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	Auto Attendant Applications – Introduction to Call Handlers                 

	Cisco Unity uses Call Handlers as building blocks in the system.  These Call Handlers can be used 

· For Auto Attendant applications

· To provide Audio Text applications (i.e. information only messages such as address, business hours etc.)

· As a message recipient (i.e. Operator Call Handler)

· To transfer calls (i.e. you could route calls after hours to a cell phone of the person on call)

For more information on Call Handlers, refer to CHAPTER 16

of  the CISCO Unity Administration Guide


	Predefined Call Handlers

	There are a number of predefined call handlers built into the Unity product.

· The Opening Greeting – this default Call Handler acts as an Auto Attendant. The pilot number (5090) is answered by the Opening Greeting.  If I am recognized as a subscriber, I am invited to log on to the system.  By default messages left in the Opening Greeting Call Handler are sent to the Example Administrator.

· Operator Call Handler – Calls are routed here when callers press ‘0’.  Calls that are routed here are sent to the Unaddressed Messages distribution list by default.

· Good-Bye – plays a brief good-bye message and then hangs up.  Messages left in the Good-Bye Call Handler are sent to the Example Administrator by default.

· Directory Handler – provides Directory Assistance

· Interview Handler – Provides a series of recorded questions to callers with pauses to record the caller’s answers.

Use one or more call handlers to create your call routing application




	Steps for Creating Call Handler Applications

	 In order to create an application to handle incoming calls, you must perform administration steps in the Call Manager as well as Cisco Unity.

In the Call Manager:

1. Add a CTI Route Point

2. Assign the DN to the CTI Route Point

3. Call Forward all Calls on the DN to the Unity Pilot #

In the Unity:

4. Create the Call Handler Application

5. Create a Call Routing Rule for the DN

NOTE:   For more information on Call Manager Administration of CTI route points, refer to Page 37-2 of the Administration Guide (BCCM).




	Getting Started

	Unity Call Handling applications are built from the bottom up.  For this reason, careful planning of your system, mapping its components and scripting all greetings, is key to setting them up effectively. 

Start by considering the following Call Management Planning Questions that can be found on page 4-2 of the Unity System Administration Guide (3.1(3)).

1. Will your organization use an operator or automated attendant? Will you need to set up call routing rules for direct or forwarded calls?

2. What is the purpose of each call handler? Will it provide callers with an audio-text application (recorded information, or one-key dialling options), take messages, or simply transfer calls?  Will you need interview handlers?

3. How will calls reach this handler?  Will calls be routed from another call handler? Can callers dial an extension, or use one key dialling to reach the call handler?  Will this call handler answer incoming calls? Will a call routing rule route calls to the call handler?

4. What will the greetings say? Who will record the greetings?

5. Will the greeting and transfer settings be the same for standard hours and closed hours?

6. Will calls be transferred from this call handler to ring a subscriber phone, or will they be transferred directly to a greeting?  Who will receive messages from this call handler?

7. Will caller input be allowed? Will this call handler route calls to another call handler?  What action should be taken after the greeting plays?  Can callers leave messages?  What happens to calls after messages are left for this call handler?

See Figure 4-1 for an example of a Call Management Map.

For more information on Call Routing Rules, refer to Chapter 19

of  the CISCO Unity Administration Guide




	Creating a New Call Handler 

	Go to Call Management>Call Handlers

Click on the Add icon

Enter information as appropriate in the NAME field

Select New Handler or Based on Existing Handler. IF you selected Based on Existing Handler, select the appropriate handler in the Based On field.

Click the Add button

Enter setting for your new handler and then click the Save icon




	Call Handler Profile Page

	To reach the Call Handler Profile Page, Call Management>Call Handlers>Profile Page

Name – the name you give the Call Handler (i.e. Main Menu, Sales menu etc.)

Created – displays the date the call handler was created

Owner – subscriber or group of subscribers that have the authority to request changes to this Call Handler

Owner type – is the owner a subscriber or public distribution list?

Recorded voice – Spoken name of the call handler

Active Schedule – The schedule you define for this call handler will determine which greetings are played and determine when the Standard and Closed transfer rules apply.

Extension (optional) – assign an extension when you wish callers to dial a number to reach this call handler.

Language – the language that Unity plays the Call Handler system prompts.  With the “inherited” option, Unity determines the language to use for the system prompts on a per call basis, depending on the handler or routing rule that processed the call.

For more information, refer to the Cisco Unity Administration guide, Worksheet 7and pages 16-4 to 16-6




	Call Handler Call Transfer

	To reach the Call Handler Call Transfer Page, Call Management>Call Handlers>Call Transfer

Transfer rule applies to – Select Alternate, Closed, or Standard and Create transfer rules for each. If your Call Handler application is not dependant of time of day, create the transfer rules under the Standard heading.  

         Important:  Alternate rules over ride any others you have created.  Be         sure that you have disabled the Call Transfer rules under the Alternate setting. (see Status below). 

Status - status of the transfer rule.  When enabled, the Alternate transfer rule over rides any others.

Transfer incoming calls?

· No (Send directly to this Handler’s Greeting) - Default setting.  Select if you have recorded a greeting for this handler that you wish callers to hear.
· Ring message Recipient’s extension – Unity will transfer the caller to the extension assigned to the message recipient (defined on the Messages page). 

· Yes, ring subscriber – Unity will transfer the caller to the number entered here.  This may be an extension, or any phone number.

Transfer Type – Release to switch is the default.  Use this method when call forwarding is enabled on your phone system.  When Release to Switch is selected, the remainder of the options here are unavailable.

For more information, refer to the Cisco Unity Administration guide, Worksheet 7and pages 16-6 to 16-10 




	Call Handler Greetings

	To reach the Call Handler Greetings Page, Call Management>Call Handlers>Greetings

Greeting – Defines the greeting you want to specify settings for. (Remember, the Alternate greeting, when enabled, over rides all other greetings that may be enabled).

Status – Indicates the status of the selected greeting.  When a greeting is enabled, Unity will play it in the appropriate situation.

Source – select Recording to record a personalized greeting for the call handler

During Greeting – select to allow caller inputs that are specified on the Caller Input page.

After Greeting- select the appropriate action after the caller hears the handler’s greeting. 

· Take Message – Unity records a message from the caller.  View the Messages page to select the recipient.

· Say Good-Bye – Unity plays a brief Goodbye and the call is disconnected

· Send Caller to – Select to send the caller to another destination such as another call handler.

Re-prompt the user after this many seconds of silence – prompts the caller again for input if none is received.

Number of times to re-prompt – after this number of re-prompts, Unity will perform the after-greeting action.

For more information, refer to the Cisco Unity Administration guide, Worksheet 7and pages 16-10 to 16-13 




	Call Handler Caller Input

	To reach the Call Handler Caller Input Page, Call Management>Call Handlers>Caller Input

Allow Callers to Dial an Extension during the greeting – i.e. “If you know the extension number of the person you are calling, you may dial it now…”

Milliseconds to wait for additional digits – waits for additional input when callers press a single key that is not locked. A value of 1500 is recommended.

Lock this Key to the Action – check this box to have Unity ignore additional digits after the caller presses the key.  For more efficient call routing, you should lock all keys except those that begin extensions on your system (unless you are NOT allowing callers to dial an extension during the greeting).

Action – indicate what happens after a caller presses the corresponding key.

· Ignore Key – Unity will finish playing the entire greeting and then perform the After Greeting Action

· Skip Greeting – Unity will skip the greeting and perform the After greeting Action. Skip Greeting is assigned to # by default as the universal way to skip greetings

· Take Message – Unity records a message from the caller.  Select the Messages page to select the message recipient.  i.e. “to leave us a message, please press 1…”
· Say Good-Bye – Unity plays a brief Good-Bye and the call is disconnected.

· Send Caller to – Select the destination that the caller should be routed to (a subscriber, call handler, etc.) i.e. “for administration, press 1, for Jane press 2, for the sales department, press 3…”
For more information, refer to the Cisco Unity Administration guide, Worksheet 7and pages 16-13 to 16-15




	Call Handler Messages

	To reach the Call Handler Messages Page, Call Management>Call Handlers>Messages

Message Recipient – the subscriber or group of subscribers that receive messages left for this call handler. You may use this feature like a General Delivery Mailbox and designate a subscriber to receive that message. If you wish to have a group of subscribers receive the message, create a public distribution list first.

How to take messages – maximum length of messages left for this call handler

After Message Action – select the action to be performed after the caller has left a message.

For more information, refer to the Cisco Unity Administration guide, Worksheet 7and pages 16-16 to 16-18 




	Call Routing Tables

	Call routing tables are used to route incoming calls to the operator, the directory handler, to a subscriber or to call handler applications etc.

As in the above steps, create your call handlers then create rules as needed to route incoming calls appropriately.

There are two call routing tables.  The DIRECT Calls routing table and the FORWARDED Calls routing table.

The DIRECT CALLS call routing table handles calls from any phone (internal/external) to a voicemail extension.

The FORWARDED CALLS call routing table handles calls that reach the Unity ports via some forwarding rule (but the caller did not dial a voicemail extension).

A CTI Route point is a Forwarded Call

1. Go to Call Management>Call Routing>Forwarded Calls
2. Click on the Add icon

3. Enter the name of the new rule in the Name field

4. Click on the Add icon
5. Specify settings for the new rule as appropriate and then click on the Save icon

When you create a new rule, specify criteria that will be used to route the call and leave the other fields blank.

For a Call Handler created using a forwarded CTI Route point in the Cisco Call Manager, create your rule based on the forwarded station.

For more information, refer to the Cisco Unity Administration guide, Chapter 19




	Create/Change Business Schedules 

	Cisco Unity, by default, has 2 schedules that can be modified (“All hours-All days”, and Weekdays”).

You can create up to 64 different schedules 

6. Go to SYSTEM>SCHEDULES 
7. Click on the ADD icon (or FIND, to modify an existing schedule).

(If you have selected the ADD icon, you can then choose to create your                                                                    schedule based on an existing one. This will save you some time in editing).

8. Enter a name when creating a new schedule

9. Decide whether or not you want to OBERVE HOLIDAYS, by selecting or deselecting the check box.

(When OBSERVE HOLIDAYS is selected, Cisco Unity will play Closed greetings and observe any Closed transfer rules on dates that are defined on the SYSTEM>HOLIDAYS page).

10. Modify the Open and Closed times for each day by clicking the cells.

11. Click on the SAVE icon

For more information, refer to the Cisco Unity Administration guide, Page 23-10




	Creating/Changing Holiday Schedules 

	1. Use the navigation pane to access SYSTEM>HOLIDAYS
2. Click on the ADD icon, select a date, and click on ADD
3. Select COPY SCHEDULE to create a holiday schedule for the following year.

(You will have to modify the holidays that are not day specific, i.e. Easter, Victoria Day, Heritage Day etc.

4. Click on the SAVE icon

For more information, refer to the Cisco Unity Administration guide, Page 23-13




	Reporting on Cisco Unity

	Cisco Unity provides Log-based and snapshot data for reporting.  Reports that provide information about subscribers or system activity over a period of time contain log-based data. Other Unity reports offer a “snapshot” of subscriber or system data.

Cisco Unity automatically gathers and stores data that is used in log-based reports every 30 minutes.  You specify how long Unity stores that data in the Clean-up Interval for Logger Data Files field  (System Configuration>Settings).  By default Cisco Unity deletes report files every seven days.

The best time to generate reports is after regular business hours when the system is not busy processing calls.  When a report is ready, Unity sends an email to the person who generated the report.  The email message will contain a link to the report file, but to access it, administrators must have full read/write access to the CommServer\Reports directory located on the Unity server

For more information, refer to the Cisco Unity Administration guide, Chapter 21




	Subscriber Message Notification

	Subscribers can set up their own rules for Message Notification via Cisco Unity’s Active Assistant.

This feature will notify subscribers of new messages in their Unity mailbox by calling a phone or pager, or by sending an email.

For more information, refer to the Cisco Unity Administration guide, Pages 13-26
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