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About this document

This document details the administration procedures to be performed by the
DMS VoiceMail system administrator.

When to use this document

This document is written for DMS-100 Family offices with a Service
Peripheral Module (SPM). More than one version of this document may
exist. To determine whether you have the latest version of this document,
check the release informationDMS-100 Family Guide to Northern
Telecom Publication297-1001-001.

How DMS VoiceMail documentation is organized

This document is part of DMS VoiceMail documentation that supports the
Northern Telecom line of DMS \WoiceMail products. DMS VoiceMail
documentation is a subset of the DMS-100 Family library.

The DMS-100 Family library is structured in numbered layers, and each
layer is associated with an NT product. To understand DMS VoiceMail
products, you need documents from the following layers:

« DMS-100 Family basic documents in the 297-1001 layer
- DMS VoiceMail documents in the 297-7001 layer

DMS VWoiceMail documents and other documents that contain related
information are listed in “Finding DMS VoiceMail information” DMS
VoiceMail Product guide. (297-7001-010)

References in this document
The following documents are referred to in this document.

Number Title

297-7001-100 DMS VoiceMail Planning and Engineering Guide
297-7001-310 DMS VoiceMail Translation Procedures
297-7001-501 DMS VoiceMail Routine Maintenance Procedures
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Number Title

297-7001-503 DMS VoiceMail Trouble-locating and Alarm-clearing Procedures
297-7001-510 DMS VoiceMail Maintenance Messages (SEER) manual
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What precautionary messages mean

Danger, warning, and caution messages in this document indicate potential
risks. These messages and their meanings are listed in the following chart.

Message Significance

DANGER Possibility of personal injury

WARNING Possibility of equipment damage

CAUTION Possibility of service interruption or degradation

Examples of the precautionary messages follow.

DANGER

Risk of electrocution
The inverter contains high voltage lines. Do not open the frong
panel of the inverter unless fuses F1, F2, and F3 have been
removed first. Until these fuses are removed, the high voltagg
lines inside the inverter are active, and you risk being
electrocuted.

WARNING

Damage to backplane connector pins

Use light thumb pressure to align the card with the connector
Next, use the levers to seat the card into the connectors. Failpre
to align the card first may result in bending of the backplane
connector pins.

UJ

CAUTION
Loss of service
Subscriber service will be lost if you accidentally remove a cgrd
from the active unit of the peripheral module (PM). Before
continuing, confirm that you are removing the card from the
inactive unit of the SPM.
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Typographic conventions

References

The following conventions are used throughout this guide:

« Softkeys -are displayed on the various administration menus and
screens and indicate which keyboard function keys carry out specific
DMS VoiceMail tasks. These are referred to in the document by using
the label of the softkey (as displayed in the given menu), delimited by
square brackets.

Examples: [Exit], [OK to Delete], [Save]

- Keyboard keys (or hardkeys) are referred to by indicating the label of
the key, delimited by angle brackets.

Examples: <1>, <2>, <Return>

- Text input -Where you are required to input specific text, the
characters are presented in bold instead of using angle brackets.
Examplesservord, custpwd (not <s><e><r><v><0><r><d>)

+ Fields in administration screens When the name of a field is
referred to, it appears in italics and in a different typeface than the body
of the document.

Example: Enter a unique identifier in thenouncement ID field.

« Values in fields -When the choices presented in a selectable data field
are discussed, they are in quotes.

Examples: The default is “Enabled”.

Select “Custom” to create a set of restriction/permission codes unique to

this thru-dialer.

« Spoken words Suggested wordings for prompts (such as for voice
menus or voice forms), or words which you may be required to speak
into the telephone receiver, are in italics and between double quotation
marks.

Example: An appropriate prompt would fease wait on the line, an
attendant will be with you shortly”.

In this manual, where reference is made to another part of the manual, or to

another document, the following conventions are used:

- References to section headings and chapter titles are surrounded by
double quotation marks.

Examples: See the section “Deleting voice menus” later in this chapter.
See “Time-of-Day Controls” in the “V oice Administration” chapter.

« References to other NTPs or documents are in italics.
Example: See th&ranslations GuidéNTP 297-7001-310) for details.
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Understanding DMS VoiceMall
administration

This chapter includes a description of the capabilities and operation of DMS
VoiceMail, the relationship of DMS VoiceMail to the telephone network,
and an overview of the DMS VoiceMail administration process.

DMS VoiceMall

DMS VoiceMail is a voice processing system designed to provide call
answering and voice messaging services to the Central Office (CO) as well
as the private business (CPE or Central Premise Equipment). A DMS
\VoiceMail system consists of a Service Peripheral Module (SPM) and voice
processing software, and is administered from a local or remote terminal.

Note: In a CPE environment, the Service Peripheral Module is referred
to as the Message Services Module (MSM) and DMS VoiceMail is
known as Meridian Mail. However, throughout the rest of this guide,
only the terms SPM and DMS VoiceMail will be used.

In a CO environment, DMS VoiceMail supports the DMS-100 switch as well
as other Central Office switches that support the Simplified Message Desk
Interface (SMDI) that conforms to the applicable Bellcore standard. CPE
indicates one of the following situations:

- A private business maintains its own SL-100 and MSM on site. In this
situation, both the SL-100 and Meridian Mail are administered by the
customer.

« A private business does not have its own switch but does have its own
MSM on site. In this circumstance, the business is a centrex customer,
but maintains its own voice messaging system (MSM) on its premises.
This is known as CPE Centrex.

DMS VoiceMail provides a variety of voice mail services which are sold to
subscriber groups as packages. A package may include some or all of the
available services.

DMS VoiceMail subscribers are assigned a voice mailbox which they access
using a private password. Recorded prompts guide users whenever
necessary, and also assist callers to leave messages.
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The Call Answering feature package includes call answering and message
retrieval functions, with a subset for subscribers with dial pulse sets. It is
primarily intended for residential and small business subscribers. It can,
however, be used to provide simplified call answering services to users
within private networks.

The Voice Messaging feature package offers enhanced voice mail
capabilities in addition to basic call answering and message retrieval. This
feature is primarily intended for private businesses and Centrex users.

Optional feature packages include AMIS Analog Networking, Voice Forms,
\Voice Menus. The following packages may also be purchased optionally for
CPE systems only: Meridian Networking, Access, and AdminPlus.

Voice Messaging and Call Answering

Your DMS \iceMail system can have one of two features installed: Voice
Messaging or Call Answering. The feature that is installed determines the
screens and fields that are displayed in the administration screens. It also
determines the features and the telephone interface that are available to users
on the system.

Voice Messaging

The Voice Messaging feature provides users with full voice messaging
functionality in addition to call answering and message retrieval capabilities.
In a Central Office (CO) environment, it is primarily intended for Centrex
customers. In a private network or business environment (CPE),
full-featured voice messaging is typically provided to users. Voice
Messaging provides users with the following:

- call answering functionalitywhich allows callers to leave messages for
users who are away from their phone or on the phone.

« voice messaging functionalitywhich allows users to:

- compose and send messages to other local voice users (or users at
other DMS VoiceMail sites, if Networking is installed);

reply to the sender of a message with a keypad command,;

immediately call back the sender of a message with a single-digit
keypad command,

directly deposit messages into another user’s mailbox without first
ringing their extension;

forward messages to other users;
dial another user by name instead of their extension; and
tag messages as urgent.
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« advanced featuregvhich allow users to be notified of new messages at a
remote phone or pager, send messages to non DMS \oiceMail users, and
create personal distribution lists.

MMUI

\Voice Messaging uses the Northern Telecom proprietary interface MMUI
(Meridian Mail User Interface). This is the telephone interface that provides
users with access to voice messaging features such as Compose and Send.
When Voice Messaging is enabled, a field in the Voice Messaging Options
screen is automatically set to MMUI.

See Chapter 3 in tHeroduct Guidg297-7001-010) for a list of V oice
Messaging features.

Call Answering

The Call Answering feature (also known as Simplified Call Answering)
provides users with a simplified interface. As a result, users have access only
to basic call answering and message retrieval capabilities. This means that a
caller can leave a message for a user who is away from, or busy on, the
phone. Unlike voice messaging users, call answering users do not have
access to voice messaging functions (i.e., they cannot Compose and Send
voice messages).

In a Central Office (CO) environment, Call Answering is primarily intended
for residential and small business customers. In a business (CPE)
environment, it can be used for users who do not require full-featured voice
messaging functionality. For example, in a university setting, you may not
want students to compose and send messages, yet you want them to have
access to call answering functions.

VMUIF

Call Answering uses an interface style that is compatible with
recommendations of the Voice Messaging User Interface Forum (VMUIF).
(Throughout this NTP, this interface is referred to as VMUIF.) This is a
simplified telephone interface that provides users with call answering and
message retrieval functions. When Call answering is enabled, a field in the
\Voice Messaging Options screen is automatically set to VMUIF.

See Chapter 3 in tHeroduct GuidgNTP 297-7001-010) for a complete list
of Call Answering features.

Users and subscribers

In a business (CPE environment) end users are referrediserss/hereas

in a central office, end users are typically referred tsubscriberssince

they subscribe to certain features that are offered by the service provider.
Both terms are used throughout this guide since it is intended for both CO
and CPE environments. However, in the administration screens, the term
users is employed exclusively.
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System capacity
The number of mailboxes on a DMS VoiceMail system is calculated by the
total available hours of storage, divided by the average time taken by each
user's messages and greetings. The average per mailbox time depends on
the mailbox size limits and message deletion policy, both of which are set by
the service provider.

The Service Peripheral Module is provisioned by selecting appropriate
numbers of voice ports and hours of storage. The amount of memory is
fixed and is sufficient to run all the supported applications and utilities under
full load even in the presence of single point failures. Capacity will be
limited more by the number of ports than by limitations of the Service
Peripheral Module.

Table 1-1 shows current maximum capacities for systems with 192 ports.
Some of these capacities may not be applicable to certain configurations.

Table 1-1xxx
DMS VoiceMail system capacities
Item Maximum
Voice messaging channels 192
Voice storage hours 1200
Storage hours for voice menus, voice form definitions 100
and personal verifications (spoken name)
Customer groups per system 2000
Registered mailboxes per system 42,672
Message per mailbox 999
Minutes per mailbox 360
Voice service DNs 4000
Voice menus 4000
Networking nodes per system 50
Distribution lists per organization no limit
Entries per organization list 120
Distribution lists per mailbox 9
Entries per mailbox list 99
Administrative positions 4
Maintenance console 1
Maintenance printer 1
SMDI links (8 redundant or 16 non-redundant) 16
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Performance standards

Under normal conditions, for most voice messaging functions, response time
should be under one second 95% of the time, and over four seconds no more
than one per 10,000 instances.

Administration of DMS VoiceMall

The administration and maintenance interface for the Service Peripheral
Module can be monitored by the service provider either locally or remotely.

Up to four administrative positions can operate simultaneously from locally

or remotely attached terminals. Allowed are one main administration

terminal and up to three user administration terminals (UATS) which can

only be used to perform user administration. System events are recorded in a
log file and reports are printed on a locally attached printer.

The system can be administered remotely via modem. However, the system
cannot be administered both locally and remotely at the same time. Local
versus remote administration is a toggle.

DMS VoiceMall in the Central Office environment

Figure 1-1xxx

The Service Peripheral Module for DMS VoiceMail is a voice processing
server developed for DMS-100 and other central office environments. It
contains up to 192 voice channels for the service provider to provide voice
mail service to subscribers. Figure 1-1 shows how DMS VoiceMail can be
integrated in a CO environment.

DMS VoiceMail in a Central Office (CO) environment
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Office .
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Meridian Mail in the CPE environment

The Message Service Module (MSM) for Meridian Mail is a voice
processing server developed for the CPE environment. The MSM has a
capacity of 192 voice channels.

Figure 1-2xxx

Meridian Mail in an private or business (CPE) environment
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Contents of this guide

This manual describes the basic administration tasks that you will carry out
on your DMS VoiceMail system. It assumes that all the hardware, including
the administrator’s terminal and optional printer, is in place. DMS \VoiceMail
administration facilities are used in the initial setup of your system as well as
for routine maintenance.

Additional administrative tools and utilities are available.

This guide covers the following topics:

Administrative role and responsibilitiesYour role and
responsibilities as administrator are covered in this chapter and in the
chapter “Setting up the system”.

Procedures for setting up and administering the systethyou are

setting up DMS VoiceMail, read the chapter “Setting up the system”
before commencing with any of the procedures described in this guide.
When setting up for the first time, certain procedures need to be
performed before others. This chapter explains this order and points out
those parameters thaustbe configured. Procedures required to set up
and maintain the DMS VoiceMalil system are described throughout this
guide. This includes basic setup procedures, some maintenance
procedures (such as backing up the system), Voice Menu applications,
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procedures carried out using the telephone (recording personal
verification greetings, announcements and a custom call answering
greeting) and procedures for administering optional features such as
Networking.

Note: Your system may not include all of the features described in this
guide. To obtain features that you do not have, contact your sales repre-
sentative.

Organization of chapters

The division of this manual reflects the hierarchical set of procedures
accessible from the Main Menu. Each item that appears in the Main Menu
has a corresponding chapter describing the administrative tasks, and the
screens and fields one interacts with to complete the tasks. Each screen and
sub-screen in the DMS VoiceMail administrative facility is described using
the following structure:

+ Introduction - a brief description of the menu, and any concepts or
rules necessary to use the menu

« Menu - an illustration of the menu and its softkeys.
- Screens an illustration of the screen and its softkeys.

- Field descriptions- a description of each field as it appears on the
screen, stating requirements your entries must meet and any default
information supplied by the system.

- Choice of Actions A description of available softkeys and their
actions.

- Task-oriented Proceduresare step-by-step descriptions of
administrative tasks. They are provided when additional steps are
required to complete a task (i.e., in addition to filling in the described
fields and using the softkeys).

- Starting point- tells you where in the menu hierarchy the procedure
begins.

- Body of procedure is a numbered list of the required steps and any
additional information you may require to complete a task.
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An overview of administration

As administrator of DMS VoiceMail, your functions include setting up the
initial system configuration (normally a once-only operation) and
performing some routine procedures needed for effective operation of the
system. Before proceeding with the initial setup of your system, review the
DMS VoiceMail Planning and Engineering Gui(dTP 297-7001-100).

This document provides guidelines for planning and preparing information
that is required during the initial setup of your system.

If you are working with an engineering organization to set up your system,
you may also have to deliver collected data related to the performance and
use of the DMS VoiceMail system (Service Peripheral Module). Your role as
administrator in supporting engineering is to review and analyze the data to
identify early indications of resource shortages. This data is used in office
provisioning calculations. In addition, the administrator collects and supplies
data to the maintenance organization for detecting equipment faults.

Administrative procedures are performed either through easy-to-follow,
menu-driven screens at your administration terminal or through your
telephone. You may need to carry out some procedures frequently, perhaps
daily, others only occasionally.

At the DMS VoiceMail administration terminal

The setup and operation of your DMS VoiceMail system involves work at

the main administration terminal. (You cannot use one of the secondary user
administration terminals since they only give you access to user
administration.)

Through the administration terminal you can access the screens and menus
used to define the characteristics and parameters of your system. Each
chapter in this manual describes procedures carried out at a particular menu
or set of screens.

System administration can be broken down into the following categories:

- User Administration- involves the maintenance of a current
information base of users, user models, and system distribution lists, and
carrying out other user-related functions such as recording personal
verifications for users.

« General Administration- involves setting general system parameters
(such as the attendant DN and SEER print port name); backing up the
system from the hard disk onto tape; changing the system administrator
password and system time.

Note: If you have the Multiple Administration Terminals feature, up to
four terminals can be configured (one main administration terminal and
three secondary terminals). The secondary terminals can only be used for
user administration and can either be local or remote.
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Voice Administration- involves the administration of all voice services
used by your organization, including dedicating voice channels to a
particular service, assigning phone numbers to voice services, setting
operational parameters and security for voice services and administering
voice services such as Voice Menus, Outcalling (Remote Notification
and Message Delivery to Non-users) and Voice Forms.

Hardware Administration- involves viewing the contents of the

hardware database for your DMS VoiceMail system. This will give you

an idea of the number of nodes in your system, and the type of cards and
ports that have been configured for those nodes. You can also print node
and data port information while in the Hardware Administration menu.
Hardware Administration does not, however, involve modification of the
hardware database. The database is modified using System
Administration Tools, described in Appendix A.

System Status and Maintenaneenvolves monitoring the operational
status of the system, including System Event and Error Reports (SEERS)
for use in troubleshooting. Should any components, such as nodes or
cards, require servicing, this also involves disabling those components
prior to servicing.

Operational Measurementsinvolves setting operational

measurement options and viewing system usage statistics. This
information is presented to you in the form of various reports, such as
traffic reports for various features (voice messaging, voice menus,
networking, AMIS networking and outcalling), disk usage reports, DSP
port usage reports and user usage reports.

Network Administration- involves the administration of one or more

of Meridian Networking and AMIS Networking. Each of these

networking components is optional and may be combined in various
ways. Networking allows one DMS VoiceMail system to communicate

with other DMS VoiceMail systems. AMIS Networking allows DMS
VoiceMalil users to send messages to and receive messages from users of
other voice messaging systems subscribing to the AMIS protocol (which
may include non-DMS systems).
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At the telephone

To create the various voice recordings required for your system, you must
use a telephone as well as the administration terminal. The basic procedures
for creating voice recordings are described in detail in the chapter “Making
recordings”. You may create the following types of voice recordings:

Personal Verification Recordings A recording of a person’s name

(and extension) may be recorded for each user. When recorded, it is
played to callers instead of the user’s phone number, making
identification easier. Personal verifications can either be recorded by the
administrator at the administration terminal, or by users with their
telephone sets.

Note: Personal verifications are not necessary for Call Answering
subscribers.

Verifications can also be recorded for DMS VoiceMail network sites. If

no verification is recorded, a recording of the site number is played when
callers are connected to a remote user’s mailbox to leave a message. This
Is used to identify the site. If a personal verification has been recorded,
the site name is played instead, making identification easier.

Custom Call Answering Greeting This greeting is played to external
callers who reach the call answering service and is simply a recording of
the customer’s name. It is played before any personal greetings.

Note: This greeting does not apply if Call Answering (VMUIF) is
installed on the system.

VMUIF Introductory Tutorial Greeting - This greeting is played to
Call Answering subscribers the very first time they log on to their
mailbox. It describes how to use the call answering system and the
features that are available.

Note: This greeting does not apply if Voice Messaging (MMUI) is
installed on the system.

Broadcast Messages A broadcast message is deposited in the
mailboxes of all DMS VoiceMail users on the system.

Voice Prompt Maintenance The routine recording of prompts,
announcements, and greetings used in various voice services.
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Administration overview
For a better picture of what your administrative responsibilities are and how
they relate to each other, Figure 1-3 illustrates a conceptual view of
administration and Figure 1-4 illustrates the hierarchy of menus available at
the administration terminal.

Figure 1-3xxx
Administration overview
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Figure 1-4xxx
System Administration menu hierarchy
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Status Screen Status Alarms
Logon Logoff Logon Logoff
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System .
Administration Tools Main Menu

v ¢

User General Voice Hardware System Operational Network
Admin Admin Admin Administration Status and Measurements Admin
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General Options Node Configuration Measurement Options
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D'elete User System Status Remote site maint
Fl-nd User; Node Status Networking Scheduling
V|.evv./Mo'd|fy Qser Models Card Status Parameters
Distribution Lists DSP Port Status Networking Verification
Set Default User Admin Con- T1 Link Status Test
text T1 Channel Status AMIS Networking
SMDI Link Status View/Modify AMIS
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Disk Maintenance
Voice Messaging Options System Events and Error
Voice Security Options Reports

Voice System Configuration
Voice Menu Applications
Outcalling Admin

Voice Form Definitions
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System Administration screens: menus and screens

Menus and screens in the System Administration facility conform to the
general layout shown in Figure 1-5. The title of each screen or menu
appears on the first line of the screen. For menus, this is followed by a list of
numbered items. For screens, the title is followed by fields for viewing or
entering information. The bottom four lines of the screen are reserved for
system prompts, responses, error messages, and softkey identification. Two
types of fields appear in administration screens: free-form data fields, where
you can overwrite existing entries and enter new data; and selection fields,
where the system presents a set of options to which the field can be set.
Some fields that you can change are filled in automatically by the system.
For example, when you add a new user, some of the information fields take
on, by default, the values of the last user you added to the system; having
some of these fields filled in makes it easier and faster for you to add new
users with similar profiles.
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Figure 1-5xxx
General screen layout

a) Layout for a menu

-
Title Sample Menu
Components of 1 First item
the menu .
2 Second item
3 Third item
Message Line Text of a message or prompt appears on this line
Response Line Text of a response/error message appears on this line
Softkey Area Label 1 Label 2 Label 3 Label 4 Label 5
~
b) Layout for a screen
-
Title Sample screen MORE ABOVE
Components of Free-form datafield: __
the screen Selectable data field: [Nais *
MORE BELOW
Message Line Text of a message or prompt appears on this line....
Response Line Text of a response/error message appears on this line ....
Softkey Area Label 1 Label 2 Label 3 Label 4 Label 5
.

* In this guide, items surrounded by square brackets indicate a selected option. On DMS
VoiceMail screens, selections are actually shaded.
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Softkeys
Softkeys appear on the bottom two lines of menus and screens and are
displayed in reverse video (dark characters on a light background). They
change depending on the menu or screen and may change with the function
you are performing. They correspond to function keys F6 through F10 on
the top row of the keyboard. They also correspond to the keys on the keypad
shown in Figure 1-6.

Keypad functions

Figure 1-6 also shows the other functions that are available on the keypad
by pressing the single keys or the key combinations shown.

Note: The functions shown in Figure 1-6 are only available if the key-
pad is in application mode (application mode is the default whenever the
system is rebooted). If you choose to work with a numeric keypad
(where the numeric keys generate numbers when you press them), then
only the F1, F2, F3 and F4 keys retain the functions indicated. The key-
pad is set to numeric mode through the terminal’s set-up function; for
details, consult the documentation for your terminal.

Figure 1-6xxx
Numeric keypad function keys

0+1 - Start of field

0+2 - End of field

0+6 - Restore default value
of field

F1 - Softkey 1

7 8 9 . F2 - Softkey 2

F3 - Softkey 3

F4 - Softkey 4

4 5 6 , 1 - Previous word in field
- Next word in field

- Previous field

- Next field

- Previous page

- Next page

- Delete field contents
0 . ENTER HELP

ENTER - Softkey 5

F1 F2 F3 F4
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N
w
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The Help key

On-line Help is available for most of the menus and screens, including the

Main Menu. The <Help> key on the keyboard can be used to display

information on whatever screen you are working in. If you require help with
a screen, press the <Help> key. Alternatively, you can press the period (.) on

your numeric keypad (see Figure 1-6). The system will display a screen
showing explanations of all the fields on the menu or screen you are

working in. When you are done, use the [Exit] softkey on the Help screen to

return to the menu or screen you were working in. Figure 1-7 shows an
example of the Help screen for the Main Menu.

Figure 1-7xxx
DMS VoiceMail Help example

—

DMS VoiceMail Help

Main Menu

The Main Menu provides access to all administrative functions

Softkey Available:

Logoff Logs you off the system.

Description of Menu Items:

User To add a new user, modify or delete an existing user,

Administration find users or view/change existing User Models.
From this menu you also can maintain system
distribution lists.

General To maintain general system options and perform
. Using Keypad
Exit Help Help

J
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Multi-page screens

Certain screens may contain more fields than can be displayed at once on the
screen. Additional pages are viewed by:

Scrolling - If you see “More Below” at the bottom of a screen, or

“More Above” at the top of a screen, use the down-arrow key or <Next
Scrn> hardkey to view the next page. Use the up-arrow key or <Prev
Scrn> to return to the previous screen. When the “More Below” prompt
disappears, you are at the end of the screen; when the “More Above”
prompt disappears, you are at the top of the screen.

Note: The down arrow key will only display the last input field, even if
there is guide text beyond it. To view any guide text that may appear at
the very end of a screen, use the <Next Scrn> hardkey.

« Paging- Use the [Next Page] softkey if it is displayed.
Selecting a numbered item in a menu

In a menu screen (see Figure 1-8), each item has a number. The system
displays a prompt requesting you to select an item. To select a menu item,
type the corresponding number and press the <Return> key. The number you
enter appears next to the “Select an item >” prompt. When you press the
<Return> key, the system displays a sub-menu or screen corresponding to
the selected item.

Figure 1-8xxx
Selecting a numbered item in a menu

e )

Sample Menu

1 First item
2 Second item
3 Third item

Select an item >

Label 1 Label 2 Label 3 Label 4 Label 5

N\ J
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Entering information in a screen

There are two types of modifiable fields in the DMS VoiceMall
administration screens (see Figure 1Fge-form data fieldare fields in

which you enter information, such as a user’'s name or mailbox number.
Selectable fieldson the other hand, present a series of specific options from
which to choose.

In order to modify a field, you must first move your cursor to it. Once the
cursor is in the appropriate field, you can change its contents.

Figure 1-9xxx
Entering information in a screen

a )

Sample screen MORE ABOVE

Free-form data field:
Free-form data field:
Free-form data field:
Free-form data field:

Selectable field: [NGds
Selectable field: [No]  Yes
Selectable field: No

MORE BELOW

Label 1 Label 2 Label 3 Label 4 Label 5

\. J

Some fields display unmodifiable information. You cannot change the
content of these fields. The cursor may or may not position on these fields,
depending on the type of screen displayed. When a selectable field is not
modifiable, only the selected option will be displayed. For example, if a
field is disabled, only “No” will be displayed. It will not be shaded.

The following keys on the keyboard and on the application keypad (see
Figure 1-6), move the cursor within or across fields:

+ <Tab> moves the cursor to the next field.
« <4>o0n the application keypad moves the cursor to the previous field.
« <Return> moves the cursor to the next field.
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« <1t >, the up arrow key, moves the cursor to the previous field or the
field above.

« < | >, the down arrow key, moves the cursor to the next field or the
field below.

+ < <> < >, theleft and right arrow keys, move the cursor in the
corresponding direction within an input field, but not between fields.
They also move the cursor from one selection to the next in a selectable
field.

The following keys change the contents of fields:

« <Remove>clears the current field.

- <[k > deletes one character to the left of the cursor each time the key is
pressed.

« <Back Space>deletes the character on which the cursor is positioned.

Procedure 1-1xxx
Changing the contents of a free-form data field

1 If the field you want to change is below the current cursor position, use one of
the following keys to move the cursor to the appropriate field: <Tab>, <Return>,
or down arrow key.
or
If the field you want to change is above the current cursor position, use one of
the following keys to move the cursor to the appropriate field: up arrow key or
<4>,

2 If the field is not blank, delete the current entry using either <Remove> to clear
the field, <Back Space> to delete the character on which the cursor is
positioned, or <Lxl > to delete the character to the left of the cursor (until the
entry is deleted).

3 Enter the new information.

Procedure 1-2xxx
Changing the contents of a selectable field

1 If the field you want to change is below the current cursor position, use one of
the following keys to move the cursor to the appropriate field: <Tab>, <Return>,
or down arrow key.
or
If the field you want to change is above the current cursor position, use one of
the following keys to move the cursor to the appropriate field: up arrow key or
<4>,

2 Use the right and left arrow keys to position the cursor on the appropriate
selection.

3 When the cursor is positioned correctly, press <Return> to select.
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Selecting an entire line

In some screens you are required to select an entire line. For example, in the
View/Modify Directory Entry User screen (Figure 6-11), you must select a
name from a list of users to indicate which user profile you want to modify.
To select a line in a screen, place the cursor at the beginning of the line and
press the <Space Bar>. Screens requiring this mode of selection will indicate
this in a prompt (“Move the cursor to the item and press the spacebar to
select it”).

Error messages

The system displays error messages, both general and screen-specific, on the
line above the softkey display. These messages are simply feedback to the
administrator’s actions. (Do not confuse them with SEERS, System Event

and Error Reports. SEERSs are described in detail in the “System Status and
Maintenance chapter”.) The messages remain on the screen until the next
user input or until another error message appears. Typical error messages
are:

“The key entered is not valid at this time.”

- “Enter a number in the range of 1 t0 6.”

Note: If SEER printing is disabled, reports will print out on the
administration screen. To redraw the screen and clean up any interfering
information, press <Control> + <r>. This key combination can be used
at any time to redraw the screen.
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System and user data storage

Each SPM (or MSM) node in the DMS VoiceMail system has a hard disk
drive for data storage. The hard disk drives are partitioned into volumes.
\Volumes are storage areas for system-related or user-related information.
The volumes are already set up when the system is installed.

Users are not automatically distributed or balanced among the user volumes.
When initially setting up DMS VoiceMail, you must distribute DMS

VoiceMail users on the volumes by assigning a given volume number to
each user entered in the Add Local Voice User screen. This is described in
the section “Distributing users over volumes” in the “User Administration”
chapter.

The section “Volume numbers and distribution” in Chapter 7 describes the
conventions used for naming volumes and the type of information stored on
each volume for the different DMS VoiceMail configurations. At the end of
the section, Table 7-2 specifies the storage capacities for each volume.
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System security

In today’s telecommunications environment every computerized system is
potentially open to unauthorized access. DMS VoiceMail has, therefore,
been equipped with a number of security features to help minimize this risk.

Ensuring system security

As system administrator, it is your responsibility to take all necessary
precautions to prevent security breaches. For example, unless your system
has been properly secured, someone who is connected to DMS VoiceMail
(such as a user who is logged on to a mailbox or an external caller who has
connected to DMS VoiceMail through a call answering session or a voice
menu) can place an unauthorized call.

The following fields are located in the Add and View/Modify Local Voice
User screens.

Mailbox Thru-dial (also known as extension dialingJ his feature

allows a Voice Messaging user to transfer to another extension or
external phone number once logged onto DMS VoiceMail. This feature
is not applicable to Call Answering (VMUIF) subscribers.

Custom operator revert This feature allows a caller who has been
connected to a user’'s mailbox to press “0” and connect to an operator,
secretary, etc. Since users can customize this number from their own
telephone sets, it is important to restrict the extensions/phone numbers
they try to use as their revert DN.

Outcalling (Remote Notification and Delivery to Non-User§emote
Notification allows a user to be notified at a remote phone or pager when
a new message arrives in his or her mailbox. Users can define their own
remote notification schedules and target DNs from their telephone sets.
Delivery to Non-users allows a DMS VoiceMail user to compose and
send a message to someone off-switch who is not a DMS VoiceMail
user. (Note that Delivery to Non-users is not available to VMUIF Call
Answering subscribers.)
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- External call sender This feature is applicable only if Meridian
Networking is installed. This feature allows a DMS VoiceMail user to
immediately call back the sender of a just listened to message by
pressing “9”. (This only applies to messages that have been left during
call answering sessions, not voice messages that have been composed
and sent.)

« AMIS networking - This feature is only applicable if AMIS
Networking is installed. This feature allows DMS VoiceMail users to
compose and send messages to sites that have voice messaging systems
other than DMS VoiceMail. You may want to restrict users from sending
messages to certain places.

The following field is displayed in the Add and View/Modify a Thru-Dial
Definition screens:

« Thru-Dialers (a type of voice menu application] hru-dialers can be
stand-alone applications or part of a larger voice menu application.
When an external caller is connected to a thru-dialer, he or she is asked
to enter the extension of the person he or she wants to talk to. If
off-switch numbers are not restricted, an external caller is able to place
local or long-distance calls from your switch. (Thru-Dialers can only be
created if Voice Messaging is installed on the system.)

Securing your system involves defining restriction and permission codes
which are then applied to specific features. Any dialing code can be entered
as a restriction or permission code. A dialing code can be an extension
number (on the switch) or any telephone number prefix that is used for
dialing out of the switch (such as “9” for local calls or “91” for long distance
calls, “6” for ESN calls, etc.).

You can define up to four different classes of service. This is done in the
\Voice Security Options screen. Each class can contain up to 10 restriction
codes and 10 permission codes. The default classes are: On Switch, Local,
Long Distance 1, and Long Distance 2. You could use the OnSwitch class to
allow only extensions on the switch and restrict all local and long distance
calls. You could use Local to allow local calls but restrict all long distance
calls. You could use Long Distance 1 to restrict all long distance calls. You
could use Long Distance 2 to restrict most local calls, but allow for calls to
specific area codes. These are only suggestions and the manner in which you
define you restriction classes will depend on your situation.

Once the restriction classes are defined, you can apply a particular
restriction/permission class to each of the above features. For example, you
could apply Local to extension dialing, but apply On Switch to the custom
operator revert. Note that you can only apply one restriction class to a
feature.
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Restriction codes: 0123456789
Permission codes: none

The Local class is assigned to all of the above features by default.

This essentially means that all possible dialing codes are restricted for
mailbox thru-dial, custom operator revert, outcalling, external call sender
and outbound AMIS messages. For these features to work at all, you must
modify the restriction/permission codes to allow for certain dialing codes.
This precaution forces you to customize these dialing codes to suit your
particular situation.

To define and apply restriction/permission codes:

1 Define restriction/permission codes in the Voice Security Options screen.

2 Ensure that all user models have the appropriate restriction/permission
codes set for the following features: mailbox thru-dial (extension
dialing), custom revert, external call sender, AMIS networking, and
outcalling features.

See the section “User Models” in the “User Administration” chapter.

3 Restriction/permission codes can be customized for each user that you
add to the system. See “Adding local voice users” in the “User
Administration” chapter.

4 Apply restriction/permission codes to any Thru-Dialers (the voice menu
application, not mailbox thru-dial) that you create. See the section
“Thru-Dialers” in the “Voice Administration” chapter.

Security for system administrators

The administration terminal is password protected. When DMS VoiceMail is
first installed, there is a default password. The first time you log on to the
DMS VWoiceMail administration terminal, you are forced to change this

default password. You are recommended to change this password on a
regular basis to maximize system security. Passwords can be between 1 and
16 characters in length. However, it is recommended that the password be no
less that 7 digits in length. The longer the password, the less probable it is
that someone will manage to guess it correctly.

Every time the administrator changes the logon password, a SEER (system
event and error report) is generated, indicating this change. A SEER is also
generated every time there is a failed logon attempt. This allows you to be
aware of any attempts to breech the system’s security.

See the chapter “Administrator logon and the main menu” for more
information.
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You should investigate system security and overall system status whenever
any of the following occurs:

« The administration password no longer provides system access (because
it has been changed or locked out due to too many invalid logon
attempts);

« A SEER indicates that the administrator password was changed (without
the administrator’'s knowledge); or

« A SEER indicates a failed administrative logon attempt.

Security for mailbox users

DMS VoiceMail provides several ways of protecting user mailboxes against
unauthorized access. This is mainly accomplished through the use of
mailbox passwords.

The following parameters are configured in the Voice Security Options
screen as described in the “Voice Administration” chapter.

Password change

The mailbox password is changeable by both the administrator and the
mailbox user. It can be altered as often as desired. To compel mailbox users
to change their passwords frequently, you can specify how often users are
required to change their passwords. For example, you can require users to
change their passwords every 30 days. The default is “0” meaning that users
are not required to change their passwords.

This parameter is configured in the Voice Security Options screen and is
called Maximum Days Permitted Between Password Changes.

Password length

Mailbox passwords can be between 4 and 16 digits in length. The greater the
number of digits used in a password, the greater the security. You can
specify the minimum password length in the Voice Security Options screen
(the default is 4).

Invalid logon attempts

To guard against unauthorized access, you can have mailboxes automatically
lock users out when a certain number of invalid mailbox logons have been
attempted. There are actually two parameters which can be configured in the
Voice Security Options screen: Maximum Invalid Logon Attempts Permitted
per Session (the default is 3) and Maximum Invalid Logon Attempts

Permitted per Mailbox (the default is 9). When this maximum limit is

reached, the user’s mailbox is disabled and must be re-enabled by the
administrator.
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External logon

This feature is “Enabled” by default, thus allowing users to log on to their
mailboxes from phones that are external to the switch. If security is of the
highest priority you can have this feature disabled. This option must be
ordered from a Northern Telecom sales representative and implemented by a
field technician. Once external logon is disabled on a system, it cannot be
re-enabled.

Remote access restriction

DMS VoiceMail is configured with an internal modem which can be turned
on at the local site in order to enable remote access to the system.

Note: To ensure the security of your system, do not enable remote
access unless absolutely necessary.

If the modem is currently disabled, pr&3sl-w m to enable it. This allows
access to the system from a remote terminal. While remote access is
enabled, you cannot access the system from the local terminal.

To disable the modem (and remote access), @ekss m . This re-enables
local access. In this state, the system cannot be accessed from a remote
terminal.

See the section “Using a remote terminal” in the chapter “Administrator
logon and the main menu” for more information.
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Setting up the system

Once the DMS/SL-100 has been provisioned, you are ready to set up the
DMS VoiceMail system. Before beginning, review the site-specific and
user-specific information you have prepared using the forms iRl&mning
and Engineering GuideNTP 297-7001-100).

This chapter outlines general procedures and provides page references to
sections that provide detailed information about the various aspects of
configuration. Read the appropriate sections before configuring the system.

To start your configuration of DMS \VoiceMail, begin with the basic setup
procedure described in Procedure 3-1 to:

- check that DMS VoiceMail is operational,

« change the system administration password,

« configure general operating characteristics of the system and,
« back up the system with the new configuration information.

After you have completed the basic setup, refer to the other procedures in
this chapter when you are ready to configure specific features, some of
which are optional and may not be installed on your system. The other
procedures in this chapter include:

« Configuring outcalling features

« Creating a voice menu application

- Configuring the AMIS Networking Service

« Configuring Meridian Networking

- Maintaining and servicing your DMS VoiceMail system
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Basic setup procedures

Before carrying out any of the following steps, ensure that DMS VoiceMail

has been properly provisioned on the DMS/SL-100. SeBldming and
Engineering GuidéNTP 297-7001-100) and tAganslations Guid¢NTP

297-7001-310).

The following steps are common to all DMS VoiceMail installations, and are

necessary for your system’s operation.

Procedure 3-1xxx9z
Setting up the system

Step 1. Check the system status.

From the logon screen, press the [System Status] softkey to ensure
that the DMS VoiceMail system is operational.

See page 4-4.

Step 2. Change the system administrator password.

Log on to the administration terminal with the default password
(adminpwd). You are prompted to change the password the first
time you try to log on.

See page 4-7.

Step 3. Check the hardware configuration.

Check the node configuration and data port configuration.

From the Main Menu, select Hardware Administration, Node
Configuration.

If the configuration is incorrect, log on to the TOOLS menu,
access HW_Modify and correct the configuration.

Check the data port configuration to verify the correct assignment of
data devices, especially parameters such as the baud rate and
parity for the administration console.

From the Main Menu, select Hardware Administration, Data Port
Configuration.

If the configuration is incorrect, log on to the TOOLS menu,
access HW_Modify and correct the configuration.

See page 9-3.

See “Hardware Modification”
in Appendix A, “System
Administration Tools".

See page 9-14.

See “Hardware Modification”
in Appendix A.

Step 4. Configure General Options.

From the Main Menu select General Administration, General
Options. Do the following:

Enter the System Name (this is the name that will appear on
reports).

Enable SEER printing (if you have a printer attached to the
administration terminal). If this is not enabled, SEERs will be
displayed on your administration terminal.

Assign an Attendant DN. If DMS VoiceMail is unable to handle a
call, it is reverted to this number. Each user can have a custom
revert DN. The system number you enter here is used as the
default when adding users. (An attendant DN cannot be
configured if Call Answering is installed on the system.)

See page 7-4.
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Step 5. Check the Channel Allocation Table.

The Channel Allocation Table should be properly configured after
software installation. However, you may want to check it to ensure
that the appropriate Primary DN and Channel DN have been
assigned to the T1 channels in your system.

From the Main Menu select Voice Administration, Voice System
Configuration/VVoice Menu Applications Administration, Channel
Allocation Table.

See page 8-44.

Step 6. Add voice service DNs.

From the Main Menu select Voice Administration, Voice System
Configuration/Voice Menu Applications Administration, Voice
Services-DN Table.

You must add a DN for each voice service that will be directly
dialable to users and external callers (such as the Voice
Messaging DN, the Express Messaging DN, and any voice menu
applications.)

See page 8-50.

Step 7. Customize voice messaging options.

From the Main Menu select Voice Administration, Voice Messaging
Options.

If Voice Messaging is installed on the system:

Record a custom call answering greeting.
Configure the broadcast mailbox number.
Enable users to record their own personal verifications (if
desired).
Set the maximum message length.
Set the maximum amount of time that user’s read messages are
kept before being deleted by the system.
If your system is multilingual, select the default language and
secondary default language.

If Call Answering is installed on the system:
Record a customized VMUIF introductory tutorial (this is played
when users log on for the first time).
Configure the lockout revert DN.
Configure the maximum message length.
Configure the maximum amount of time that user’s read
messages are kept before being deleted by the system.

See page 8-5.
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Step 8. Customize voice security options.

From the Main Menu, select Voice Administration, Voice Security
Options.

Define restriction and permission codes.

THIS IS A VERY IMPORTANT STEP! These codes are applied
to features like mailbox thru-dial, express messaging

thru-dial, custom revert DN, extension dialing, call sender,
thru-dialers (the voice menu application), and outgoing AMIS
messages.

All of these features are initially restricted. This means that
none of these features will work until you modify the
restriction/permission codes to allow certain external phone
numbers or internal extension numbers to be dialed.

Set the maximum number of invalid logon attempts that a user is
allowed to make before being locked out of his or her mailbox.

If Voice Messaging is installed, change the default parameters
that affect user passwords (such as the number of days allowed
between password changes, the minimum password length, etc.).

See page 8-16.

Step 9. Configure the operational measurement options.

This step does not need to be done right away. You may choose to
use the default settings at first. Once the system has been in use for
a while you can decide if the level of detail is adequate.

From the Main Menu, select Operational Measurements,
Operational Measurement Options.

See page 11-15.

Step 10. Customize user models.

User models are templates that can be used when adding a large
number of users with identical needs. Up to 15 models can be
defined, three of which are pre-defined. User models should reflect
the needs of certain types of users, such as managers, secretaries,
and sales people.

From the Main Menu, select User Administration, View/Modify User
Models.

See page 6-84.

Step 11. Add users to the system.

Read the section on “Planning how to add new users to the system”
before beginning.

From the Main Menu, select User Administration, Add New User.

Add local voice users. These are users that are on your system
and that have a mailbox. Start with one user model (such as
Secretary) and add all of the users that belong to this user type.

Add Directory Entry Users for people who want to be accessible
by name dialing, but who do not need a mailbox. (Only if Voice
Messaging, MMUI, is installed.)

If Networking is installed, users at remote sites can be added as
Remote Voice Users (the reasons for doing this are explained in
the “User Administration” chapter).

See page 6-5.

See page 6-12.

See page 6-8.

See page 6-52.
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Step 12. Create distribution lists.

This step does not have to be part of the initial configuration. If you
know which lists you will need to create at this time, you may do so
so that they will be ready for you to use. If you are unsure at this
point, these can be created at any time.

From the Main Menu, select User Administration, Distribution Lists.

See page 6-94.

Step 13. Back up the system.

Once the system configuration has been customized, back up the
new data onto tape to ensure its safety.

See page 7-8.

Setting up the Outcalling feature

The Outcalling feature refers to two functions. The first allows DMS
VoiceMail users to be notified of new messages at remote phone or pager
numbers and is known as Remote Notification (RN). The other feature,
Delivery to Non-Users (DNU) allows users to compose and deliver
messages to non-users of DMS VoiceMail. You may not have to change any
of the parameters if you find that the default values are adequate. However,
you should look over the default configuration to ensure that your
organization’s specific requirements are met.

Note: Delivery to Non-Users is not available if Call Answering

(VMUIF) is enabled.

Certain parameters are defined for the system as a whole. For details see
“Outcalling administration” in the “Voice Administration” chapter. Other
parameters are configured on a per-user basis in the Add or View/Modify
Local Voice User screen. These screens are described in the “User

Administration” chapter.

The following steps allow you to set up and customize the outcalling
parameters on your system (if the Outcalling feature is installed on your

system).
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Procedure 3-2xxx

Configuring outcalling features (no new users are being added to the system)

Step 1. Configure outcalling options.

From the Main Menu, select Voice Administration Administration,
Outcalling Administration, Outcalling Options.

Specify the following in this screen:

Enable or disable audit trail data collection. If enabled, specify
long should it be stored on disk.

Specify the maximum number of remote notification retry repeats.

Enter the data that will display on numeric pagers (this is the
number that users must call back to retrieve messages).

For Voice Messaging systems only:

Specify how many times a delivery to non-user attempt should be
retried if the remote phone or pager is busy, unanswered or
answered without login.

Specify how long DMS VoiceMail should wait before retrying a
delivery to a non-user if the last attempt was unsuccessful due to
the remote phone being busy, unanswered, or answered without
login.

Specify the time period during which delivery to non-users is
allowed (there are geographical restrictions to electronic message
delivery which must be respected).

Enter the delivery to non-user addressing prefix. (This number is
entered by users when composing messages to non-users and is
a way of informing the system that the address is that of a
non-user.)

Specify how many times a message should be played to a
non-user.

Indicate whether or not non-users need to provide confirmation
before receiving a message.

See page 8-121.

Step 2. Enable RN and DNU for each user.

Both remote notification and delivery to non-users are disabled by
default. These features must be enabled for each user that requires
them.

From the Main Menu, select User Administration, View/Modify User,
[Local Voice User], [Change Defaults], [Outcalling Fields].

Set the Delivery to Non-Users Capability and Remote Notification
Capability fields to “Yes”.

See page 6-46.

297-7001-302 Standard 01.02 May 1993




Setting up the system 3-7

Step 3. Specify user-specific outcalling parameters.

From the Main Menu, select User Administration, View/Modify User,

[Local Voice User], [Change Defaults], [Outcalling Fields].
For DNU, specify the following:

Indicate whether or not non-users need to provide confirmation
before receiving a message.

Specify which restriction and permission codes apply.

Note: If Call Answering (VMUIF) is installed, you cannot enable
DNU for users.

For RN, specify the following:

For Voice Messaging (MMUI) users, enable the keypad interface if

you want the user to be able to modify remote notification
schedules from his or her telephone set.

Specify whether the user wants to be notified of any messages or

just urgent ones.
Specify which restriction and permission codes apply.

Specify how many times remote notification should be retried if
the remote phone or pager is busy, unanswered or answered
without login.

Specify how long DMS VoiceMail should wait before retrying

remote notification if the last attempt was unsuccessful due to the

remote phone being busy, unanswered, or answered without
login.

Define business days. This information is used to create remote
notification schedules.

See page 6-46.

Step 4. Create remote notification schedules for users.

For Voice Messaging systems, users can create their own remote
notification schedules (if you enable the Keypad Interface in the

user profile). If Call Answering is installed, you will have to create
remote notification schedules for any users that want this feature.

From the Main Menu select, User Administration, View/Modify User,

[Local Voice User], [Change Defaults], [Outcalling Fields].

See page 6-49.
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Procedure 3-3xxx
Configuring outcalling features (new users are being added to the system)

Step 1. Configure system-wide outcalling options.

From the Main Menu, select Voice Administration Administration,
Outcalling Administration, Outcalling Options. See page 8-121.

Specify the following in this screen:

Enable or disable audit trail data collection. If enabled, specify
how long the data should be stored on disk before being deleted.

Enter the maximum number of remote notification retry repeats.

Enter the data that will display on numeric pagers. (This is the
number that users must call back to retrieve messages.)

For Voice Messaging (MMUI) systems only:

Specify how many times delivery to non-users should be retried if
the remote phone or pager is busy, unanswered or answered
without login.

Specify how long DMS VoiceMail should wait before retrying a
delivery to a non-user if the last attempt was unsuccessful due to
the remote phone being busy, unanswered, or answered without
login.

Specify the time period during which delivery to non-users is
allowed. (There are geographical restrictions to electronic
message delivery which must be respected.)

Enter the delivery to non-user addressing prefix. (This number is
entered by users when composing messages to non-users and is
a way of informing the system that the address is that of a
non-user.)

Specify the number of times that a message be played to a
non-user.

Specify whether or not non-users need to provide confirmation
before receiving a message.

Step 2. Enable RN and DNU in your user models.

Both remote notification and delivery to non-users are disabled by See page 6-89.
default. These features must be enabled for each user that requires
them. Therefore, if you have not yet added users to the system and
know that you want all or some of your users to have these
capabilities, configure your user models first and enable RN and/or
DNU.

Note: DNU cannot be enabled if Call Answering (VMUIF) is installed
on the system.

From the Main Menu, select User Administration, View/Modify User
Models, [Change Defaults] [Outcalling Fields].

Set the Delivery to Non-Users Capability and Remote Notification
Capability fields to “Yes”.
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Step 3. Specify user-specific outcalling parameters.

This can either be done in the user models (if outcalling will be
configured similarly for all or most of your users) or when you add a
new user.

From the Main Menu, select User Administration, View/Modify User
Models, select the model you want to modify, press [View/Modify
User Model], [Change Defaults], [Outcalling Fields], or

From the Main Menu, select User Administration, Add New User,
[Local Voice User], [Change Defaults], [Outcalling Fields].

For DNU, specify the following:

Specify whether or not non-users need to provide confirmation
before receiving a message.

Specify which restriction and permission codes apply.
For RN, specify the following:

For Voice Messaging (MMUI) users, enable the keypad interface if
you want the user to be able to modify remote notification
schedules from his or her telephone set.

Specify whether the user wants to be notified of any messages or
just urgent ones.

Specify which restriction and permission codes apply.

Specify the number of times that remote notification should be
retried if the remote phone or pager is busy, unanswered or
answered without login.

Specify how long DMS VoiceMail should wait before retrying
remote notification if the last attempt was unsuccessful due to the
remote phone being busy, unanswered, or answered without
login.

Define business days. (This information is used to create remote
notification schedules.)

See page 6-89.

See page 6-46.

Step 4. Create remote notification schedules for users.

For Voice Messaging systems, users can create their own remote
notification schedules (if you enable the Keypad Interface in the

user profile). If Call Answering is installed, you will have to create
remote notification schedules for any users that want this feature.

From the Main Menu select, User Administration, Add New User,
[Local Voice User], [Change Defaults], [Outcalling Fields].

See page 6-49.
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Setting up optional features

DMS Voice Mail provides a number of optional features including Voice
Menus, Voice Forms, AMIS Networking, and Meridian Networking.
Meridian Networking is a proprietary Northern Telecom network feature and
is available only on CPE systems.

Voice Menu Applications

The voice menus feature is optional and may not have been installed on your
system. If Call Answering is installed on the system, voice menus cannot be
installed.

The following steps allow you to create Voice Menu Applications and install
them on your system.

Procedure 3-4xxx
Creating a voice menu application

Step 1. Design a voice menu application.

Determine the purpose of the voice menu and the function(s) it is
intended to serve. Plan the voice menu on paper first.

Step 2. Define business hours and holidays.

From the Main Menu, select Voice Administration, Voice Security See page 8-20.
Options.

Define the Business Hours Default and Holidays. These
definitions are used by any time-of-day controllers that you will
create.

Step 3. Create a voice menu application.

Add the voice menu application definition.

From the Main Menu, select Voice Administration, Voice System See page 8-62.
Configuration/Voice Menu Applications Administration. From here
you can add an Announcement Definition, Thru-Dialer Definition,
Time-of-Day Control Definition or Voice Menu Definition.

Step 4. Make the application accessible.

Once you have created an application, you must make it accessible
by:
making it directly dialable (create a DN for it in the VSDN table); or | See page 8-50.
include it in a voice menu; or See page 8-96.

include it in a time-of-day controller. See page 8-85.
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Voice Form Applications

Voice forms are an optional feature and may not be installed on your system.
Voice forms are not available if Call Answering (VMUIF) is installed on the
system.

Both the Voice Forms Implementation Guide and the section “Voice Form
Definitions” in the “Voice Administration” chapter provide detailed
procedures for configuring voice forms. Please refer to these documents.

AMIS Networking

AMIS networking is an optional feature and may not be installed on your
system.

As explained in detail in the chapter “AMIS Networking”, you do not have
to configure a DN specifically for AMIS networking because both voice
menus and thru-dialers can accept incoming calls and pass them on to the
appropriate AMIS agent. The only requirement is that the voice menu or
thru-dialer have DID access. If the voice menu feature is not enabled, or if
none of your voice menus/thru-dialers have DID access, you will have to
configure a DN specifically for the AMIS service in the VSDN table.
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Procedure 3-5xxx
Configuring the AMIS Networking service

Step 1. Configure AMIS networking information.

From the Main Menu, select Network Administration, (AMIS
Networking Administration if necessary), View/Modify AMIS
Networking to access the View/Modify AMIS Networking Information
screen.

Configure the AMIS Compose prefix.

Configure the Country Code and Area/City Code for the System
Access Number.

Configure the Country Code, Area/City Code, and Local Number
for the System Access Number.

Configure the permitted time periods for outgoing messages.

Configure prefixes for public dialing, long distance dialing, and
international dialing.

The following parameters are configured with default values which
may not have to be changed. Check the defaults. If they are not
suitable, change them.

Configure the wakeup interval, batch threshold, and networking
call maximum.

Configure initiation time for economy class messages.

Configure the holding times for standard class and urgent class
messages.

Configure the stale times for economy, standard and urgent
messages.

Specify whether or not co-resident office codes are required.

Step 2. Enable AMIS networking for users and apply restriction/permission codes.

If you haven't added users yet, you can modify your user models so | See page 6-89.
that AMIS is enabled for the new users you add.

From the Main Menu, select User Administration, View/Modify User
Models. Select the model you want to modify.

Set the fields Receive AMIS messages and Compose/Send AMIS
messages to “Yes". (Note that Call Answering subscribers can
only receive AMIS messages.)

Choose the restriction/permission codes that are to apply to AMIS
calls.

If you have already added users and wish to enable AMIS for them:

From the Main Menu, select User Administration, View/Modify User,
[Modify Local Voice User], enter the user’'s mailbox number.

Set the fields Receive AMIS messages and Compose/Send AMIS
messages to “Yes”. (Note that Call Answering subscribers can
only receive AMIS messages.)

See page 6-20.

Choose the restriction/permission codes that are to apply to AMIS
calls (for Voice Messaging Users only).
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Step 3. Make the AMIS service available to incoming AMIS calls.

Option 1: See page 8-59.

If any of your voice menus or thru-dialers have DID access (are
directly dialable external to the switch), have one of these services
accept incoming AMIS calls.

From the Main Menu, select Voice Administration, Voice Services
Profile.

Set the field Act on AMIS Initiation Tone to “Yes”.

Publish one of your externally dialable voice menu or thru-dialer
numbers as your AMIS number. When an incoming AMIS
networking call is received, it will be recognized as such and will be
passed on to an AMIS agent.

Option 2:

If you don’t have any voice menus or thru-dialers with DID access,
configure a DN for the AMIS service in the VSDN table.

From the Main Menu, select Voice Administration, Voice System
Configuration, Voice Services-DN Table, [Add].

Enter an Access DN, enter AN (AMIS networking) as the Service.

See page 8-53.

Meridian Networking

Meridian networking is an optional feature and may not be installed on your
system.

Once networking hardware has been installed, configure the networking
service in DMS VoiceMail using the following procedure. Note that the first
step is usually carried out by the system administrator.
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Procedure 3-6xxx
Configuring the Meridian Networking service

Step 1. Configure a line DN (or a UCD queue) on the DMS/SL-100.

If this has not already been done, create a DN for the Networking
service if it will be sharing the agents in the primary voice
messaging queue, or a UCD queue if agents will be dedicated to it.

If you create a UCD queue with dedicated agents, modify the
Channel Allocation Table. For the agents that have been moved to
the new service queue, you will have to change the Primary DN to
the UCD DN of the new queue.

See the section “Configuring
voice services on the
DMS/SL-100" in the Voice
Administration chapter.

Step 2. Plan networking parameters.

Make sure you have a good picture of what your network looks like
(the number of remote sites, the dialing plan implemented at each
site, etc.) Plan out the network on paper first.

To gather appropriate information, consult with administrators at
other DMS VoiceMail network sites to ensure the validity of
information as well as to ensure that there is no duplication of
location prefixes.

See pages 13-1to 13-12.

Step 3. Add the Networking service DN to the VSDN table.

Enable the service by entering the directory number in the VSDN
table.

See page 8-50.

Step 4. Define attributes for the local site.

From the Main Menu select, Network Administration, Local Site
Maintenance.

See page 13-18.

Step 5. Define attributes for remote sites.

Each site in the Meridian network must be defined in your database
as a remote site.

From the Main Menu select, Network Administration, Remote Site
Maintenance.

See page 13-22.

Step 6. Check remote sites.

Check that all remote sites have been added by going to the List
Remote Sites screen.

See page 13-22.

Step 7. Test the network.

Check the network by doing a loopback networking verification test.

See page 13-38.

Step 8. Back up the network database.

Once you have defined the local site and added remote sites to your
system, back up this new data to ensure its safety.

See page 7-8.
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Routine maintenance and service procedures

The following steps are carried out regularly to ensure efficient operation of
your system and to anticipate future needs concerning system capacity and

types of services offered to users.

Procedure 3-7xxx
Maintaining and servicing your DMS VoiceMail system

Step 1. Monitor DMS VoiceMail operation.

Check the performance of your DMS VoiceMail system periodically
to ensure that efficient use is made of the voice services provided
on your system.

See the “Operational
Measurements” chapter.

Step 2. Monitor DMS VoiceMail hardware.

Check the operation of DMS VoiceMail hardware periodically, or
when a problem is reported by the system.

See the “System Status and
Maintenance” and “Hardware
Administration” chapters.

Step 3. Modify user information.

User information can change periodically, due to relocation, change
in classification, or the addition of new equipment and services.
Such changes need to be reflected in the user information.

See the sections “Find Users
", “View/Modify User”, “Delete
User” and “Modifying a
Distribution List” in the “User
Administration” chapter.

Step 4. Back up the system.

When changes are made to your system, back up the new data to
ensure its safety.

See “Volume Administration”
in the “General
Administration” chapter.
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Administrator logon and the main menu

Once the DMS VoiceMail system has been installed and the software is
loaded, you are ready to log on to the system to gain access to the system
administration menus, the starting point for initial setup of the system and
general administrative functions.

Administrative functions can be carried out from the main administrative
console attached to your DMS VoiceMail system or from a remote terminal
connected to the system through a modem. User administration can be
carried out on one of up to three user administration terminals (UATS), if
configured. (See Appendix A, “System Administration Tools”, for more
information about configuring UATSs.)

A remote administration configuration is shown in Figure 4-7. If your
installation uses this feature for the purpose of support from service
personnel, you must coordinate remote administration sessions. See “Using
a remote terminal” later in this chapter.

The Logon screen

The Logon screen is displayed when the administrative terminal is idle.

From this screen you can log on to the administration console to set up and
maintain your system,carry out administrative tasks on a system-wide basis
or on a per-user basis, configure various voice services, or use the softkeys
on the Logon screen to view the system status or DSP port status screens, or
silence any alarms.

One of two logon screens will be displayed, depending on the option that
was selected during installation. If CO (Central Office) was selected, the
screen shown in Figure 4-1 is displayed. If CPE (Customer Premise
Equipment) was selected, the screen shown in Figure 4-2 is displayed.
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Figure 4-1xxx
The DMS Voice Mail Logon screen for CO environments
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Copyright (c) Northern Telecom, 1992

MM8

Select a softkey >

System Silence

Logon Status Alarm

DSP Port
Status

J

Note 1: When logging on at a secondary terminal to perform User Ad-

ministration, only the [Logon] softkey is displayed.

Note 2: Sometimes when you power down your terminal and then
power it back up, the screen is drawn incorrectly. Namely, instead of the
line that appears near the bottom of the screen (above the softkeys), a
row of “g”s appears instead. Should this ever happen, do the following in
order to redraw the screen: Press Ctrl-w (a small window opens up).
Typeif. (You do not have to press <Return>. The “i” means initialize

and the “f” means full screen.)
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Figure 4-2xxx
The Meridian Mail Logon screen for CPE environments
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Note: When logging on at a secondary terminal to perform User Admin-
istration, only the [Logon] softkey is displayed.

Logon
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System Status

The System Status screen (Figure 4-3) is displayed when you press the
[System Status] softkey on the Logon screen. The System Status screen is a
read-only screen that dynamically updates when the status of system, system
nodes or DSP ports changes. If you have to courtesy down the system, you
must access the System Status screen from the System Status and
Maintenance menu. See “System Status” in the chapter “System Status and
Maintenance”.

Figure 4-3xxx

System Status screen

4 )
System Status

System Status: InService Alarm Status: Critical=Off Major=0ff Minor=0Off
Last Event: 60-00 PRM: All System Programs Started 5/31 14:03
DSP Port/Channel Status StorageUsed

Node Node Status Active Idle OutSv Faulty Pending Others Voice Text

1 MSP InService

2 MSP InService

3 SPN Faulty 00 0 12 0 0 32% 40%
4 SPN OutOfService0 0 12 0 0 0 41% 6%

13 TI1FN InService
14 TI1FN InService

Select a softkey >

Exit

Procedure 4-1xxx
Viewing the system status
Starting point : The Logon screen.

1 Press the [System Status] softkey to view the status of your system.
2 Use [Exit] to return to the Logon screen.
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DSP Port Status

Figure 4-4xxx

The DSP Port Status screen (Figure 4-4) is displayed when you press the
[DSP Port Status] softkey on the Logon screen. This screen is read-only. It is
dynamically updated as the status of your DSP ports change. If you suspect
that one of your ports is not functioning properly, check this screen. To
enable or disable a DSP port or perform out of service diagnostics, you must
access the Card and/or DSP Port Status screen from the System Status and
Maintenance Menu. See “Card Status” and “DSP Port Status” in the
“System Status and Maintenance” chapter.

The example shown in Figure 4-4 illustrates the status for each DSP port
with varying numbers of ports per node. Each node can have up to 24 DSP
ports.

The DSP Port Status screen

r

DSP Port Status

Ports

a = Active/ln use
F = Faulty
L = Loading

Node 12345678910 11 12 13 14 15 16 17 18 19 20 21 22 2324
3

4 ....a.aa

5aa.a..... a

6 .aaa... ... ... a

7aa..0000a....aa. . ... FF FF

DSP Port Status

.= Idle/
P = Pending

O = Out of Service U = Unknown
space = Unequipped R = NoResource

Select a softkey >

Exit

Procedure 4-2xxx
Viewing the DSP Port Status screen

Starting point : The Logon screen.
1 Pressthe [DSP Port Status] softkey to view the status of system ports.

2 Use [Exit] to return to the Logon screen.
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Silencing Alarms

When the system sounds an alarm, you may silence it using the [Silence
Alarm] softkey on the Logon screen. When this softkey is pressed, the
softkeys displayed in the following figure are displayed.

Figure 4-5xxx
The Silence Alarm softkeys screen

Select a softkey >

Silence Silence Silence

Cancel Critical Alarm Major Alarm Minor Alarm

An alarm will sound if the corresponding severity level SEER is issued
indicating that a problem exists. By using the appropriate softkey you can
silence either critical, major, or minor alarms. The [Cancel] softkey causes
the original set of softkeys to be displayed without silencing any alarms. Try
to clear the problem as well or the alarm could be turned on again if you
simply silence it. Alarms persist until you silence them (there is no timeout
period after which they are turned off by the system.)

For more information on alarms, refer to heuble locating and alarm
clearing procedure¢NTP 297-7001-503) and tidaintenance Messages
manual (NTP 297-7001-510).
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Logging on as the System Administrator

When you press the [Logon] softkey you are prompted for a password. If
you are logging on for the first time, use the default passaaminpwd.

When you log on for the first time with the default password, the system
prompts you for a new password. The system does not allow you to log on
until you have changed the default password.

Passwords can be up to 16 characters in length. However, it is recommended
that the password be no less that 7 digits in length for added system security.
The longer the password, the less probable it is that someone will manage to
guess it correctly.

You should continue to change the logon password on a regular basis to
ensure the security of your system. In the future, you will change the
password from the General Administration menu.

Procedure 4-3xxx
Logging on as the System Administrator

Starting point : The Logon screen.

1 Press [Logon]. Enter the system administrator password and press <Return>.
If the system has been down due to a power outage or some other problem, the
system prompts you to enter the date and time. Enter the date and time in the
format indicated, with leading zeroes, slashes, and colon (e.g., 31/01/89 09:35).

If an invalid password is entered, an error message appears. Try logging on
again.

Note: If you are logging in for the first time, you will be prompted to change the
default password. To do so, enter a new password and press <Return>. You
are prompted to re-enter the password for verification. Enter the password
again and press <Return>. If you entered the password incorrectly the second
time, you will have to enter the password again.

The Main Menu is displayed (Figure 4-6). From the Main Menu you will specify
the specific administrative task you want to perform, such as adding users and
configuring their mailboxes, configuring voice services , backing up your
system, checking your hardware configuration, reading operational
measurement reports, and performing system maintenance. The various
administrative tasks are described throughout the rest of this guide.

2 Use [Logoff] to return to the Logon screen.

Note: An unsuccessful logon attempt is automatically recorded in the system
log file. As a security precaution, after a third unsuccessful attempt to log on,
the system forces a ten minute delay before a further logon attempt will be
accepted. Only your Northern Telecom representative has the requisite
privileges to gain access to the system during the lockout period.
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CAUTION

If you forget your password

If you have forgotten your password, you will have to
reboot the system from the install tape. When the systg
boots from the tape, an item is presented which allows
you to reset the password to the original default. Once
this has been done, the install tape can be removed frg
the tape drive and the system will reboot from the disk.
Once the system is up, use the default password to log
on. You will be prompted to change it immediately. Usq
a memorable yet non-obvious password.
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Logging on as User Administrator at a UAT

If the Multiple Administration Terminal (UAT) feature is configured, your
DMS Voice Mail system can support up to four administration terminals

(one main administration terminal and up to three secondary terminals.)
Logging on to a secondary terminal gives you access to User Administration
screens only.

The logon password is the same for all terminals (the main administration
terminal and all secondary user administration terminals). The default
password isdminpwd. You can only change this password at the main
administration terminal. A password change is automatically carried over to
the configured UATS.

If you log on to a secondary terminal with the default password, you will be
prompted to enter a new password immediately. (The system will not allow
you to log on until you have changed the default password.)

When you log on successfully, the User Administration menu is immediately
displayed (the Main Menu that is displayed on the main administration
terminal is not shown).

For information about configuring multiple administration terminals, see the
section “Configure UATsS” in Appendix A.

Procedure 4-4xxx
Logging on to a secondary terminal as the User Administrator

Starting Point: The Logon screen.

1 Press the [Logon] softkey.

2 Enter the password and press <Return>.
If an invalid password is entered, an error message appears. Try logging on
again.

If the password is valid, the User Administration screen is displayed. See the
“User Administration” chapter for information on user administration.
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The Main Menu

Note: If multiple administration terminals have been configured, the
Main Menu is only displayed on the main administration terminal.
Secondary terminals only display the User Administration Menu.

This menu is a routing menu from which you can select the type of
administrative function you require. The [EXxit] softkey is also displayed and
should be used once you have completed your administrative activities.

Note: For security and memory usage reasons, do not leave the adminis-
trative console unattended while you are logged on. Also, remember to
log out at night. If you do not log out, critical audit and backup routines
may not be able to run due to insufficient memory.

Figure 4-6xxx
The Main Menu

s R

Main Menu

1. User Administration

2. General Administration

3. Voice Administration

4. Hardware Administration

5. System Status and Maintenance
6. Operational Measurements

* 7. Network Administration

Select an item >

Exit

. v

* This option is displayed only if Meridian Networking and/or AMIS
Networking is installed.

Procedure 4-5
Navigating the Main Menu

Starting point : The Main Menu.

1 Choose an item by entering its number and pressing <Return>.
The appropriate menu appears. See the following chapters for details:
“User Administration”;
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“General Administration”;

“Voice Administration”;

“Hardware Administration”;

“System Status and Maintenance”;

“Operational Measurements”;

if installed, “Network Administration”;
Carry out the required administrative functions, then return to the Main Menu;
repeat step 1 to carry out additional administrative tasks, or proceed to step 3.
Use [EXxit].
The Logon screen is redisplayed.
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Resetting the system time

It is possible that the system time may be undefined, as may happen when a
time signal is not provided by the switch to which DMS VoiceMail is
connected or when a time signal is provided but the link to the switch is
temporarily down. In both cases, the system automatically prompts you for
the correct time. You cannot proceed with administrative functions unless
the system date and time are defined.

You may be required to enter the time at the Logon screen, under unusual
circumstances such as power outages. At other times, you can perform
optional system time changes as desired. See “Changing the system time” in
the chapter “General Administration”.

CAUTION

Setting the time ahead
If you set the time ahead by a number of days (if fq
example, the current time is incorrect or you are
testing time of day controllers), all read messages
that meet the Read Message Retension Value (set
the Add Local Voice User screen) will be deleted.
For example, today is December 9th and the read
message retention limit is 7 days. You set the time
ahead by 72 hours. Any messages that are 4, 5 or |6
days old will be deleted before they are supposed {o
be according to the read message retention
maximum.

=

n

Procedure 4-6
Resetting the system time

Starting point : Logon screen, system time incorrect or undefined after logon.

1 You are prompted for the correct time. Enter the date and time in the format
indicated, with leading zeroes, slashes, and colon (e.g., 31/01/89 09:35).

The Main Menu is displayed.
2 Use [Cancel] if you choose not to set system time.
The password prompt is redisplayed.

You may wish to investigate the source of the time discrepancy; see DMS Voi-
ceMail Trouble locating and alarm clearing Procedures (NTP 297-7001-503).
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Using a remote terminal

If your installation has a remote terminal installed for service personnel, as
shown in Figure 4-7 (Connection Option a), the remote access user can log
on to the system to perform administrative functions once remote access has
been enabled at the local terminal. While a remote logon is in effect, no
administrative functions can be carried out from the local console. (When
remote access is disabled, a remote user cannot log in to the system.) You
should therefore schedule remote logins with the remote user for a time
when you will not require access to the system.

Figure 4-7xxx
A typical remote administration configuration
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|
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| Terminal — J Administrative
Console

| 1 Second
| Modem 1 Printer
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| | y— . 4
1 |
1 |
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|
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| I |
L-------------J

MSP Console MSP Printer )

Port Port SMDI Link

MSP Modem Port
Internal

Local

DMS VoiceMail Voice
Channels

“Appendix C: Remote Access” in ti&ystem Application Software
Installation and Modification Guid@NTP 297-7001-504) provides
information needed to set up a remote terminal and modem.
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Procedure 4-7xxx
Enabling/disabling remote access

Starting point : The Logon screen, at the local system administration console.

1 To bring up the COBRAVT selection window, enter Ctrl-w (while holding down
the <Ctrl> key, press <w>).
Note: For help using COBRAVT, type a question mark (?). A help screen is
displayed.

2 Type m (case does not matter).
Notify the user at the remote terminal.
The Logon screen appears at the remote console.
The remote user hits the <Break> key to gain control of the console.
The remote user enters the administration password to gain access to the sys-
tem.

The administrative functions described in this manual are identical when viewed
from the local or remote administrative terminal.

4 To disable remote access, repeat steps 1 and 2 at the local administration ter-
minal.

Control is returned to the local console, and the Logon screen is redisplayed.

You can terminate a remote logon by entering Ctrl-w m at the local console at
any time during the remote log on.

Note: This may cause data loss if the remote administrator is in the process of
changing system data and a save was not performed.

On-line Help

As described earlier in the chapter “Understanding DMS VoiceMall
administration”, on-line help is available for most of the menus and
administration screens, including the Main Menu. The <Help> key on the
keyboard can be used to display information on whatever screen you are
working in. If you require help with a screen, press the <Help> key. The
system will display explanations of all the fields on the menu or screen you
are working in. When you are done, use the [Exit] softkey on the Help
screen to return to the screen you are working in.
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Making recordings

Guidelines for making voice recordings

Prompts used solely for administrative purposes can be recorded without
much preparation other than deciding on the exact wording of the prompt.
For voice menus or announcements played to the public or members of your
organization, more formal preparation may be necessary. The following is a
list of guidelines you may wish to use when recording prompts:

Use a voice that is similar to the DMS VoiceMail prompts and consider
using only one voice to avoid distracting callers by changes in pitch,
tone, intonation, or accent. Choose a voice that suits your organization’s
image. Select the person who will read the text and print complete,
definitive copies of the script. Audition a few candidates by recording
their voices, then playing the recordings over the telephone line.
Low-pitched voices are reproduced over telephone lines better than
high-pitched ones.

Record in quiet surroundings.

Start recording immediately after the tone and stop the recording
immediately after the last word. This prevents unnecessary pauses when
system prompts and Personal Verification recordings are joined together.

Do not hang up the phone while recording as this may produce clicks in
the recording. Instead pre$o stop recording.

For applications that provide current information, it is perhaps best to
have the person who knows the information monitor the prompts to
ensure that the information is always up-to-date.

When recording a Personal Verification for two or more people in your
organization who have the same name (or very similar names), provide
more information (their extension number or title, for example) to
distinguish them.

Record a few names for Personal Verification and listen to them before
recording the remaining names. This ensures that the procedure is done
correctly and the intonation is good. Test each of the following areas
where Personal Verification applies:

- call answering greeting (unless there is a personal greeting already
recorded)
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- message envelope playback
- address playback in the compose command
- name dialing, name addressing.

The call answering greeting and personal verifications

These greetings are used for identification purposes. One identifies your
organization to external callers and the other identifies users during message
composition.

Note: These greetings only apply if Voice Messaging is installed on the
system.

The call answering greeting

This greeting identifies your organization to external callers. The greeting
typically consists of the spoken name of the organization. It is played when a
user’s mailbox is reached through call answering or express messaging. It is
also played by the remote notification service during notification delivery.

This greeting is optional. If recorded, external callers hear this greeting
before the user’s personal greeting. If you do not record a custom greeting,
no call answering greeting is played and callers simply hear the user’s
personal greeting when they reach a mailbox.

Because this greeting is used in a variety of situations, you will have to
consider how to best word this greeting (or decide if you want to record a
greeting at all). For example, during remote notification calls, the following
prompt is played to MMUI users if no call answering greeting is recorded:
“Hello. DMS VoiceMail has received a message for .For users

belonging to VMUIF customer groups, the promptHello. Call

Answering has received a message for ...”

When a custom call answering greeting exists, the following prompt is
played:“Hello. <Call Answering Greeting> has received a message for ...”
If the call answering greeting is something lik&ello. Thank you for

calling Myelin Incorporated; the prompt will not sound right when used
during remote notification. Consider the following when deciding whether
or not to record a call answering greeting.

« If you do not record a call answering greeting, the organization’s name
will not be announced at the beginning of a call answering or express
messaging greeting. When an external caller is connected to a user’'s
mailbox, the caller will only hear the user’s external greeting (or internal
greeting, if an internal but not external greeting is recorded). If you feel
that the user’s personal greeting is sufficient, you may regard this
greeting as unnecessary.
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« If you record just the organization’s naniél{e Myelin Corporation’),
the greeting that is played during call answering may sound too abrupt.
However, the prompt that is played during remote notification will sound
quite natural.

« A friendlier greeting (Thank you for calling The Myelin Corporatioi),’
is ideal for call answering scenarios, yet results in an awkward sounding
prompt for remote notification (and express messaging since this feature
Is used by users residing on the same switch).

The personal verification

The personal verification is a recording of a user’s first and last names (and
extension, if desired). It is used to identify the owner of a mailbox. If no
verification is recorded, the system plays a recording of the user’s extension
number. Since it is easier to determine if you have reached the correct person
by hearing their name than hearing their extension number, it is highly
recommended that a personal verification is recorded for all users with
mailboxes.

Note: Personal verifications can only be recorded for users if Voice
Messaging is installed on the system. It is not intended for Call
Answering (VMUIF) subscribers.

The personal verification can be recorded by you as you add each user to the
system or by the users themselves. If you want users to record their own
verifications, you will have to enable this feature in the Voice Messaging
Options screen (see page 8-7). The field is calked Changeable Personal

Verification and it is disabled by default.

The procedure for recording personal verifications at the administration
terminal is described in the “User Administration” chapter. However, it is

ideal to have users record their own personal verifications because the user’s
own voice is likely to be more recognizable to callers. The user’s procedure
for recording a name for personal verification is covered iDM&

VoiceMail Quick Reference Guidé you prefer that users record their own
personal verifications, ensure that they are informed of this feature and that
they are instructed in the procedure.

Personal verifications are played in the following situations:

- During message composition, the personal verification is played after the
mailbox number is entered to verify that the correct person is being
addressed.

« Messages delivered to non-users (using the Delivery to Non-Users
feature) include the personal verification. The recipient of the message
will be more likely to listen to the message if they recognize who the
message is from.
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When a user is called using the name dialing feature, the personal
verification is played instead of spelling out the name to the caller.

During remote notification the system will play the verification to
identify for whom the message is intended.

Note: You can also record verifications for users as you add them to the
system. This is done using the [Voice] softkey on the User
Administration menus. See the chapter “Making recordings” for more
information.

Procedure 5-1
Recording call answering greetings and personal verifications

1
2

Log on to a DMS VoiceMail mailbox with administrator capabilities.

Follow 2a to record a call answering greeting or 2b to record Personal
Verification recordings.

a. Torecord a call answering greeting, press 829 on the telephone keypad.

b. To record a Personal Verification for a user, press 89, enter the user’s
mailbox number and then press #.

Choose step 3a to replace an existing call answering greeting or Personal
Verification, or 3b to add a new greeting or verification.

a. Press 76 to delete the old greeting. Proceed to 3b.
b. Press 5 to start recording.

If a previous recording exists, the added recording will be appended to the
existing message.

Wait for the tone and say the custom call answering greeting or Personal
Verification (name of user).

Press # to stop recording. (Do not hang up the phone during recording as this
may produce a click sound.)

To check the recording, press 2 (play).

When recording is finished, press 83 to end the voice messaging session, then
hang up.

Broadcast Messages

There may be times that you will need to send a message to all users. A
message that is sent to all users is knowntasadcast messag@. special
mailbox number (the broadcast mailbox number) is defined in the Voice
Messaging Options screen (see the chapter “Voice Administration”). When
composing a broadcast message, you simply specify the broadcast mailbox
number and all users in the system will receive it. Note that any user who
knows the broadcast mailbox number and has access to a mailbox with
administrator capabilities can also send broadcast messages.
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Note: It is recommended that you refrain from sending broadcast
messages during busy hours.

It is a good idea to record a personal verification for the broadcast mailbox
(before you record and send any broadcast messages as described in
Procedure 5-2). This verification is played to users when they receive the
message. You can either identify who the message is from (i.e., the system
administrator) or that the message is a broadcast message so that each
recipient knows that all users have received the message. This verification is
recorded from the Voice Messaging Options screen using the [Voice]
softkey. See the section “Voice Messaging Options” in the “Voice
Administration” chapter for details.

Procedure 5-2xxx
Sending broadcast messages

Note: If you have not recorded a personal verification for the broadcast
mailbox, do so from the Voice Messaging Options screen before beginning this
procedure.

Log on to a mailbox with administrator capabilities.

Press 75, enter the broadcast mailbox number, and press #.
Press # again to end the list.

Press 5 to start recording.

Wait for the tone and say the message to be broadcast.
Press # to stop recording.

To check the recording, press 2 (play).

To send the broadcast message, press 79.

© 00 N O O~ WODN P

When the message is sent, press 83 to end the voice messaging session, then
hang up.
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Voice Prompt maintenance

If you delegate the task of maintaining recordings used in voice menu
applications (voice menus, thru-dialers, and announcements), ensure that
your delegates are trained in using the Voice Prompt Maintenance service.
You can also use this service when you must re-record prompts frequently.
The service allows you to review and modify voice prompts through a
DTMF telephone rather than the administrative console.

Though prompts cannot be deleted through the Voice Prompt Maintenance
Service, recording a new prompt automatically overwrites any previous
prompt. You cannot update a voice recording through \bice Prompt
Maintenance Service while it is being updated through the Voice Menu
Applications Administration function. Callers also hear the old version of
the menu, thru-dialer or announcement while it is being updated.

Voice menu applications (voice menus, announcements and thru-dialers)
contain recorded data or prompts of one kind or another. An announcement
contains just one recorded prompt which is played back to callers. A voice
menu contains an introductory greeting as well as a prompt which specifies
the actions which a user can take by pressing keys on the telephone keypad.
Thru-dialers also contain an introductory greeting. Prompts can be recorded
by the administrator from the administration terminal, or by using the Voice
Prompt Maintenance Service.

If voice menu applications are to be maintained by administrative delegates,
an Update Password must defined for the application (see “Voice Menu
Applications Administration” in the “Voice Administration” chapter). If no
Update Password is assigned, the menu or announcement will not be
accessible through the Voice Prompt Maintenance Service; it can only be
updated through Voice Menu Applications Administration.

Procedure 5-3xxx
Playing and recording announcements and thru-dialer greetings

1 Dial the Voice Prompt Maintenance Service DN.
The system prompts you for an ID.

2 Enter the required Announcement ID or Thru-dialer ID and press #.
The system prompts you for the Update Password.

3 Enter the Update Password and press #.

You are prompted to use Play or Record (Use Play to hear the entire prompt
from start to finish).

4 Play the announcement or greeting, or update it and save the new
announcement.

Record overwrites what was there before.
5 To return to the ID prompt, enter a number sign.
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You can update another announcement or thru-dialer greeting by going to step
2.

Procedure 5-4xxx
Updating voice menu prompts

1 Dial the Voice Prompt Maintenance Service DN.
The system prompts you for an ID.
2 Enter the required Voice Menu ID and press #.
The system prompts you for the Update Password.
3 Enter the Update Password and press #.
The system plays a menu with four choices:
a. Update Greeting prompt
b. Update Menu Choices prompt
c. Update No Response prompt
d. Update Other Menu prompts
5 Select the required function.
If you select a, b, or ¢ you are prompted to play the prompt if it exists.

If you select d, you are prompted for the number of the prompt. This number is
the number of the key a caller using the menu must press to hear the prompt.
Enter the number.

6 Play or record the prompt.
If you selected d after playing, recording, or updating the prompt, enter a num-
ber sign (#) to go back to where you can enter the (key) number of another
prompt.

7 To return to the ID prompt, enter a number sign.
You can now work on another menu by going to step 2.

Remote Activation
Remote Activation allows administrators or delegates to associate a DN with
a different voice menu application (voice menu, announcement, thru-dialer,
time-of-day controller, or voice form, if installed) from off-site, using a
standard DTMF telephone set. Use this feature in the event that access to the
switch location is disrupted (during a storm for example). For more
information see “Using remote activation” in the “Voice Administration”
chapter.
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Making recordings using the [Voice] softkey

The [Voice] softkey is displayed on some administration screens. It can be
used to record personal verifications and prompts for voice menu
applications and voice forms. If the environment around your terminal is
noisy, you may prefer to use a phone that is in a quieter location to dial into
the Voice Prompt Maintenance Service to record voice menu prompts, or to
record the call answering greeting or personal verifications. When the
[Voice] softkey is pressed, a new set of softkeys is displayed. See Figure
5-1.

Note: A telephone set is required to make recordings. Ensure that a
phone set is available near the administration terminal where you are
working.

Figure 5-1
Recording softkeys

— ™~

Select afsoftkey >

Return Play Record Delete Disconnect
— 7

Procedure 5-5
Using the recording softkeys

1 Press the [Voice] softkey.
You are prompted for an extension number.

2 Enter the extension number of the phone set you are going to use to make the
recording.

The phone will ring when you finish entering the extension.
3 Pick up the telephone handset.

4 To record, go to step 4a. To listen to the existing recording, go to step 4b. To
delete the existing recording, go to step 4c. To return to the original set of
softkeys, go to step 4d.

a. Press the [Record] softkey. At the sound of the beep begin speaking into
the handset.

When you pressed the [Record] softkey, a new [Stop] softkey appeared in
its place. Press the [Stop] softkey to stop recording.

b. Press the [Play] softkey.
If a recording has already been made, it is played over the phone.
c. Press the [Delete] softkey.
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If a recording has been recorded, it is deleted. A prompt is displayed advis-
ing you that the recording was deleted.

d. If you are satisfied with the recording, press either [Disconnect] or [Return]
to display the original softkeys.

When you use [Return], the line is not disconnected (unless you hang up
the receiver). This means that if you decide to re-record or listen to the re-
cording, you do not have to re-enter the telephone extension after pressing
the [Voice] softkey.

When you use [Disconnect], the line is disconnected and if you press
[Voice] to access the recording softkeys again, you will have to re-enter the
telephone extension.

Playing a recording
The voice recording can be played using the [Play] softkey.

Procedure 5-6xxx
Playing a voice recording

Starting point The current screen, Voice softkeys displayed.

1 Use [Play].

If there is no current recording, a message is displayed on the console.

If a recording is available, it is played, and the [Stop] softkey is displayed;
2 Use [Stop] at any time to stop the playback.

The Voice Recording softkeys are redisplayed.

Recording a new message

The voice recording can be recorded using the [Record] softkey. This
overwrites any existing recording.

Procedure 5-7xxx
Recording a voice recording

Starting point The current screen, Voice softkeys displayed.

1 Use [Record].

A message is displayed on the console requesting you to make the recording,
and a beep can be heard in the telephone receiver.

The [Stop] softkey is displayed.
2 Say the text of the recording and use [Stop] when you are done.
The Voice Recording softkeys are redisplayed.

The recording will be stopped automatically if you exceed the Maximum Prompt
Size or the Record Timeout set in the Voice Service Profile screen.

If a recording existed before, it is overwritten.
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Deleting a recording
The recording can be deleted using the [Delete] softkey.

Procedure 5-8xxx
Deleting a voice recording

Starting point The current screen, Voice softkeys displayed.
1 Use [Delete].

A message is displayed on the console requesting you to confirm the deletion;
the softkeys [OK to Delete] and [Cancel] are displayed.

2 Choose 2a to delete the recording, or 2b to cancel.
a. Use [OK to Delete].
The recording is deleted.
The Voice Recording softkeys are redisplayed.
b. Use [Cancel].
The Voice Recording softkeys are redisplayed, the recording is not deleted.
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User Administration

Categories of users

User administration primarily involves adding users to the system, and once
added, maintaining the existing user profiles. When you add a new user to
the system, you must specify the user type. There are three categories of
users as described below:

Directory Entry Userscan only be added to the system if the Voice
Messaging feature (MMUI) is enabled. These are typically Centrex
business users who are registered in the DMS VoiceMail directory but
who do not have a mailbox. As a result, they do not have access to voice
messaging functions. They can, however, be referenced by such features
as name dialing and automated attendant functions such as voice menus
(if these are installed on your system).

Local Voice Usersiave DNs on the local switch. If Voice Messaging
(MMUI) is enabled, each local voice user has a mailbox with call
answering capability. This means that if the user is away from his or her
phone (or on the phone), callers are connected to their personal mailbox
in which they can leave a voice message. Furthermore, these users have
access to voice messaging functions (i.e., they can compose and send
messages to other users and non-users).

If Call Answering (VMUIF) is enabled, each local voice user has a
mailbox from which messages can be retrieved. However, they only have
access to call answering functions and do not have the ability to compose
and send messages.
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« Remote Voice Userare subscribers on other DMS VoiceMail systems
who have access to your system through the Meridian Networking
service (if installed). (Meridian Networking is an optional feature for
CPE systems only.) Not all voice users at remote sites need to be added
to your system as remote voice users. You may only want to do this for
those users who most frequently call your site. When a user from a
remote site sends a message to a user at the local site, the personal
verification is not played unless the user is defined as a remote voice
user in your system. (When a user is not defined as a remote voice user,
that user’'s mailbox number is played instead of the personal verification
which makes it harder for local voice users to identify the sender of a
message.)
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The User Administration screens

The User Administration screens provide the necessary facilities to add,
modify and delete directory entry users, local voice users and remote users.
A number of the fields related to the Outcalling feature (Remote Notification
and Delivery to Non-Users) are set on a per-user basis in these User
Administration screens.

The Find facility, also available under User Administration, simplifies the
process of locating existing users for the purpose of modifying or deleting
them.

The appearance of the user administration screens will vary depending on
which of the following features is installed: Voice Messaging (full-featured
voice messaging) or Simplified Call Answering (call answering only without
voice messaging capability). Many of the fields in the user administration
screens are specific to one of these features. The screens depicted in this
chapter will therefore show a number of fields that may not apply to you.
Wherever a field is dependent on a particular feature, this will be pointed
out.

When you add users to the system, the user profile is based on a pre-existing
user model. The models serve as templates to simplify the process of adding
new users to the system. When you add a new user, the parameters default to
the settings contained in the model on which the user profile is based. In this
manner you do not have to explicitly configure every parameter for each

user. If certain users require some parameters to be configured differently
than the norm, you need only change those specific parameters. Fifteen such
user models are provided for you. See the section “User Models” later in this
chapter for more information.

Multiple administration terminals

DMS VoiceMail supports up to four administration terminals (one main
administration terminal for system administration and up to three secondary
terminals for user administration only). If your system has multiple
administration terminals, only the first administrator who logs on to

perform user administration on a particular user can modify or delete that
user. Screens will be read-only for other administrators who then log on to
the same user profile.

For information about configuring multiple administration terminals, see the
section “Configure UATS” in Appendix A.
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The User Administration Menu

The User Administration screen (Figure 6-1) provides six functions with
which to manipulate user-related information.

Figure 6-1xxx
User Administration screen

4 )

User Administration

1 Add New User

2 View/Modify User

3 Delete User

4 Find Users

5 View/Modify User Models

6 Distribution Lists

Select an item >

Exit

\ J

Procedure 6-1xxx
Navigating the User Administration screen

Starting point :  Main Menu, <1> entered.

1 The User Administration screen appears (Figure 6-1).
2 Choose an item by entering its number and pressing <Return>.

The menu corresponding to your selection appears. See the following sections
for details:

<1> “Adding new users”

<2> “View/Modify User”

<3> “Delete User”

<4> “Find Users”

<5> “View/Modify User Models”
<6> “Distribution Lists”

3 Use [Exit] to return to the Main Menu (or the Logon screen if you are logged
onto a secondary terminal).
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Planning how to add new users to the system

Before you begin to add any users to the system, you should do some
planning first. Ask yourself the following questions:

1 How are you going to distribute users over volumes to ensure that some
of your volumes don’t become full while others remain empty?

2 If you are adding large numbers of users in a short time period (i.e., in a
24-hour period), there are special considerations.

Distributing users over volumes

DMS VoiceMail systems can have from one to eight voice nodes, each of
which contains a hard disk drive for data storage. The hard disk drives are
partitioned into volumes. Volumes are storage areas for system and user
related information. The volumes are already set up when your system is
installed.

Users are not automatically distributed over volumes. When you add users,
you must specify the volume to which the user is to be added. The default is
volume “203”. If you do not change this value in the Add a Local Voice

User screen, all users will be added to volume 203 thus filling it up and
leaving other volumes empty. Table 7-2 in the “General Administration”
chapter, specifies the maximum amount of storage available on each volume
for the various DMS VoiceMail configurations.

Be careful of how you assign users to volumes. Putting certain types of users
who share the same usage pattern (especially those who use the system
heavily) on the same volume increases the probability that too many

channels will try to access the same disk at one time. For example, all
secretaries are added to the same volume (volume 203). They all come in at
9:00 a.m. and log on immediately. Suddenly a large number of channels are
trying to access the disk. This situation is not desirable. It is therefore
recommended that you distribute users across volumes randomly in such a
manner that does not result in correlations in access patterns among the users
on a volume.

Before adding users to the system, survey your users to estimate average
usage in terms of number of messages and length of each message. Compare
this with the capacity of the available disk volumes and the minutes of

storage you wish to assign to users, and estimate the number of users each
volume can accommodate. Randomly assign users on different disks to
distribute traffic evenly to the disk drives. Ideally, each user volume should
have an equal number of users. For example, to randomly select users,
choose the volume based on the first letter of the user’s surname.

Note: The maximum voice storage for each mailbox is equal to the
mailbox size plus the maximum message length.
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Information on disk usage can be obtained through the Disk Usage report
generated by the system administrator (see “Traffic Reports” in the
“Operational Measurements” chapter). A listing of disk volumes can be
obtained by displaying the Volume Administration screen . For information
about volume names and how information is distributed on the volumes, see
“Volume numbers and distribution”.

If a volume becomes full and you need to move users to another volume,
you can do so using the Move User utility. This utility is available under the
Tools menu. To move a user you must know the user’s mailbox number. For
more information, see Appendix ASystem Administration Tools”.

Adding large numbers of users

It is not recommended that you add a large number of users (600 or more) in
a short period of time. (A short period of time here means a 24-hour period
between two nightly audits. These audits take place between 2:30 a.m. and
5:00 a.m.). When you add such a large number of users, the organization
directory which stores user profile information, can become unbalanced and
perform less efficiently. The nightly audit rebalances the directory. If you
must add a large number of users between audits, consider the following
factors:

1 Ensure that the number of users to be added is within the engineering
guidelines for the system. Specifically, DMS \WoiceMalil is engineered for
up to 5,000 users per voice node.

2 If Voice Messaging (MMUI) is installed on your system, add users in
reverse alphabetical ordeOtherwise performance will gradually
degrade after approximately 600 users have been added (the system gets
slower and slower). This degradation in performance will be corrected
when the next nightly audit occurs.

If Call Answering (VMUIF) is installed, you can add users in any order.

3 Distribute users across volumes as evenly as possible. See the section
“Distributing users over volumes” earlier in this chapter.

4 Do not add more than 2000 users to the same exchange. Otherwise, the
system will become unbalanced. The next nightly audit will rebalance
the system. For example, if the exchanges 763, 766 and 769 exist on
your switch, do not add more than 2000 users to any of them within a
24-hour period.

5 For Voice Messaging users, be careful of how you fill in the Department
field. Avoid broad categories which will place more than 100 users in a
single department.
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Adding new users

When you select the Add New User option from the User Administration
screen, a new set of softkeys (shown in Figure 6-2) is displayed. They allow
you to specify whether you want to add a directory entry user, a local voice
user, or a remote voice user. Other than the new softkeys, the screen is
identical to the User Administration screen.

Figure 6-2xxx
Add New User softkeys

(" )

User Administration

1 Add New User

2 View/Modify User

3 Delete User

4 Find Users

5 View/Modify User Models

6 Distribution Lists

Select an item >

_ Add Directory Add Local Add Remote
k = Cancel Entry User * Voice User Voice User*

* This softkey does not apply if Call Answering (VMUIF) is enabled.
**This softkey is only displayed if Meridian Networking is installed
(for CPE systems only).

Procedure 6-2xxx
Adding a new user

Starting point:  User Administration screen, <1> entered.

The following softkeys appear: [Add Directory Entry User], [Add Local Voice User],
[Add Remote Voice User], and [Cancell.

1 Choose step la to add a directory entry user, 1b to add a local voice user, 1c to
add a remote voice user, or 1d to return to the User Administration screen.

a. Select [Add Directory Entry User].

See the next section, “Adding directory entry users”, for details.
b. Select [Add Local Voice User].

See “Adding local voice users” later in this chapter for details.
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c. Select [Add Remote Voice User].
See "Adding remote voice users” later in this chapter for details.
d. Select [Cancel].
The User Administration screen and the [Exit] softkey are redisplayed.

Adding directory entry users

Directory entry users do not have voice mailboxes associated with their
extensions. This is useful, for example, when a telephone is used by a
number of different people. You do not necessarily wish to create a mailbox
for this type of phone, but you may wish to associate the names of the
people who use the phone with the extension. Then other DMS VoiceMail
users can dial the phone using thru-dial features such as Name Dialing.

Note: Users cannot be added to the system as directory entry users if
Call Answering (VMUIF) is installed on the system.

When you press the [Add Directory Entry User] softkey on the Add New
User screen, a prompt appears asking you to enter the extension number
(DN) to be added. When you enter the extension number, the Add Directory
Entry User screen (Figure 6-3) appears. The screen contains fields that
identify each directory entry user and associate the users with primary and
optional secondary and tertiary extension numbers. Primary extension
numbers are not unique; several users can share the same extension.
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Figure 6-3xxx
Add Directory Entry User screen

-
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User Administration

Add Directory Entry User

Last Name:

First Name: Initials:

Department:

Extension DNs: 8877665

Personal Verification Recorded (voice): No
Name Dialing Accessible to External Callers: No [Yes]
Save Cancel Voice

J

The Directory Entry Users screen contains the following fields:

Last Name- The last name of the new directory entry user, up to 41
characters in length. This field is mandatory. This field accepts any
characters with the exception of the restricted characters “+”, “ ", and
“?”. However, you should limit yourself to alphanumeric characters for
name dialing and name addressing to work properly. This field is blank
by default. Be sure to fill it in and ensure correct spelling because the

Name Dialing and Name Addressing features use this information.

First Name- The first name of the new directory entry user. You can
enter up to 21 characters, including the space and hyphen (-). The
default is blank. Ensure correct spelling because the Name Dialing and
Name Addressing features use this information.

Initials - The initials of the directory entry user. This field can hold up

to 5 alphanumeric characters. This field is for display only and can be
used by the administrator to distinguish users with identical first and last
names. These initials, however, cannot be used in name dialing.

Note: If you do not enter any initials, the system will automatically fill
in this field with the first initial of the user’s first name.
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