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Lumos Networks Auto Attendant Setup Guide

1. Before you start, you must have the Auto Attendant (AA) set up on your account, and you must
have an administrative login and password set up (this is separate from your login and password
for a specific phone number). If you are unsure about this, please contact the Lumos Networks Special
Circuits group at 1-866-710-2243.

2. Once the Auto Attendant is set up and you have your login and password, you’ll need to log at
the following address: http://www..ia.ntelos.net.

3. The first thing you should consider is whether you want your AA to work the same way every
day of the week (which is the default) or if you want to determine your own schedule — such as
weekdays and weekends. [If you want to use the default, you can skip throught the schedule
section.

4. Time Schedule — when you first login you will see the page below. To add, change or delete a

time schedule — click on Time Schedule to open up the page.

Options:

rgr— Profile
Resources Basic Advanced
Services

Users Mone ofthe menu items in this category are enabled.

Senice Scripts
AcctiAuth Codes
Calling Plan
LUtilities

Add, modify, or remove users.

Profile
View or madify your group profile information.

Change Password

Change your password.

Administrators

Add, modify, or remove group administrators and department
administratars.

Departments
Add, modify, or remove departments in your group.

Holiday Schedule

Add, modify, or remove holiday schedules for your group.

Time 5chedu)<
Add, moadify, or remove timme schedules for your group.



http://www..ia.ntelos.net/

5. To Add a new schedule, click on Add.

Time Schedule

Add a new time schedule or manage existing time schedules for the group.
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Time Schedule Add

Add a new time schedule.

*Time Schedule Mame; |Weekday
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6. Name your Time Schedule — Weekday is the example above. Then select the days of the week
and the time you want the day to begin and end.

Time Schedule Add

Add a new time schedule.

*Time Schedule Name: |Weekday |

*Start Day *Start Time *End Day *End Time
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7. Then click OK to save.



Services

8. To Add another schedule — such as Weekend and start at Friday at 5:00 and end Monday 7:59
AM simply click Add, Nmae the schedule and select your times and days. If the weekend time is

9.

continuous you can setup as indicated below.

Time Schedule Add

Add a new time schedule.

0K Cancel

* Time Schedule Name: |Weekend |

*Start Day *Start Time
==l |

You can also build Holiday schedules the same way.

*End Day *End Time
== - =l

Once you've establsihed your schedule, click on Services on the left sidebar. Then from the
screen below click on “Auto Attendant”.

Services - Microsoft Internet Explorer

ed by NTELOS IT Support Services

@@ ~ | & httpefbwasl.ia.ntelos.net/Common/folder_contents. jsp?folder =G2&menuld=1 || *2|| X RP-
Google |G+ v covd & B - 9% Bockmarkse | W Check s AutoLink - = Send tor () Settings=
9 Eove: @ 2 O &EGEE @3 A& S <] @ sssitant Enterprise -
Dial Murnber v =]
w o [g Services ] I - B e - hPage v 0 Tools ¥
. -
Mobile 911 Integrated Centrex customers
Click to change the registered 911 address for your Integrated Centrex number.
Powered by Dash 911
=
E)Tems Help - Home
Group Welcome Walsh Kevin [Logout]
Options: .
T Services
Resources Basic Advanced
> ¥ Senices Auto Attendant Auto Attendant call Center
Senice Scripts Serves as an a Automatically process incoming calls received by a single phone number by
AcctiAuth Codes personalized message fo cal allers have the option to connect to the operator, distributing them to a group of users or agents. Includes enhanced features such as
Calling Plan dial by name or extension, or conm®ct to configurable extensions. agent log in and log out, call queuing, and overflow contral
Ulilities CommPilot Call Manager Custom Ringback Group
Configure the CommPilot Call Manager settings for your group’s users. Define the media ringback to be played to callers to members or services of your
group.
Call Pickup
Enable users to answer any ringing line in their call pickup group Instant Group Call
Enable users to call a group of users, where the users can be part of the same group
Hunt Group or can be external users.
Automatically process incoming calls received by a single phone number by ~
distributing them ameong a group of users or agents. Preferred Carrier Grou
R Display and modify the preferred carriers assianed to the group.
Conference Bridges
Enable groups to setup, use, and manitor cenferences for internal and external Series Completion
participants. Provide key system functionality by hunting through a set of lines according to a pre-
R arranged order.
LDAP Integration
Enable users to access contact names and phene numbers fram an external LDAP Third-Party Voice Mail Support
directory using their CommpPilot Call Manager. Enable users to send busy and unanswered calls te a third-party veice mail system
Music/Video on Hold Trunk Group
Flay an uploaded audio (music) or videa file for callers on hold. Allows a group of users on a device to have a restricted number of active calls
Voice Portal
Allow users to call from any phone so thatthey can use and configure their user
Senices. -
-
ntelos.net/Common/folder_contents. jsp? folder =G2&menuld=1 & Internet H100% v




10. Once you click on Auto Attendant, the page below will appear. Lumos Networks will establish your Auto

Attendant.
5 . . . B a5 =
= Auto Attendant - Microsoft Internet Explorer provided by NTELOS IT Support Services SlE]S |-7”E‘S|
@.\- LA 2] htp:/fbwasl. iantelos netfGroup/Auto_sttendant/ || *|| X 2|~
Gooagle |G- v Goe5 & B - oY Bockmarkse "% Check % AutoLink - (s Sernd o () Settings+
@ i Woenvice: @ 8| D S AAE @2 A M| |search v || [ Assistant Enterprise ~
Dial Murmber v &l
— = »
w [Q,Aum Attendant l 1 - B d= v bPage v (O Tools v
. ~
Mobile 911 Integrated Centrex customers
Click to change the registered 911 address for your Integrated Centrex number.
Powered by Dash 911
AP
ﬁl!ims Heln - Home
Group Welcome Kevin Walsh [Logoug
Options:
= Auto Attendant
rofils
e Create or modify an automated receptionist to answer the phone and provide personalized messages to callers. A group can have multiple aute attendants configured, either
individually or integrated into a multi-level aute attendant. For example, an enterprise’s main Aute Attendant can be configured to seamlessly route to an Auto Attendant for a
Services particular department or location.
Senvice Scripts
Calling Plan Active Name Video Phone Humber Extension Department Edit
Utilities Product Planningt.. 5409329007 9907 Edit
l 0K . Apiply l Add . Cancel
bl

& Internet # 100% -

11. Select the Auto Attendant that you wish to configure by clicking on edit (right side of page) for
the name of the Auto Attendant you wish to set up (you could have more than one Auto
Attendant set up on your account, based on your needs).



12. Clicking on edit will take you to the Auto Attendant screen, where you click on Profile.

£ Profile - Microsoft Internet Explorer provided by NTELOS IT Support Services

@;}. - ‘E hitfp:/bwiasl ia.ntelos.net/Carmmon/folder_contents. jsp?menuld=0 V| 1| X | ‘ Pal
Google |[Cl+ viGno s & B+ % Bookmarksw | % Check ~ 'y autolink - (& Send v () Setting
@ & [ Services ® S é|g|§‘ 2 @32 A& searh v | W Assistant Enterprise
Dial Mumber ~ =]
W & [g) o = fa - B 8 - Page - G Took -
Mobile 911 Integrated Centrex customers
Click to change the registered 911 address for your Integrated Centrex number.
Powered by Dash 911

s

Group = Auto Attendant : Product Planning test

Help - Home

Welcome Kevin Walsh [Logout]

Options:
B Profile Profile

Basic

Advanced

Prefile Assign Services

Display and configure information such as phone number, extension, and members for Assign or unassign services and senvice packs
this auto attendant

Call Policies
Configure user Call Palicies

Addresses

Display and configure information such as phone number, extension, and
identity/device profile for this auto attendant

Password
Configure the voice portal passwaord for this auto attendant.

Voice Portal
Change voice portal options of the aute attendant.

13. After selecting Profile — the following screen will display. The time zone should be defaulted to

US Eastern Time — but double check since an incorrect time zone would impact any schedules
you may use.

Auto Attendant Modify

Modify an existing auto attendant.

1

Auto Attendant ID: Product-Planning

Change User ID (Also saves current screen data)

* Narme: |ProdL|ct-F’|anning |

* Calling Line ID Last Name: | Planning | *Calling Line ID First Name: | Product

Department: | Mane V| Language: | English *

Time Zone: | (GMT-04:00) (1US) Eastern Time <_ Time Zone
[] Enable video support

Business Hours: | Every Day All Day Haliday Schedule:

Business Hours Menu After Hours Menu
[Also saves current screen data) [Also saves current screen data)
Scope of extension dialing: & Group O Department

Scope of name dialing: &) Group Y Department

Mame Dialing Entries: (%) LastName + Firstilame O LastName + Firsthame and Firsthame + Lasthame

|




14. If you setup a schedule — this is where you would choose Weekday for your Business Hours in
the dropdown — otherwise the default would be Every Day All Day and would use the same
greeting and prompts.

Auto Attendant Modify

Modify an existing aute attendant.

Auto Attendant ID: Product-Planning Change User ID (Also saves current screen data)

* Name: |F'rodL|ct-F'Ianning |

*Calling Line 1D Last Mame: |F'Ianning | * Calling Line 1D First Marne: |F'roc1|.|ct
Department:||\lone V| Language: | English
Time Zone: | (GMT-04:00) (US) Eastern Time v|

[] Enable video support

Holiday Schedule

After Hours Menu

tLI rrent screen data)

Business Hours: | Every Day All Day |+

Business Hours Wenu (Every Day All Day
(Also saves current screen diVWeeke

Scope of extension dialing: Eﬁﬂ;ﬁgngwmﬁl

Scope of name dialing: & Group O Department

Mame Dialing Entries: (3 |astMame + Firstdame O Lasthame + Firsthlame and Firstiame + Lasthame

———

15. Next click on Business Hours Menu which opens the screen below. On this screen you will setup
your greeting and how you want the calls to flow. You should setup your call flow before you

record your greeting to ensure that you record the correct options.

Business Hours Menu

Configure the automated receptionist greeting prompt and dialing menu to be used during business hours.

———

Business Hours Greeting:
@DefaultGreeting

O Personal Greeting

Load personal greeting:

Menu Options:
[] Enable first-level extension dialing

Key Description Action Phone Number

0 group operator | Transfer to operator v |
1 dial by extension |E):tensi0n dialing V|

2 dial by name |Name dialing V|

E v
4 | v|
5 | v|

i




Business Hours Menu

You use this page to set up your greeting and dialing menu to use during business hours. The Auto
Attendant service provides an automated receptionist to direct incoming calls.

To move between text boxes, use the TAB key on your keyboard, or use your mouse pointer to click in

the text box.

Steps

Details

Enable or disable first-
level extension dialing.

Check the Enable First-Level Extension Dialing box to allow callers to enter
the extension of the party they want to reach without selecting a menu
option first. Enabling this feature makes the auto attendant more
convenient for callers who already know the extension of the person they
want to reach.

If you enable this option, the auto attendant will follow its initial greeting
and first-level menu with a prompt: If you know the extension of the party
you are trying to reach, dial it now. Users can also interrupt the initial
greeting with the desired extension immediately after answer by the auto
attendant.

Configure the first-level
Auto Attendant menu.

You can also provide a short text description for each option in the
Description column.

a. Type in the description name of the action to match the dropdown
option.

b. For each menu option, select an action from the drop-down lists in
the Action column. Some actions also require you to specify a phone
number. The page displays a box in the Phone Number column for
options that require phone numbers. Phone numbers can include
Feature Access Code prefixes (*##) to activate the following Feature
Access Code Services: Calling Line ID Delivery Blocking Per Call, Calling
Line ID Delivery Allowing Per Call, Direct Voice Mail Transfer, Speed
Codes (8 or 100), or Diversion Inhibitor. For example, if you enter the
Feature Access Code for Speed Dial 8, the call transfers directly to the
digits mapped for Speed Dial 8.

c. Setting up the action options: Drop down choices are; transfer with

prompt, transfer without prompt, transfer to operator, name dialing,
extension dialing, repeat menu and exit

e "Transfer with prompt": Plays the message, “Your call is being
transferred, please hold”, and then transfers the call to the
specified number.

e "Transfer without prompt": Transfers the call to the specified
number, without playing a transfer prompt.

e '"Transfer to operator": Plays the message, “Please stay on the line
while your call is transferred to the operator”, and then transfers
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the call to the specified operator number.

¢ "Name dialing": Brings the user into the automated name
directory.

e "Extension dialing": Prompts the user for an extension, and
transfers the user.

e "Repeat menu": Replays the auto attendant greeting.
e "Exit": Terminates the call.

d. You may want to have “0” set as the default key to transfer the caller
out to a designated operator. First type in the Description (in this
example, “group operator”) beside the “0” key. To access the options
for the line, click on the arrow beside the action specified for the “0”
key and select “Transfer to Operator”. Then type in the operator’s
phone number in the space provided under “Phone number”.

e. To add dial by extension and/or dial by name, simply type in the
Description beside the Key selection, and then click on the Action drop
down menu and select the appropriate action.

f. To add the sales department, type in the description for Sales, and
select “transfer with Prompt” from the Action drop down menu. Then
enter the phone number for the sales department (or hunt group
number) in the field labeled, “Phone Number”. To have a hunt group,
you must order a “virtual line” for the hunt group and provide the
phone numbers for the phones that you’d like to ring in hunt
sequence before setting up the Auto Attendant. nTelos Special
Circuits will be able to provide you with the phone number for the
“virtual line”once it has been ordered.

g. To transfer a call to a specific extension, simply type in the name of
the description under the appropriate key (eg: key 4, Parts
Department), and then select “transfer with Prompt” from the Action
drop down menu. Lastly, type in the phone number for the line that
you want to ring.

Save your changes or
exit without saving.

To save your changes, click OK. The previous page appears.

To exit without saving, select another page or click Cancel to display the
previous page.

Choose whether to use
the default greeting or a
personalized greeting.

Select an option from the Greeting control."Default Greeting" plays a
generic system recording, which does not identify a company by name.

Welcome. Your call is being answered by an automated attendant.

If you know your party's extension, press 1. To use our automated name
directory, press 2. If you would like to speak with an operator, press O.
Thank you for calling.




Record a Personal Greeting or Announcement

You can easily use Lumos Networks Voicemail to record your Auto Attendant Greeting:

a.

With your Auto Attendant order from Lumos Networks, you should order a nTelligent Messaging voicemail
box and provide your email address. This mailbox will provide delivery of voicemail messages via
.wav files to your email address.

To create your greeting using voicemail, simply call your number from your own phone and after
the tone, pause for 2 seconds and then read your Auto Attendant greeting. The greeting needs to
be exactly as you setup your prompts.

For example:

Welcome to the XXX Company Automated Attendant. To direct your call, please select
from the following options:

Press 0 to reach a company operator.

Press 1 to dial by extension.

Press 2 to dial by name.

Press 3 to reach the Marketing department.

You should then receive an email that has the .wav file attached. If you do not receive this email,
please contact our customer care department at 800-320-6144.

Save the .wav file to a known location on your PC. On the Business Hours Menu - click on
Personal Greeting, then browse to locate the .wav file. Your greeting will now be available to
callers.

NOTE: The maximum length allowed for WAV and .MOV files is five minutes.

Business Hours Menu

Configure the automated receptionist greeting prompt and dialing menu to be used during business hours.

I OK
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Business Hours Greeting:

(@ Default Greeting
O Personal Greeting

Load personal greeting:

Menu Options:

Key

[T S R R ]

[] Enable first-level extension dialing

Description Action Phone Number
group operator Transfer to operator v
dial by extension Extension dialing v
dial by name MName dialing he



16. To Setup After Hours/Weekend

Select Weekend (or whatever you have titled your hours) and click on After Hours Menu

Auto Attendant Modify

IModify an existing auto attendant.
1

Auto Attendant ID: Product-Planning Change User D (Also saves current screen data)

*Name: |F'rodL|ct-F'Ianning |

* Calling Line ID Last Name: [Planning | *Caling Line D First Name: | Product
Department: | None v | Language: | English »
Time Zone: | (GMT-04:00) (US) Eastern Time v |

[] Enable video support

Business Hours: | Weekend ﬁ: I:hedule: MNaone v
Business Hours Menu After Hours Menu
(Also saves current screen data) (Also saves current screen data)
Scope of extension dialing: (® Group O Department

Scope of name dialing: & Group O Department

Name Dialing Entries: (3 LastName + Firsttlame (O LastName + Firstlame and Firsthame + Lasthame

—————— |

Build your Descriptions and Actions — then record your after hours greeting (via voicemail) and browse
for the file.

After Hours Menu

Configure the automated receptionist greeting prompt and dialing menu to be used after business hours.

After Hours Greeting:
() Default Greeting
(¥ Personal Greeting  Cl'Documents and Settingsibircknerilly Documents\Auto Attendant.wav

Load personal greeting: |[ Browse...

After Hours Menu Options:
Enahle first-level extension dialing

Key Description Action Phone Number
0 |group operator | | Transfer to operator A | 5405427485

1 |dia| by extznsion | | Extension dialing v |

2 |dia| by name | | Mame dialing A |
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