f.‘f""f"f Call Center for Skype

User_éuide (Version 3.5)

Certified

building business Solutions for skype

Manual

PrettyMay Call Center for Skype
Version 3.5

L

Certified

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved | www.prettymay.net 1




Lo T 77 ~ 17 :m:
=TE f - . Ay . .

Moy, Certified
User Guide (Version 3.5)

1. Introduction to PrettyMay Call Center fOr SKYPE ........ccovveiiiiiiieiere e 4
*  What is PrettyMay Call Center for SKYPE .......cocvvveieieieieeiee e 4

o Benefits of a SKYPE PBX SYSTEM ......cciiiiiiiieieie et 4

®  HOW PrettyMay WOTKS........cooiieiiiiiieiese sttt eneesneaneas 4

2. Installing PrettyMay Call Center fOr SKYPE ........covvviieieeie e 6
®  SYSEEM REGQUITEIMENTS. ....cviiiieiieiese ettt e st st e s esaestesseeneeneesrenreas 6

®  RUN SBE-UD bbbttt 7

*  Launch PrettyMay & SKYPE.......cccviiiieieiieieiese sttt ee e snenneas 7

B o]0 o] [=T0] T ] AT o o[RS 8

L T 1S (= gl o =] Y] AV, PSSP 10

3. Adding PSTN line(S) fOr PrettyMay ........cccoviiieieieiieeeiese st 11
®  INEFOAUCTION ...ttt bbbt b e 1

4. Creating VoiCe MENU NOUE........ccueiiiiiieieie sttt sae st ene e seeere e 12
®  INEFOAUCTION ...ttt eb et n e 12

*  Configuring Main VOICE MENU .......coueiuiiieieierieseeie e sieeee e stesteeseessesbesseessessesseeseessens 12
BaSIC SEULINGS ...ttt sttt sttt e e et et r et et reeneentesrenre s 13
AAVANCEA SETLINGS ...ttt e b sbesteeneeneesresneas 13

®  TESHING YOUE SETEINGS. ...euveieiiieieiie sttt ettt sttt sreere et nee e e 14
Trouble SNOOTING ......oiiiiice ettt sre e 15

5. Creating EXtENSION NOUE......cccuiiiieiiiieieie sttt sttt sbe e steseeans 16
®  INEFOTUCTION ...ttt bt n e 16

o Adding EXIENSION NOGE .....cceeiiiiiiiiiieieie ettt 16
BaSIC SEULINGS ...eveiteeiieie sttt sttt et et e sbe b et e besreeneeneenrenre s 17

* AQENTS/OPEIatOrs GIrOUP . ...cccveieriiriieieiesieseeie e steseeeeste e s eestesresseesee e 17

*  Call ROUTING OPLIONS. ..cuooiiiiiiiieieiie sttt nne 17

®  TranSTer PrOMPL. oo 17

VOICEMAIT SETEINGS ..ottt nte e e 18

Call RECOIT SEULINGS. ...cvviieitieiieiesie sttt st e st reere e st e neesre e 19
AAVANCEA SETLINGS ..ottt sttt teeneeneesresneas 20

6. Public Contact LiSt (PNONEBOOK) .......cccveiiiiiieieie e 22
®  INEFOAUCTION ...ttt bbb e 22

*  Add an extension to PUblic Contact LiSt...........cccocuviniiiiiiineneciseneeec e 23

A B T LI = N o -SSP 24
®  INEFOAUCTION ...ttt bbb e 24

e Enable Dial By Name for an eXtenSioN...........ccooveiereieeieerieneseene e sieeeesie e seeee e 24

e USING Dial BY NGIME ..ot 25

8. Creating Call Personalization NOGE ..........ccccueieiiiiiiiiese e 25
®  INEFOAUCTION ...ttt eb e 25

e Adding Call Personalization NOGE...........cccoruerviieieii e 25
Caller Identification Tab..........ccooiiiiii e 28

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 2




=Teity  Taryi N ar? . R 1 S m

P Certified

User Guide (Version 3.5)

Personalization Settings Tab .......ccccoiiiiiie e 30

I O o 1= a1 g To I o 0 TU T S T=] 1 oSS 33

®  INEFOAUCTION ...ttt ab et 33

o Adding @ NeW Call TIOW........ooiiiiiiiieee e 33

10. Using Outbound Call CeNter..........c.oveiiiiiieiece e 36

®  INEFOAUCTION ...ttt bbb 36

*  Set users to allow to use outbound call CeNter ..........c.cooeiiiniiiiciis 36

e Call flow in outbound call CENTEY .........cc.cviiiiiiceee e 38

e Creating Speed Dial NUMDEK ........c.ccoiiiiiieece et 38

e Creating SMart DIaliNg.......ccooiiiiiieee e 39

11. VoiceMail ManagEMEBNT.........cccviiiiiee et nreene e 40

12. Call ReCOrd ManagemenT...........ooviieiererieieie et sae e s e neesre e 41

13. 10 11 I oo 81V, F= Vg F=To T=T o 0 T o) PSS 42

14. Email FOrwarding SEtHiNGS.........coiveiriiieieie st 43

®  INEFOTUCTION ...ttt bttt n e 43

LI 0] 1[0 U] = 11 [0 o AP S ST RRSSRPR 43

BaSIC SEULINGS ...ttt sttt b et e st e be s e et sbeereeneeneenreare s 43

®  TESHING YOUE SETEINGS. ...euviitiiieieie sttt sttt b ere et see s e 44

15. Multi-language of SyStem VOICE PrOMPIS......ccccveiirieriiieiene et 44

®  INEFOAUCTION ...ttt bbb n e 45

e Adding a new language of SYStemM PromPtS.........cccceveiirierienienieerene e seeee s 45

16. TrOUDIESNOOTING ...ttt sttt sre e 47

®  INEFOAUCTION ...t ettt ab et sb e 47

® MIBNUAL ...t 48

®  SUPPOIT FAQ e e ettt nre e 48

®  SUPPOIT FOTUM ..ottt sttt st et esbeenbeenbe e 48

®  EMAil/SKYPE SUPPOIT.....iiiiieieie ettt st neenne e 48

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 3




oy Certified
User Guide (Version 3.5)

1. Introduction to PrettyMay Call Center for Skype

 What is PrettyMay Call Center for Skype

PrettyMay Call Center for Skype (PMCCS) is a 100% software-based Skype PBX that replaces
traditional proprietary hardware PBX / PABX.

It allows SMBs to quickly and affordably implement a Skype PBX /PABX system with
auto-attendant, interactive voice response (IVR), Automatic Call Distribution (ACD), call
recording and personalized voicemail capabilities - and a lot more as well.

* Benefits of a Skype PBX System

Easy to install & configure than a proprietary phone system

Compared to a proprietary phone system, PrettyMay only need to be installed on a computer with
Windows system.

Anyone with an understanding of computers and Windows can install and configure PrettyMay.

Low Cost
PMCCS priced from $200, no monthly fee, no extra hardware required.

Using Skype as Client

Your employees can use any Skype compatible devices, including Windows Skype version, MAC
OS Skype version,

Linux Skype version, Skype Wifi Phone, Skype Cordless Phone, 3Skype Phone, etc.

They can use landline phones/mobile phones as the client as well.

Flexible Growth
PMCCS allows you to set up to 500 extensions as your businesses grow.

 How PrettyMay works

Server: you just need to run PrettyMay and the main Skype account of your company on a PC as
the call center server,

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 4
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All calls are received / transferred through the main Skype account.

Callers dial into the phone system either via internet or PSTN network.

Through internet: callers using Skype to call the main Skype account in order to enter the phone
system.

Through PSTN network: callers using landlines/cell phones/mobile phones to dial the Skypeln
number on the main Skype account to enter the phone system.

Client: your employees can use any Skype compatible device to answer calls transferred by
PrettyMay, they can also use landlines/mobile phones to accept calls.

PrettyMay Inbound Call Center Flow Diagram

Your customers Your company

L ]

5

Skypeln Mumbe, |5 i""‘:ﬁ_.,p‘
.E\;E..'. ..'4 -

Skype Metwork
--.----.--.+& Call Center

Dispatch Call
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%
B
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2. Installing PrettyMay Call Center for Skype

e System Requirements

System requirements for PrettyMay Server:

Operating Systems:
Windows XP or Windows server 2003 (Supports multiple simultaneous lines)
Windows 2000/Vista (Currently supports only one line)

Skype Version:
Skype 3.8 or Skype 3.6

Hardware:

* For one line:

Intel Pentium 111 Processor or higher
256MB RAM or higher

* For 2-5 simultaneous lines:
Intel Pentium D 2.8G or higher
1GB RAM or higher

* For 6-10 simultaneous lines:
Intel Core 2 Duo E6600 or higher
2GB RAM or higher

*For >10 simultaneous lines:
Intel Xeon MP+

2GB RAM or higher

Network Bandwidth Usage:
Average 25 kilobytes/sec for each line.

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved | www.prettymay.net
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System Requirements for Operators/Agents:

Operators/Agents can use any Skype compatible devices, including Windows
Skype version, MAC OS Skype version, Linux Skype version, Skype Wifi Phone,
Skype Cordless Phone, 3 Skype Phone, etc.

* Run Set-up

Download the latest version of PrettyMay Call Center for Skype at:
http://www.PrettyMay.net/PMCallCenter-setup.exe.

Run set-up by double-clicking on the file “PMCallCenter-setup.exe”. Click ‘Next’ to start
installation.

Tips: Before you install the new version of PrettyMay Call Center version, please quit old
version of PrettyMay first.

e Launch PrettyMay & Skype

When you launch PrettyMay by the first time, you will need to allow PrettyMay to use Skype,
see the following snapshot:

'S Skype®™ - prettymay—=s... _'_ '|:||[$_(|
File Account Call Chats View Tools Help

4~ PrettyMay-Service P 1new event

[4'." 1 Plugin authorization ]

F‘MCaIICen&?r.exe

ﬁ:l Pl | ) RPN . PSSR Y N { USRI E o [ R | | S

You need to click the "PMCallCenter.exe" link on Skype, then a dialog will pop up to ask you
whether allow PrettyMay to use Skype, select “Allow this program to use Skype” option.
Click “Ok” button.
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ﬁ Skype™® — Another program wants to use Skype

i Another program wants to use Skype

:_"I

Another program is krving bo access Skype, This program is nok known to
Skype and therefore can be a pokential security risk,

g Mame: PMCallCenter exe
Publishet: Prettyiay Team

[ (®iallow this program ko use Sk':-"lilefx ]
la

(Do nat allow this programm ko use Ek‘fpe

What does this mean?

X

If you launch multiple lines, you will need to do the operation multiple times.

After you finish the authorization operation, you can see the "Lines Management" list in the
call center as following:

% Inbound Call Flow Design 5%, outbound Call Flow " Line Management
L -l |
Line Mumber Skype Account Cannection Status Wiark Status
1 pretymay-senice connected idle
2 pretiymay-semnice connected idle

Connection status for all lines should be "connected".

Trouble Shooting

If there is "unknown" or "searching..." item in the "Line Management" list, it indicates the
line is not connected to Skype properly, you can follow these steps to fix this issue:
1), Right-click the line with this issue, click "Fix this problem™ menu.
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<, Inbound Call Flow Design &S_ Cuthbound Call Flaw ‘ ._- " Line Management
=+ 0
Line Mumkber Skype Account Connection Status VWork Status
1 LInknost LInkniowt 1l lommisss
2 pretyrnay-service cunnected[% @ Fix this problen k

2), Adialog will pop up to tell you how to change the API access setting in Skype.

PrettylNay Call Center for Skype

O Your Skype client software has prevented PrettsMay from using it. To change your Access Controel type in Skype, from the Skype memm,
.| ) click “Tools —» Options... —» Adwanced —» Manage other programs’ accessz to Slype”
Click the "0K button to show this line' = Skype main window.Flease change thisz line' s Skype' s Access Control Type!

X

Go to the affected Skype menu "Tools"-->
"Options", choose "Advanced" tab, click "Manage other programs' access to Skype" link,
click the API access to "Allow PrettyMay to use Skype", see the following:

8 Skype™ — Options |Z”E|El

| General Advanced Settings: Skype updates and external programs

o a Privacy
e Azsociate Skype with callka: links on the web

P Notifications
w When a new major version of Skype is available...

o Calls Motify me

Automatically download it (you will be asked before Skype installs an update)
©) chats & sms

Maijor versions introduce several new Features and significant overall improvements

@ Advanced m When a new hotfix is available...

m Advanced Settings Motify me

. [J automatically download it {you will be asked before Skype installs an update)
'.':.’ * Conneckion

@ Hatkeys

HotFixes are more frequent updates that introduce small changes, fixes, security updates and
quality improvements

: Manage other Qroirams' access to Skvpe
Ty

Save ] [ Zancel
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X

ﬁ Skype™ — Nanage API Access Control

.:/'_-;a Manage API Access Control

Mame: PMCalCenter,exe

Publisher: PrettyMay Team
ot allowed to use Skype Remove

I

* Register PrettyMay

If you have purchased a Standard or Professional license then you can input it into PrettyMay by
clicking menu "Register".

If you purchase an upgrade license from Standard to Professional, you can upgrade your license
by click menu "Help"-->"License Update",

Then input the new license code into the dialog.

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 10
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3. Adding PSTN line(s) for PrettyMay

e Introduction

Skype Online number (aka Skypeln number) — you can purchase one or more Skypeln
number(s) on the main Skype account. So that PrettyMay can answer calls from PSTN network.

Learn more about Skypeln number, see at http://www.skype.com/allfeatures/onlinenumber/

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 11
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4. Creating Voice Menu Node

e Introduction

A Voice Menu Node represents a pre-recorded message can be recorded and played to the
inbound calls like “Press 1 for sales, Press 2 for service...” .

By default, there is an existing voice menu node in the call center. You can configure the call
flow starts from that node:

[ Welcome to the PretrLyMay demo systen ]

e Configuring main voice menu

Right click the default node, select "Edit" menu, see the following shapshot:

. i
I Welcome to the PrettyMay demo systen &{ idd Yoice Memm Hode
. ﬁ £dd Extension Hode

o #dd Call Fersonalization Hode
B rait
{@ Change To Extenzion Wede

Change To Call FPersonalization Hode

Then the Voice Menu Node settings dialog will pop up, see the following snapshot:

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 12
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& ¥oice Neru Node Settings

{Jﬂ Basic Settings Basic Settings

@ Advanced Settings Diagram's Title:

Yoice Prompt Settings
Woice Prompk Location a

|C:'|,Pr0gram Files\Prettyiay Call Center far SkvpelWoicePromptsiwelcome, mp3 |

Play ] ’ Record... l [ Browse, ..

Access Company PhoneBook a
Enable callers ko reach agents in the Public Conkack List From this menu

Enable callers ta find agentsiDial By Mame) From this menu
E Shiow all the public contacts

Yoice Menu Description

Welcome to the PrettyMay demo syskem,

If wau know the extension number for the person vou require, please dial it now,
For a company directory, press '#'

li‘ Mate: the tone ' * 'is reserved For returning to the upper menu, and the tone '#' is reserved for entering the
Dial By Mame madule,

Mext ] [ Finish ] [ Cancel

Basic Settings

You can configure basic settings for the voice menu node as following:
 Title - displays on the canvas.
* \oice Prompt - Record or specify a sound file as the voice prompt for this node.
Enable callers to reach agents in the Public Contact List from this menu - If this is checked,
callers can directly dial an extension in the Public Contact List from this menu.
* Enable callers to find agents (Dial By Name) from this menu — If this is checked, callers can

search an extension in the Public Contact List by inputting the first three letters of the last name for the
person required.

Advanced Settings

1, Configure the language of system voice prompts.

If you have multiple languages of system voice prompts. You can choose one language of
system prompts used in this node. See the following:

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 13
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i ¥oice Nenu Node Settings

{9 Basic Settings Advanced Settings

@ Advanced Settings Language of system voice prampks used in this node

Set the language Chinese h

English {Defaulk
@ Leatn more about mulki-language suppark 0 WELen voice Frompts

Finish ] [ Cancel

After you finish the settings, click "Finish" button, you will see the node you just configured
in the canvas:

PretcoyMay Welcome Main Merm

e Testing your settings

Now you can test the settings you did.

First of all, please make sure all lines are connected to Skype, check this in the "line
management" list in the call center, if not. Please learn how to fix it at here.

Then you can call the main SkypelD or Skypeln number on the main Skype account from
your personal Skype or landlines/mobile phones, PrettyMay will answer your call, and play

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 14
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the main voice menu you set into the call.

Trouble Shooting
If you hear "the voice prompt was not found or not accessible" when you call into PrettyMay,
It indicates that the voice prompt you specified in the voice menu node is missing or not

accessible,
Please check the affected voice prompt file, make sure it exists and can be access by any

Windows users.
We suggest you to store all of the voice prompt files used in the call center in [C:\Documents

and Settings\All Users\Application Data\PMCallCenter\Custom Voice].

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 15
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5. Creating Extension Node

e Introduction

An Extension Node represents one or a group of persons whose Skype name(s) or telephone
number(s) set in this node.

e Adding Extension Node

Select a Voice Menu Node that you want to add the extension with, right click the mouse,
select "Add Extension Node" menu. An extension node settings dialog will pop up as
following:

Welcome to the PretCyMay demo systen

&{ Add Voice Menu Hode

O mtesiall

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 16
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& Extension Node Settings

{9 Basic Settings Basic Settings
& Yoicemail Settings Diagram's Title: |SUPPDrt team |
DTMF tane pressed to access this |D v
i node(0-9999):
@ Call Record Settings Mode Property Settings
() 5et this node as a Skype/Phone extension () Sek this node as a Yoicemail extension
{0k Advanced Settings
Add Skype Contact{s) and International Phone Number{s)
=y From Skype Contacts # Refresh “ee Agent/Operator Group a
{7 KARINA =73 UM SOFFL. A Agent/Operator Skill Level
& +18177765418 N | arfieldpigfwangzh...  normal
& +36689834527 (M me 15t - Micha..  above narms
2417 csd
AR v
I Q] < | >
a Add International Phone Mumber {e.q. +116519576543) e Test call to selected contact/phone ..
Call Routing Options a
[“Ring Group - Call all agents in the aroup at once!
[CIHandofF call transfers
Yoice Prompt Settings
[CIPlay the voice prompt before a call is transferred a
Extension Node Description:
a Hows taimprove audio quality in the conversation?
Back ] ’ Mext ] ’ Finiish ] [ Cancel
Basic Settings

You can configure basic settings for an extension node as following:
* Title - displays on the canvas.
* DTMEF tone - assign an extension number for this node.
* Node Property Settings - set this node as Skype/Phone extension or voicemail extension.
* Agents/Operators Group - assign Skype user(s) or phone number(s) as agents/operators.
* Call Routing Options - set the behavior how PrettyMay transfers a call.
* Ring Group - Call agents in the group at once.
* Handoff call transfers - PrettyMay line will be released once the call is transferred.
» Skip to agent - find a next available agent when the previous agent is not answering a
call.
* Transfer prompt - set a voice prompt for a call is being transferred to the agent(s).

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 17
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Voicemail Settings

You can set the voicemail for the extension, so that callers can leave messages when the
agent(s) is not available to talk.

To enable voicemail for the extension, click "Enable Voicemail Inbox for this extension"
checkbox.

There are two ways for an agent to retrieve voicemails in PrettyMay, they are:

1). Voicemail to Email

Select "Enable Voicemail to be forwarded to specified email address (es)" option, you will be
required to configure the SMTP settings first, after you finish the SMTP configuration, you
can input one or more email address (es) into the "Email destination address" field (multiple
email addresses separate with semicolon). Click "Send a test email” to test your settings.

2). Remote access voicemail

Agents can remote access voicemail in PrettyMay from their personal Skype account or
landline/mobile phone.

First, enable the "SMS notification" by selecting "Enable SMS notification when a new
voicemail is received" checkbox.

Specify a phone number which will receive SMS message when a new voicemail is received.
Then agents can use their personal Skype account or landline/mobile phone to call the main
SkypelD, then press their extension number to check the new voicemail.

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 18
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& Extension Node Settings

{ﬁ Basic Settings Voicemail Settings
& \foicemail Settings [¥]Enable Woicemail Inbox For this extension x Personalize Greeting. ..

[ alows agentis) assigned this extension to remote access voicemail and manage greeting
@ Call Record Settings
Yoicemail to Email

@ Advanced Settings Enable Yoicemails to be Forwarded ta specified email addressies)

Email destination address:(for multiple email addresses, please use a semicolon bo separate them)

|Techice.y0ung@prettymay ek |

[ Send atest mail ﬁ SMTP settings. ..

SMS Notification

Enable 5M3 notification when a new voicemail is received a
Phone number(s) to receive SM3 notification (e.g. :48613905121111,+8613012345555)
| +8613912666666 |

3M3 Content
You've received a new voicemail from -[CALLER_NAME]- at -[v¥M_RECEIVED _TIME]- duration -
[¥M_DURATION]-

Lirit sending 5M3 notification to certain hours of day fweek, @ U=EESIE

01 2 3 45 6 7 §9 101112131415 16 17 18 19 20 21 22 23
Eu

Tue all
Fed
Tho MNone
Fri
Sat o Invert
Son

Back ] ’ Mext ] ’ Finiish ] [ Cancel

Call Record Settings

You can enable the call recording for an extension, so that conversation can be saved by

PrettyMay.
Select "Enable call recording between callers and agents who are setup in this extension"

checkbox.

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 19
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& Extension Node Settings

{n Basic Settings Call Record Settings

I Voicemail Settings Enable call recording between Callers and Agents who are setup in this Extension

Proportion of calls to be recorded
100%% % | Calls ko this Extension will be recorded

Prompt to play when call recording initiated
Play woice prampt when call recarding initiated a
“oice Prompt File Full Path:

@ Call Record Settings

@ Advanced Settings

|E SMyDocMySetup| CallCenterYaoicePrompts\RecPrompt.mp3 |

[ Play ] [Start Recording] [ Browse. .. ]

Call records storage folder
Location:
F:\Documents and Settingsial UsersiApplication DatalPMCalCenteriCalRecards

’ Cpen Folder ] [ Set Folder... ]

Back ] ’ et ] ’ Firish ] [ Cancel

Advanced Settings

If you have multiple languages of system voice prompts, you can choose which language of
system prompts used in this node.

After you finish the setting, you will see a new extension node in the canvas, see as
following:

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 20
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6. Public Contact List (PhoneBook)

e Introduction

The Public Contacts List is a directory where you can list all of your employees here, and each
extension represents an employee, and been assigned with unique extension number, see the
following screenshot:

f" Company Phonebook

Puhlic Contact List for your company

The Public Contact List may include all the employees in your company. You are ahle to assign an unique extension number to each
employee in the list. This allows a caller to connect with an employee by entering their extension number without reguiring you to give
aut the private andior persanal SkypelDiPhone number.

- add Contact # Edit Contact H Delete Contact
Extension number First Name Last Narme Skype IdiPhone Mumber | Enable Voice.. | Enable Call R.‘
@ 100 Jacky Fu maT1111 < WA
@ 101 Andy Liu pmeallcentert 23 Ve WA
[3 102 Changel Jdicy pricallcenterdnl N N
[ﬂ 104 Echo/ Sound Test Service echol3 NAA A
@ 103 Zhivong Wang carfieldpig WA o

Different from the extension node set in the “Inbound Call Flow Design” panel, extensions in the
Public Contacts List can be reached from any “Voice Menu Node” with the checkbox "Enable
callers to reach agents in the Public Contacts List from this menu™ selected.

& Yoice Nenu Hode Settings

{9 Basic Settings Basic Settings

@ Advanced Settings Diagram's Title: Welcome ko the Pretbyiay demo swskem |

Yoice Prompt Settings
‘oice Prompk Location a

|C:'|,Pr0gram Files\PrettyMay Call Center For Skvpe!VWoicePromptsiwelcome. mp3 |

[ ) [ et ] [ oo

Access Company PhoneBook

Enable callers to reach agents in the Public Contact Lisk from th@

[¥]Enable callers to Find agentsiOial By Mame) from this menu

(7]

@ Show all the public contacts

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 22
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e Add an extension to Public Contact List

—
Click the "Company Phonebook™ button @on the toolbar. Add an extension into the Public
Contact List by clicking "Add Contact" link the company phonebook dialog.

f’ Company Phonebook [E]

m Public Contact List for your company

The Puhblic Contact List may include all the employvees in your company. You are able to assign an unique extension number to each
employee inthe list. This allows 3 caller to connect with an employee by entering their extension number withoot requiring you to give

out the private andfor personal SkypelDfPhone number.
' m

':': Public Contact Settings

@ Basic Settings Basic Settings

First Mame |Echo ! Sound Test |

I Voicemail Settings

Last Mame |Service | a

@ Call Record Settings Extension Mumber { 00 - 29993 |104 3 |

Agent's Skype and/or Phone number
1=y From Skype Contacts # Refresh 225 Agent's Skypef/Phane nurber a

a Larfieldpigiwanazhiyond L) AgentfOperator Skill Level
(M rne 15t - Michael Gough | .. — 3 Echa/Sound Test . narmal
(" KARINA 71 UM SOFF.. =5
& 18177765413
) +39699834527 =
0 24i7 esd
03 Ans Risatel
| ;
a Add International Phone Number {e.q. +116519876543)
| B

@ Advanced Settings

< I >

e Test call ko selected contact/phone ...

|2

Call Routing Options
[CIHandoff call transfers

7]

Call agent's phone number when their Skype account doesn't answer the call after

Voice Prompt Settings
[CIFlay the voice prompt before a call is bransferred a

| 00 &
Dial By Mame

[¥]Let callers search For this agent(Dial by Mame) a
|C:'|,D0cuments and Setbingsial Users, WINDOWS) Application Data'l,PMCaIICenter'l,Custom|Voil| 0 @ @

a How to improve audio quality in the conversation?

’ Back ] ’ Mt ] ’ Finish ] [ Cancel

Most of settings are the same as adding an extension node in the call flow.
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7. Dial By Name

e Introduction

Dial By Name function is a useful feature when a caller doesn't know a person's extension number,
but his/her last name, the caller can press the first three letters of the last name for the person
required, then PrettyMay will find the right person for the caller.

Note: only extension listed in Public Contact List can use the Dial By Name function, extension
nodes designed in the call flow canvas don’t have this option.

* Enable Dial By Name for an extension

1). Open a Voice Menu Node from where caller can enter the Dial By Name module.
Select both "Enable callers to reach agents in the Public Contact List from this menu" and
"Enable callers to find agents (Dial By Name) from this menu" checkbox.

Basic Settings

Diagram's Title: welcome ko the PretbyMay demo syskem |

Yoice Prompt Settings
Voice Prompt Location @

|C:'|,F‘r0gram Files\PrettyMay Call Center For SkypeiWoicePromptsiwelcome.mp3

e a

Access Company PhoneBook a

Enable callers to reach agents in the Public Contack List from this menu

Enable callers to find agents{Dial By Mame) from this menu
E Shiow all the public contacks

2). Open an extension in the Public Contact List dialog, in the "Basic Setting" tab.
Select "Let callers search for this agent (Dial By Name)" checkbox, then record the agent's name
as a sound file which will play to the caller.
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Dial B
CiDocuments and Settingsiall Users, WINDOWS | Application DatalPMCallCenteriCustom| Yol

Let callers search for this agentiDial by Mame)

e Using Dial By Name

A caller dials into PrettyMay, then press pound key - "#" to enter the Dial By Name module from
the main menu. And input the first three letters of the last name for the person to find, for instance,
for searching "James Zhu",

you should press three numbers www

8. Creating Call Personalization Node

e Introduction

Call Personalization is a great feature in PMCCS, it can be used to route calls based on the
caller's telephone number or the Skypeln number that the caller dials.

e Adding Call Personalization Node
There are two ways to add Call Personalization Node in the call flow, they are:

1). Set the Call Personalization node as the entry node in the call flow.

In this way, the caller will be identified as soon as the PMCCS answers the call, then route the
call depend on the call personalization setting you designed in the call personalization node.

To set the call personalization node as the entry node, right click the entry node. Select the
"Change to Call Personalization Node" menu. See the following snapshot:

=
PrettyMay Welcome Main Menu I
- &7  Add Voice Memm Hode
f,' #dd Extension Node

@ #dd Call Fersonalization Hode
I Edit

i@ Change To Extenzion Nede

Change To Call Personalization Hode
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You may create a routing rule to do something as simple as "if my brother calls. Transfer him
right to my extension rather than have to do to the auto-attendant" — in this case:

* Create a new Call Personalization by clicking the "Add Call Personalization™ button in the

dialog.

* In the "Caller Identification" tab, under "Caller Phone Number/Skype ID" field, enter your
brother’s telephone number (you can add a comment in the Note section).

* Go to the "Personalization Settings" tab and select "Transfer the call to an extension" and
select or create your extension.

You can also run multiple auto-attendants for multiple businesses. In this case, you might
want one script to run for business A and another for business B:

* Create a new Call Personalization by clicking the "Add Call Personalization™ button in the
dialog.

e In the "Caller Identification" tab, under "Dialed Skypeln Number", enter the Skypeln
number for business A (you can add a comment in the Note section).

* Go to the "Personalization Settings" tab and select "Transfer the call to a Voice Menu Node"
and create a voice menu node for business A by clicking the “Add new Voice Menu Node” button,

and point it to the script for business A.

* Repeat for business B.
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# Call Personalization Settings

Call Personalization List
[

>

Call Personalization is a Feature that enables wou to personalize a call based upon the person who is making a call and to what number they
are calling. In most cases Call Personalization can be configured based upon a caller's phone number andfor the Skypeln numbers they are
dizling {if vou have more than one Skypeln number on the main Skype account),

. Add Caller Identification 4 Edit. .. n Delete

Default | Pri... | ldentification Ti... | Caller's Mumhber Dialed Mumhber Regular Expression
O Businessa +121820322978 o ]
£ BusinessB +12062891234 o &%
< >

a Learn more about setting up a call personalization node

Close

Call Personalization

ifyGrother

Businessih BusinessE

Ajleen Amador

2). Add the Call Personalization node under a Voice Menu Node.

In this way, the caller will be identified after the sound file in the Voice Menu Node plays end,
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then route the call depend on the call personalization setting you designed in the call
personalization node.

To add the call personalization node under a Voice Menu Node, right click the existing Voice
Menu Node. Select the “Add Call Personalization Node” menu.

i I
P]‘:Ettfﬂﬂ}‘ Melcome Main Merm
!f ﬁl.dd II'DiEE MEII.u Hl:lde

f’“ Add Extenzion Hode

Add Call Perzomalization Hode

I Edit
i@ Change To Extenzion Node

% Change To Call Personalization Hode

[ PrectyMay Welcome Main Menu }

Call
Personalization

. BusinezzE
Businessi

Aileen Amador

Caller Identification Tab

Set how PrettyMay identifies a caller as following:
e Caller Identification Title - Specify a name to identify this item.

Copyright © 2005-2008 PrettyMay Team. All Rights Reserved |_www.prettymay.net 28




oy Certified
User Guide (Version 3.5)

* Caller Phone Number/Skype ID - If you specify a value in this field, PMCCS will look at
the telephone number of the person calling when matching this Call Personalization.

* See “Regular Expressions for Matching” below for more information on partial matching.
Leave it blank if you don’t want to specify this value.

* Dialed Skypeln number - If you specify a value in this field, PMCCS will look at the
Skypeln number the caller dialed to reach you. This setting can be used to support multiple
Skypeln numbers with separate answering systems and features.

The format for the Skypeln number is: e.g. +12182062978.
Leave it blank if you don’t want to specify this value.

* Enable regular expression for matching caller - If this checked, PMCCS will use regular
expressions for matching the values you specify in the “Caller Phone Number/Skype ID” field.

* Set as the default rule - If this is checked, the node where this caller identification item links
to is the default node for callers who don't match any of conditions in the call personalization list.

* Notes - Use this space to write any comments on this Call Personalization for your
reference.

* Regular Expressions for Matching - Regular expressions for matching enables highly

complex matching and is meant for advanced users. If you would like to use regular expressions,
make sure the “Enable regular expression for matching caller” setting is turned on.
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'f‘.’ Call Persomalization Settings

Z] Caller ldentification Caller ldentification - Specify how PMCCS will identify callers

@ Personalization Settings Caller Identification Title
|English cuskomers |

Zaller Phone Mumber/Skype ID (Optional)

Dailed Skypeln Mumber (Optional)
+12182062978 |

Enable reqular expressions For matching caller

Sek as the defadlt rule

Motes

If cuskomers dailed +12182062978, Forwarding|calls ko English support.

@) Learn more shaut caller identification

[ Finish ] [ Zancel

Examples:

12065551234 - Will match the number 12065551234 exactly as it is entered.

1206* - will match all numbers that begin with 1206.

{1206551234}|{8651251551234} - will match either the number 1206551234 or

8651251551234

For more information on how to wuse regular expressions, you may Visit
http://www.regular-expressions.info/.

A good program for creating and testing regular expressions can be found here
http://www.ultrapico.com/Expresso.htm.

Personalization Settings Tab

Set where is a caller to be transferred to when it is identified.

* Transfer the call to a Voice Menu Node - Check this if you want the call to be transferred to
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a Voice Menu Node once the caller matches the caller identification conditions.
You can select an existing Voice Menu Node or add a new Voice Menu Node, and link the

item to, see the following snapshot:

'f‘.’ Call Persomalization Settings

:] Caller Identification Personalization Settings - Transfer the call to a node

»@4 Personalization Settings (%) Transfer the call to a Yoice Menu Node

() Transfer the call to an Extension Mode (Includes Yoicemail Extension)

Select an Extension

Link To Title Description
O & Businessa
o BusinessH
a Learn more about personalization setkings e~ Add Mew Yoice Menu Mode

[ Finish ] [ Zancel ]

* Transfer the call to an Extension Node (Includes Voicemail Extension) - Check this if you
want the call to be transferred to an extension once the caller matches the caller identification

conditions.
You can select an existing Extension or add a new Extension Node, and link the item to. See

the following snapshot:
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f‘: Call Persomalization Settings

3 Caller Identification Personalization Settings - Transfer the call to a node

»@a Personalization Settings () Transfer the call to a Yoice Menu Node

(%) Transfer the call to an Extension Mode (Includes Yoicemail Extension)

Select an Extension

Link To Title Description

B3

b

OO00O000000~

Aileen Amadar
Anna Batista
Caniel Flares
Fady Kfoury
Fredy Hernani
George Alzuraigat
Georges Kfoury

Gerarda Ramirez

&) o]l [ far R an) &

Jamie Alba v

a Learn more about personalization setkings e~ Add Mew Extension Mode

Mext [ Finish ] [ Zancel
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9. Opening Hours Settings

e Introduction

Generally, you may want to set up a out-of-time call flow for you callers who call into your

phone system out of business time, you can simply set up a voicemail inbox or more
Complicated call flow for out-of-time calls.

e Adding a new call flow

Click the "Add new call flow" button on the toolbar, in the "Call Flow Run Schedule" dialog,
you can specify a name for the new call flow, also specify a time interval when the new call
flow will be used. See the following snapshot:

3.’ Prettylay Call Center for Skype — Enterprise Edition

File Tools Help Register
% Inbound Call Flow Design 5; outhound Call Flaw | Line Managenment 'a Yoicemail Management @ Call Recard Manad:\:;uent % Track History

[D 25 9 e +\I\ _\.\ :‘A _-': TT %) H @ e

S Call Flow List

I

Default Call Flow

Welcome to the PrettyMay demo system
This call flow is the defaul

English Greeting Chineze Greeting v
£ » @ Delete
Diagram's Title: Welcome to the PrettyMay demo system
Voice Prompt Location: F'Documents and Settings\All Users\Application DatalPMCallCenter'\Custom Voice\welcome.mp3

Voice Menu Description: Welcome to the PrettyMay demo system,

and will be used ifthere i
na time-specific call flow
ifthe time is outside any

scheduled time-specific

call flows

Call
Perzonalization

» Waorkday Call Flow
Tirme:
09:00:00=-=18:00:00

({defanl
Englisk cuskomg

4
e ¥ Add Mew Call Flow
% W Edit schedule

If you know the extension number for the person you require, please dial it now,

For a company directory, press "#"
Tatal lines: 2 Busy lines: 0 Idlle: lines: 2
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% Call Flow Run Schedule

mi Configure the call flow schedule according to your situation
(%

Call Flow Title Workday Call Flow |
Run Frequency Time

@ Every Day Start Time | 09:00:00 E | End Time |18:|:n:|:nn - | o

) Every Week

) Special Date

Call Flowe Description Wiorkday Call Flow

a Learn more about setting the call flow schedule

I (a]4 ] [ Cancel ]
L

After you finish the settings, and click “Ok” button, you will see two items in the Call Flow
List, see the following snapshot:
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'3' Prettylay Call Center for Skype — Enterprize Edition

EBX

File Tools Help ERegister

@ ‘Woicemail Management @ Call Record Management & Track Hiskory
4% Inbound Call Flaw Design | &1 Outbound Call Flow g “ Line Management
FRo®*° AFNO~HO o
@ &9 e \ & A5 O ) K
~ Call Flow List

Default Call Flowy
This call flaw is the defau
and will be used ifthere i
no time-specific call flow
ifthe time is outside any
scheduled time-specific
= call flows

| Welcome to the PrettyMay demo system...

» Workday Call Flow
Tirne:
05:00:00=-=18:00:00
Workday Call Flow

< N
a Add Mew Call Flov
3 ﬁ Edit Schedule
< | > - @ Dielete
Diagram's Title: Welcome to the PrettyMay demo system

Voice Prompt Location: F:'Program Files'\PrettyMay Call Center for SkypeWoicePrompts\welcome.mp3

Voice Menu Description: Welcome to the PrettyMay demo system,
If you know the extension number for the person you require, please dial it now,

For a company directn!!, press k2
Tatal lines: 2 Busy lines: 0 Idle lines: 2

The blue arrow is always pointing to the current running call flow.
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10. Using Outbound Call Center

e Introduction

PrettyMay outbound system is designed for sharing one outbound line for all of your staff.

e Set users to allow to use outbound call center

Select "Outbound Call Flow" tab, click "Outbound Call Center settings" button on the toolbar.

:‘: FrettylMay Call Center for 5kype — Enterp

File Tools Help BRegister

&i Cutbound Call Flnwé & lire

<%, Inbound Call Flow Design

RO

[_E:
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& Outbound Call Center Settings

;é Authenticated Users Assign the users who can access Outhound Call Center
Set up Authenticated Users
x General & Speed-Dial =y From Skype Contacts % Refresh Sy Authenticated Users a
Emmediate L MName PN
&:ﬁ\\fﬂice Prompt Settings Eon Blue Solutions = [ Echol Sound Test Service M, ]
Evelyn Elvin Wy #5649 TNiA
Gene Gerwin

Giftard.com Incaming Call
& Go-Secure Inc
& Gren Hayden 3

echa ]

’E Add an authenticated Phone Mumber (e.g. +116519376543)

PIN(Personal Identification Number) Allowed Access Time

7] @

O Pruadarsy ||

Outbound Call Privilege

Outbound Call Recording

R
R

[ Save ] [ Apply ] [ Cancel ]

you can choose users who can make outbound calls through the outbound call center.
An authenticated user can be a Skype account or a full telephone number.

The following fields under the "Authenticated Users" are the settings for each user.
There are four personalized settings can be applied to an authenticated User, they are:

* PIN option
If you enable the PIN option for a user, the system will ask the PIN for the user before making a
outgoing call.

* Outbound Call Privilege option
If you want the user to make any Skypeout calls through the call center, choose "Allow any
outbound call" option.
Otherwise, the user will restrict to make calls to pre-configured Speed Dial numbers if you select
"Allow Speed-Dial Number Calls Only" option.

* Outbound Call Recording option

If you want to record all calls made by the user through the call center, stick the "Enable Call
Recording for the selected user" checkbox.
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e Allowed Access Time option
Choose which time period that the caller can use the call center to make outgoing calls.

e Call flow in outbound call center

After you finish these settings, these authenticated users can call into the call center by dialing the
main SkypelD or Skypeln number from user's Skype or cell phone/mobile phone, and make
outgoing calls as following steps:

1). A caller dial in the call center by dialing the main SkypelD or Skypeln number from user's
Skype or cell phone/mobile phone.

2). Identify the caller, if it is not listed in "Authenticated Users", forward to Inbound Call Center,
Otherwise, if the caller is allowed to access the outbound call center during that time, go to step 3),
if not. Hang up.

3). Play welcome greeting, then prompt to input PIN if required.
(Input format: PIN + '#, e.g. the PIN is '123', the caller should input '123#" .).

4). Prompt to input phone number or speed dial number
(Input format: Phone number/Speed-Dial number + '#, e.g. the phone number to call is
'+116519876543', the caller Should input '116519876543#" .) .

5). Dial out.

Note: The '#' follows after a PIN, Speed Dial Number or phone number is used to confirm
the input.

e Creating Speed Dial Number

In the "Outbound call center settings" dialog, click "General & Speed-dial" button.
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& Outbound Call Center Settings

'é Authenticated Users Set Speed-Dial Humbers and configure general settings

= speed-Dial Number List Settings
(K General & Speed.Dial G speed-Dial Mumber List @

WHME TTarmBer FENTaTe
&:ﬁ\\fﬂice Prompt Settings C 01 +8651256532144
""-!-u_.________

Smart Dialing

Select Country: |C|ick to Choose Country/Region “

(Mote: Please make sure you know what Smart Dialing is, otherwise, DO MOT sek the

country, ) a To learn more. ..

PIN(Personal Identification Number) Retry Time
Maimum number of retries For the PIN input;

Phone number /Speed Dial Number Playback for confirmation
[ Require confirmation playback of numbers From Skype users 9

Require confirmation playback of numbers From landlinecell phone users

Outbound Call Records Storage Folder
Location:

|C:'|,D0cuments and Settingsiall Users WIMNDOW S Application DatalPMCalCenteriCutBoundRecords | g, G

Cancel

Click “Add” button the add a speed dial number into the list.

e Creating Smart Dialing

With Smart Dialing feature, you can set the country you make the majority of your Skypeout calls
to, so that you don’t have to dial the country code when you dial a number.

If you enable this option, the number format you need to dial is:
“0” + area code + cell phone number + “#” (“0” represents the country code).

For all other international Skypeout calls, dial the following:
'9' + country code + area code + cell phone number + '#'.

For example:
If you choose "China (+86)" as the default country, when you try to call a Chinese Phone number

such as "+8651251556542", you just need to input "051251556542#".

Note: The '#' followed after a Speed Dial Number or phone number is used to confirm the input.
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& Outbound Call Center Settings

;s Authenticated Users Set Speed-Dial Humbers and configure general settings
speed-Dial Number List Settings
x General & Speed-Dial £ 3peed-Dial Number List @
Speed-Dial Mu... | Skype IdfPhone Number Remark
N\mice Prompt Settings 01 +B651256532144
Edit
Delete

0 MOT set the
a To learn more. ..

country, )

PIN(Personal Identification Number) Retry Time
Maimum number of retries For the PIN input;

Phone number /Speed Dial Number Playback for confirmation

[ Require confirmation playback of numbers From Skype users 9

Require confirmation playback of numbers From landlinecell phone users

Outbound Call Records Storage Folder
Location:

|C:'|,D0cuments and Settingsiall Users WIMNDOW S Application DatalPMCalCenteriCutBoundRecords | g, G

Save ] [ Apply ] [ Cancel

11. Voicemail Management
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If you enable voicemail inbox for an extension, and callers has left the message. You will
Find these voicemails in "Voicemail Management" list in PrettyMay. See as following:

'@. Yoicemail Management | @ Call Record Management ”

& Track Histary

'+ [l : [Em= 2000-08-05 v | o [EH=, zo06-05-05 v| £

Fead... | Forwarding status | Extension Mumhber Extension C.. | Caller's name | Time Received | Duration
Q A TfA ooo Jahn Zhu v.. TechiceNoung 2008.08.05.Tu.. 000010
g Mja, aoot John Zhu v.. TechiceXoung 2008.08.05Tu. 000019

-2 B =Y iifiF Jessica Zhan | Y. TeChicevoung 2008 08.05 T 000031
@ r-_-; nooz JessicaZhao  y.. Techicevoung 2008.08.05.Tu.. 00:01:.04

| o] C NJA oooz Jessica Zhao v  Techice¥oung 2008.08.05Tu.. HangUp

< Ly >

12. Call Record Management

If you enable call recording for en extension, all call record files can be found in the
"Call record management" list, you will see the details for a call record, which includes:
Caller’s number, callee, record start time, duration, etc.
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| ‘Q vaicemai Managament | @ callRecord Management | W rrack Histary |
S I (B ovs0s-0s v | | EEAZ, 2008-08-05 v|  [showan v| £
Callee's name Callee .. Caller's name Record Star Time Duratian
() prettymay-test] nreftymay-test!  Jahn.. John Zhu 20020805 Tue10.52.40 000506

Echo/Sound Test Service echol2l Jahn... John Zhu 2008.08.05Tue 10.23.08 00:00:04

Q +BA1381 2666666 B +a61391 2666666 e Techice 2008.08.05Tue11.06.12  00:00:23
Q EchofSound Test Service echo123 W Techice 20020805 Tue 11,0157 DO:00:52

< 3
00 i ©
All incoming calls and outbound calls are logged by PrettyMay. You will see details for each
call through PrettyMay in the "Track History" list. You can also export it to a CSV or Excel
file by clicking the "Save as" button on the toolbar.
| *i Inbound Call Flow Design " &; Qutbound Call Flow " e ~ Line Management " 'a Woicemail Management " @ Call Record Management | & Track Hiskory L
O = [ (2 200ees v |« | BHA=, 2005-08-05 w| [shoman v £
Call ... Callee's name Callee Extension Mame | Exension Number | Caller's name Access Time Stamp Duration
@ prettymay-tes...  prettymay-test Techice Young 2008/08/05-11:01:08 000013
@ prettymay-tes...  prettymay-test Techice Young 2008/08/05-10:89:57 000016
@ +8E1391263..  +861391263.. Techice Young 2008f08/05-11:06:12 00:o0:23
@ EcholSound.. echol23 Techice Young 2008/08/05-11:01:87 oo:no0:az
o Mot Found Jessica Zhao oooz Techice Young 2008/08/05-10:25:21 00:01:04
o Mot Found Jessica Zhao nooz Techice Young 2008/08/05-10:24:13 oo:o0:3
o Mot Found John Zhu oo Techice Young 2008/08/058-10:23:29 oo:oo:1s
o prettymay-tes...  prettymay-test Greg Hu 1000 Techice Young 2008080810534 00:05:05
Q Mot Found Jessica Zhao nooz Techice Young 2008/08/058-10:31:51 oo:0o0:00
Q Mot Found John Zhu oo Techice Young 2008/08/05-10:26:46 oo:oo:1o
Dial In --> Welcome to the PrettyMay demo system --> Jessica Zhao --> Voicemail inbox --> Hangup %
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14. Email Forwarding Settings

e Introduction

If you enable voicemail to email function for an extension, you need to configure the SMTP
server first, click menu "tools"->"options", choose "voicemail settings" tab, in the "email
forwarding settings" field, see the following snapshot:

3 Options

-
E General Voicemail Settings
3 Voice P Basic Settings ; :
& System Voice Prompts Maximurn voicemail duration For individual{rminuke): | 10 0
& Voicemail Settings % ‘oicemail Storage Folder
i Location:  |F:\Documents and Settingshall Users)Application DatatPMCalCenter)oicemails |
(&) Audio Settings [ openfoder | [ setfolder |

Ernail Forwarding settings
Email message subject @

i‘r’ou gok a new vaicemail in PrettyMay Call Center inbox |

Ernail message kext

‘You got a new vaicemail From -[EXTENSION_NUMI- caller name -[CALLER_NAME]- caller Id-
[CALLER_ID]- at -[¥M_RECEIVED_TIME]- duration -[¥M_DURATION]-

Ernail Signature(This text will be attached to all emails the call center sends)

Besk regards, |
vy, prettymay . net |

Sender Information

Sender Mame !PrettyMay Call Center for Skype |
Mail Address %support@prettymay.net |
SMTP Server

Server Mame | Address Part
|smtp.prettymay.net 5465 |

35L required to connect to the server
Server requires authorization

Username Password
isupport 5?.:;;42;;:.:;'4:;;;;;;;;;.‘*
oK ] [ Cancel ‘ [ Apply ]

e Configuration

Basic Settings

e Maximum voicemail duration for individuals (minute) — 10 minutes as default.

* \oicemail storage folder — specify a folder to store all voicemail files.
Message content settings

* Email message subject.

e Email message text.
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* Email signature.
SMTP Server settings
* Sender Name - set who send the voicemail to email.
* Mail Address - sender's email address.
» Server Name / address - from which server to send the voicemail.
* Port - by default, 25 for non-SSL required server, 464 for SSL required server.
* SSL required to connect to the server - set if the server requires SSL connection.
» Server requires authorization - set if the server requires user name and password.
* Username & Password.

e Testing your settings

After you finish the email forwarding settings, you can open an extension node, choose
"voicemail settings" tab, input a receipt email address in the "voicemail to email"”, then click
the "send a test mail™ link to test your settings. You will receive a test email if the settings are
correct, see as following snapshot:

# Eztension Hode Settings

{;0 Basic Settings \Voicemail Settings

& Voicemail Settings [¥]Enable oicemail Inbox For this extension x Personalize Gresting. ..

[ Al agent(s) assigred this extension ko remate access voicemail and manage greeting
@ Call Record Settings

Yoicemail to Email

@ Advanced Settings Enable Yoicemails ta be Forwarded to specified email addressies)

Email destination address: {for multiple email addresses, please use a semicalon to separate them)

|Techice.young@prettymay.net |

(=Y Sendf testmal 4k SMTP settings. .

Troubleshooting

If you fail to send a test email to the destination email, you need to check the SMTP settings,
also, please make sure the firewall on your system (if any) doesn't block PrettyMay to access
internet.

15. Multi-language of system voice prompts
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e Introduction

The reason to set up a multi-language supported system is that you may have different callers
in different countries and speak different languages.

e Adding a new language of system prompts

By default, the English prompts are packaged in PrettyMay. You can add more language
packages by click "Add new language package" link in the following dialog:

3 Options

Sﬂ General System Voice Prompts
System Woice Prompt Language Package List

&"h System Voice Prompts

Language | Engiish (Default) v
& Voicemail Settings Set as default system voice prompt language
- - Add new language package n
@_‘\ Audio Settings
Woice Prormpk List
File | Language | Description ~
a unknowncmd.mp3 English | arm sarry, | don't understand your reguest...
© transfering.mp3 English Transferting call for you, please hald on...
0 onhold.mp3 English Hold music
e FutintoGueue.mp3 English The person you are trying to reach isin a conve...
© waitinginGueue.mp3 Enalish Sound effect playved when a caller is in the waiti...
Q hangup.mp3 English YWe are currently unahle to transfer your call. Ple..
a leavemessage.mp3 English Leave a message after you hearthe beep
© RecPromptmp3 English This call may be recorded.
Q continuehold.mp3 English Keepwaiting in a gueue or leave a message
a wpnotfound.mp3 English The Yoice Promptwas not found oris not acce..
& unablereachcaller... English Sorry, unable to reach the caller, please try agai..
© rematemainment.... Enalish Remate Access Yoicemail main menu
Q recordyYMareeting... English Record Yoicemail Greeting main menu
a greetingreplay.mp3 English Save or re-record greeting =
@ Monenewrh.mp3 English Mo new voicemail
Q repeatyh.mp3 English Read nextvoicemail
Q greetingsaved.mp3 English Greeting saved
© callbackfailed.mp3 English Sender phone number invalid v
@ Learn more abouk multi-language syskem woice prompts
oK ] [ Cancel Apply
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'f' Add new language package

X

’ 3 Add new language package

Language Mame

|Chinese

iy Select Folder Fi'Program Files\PrettyMay Call Center For SkypelvoicePrompts

) Manually import voice prompt: Files

[ Ok l [ Cancel

In the “Language Name” field, input the name of language, if you have prepared all of the
Voice prompts files in a specified folder, select “Automatically import voice prompt files
From the specified folder”,

And click “Select folder” link to specify the folder which contains the new system voice
prompts.
Note: each of the new voice prompt file’s name is required to be same as its equivalent

in English language package.

If you have not prepared all of the new voice prompt files, click “Manually import voice
prompt files” option, you will be required to import these new prompts file manually.
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3 Options

-
E General

System Voice Prompts

System Woice Prompt Language Package List

[[]5et as default system vaice prompt language

H Delete

- Add new language package

&“h System Voice Prompts
language | chinese
& Voicemail Settings
@_‘\ Audio Settings
“oice Prompk Lisk
File

@ Greeting_for_senic... [
@ Warning:Please sp...
@ “Warning FPlease sp..
@ ‘arning Please sp...

| Language | Description

Chinese
Chin==-
Chin

Chin i)

|

| arm sarry, | don't understand your reguest...
T mfe i e s | fop vl please hold an...

Rk are trying to reach is in a conve...

@ WiamingPlease sp.. Chinees ey 2 0 when a calleris inthe waiti...
—-—«»a 4 ek Fr it We-ara-satrarty-drabbede-tranoterye-eat-Fe—
o Warning:Please sp.. Chinese Leave a message after you hearthe beep
@ WiarmingPlease sp.. Chinese This call may be recorded.
o Warning:Flease sp... Chinese Keepwaiting in a gueue or leave a message
Q Warning:Please sp... Chinese The Yoice Promptwas not found oris not acce..
@ wiamingPlease sp... Chinese Sorry, unable to reach the caller, please try agai..
@ Wiarning Please sp.. Chinese Remaote Access Waoicemail main menu
0 Warning:Flease sp... Chinese Record Yoicemail Greeting main menu
B Warning:Please sp... Chinese Save or re-record greeting e
@ WarningPlease sp. Chinese Mo new voicemail
0 Warning:Please sp... Chinese Read nextvoicemail
9 Warning Please sp... Chinese Greeting saved
@ WarmingPlease sp.. Chinese Sender phone number invalid v
Location:  wWarning:Please specify the voice prompt: file! a
ﬁ 0l Browse...
e Learn more abouk multi-language syskem woice prompts
’ oK ] [ Cancel ‘ [ Apply ]

Note: if a specified prompt is not found, the equivalent English prompt will be used.

16. Troubleshooting

Introduction

If you have problems configuring PrettyMay Call Center for Skype, you can access the following

Sources of information for help:

Support FAQ - http://www.PrettyMay.net/callcenter_fag

Support Forum - http://www.PrettyMay.net/forum

Skype/Email Support — email: support@PrettyMay.net SkypelD: www.PrettyMay.net
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e Manual

The manual describes the installation process in detail. Many of the questions we receive in
support are clearly documented in the manual. You can always find the latest version of the
manual here: http://www.prettymay.net/callcenter/documentation.htm

e Support FAQ

PrettyMay maintains an FAQ, which includes answers to the most common problems.
If you have a problem, please consult the FAQ first. The FAQ can be found at
http://www.PrettyMay.net/callcenter_faq

e Support Forum

You can post your questions on our support forum at:
http://www.PrettyMay.net/forum

e Email/Skype Support

You can contact our support persons via email at:
support@PrettyMay.net

Or talk to a live support person on Skype:
SkypelD: www.PrettyMay.net
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