Auto
Attendant. To abandon your changes and leave the information as it was, click on any other entry in the menu tree
without clicking on Save.

7 SETTING EXTENSIONS AND DIAL-BY-NAME DIRECTORY

Each phone number in the business group directory must have a name assigned to that extension to use the Dial-By-Name
Directory function. Under the main men, click on Select Line to modify each line if it does not have a name attached.
You must enter the field with First (space) Last name.

Under Extensions in the Auto Attendant Menu tree select an extension and upload the sound file of the name associated

with that extension. This will allow the directory to announce the name of the person you selected to confirm that the
correct selection has been made.

8 ENABLING THE AUTO ATTENDANT

When you have finished assigning the menus, you can now enable Auto Attendant. Click on the Auto Attendant number

B

A to view the Account Information dialog.
Click the box next to Auto Attendant Status so that it is checked and click on Save to update the Auto Attendant. From

now on, any calls to the Auto Attendant telephone number will be handled using the menus and announcements you have
defined.

9 REPORTS

The Auto Attendant can display reports that provide a summary of the menu structure you have established and the
recordings you have created. You can use these reports as a quick check after setting up the Auto Attendant to make sure
that everything is configured correctly.

Click on the ]j Reports entry in the menu. Below this, click on one of the following:

. i J Layout Diagram to see a summary of the menu structure

. us] Recording Report to see a summary of the recordings you have created.

9.1 Layout Diagram

The layout diagram is a graphical representation of the call flow for the Auto Attendant, including the number of calls that
have progressed through each path.

e The shapes on the left of the diagram represent the three date/time filters defined on the Menu Assignments
page: business hours, holidays, and out of office hours.
e In the center of the diagram, ellipse shapes represent the menus used at these times.

Auto Attendant Guide - Proprietary - Page 8
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. From each menu, an arrow shows the key press for each of the possible options in the menu (or for the
Timeout option), and leads to a box showing the action taken for that option: for example, transferring to an
extension, playing an announcement, or releasing the call.

e If any calls have passed through the paths in the diagram, the number of calls on each path is shown in
parenthesis about the arrow for the path.

If the Auto Attendant is running while you are viewing the report, you can use the button on your browser to
update the display and show the latest call counts.

The button above the diagram resets all of the call counts in the diagram to zero. This means that next
time you view the Layout Diagram it shows only the calls that occurred after the reset.

9.2 Recording Report

The Recording Report provides a list of all announcements and extensions on the Auto Attendant.

Announcements

Red highlighting on an Lon Hi
announcement or extension Greeting
indicates a missing recording. 101 ggg

PP Main

102 For directions to the store, press 1. to place an order, press 3. To speak to the manager, press 4. To dial someone t
phone extension, press * followed by the extension number. To dial someone, press 9

Extensions
6155 Mark Miemi
6156

10 TELEPHONE ADMINISTRATION

Nextera’s Auto Attendant Telephone Administration Interface allows you to access to some the Auto Attendant functions by
using your telephone to:

e Activate or deactivate the Auto Attendant

. Record and check the announcements and the recorded names for extensions

e Test the Auto Attendant menus to ensure that they are operating as you intended.

To access the Telephone Administration Interface you will need the following information which was provided on the first
page of this packet:

e Access telephone number for the Telephone Administration Interface

e The telephone number of the administration line and the password for your Business Group.

To use the interface, dial the access number. You will then be prompted for the administration line telephone number and
password.

10.1 Quick Keys for Telephone Administration

When using Nextera’s Telephone Administration Interface for the Auto Attendant, there are some keys that have special
functions throughout the call to help you navigate through the system. As you become familiar with the system, you do
not have to wait for any message to finish if you know which button to press in order to perform a function.

announcement will be played to confirm the updated status after the key has been pressed. While deactivated, the

Auto Attendant simply transfers all calls to the default telephone number set on the Account Information page of

the Web Interface.

Manage Announcements - To listen to one of the announcements recordings in the Auto Attendant, and/or to
n record it press 2 at the main menu. Then type the 3 digit announcement number followed by the # key. You will

then hear another menu of options for managing the recording. After using each of these options, you are returned

to the same menu until you press # to finish and return to the top level menu.

n Activation Status - To activate or deactivate the Auto Attendant, press 1 at the main menu. An

Auto Attendant Guide - Proprietary - Page 9
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e To play the current announcement recording, press
e To record a new announcement recording press 2. Wait for the tone then speak into the telephone to
record the new announcement and press # when you are finished. You can then press 1 to hear the new
announcement you have just recorded.
e To commit to the new announcement recording that you have just created, press 3. The new recording
replaces the previous recording for this announcement.
e To return to the top level menu without committing the new announcement recording, press #. The
previous recording is left unchanged.
Manage Extensions - To listen to one of the extension announcements recordings in the Auto Attendant, and/or
u to record it press 3 at the main menu. Then type the extension number followed by the # key. You will then hear
another menu of options for managing the recording. After using each of these options, you are returned to the
same menu until you press # to finish and return to the top level menu.
e To play the current extension recording, press
e To record a new extension name recording press 2. Wait for the tone then speak into the telephone to
record the new extension name and press # when you are finished. You can then press 1 to hear the new
extension name you have just recorded.
e To commit to the new extension recording that you have just created, press 3. The new recording
replaces the previous recording for this extension name.
e To return to the top level menu without committing the new extension name recording, press #. The
previous recording is left unchanged.

n Testing Menus - The telephone admin interface provides the facility to simulate the menus in your Auto
Attendant so that you can follow the different options and test that the menus are working correctly. You can use
the telephone keys to navigate the menus in the same way that you would if you dialed the Auto Attendant

number directly. The only difference is that the testing interface does not transfer or terminate your call where
the normal menu interface does so, but instead returns you to the previous menu so that you can continue
testing. To access this facility press 4 at the main menu. Then type the two digit menu number of the menu you
want to test, followed by the # key. At this point you will hear the announcement for the selected menu. From
here you can press the appropriate telephone key for each option in the menu to test your attendant. If the
attendant reaches a point where the call would normally be released or transferred, it plays a series of tones
followed by an announcement of the action that at this point would be taken in the real menu system. You then
return to the previous menu in case you want to continue testing from that point. To end the test, simply end the
call to the Telephone Administration Interface

Returns to the previous menu. If you are already on the top-level menu, this key simply replays the top-level
menu.

This key is used to indicate the end of a digit sequence, or to indicate the end of speech when creating recordings.

To exit the telephone administration interface, simply hang up the phone.
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