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Subscriber and Operator Orientation

Overview: Subscriber and Operator Orientation

Subscribers and operators in your organization need information about
Cisco Unity that is specific to your installation. This chapter reviews the
preparations for orienting subscribers and operators to Cisco Unity.

Refer to the following sections in this chapter for more information:

» Subscriber Orientation, page 5-1—This section provides a list of tasks to
perform before subscribers begin using Cisco Unity.

» Operator Orientation, page 5-4—This section provides information specific
to operators who will be using Cisco Unity.

» Message Handling, page 5-5—This section describes how to handle
messages that are sent to the Unaddressed Messages and System Event
Messages public distribution lists.

« Recording Phone Calls with Live Record, page 5-6—This section discusses
potential legal issues associated with subscribers and operators recording
phone conversations by using the live record feature.

Subscriber Orientation

When adding new subscribersto Cisco Unity, completethe following tasks before
subscribers begin using the system:
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» Give each subscriber a Cisco Unity User Guide, and provide training as
necessary.

» Give subscribers the phone numbers that they dial from inside and from
outside the organization to access Cisco Unity. Also give them the name and
extension of the system administrator. There are spaces to record this
information in the Cisco Unity User Guide.

» Provide each subscriber with the default phone password.

» |If subscribers are set up to use the ActiveAssistant, give them the URL to
access it. The URL for the ActiveAssistant is http://<server name>/web/aa.

- If your organization uses Digital Networking to network Cisco Unity servers
together, explain to subscribers how to address voice messages over the phone
to other locations.

- Enable call forwarding (to Cisco Unity) and easy message access at each
extension, if necessary.

» Give subscribers phone-specific information, such as how to turn on live
record, and discussthe potential legal issues. Seethe* Recording Phone Calls
with Live Record” section on page 5-6 for details.

« Install ViewMail for Outlook on the computers used by subscribers, as
appropriate.

Installing ViewMail for Outlook

You will find the ViewMail for Outlook setup folder on the Cisco Unity compact
disc. You can install ViewMail on subscriber computers in a number of ways.
Typically, however, organizations provide subscribers with network access to the
setup application so that they can set it up themselves.

Caution

When installing a new version of Microsoft Outlook, you must first uninstall
ViewMail. After you have installed Outlook, reinstall ViewMail. Otherwise,

ViewMail will seem to beinstalled properly onthe new Outlook, but it will not
work.

ViewMail requires the installation of Microsoft Collaboration Data Objects
(CDO) on each subscriber computer. Outlook 98 automatically installs CDO, but
CDO isan optional component with Outlook 2000. If subscribers who use
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Outlook 2000 do not have CDO installed, they should first install CDO before
installing ViewMail. Refer to the Outlook documentation for information about
installing CDO.

Consider providing sound cards, speakers and microphones to subscribers who
use ViewMail for Outlook. Without speakers and microphones, subscribers must
listen to and record messages by phone.

ViewMail with Multiple Languages

If you have purchased more than one language for your Cisco Unity system,
subscribers can select a language to install from the ViewMail Setup dialog box
which appears when they launch the ViewMail Setup application.

Figure 5-1 ViewMail Setup Dialog Box
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By default, the ViewMail Setup dialog box instructions are presented in English.
You can change the language of the ViewMail Setup instructions by using a
command line argument. For example, to present subscribers with ViewMail
Setup instructions in French, use the following command line:

<servername>\Cisco Unity\clients\viewmail\setup.exe /A: FRA

If you do so, send subscribers a new shortcut to the ViewMail Setup application
with the command line argument specified on the Properties tab of the shortcut as
depicted in Figure 5-2. When a subscriber clicks the new shortcut, the ViewMail
Setup dialog box will launch and the instructionswill be presented in thelanguage
you selected.
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Figure 5-2  ViewMail Setup Properties Dialog Box
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Operator Orientation

Operator orientation should address the same points as subscriber orientation, but
in greater detail. Operators must be familiar with how subscribers use

Cisco Unity. When subscribers have questions about Cisco Unity, the operator is
the person they are likely to ask.

In addition to the items discussed in the “ Subscriber Orientation” section on
page 5-1, operators also need to understand the following concepts and tasks:

Roles of the operator and the automated attendant

The way your organization uses the automated attendant determines what the
operator responsibilities are. The automated attendant isacall handler that is used
in place of a human operator to answer and direct calls by playing greetings and
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Message Handling

responding to touchtones. The automated attendant can provide a menu of options
(for example, “For Sales, press 1; for Service, press 2."), and it can also provide
information (for example, “Our normal business hours are Monday through
Friday, 8A.M.to 5 PM.").

Directing calls

Regardless of how your organization uses the automated attendant, many calls
will go to the operator. The operator must know how to direct calls to voice mail
and to subscriber phones. To direct calls to voice mail, the operator can dial
Cisco Unity and at the opening greeting, dial the subscriber extension and then
press #2. The procedure for directing calls to a subscriber phone depends on the
phone system. Consult your phone system documentation for details.

Message Handling

In some situations, messages | eft in Cisco Unity are not associated with a specific
recipient, and so they must be screened and routed to the appropriate subscriber
or call handler. A subscriber should be assigned the responsibility of reviewing
these messages frequently.

Such messages are | eft as follows:

Unaddressed Messages distribution list

Messages that cannot be delivered because the network or a home Exchange
server assigned to a subscriber goes down, or because the subscriber mailbox is
full, are forwarded to the Unaddressed M essages distribution list. By default, this
distribution list contains the Example Administrator asits only member. To route
these messages properly, add a subscriber (such as the operator) to the
Unaddressed Messages distribution list. For information on adding subscribersto
adistribution list, see the “Overview: Public Distribution Lists” section on

page 16-1.

Operator call handler

When a caller to Cisco Unity dials the operator and no operator is available, the
caller can leave amessage, depending on the call transfer settings for the Operator
call handler. By default, messages | eft in the Operator call handler are sent to the
Unaddressed Messages distribution list.
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Example Interview

When callers are routed to the Example Interview, which gathers basic
information about who they are and who they are trying to reach, the answers to
the questions are routed by default to the Example Administrator. If you want
these messages to be routed to another recipient, choose a subscriber (such as the
operator) or adistribution list as the recipient. For information on choosing an
interview response recipient, see the “Overview: Interview Handler Settings”
section on page 20-1.

Recording Phone Calls with Live Record

Depending on the phone system that your organization uses, subscribers and
operators may be able to record a conversation while talking to a caller by using
the live record feature. The recorded conversation is stored as a message in the
subscriber Inbox, and the subscriber can review it later or redirect it to another
subscriber or group of subscribers.

Be sure to advise subscribers and operators of any potential legal issues, as
follows:

The use of monitoring, recording, or listening devices to eavesdrop, monitor,
retrieve, or record phone conversations or other sound activities, whether or not
contemporaneous with transmission, may beillegal in certain circumstances
under local laws. Legal advice should be sought prior to implementing any
practice that monitors or records any phone conversation. Some lawsrequire some
form of notification to all partiesto a phone conversation, such as by using abeep
tone or other notification method or requiring the consent of all partiesto the
phone conversation, prior to monitoring or recording the phone conversation.
Some of these laws incorporate strict penalties. In cases where local laws require
aperiodic beep while aconversation is being recorded, the phone system provides
the beep.

Cisco Unity System Administration Guide
m. oL-1282-01 |




	Subscriber and Operator Orientation
	Overview: Subscriber and Operator Orientation
	Subscriber Orientation
	Operator Orientation
	Message Handling
	Recording Phone Calls with Live Record



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


