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How to use this guide

Introduction

The Norstar Voice Mail Reference Guideisto be used with the Norstar VVoice Mail
Quick Reference Guide. The Norstar Voice Mail Reference Guide gives more
detailed information to a user about using the Norstar Voice Mail system.

This chapter describes:

* How the Reference Guide is organized

» Conventions and symbols used in this guide

* Prerequisites

How the Reference Guide is organized

The Norstar Voice Mail Reference Guide contains the following chapters:

Chapter

Description

1. How to use this guide

Describes the contents and conventions of this guide.

2. Using Norstar Voice Mail

Describes Norstar telephones, how Alternate sets
work, the Analog Terminal Adapter (ATA), entering
characters on the Norstar dialpad, Norstar Voice Mail
voice prompts, the Automated Attendant, types of
mailboxes and exiting Norstar Voice Mail.

3. Setting up your mailbox

Shows how to initialize and open your mailbox.
Explains passwords, the Company Directory and
Assigning a Target Attendant.

4. Feature codes and mailbox options

Describes feature codes and mailbox options.

5. Greetings

Describes Primary, Alternate, Personalized and
Information mailbox greetings. Shows how to record
and choose greetings.

6. Accessing your messages

Describes Receiving Calls, the Norstar Voice Mail
Never Full mailbox feature, listening to your mailbox
messages, and Call Screening.

7. Sending messages

Explains types of messages, using the Company
Directory, message delivery options, recording and
sending a message, replying to messages and how to
send a message to more than one recipient.

8. Call Forwarding your calls

Describes Call Forwarding your calls.

9. Transfering calls

Describes Transfering calls and Outbound Transfer.

10. Off-premise Message Notification

Explains what Off-premise Message Notification is
and shows how fo set up and change Off-premise
Message Notification.

11. Recording a call

Describes the Call Record feature.

12. Norstar Voice Mail Tips

Provides suggestions for the optimal use of Norstar
Voice Mail.

P0886602 Issue 1.0

Norstar Voice Mail Reference Guide




2 How to use this guide

Chapter

Description

13. Troubleshooting

Provides helpful procedures for problems that might
occur while operating Norstar Voice Mail.

Appendix A: Default values and tone

Provides a list of default values and tone commands.

commands
Glossary Defines terms used in this guide.
Index Provides an alphabetical list of information contained

in this guide.

Conventions and symbols used in this guide

The following conventions and symbols are used for describing features and their

operation:

Convention Example Used for

Word is in a special font (shows |FPzuwd: Command line prompts. Used on single-line and

top line of display) two-line display telephones.

Underlined word in capital PLAY Display button option. Available on two-line

letters (shows bottom line of a display telephones only. You can press the button

two-line display telephone) directly below the option on the display to
proceed.

Dial pad buttons Represents the buttons you press on the dial pad

to select a particular option.

Prerequisites

If you are anew user, make sure you are familiar with the operation of Norstar
single-line and two-line display telephones. Refer to "Norstar telephones’ on
page 3 and read the Norstar Telephone User Card that came with your telephone.

For more information about Norstar VVoice Mail, ask your System Coordinator.

Norstar Voice Mail Reference Guide
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Using Norstar Voice Mail 7

Introduction

Norstar Voice Mail works with the Norstar Business Communication System,
providing an automated receptionist service. Norstar Voice Mail answersincoming
calls, routesthemto directory numbers (DNs) and mailboxeswithin the system, and
provides message taking capability.

This chapter describes:

* Norstar telephones

» Alternate DNs

* Anaog Terminal Adapter (ATA)

» Entering characters on the Norstar dialpad
* Norstar Voice Mail voice prompts

» Automated Attendant

* Types of mailboxes

» Exiting Norstar Voice Mall

Norstar telephones

Single-line display telephones
Norstar single-line display telephones can be used for most Norstar VVoice Mall
sessions. If you are ausing asingle-line display telephone, the display shows the
Norstar Voice Mail display command line. The single-line display telephone does
not show the display button options.

On asingle-line display telephone, al options are given immediately by the voice
prompts. Selections are made using the dialpad only. Y ou do not need to wait for
the voice prompt to compl etethe option list. Y ou caninterrupt the voice prompt and
make your selection immediately.
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4 Using Norstar Voice Mail

Twor-line display telephones

Norstar two-line display telephones show you Norstar Voice Mail commands and
options. All system administration tasks, such as setting up a Group List, requirea
two-line display telephone.

Thetwo-line display can show up to three display button options at atime. In cases
where there are more options, wait for the voice prompt to state the other available
options. If you know the corresponding dial pad number for the option you want,
you can enter it at any time during the voice prompt.

Press (* ] to return to the previous display prompt.

An example of the Norstar VVoice Mail two-line display is shown in the following
Norstar two-line display illustration.

Norstar two-line display

Display command line——— P=wd:
Display button options——& OTHR RETRY oK,

Display buttons i i i

Alternate DNs

Y ou can have up to two Alternate DNs for your mailbox. When a caller dialsthe
main DN (a DN that has Alternate DNs assigned), the call rings at the main DN
only.

If the call is not answered and a message is | eft, a message indicator appears at the
main DN and at the Alternate DN(S). Y ou can access the message from the

Alternate DN(s) with (o] (8] (1], the sameway that you usually access
messages from your main DN telephone.

When an Alternate DN is assigned to atelephone that has Caller ID (CLID) and
Display Caller enabled, CLID information is displayed and an audible tone occurs
at al telephones when the call goes to Norstar Voice Mail. (For information on
enabling Display Caller refer to " Call Forward with Caller ID (CLID)" on page 48.)

The message can be intercepted using the Interrupt Feature, ] ,at
all telephones aslong asthe caller is still leaving a message.

Norstar Voice Mail Reference Guide P0886602 Issue 1.0



Using Norstar Voice Mail 5

Analog Terminal Adapter (ATA)

A single-line Norstar telephone can be used for most Norstar Voice Mail sessions.
However, you cannot use a single-line telephone attached to an ATA for Norstar
Voice Mail System Administration tasks.

There is no Message Waiting Notification when you are using an ATA.

Although the single-line telephone does not have a feature button, you can access
Norstar Voice Mail features.

To access Norstar Voice Mail features, such as the Leave Message feature or the
Open mailbox feature, call Norstar Voice Mail and follow the voice prompts. The
Norstar Voice Mail directory number is determined by using Feature 985 on a
Norstar telephone.

If you have an Enhanced ATA, you can also press:
. @) to open your mailbox

or
. (9] (8] [0] to leave amessage, and follow the voice prompts.

Entering characters on the Norstar dialpad

Thebuttonson your Norstar tel ephone dial pad act as both numbersand letters. Each
button represents a number and al so represents letters of the alphabet.

Y ou can enter a maximum number of 16 characters on the command line of the
Norstar dialpad. The display shows 16 characters at atime. The prompt remains on
the display when fewer than ten characters are entered.

In some situations, the prompt and the information to be entered total fewer than 16
characters, and you can see both the prompt and the information you entered.

An example of adisplay with less than 16 characters, where the command line
prompt remains on the display is the F=wd command line prompt.

Pswd:1111
OTHR RETRY []4

The prompt disappears for the following command line prompts:
2 Hamel

2 Log:

Lest Fh:

(=}

PO886602 Issue 1.0 Norstar Voice Mail Reference Guide



6 Using Norstar Voice Mail

For instance, the following display shows theHame: command line prompt:

Hame:
RETRY EBKSP 0k

When you begin to enter the last name, theHame: command line prompt
disappears. For example, if you are entering the name Partridge, you press the
dialpad button [7 ] for P, and the display drops theHame: prompt.

P
[ RETRY  EKSP m::]

The command line prompt is still not shown on the display after you have entered
the entire name, although the name is only nine characters.

PARTRIDGE
RETRY EKSP 0K

Norstar Voice Mail voice prompts
All Norstar telephones provide voice prompts.

Thevoice prompt tellsyou the dial pad button to pressto use different Norstar Voice
Mail options. Voice prompts provide the same options as display buttons. Prompts
also provide options that do not appear on the display. If you are using atwo-line
display telephone, you can use either the display button or the dialpad button to
access the option.

On aNorstar single-line display telephone the voice prompt plays immediately. If
you do not choose an option after four seconds, the voice prompt replays the
options. If you still do not choose an option, Norstar Voice Mail ends the session.

On aNorstar two-line display telephone, the voice prompt plays after afive-second
delay. If you do not choose an option, Norstar Voice Mail ends the session.

Interrupting a voice prompt

A voice prompt can beinterrupted by selecting any option on the display or dial pad.
A voice prompt can aso be interrupted by pressing [# ]. Y ou cannot interrupt a
voice prompt that is informing you of an error.

Automated Attendant

The Automated Attendant acts as a receptionist for incoming calls. When enabled,
the Automated Attendant answers your company’ s incoming telephone lines
depending upon the time of day. If the caller knows which option they want, they
can interrupt the Automated Attendant by pressing their selection on the dialpad of
any tone-dial telephone.

Norstar Voice Mail Reference Guide P0886602 Issue 1.0



Using Norstar Voice Mail 7

The Automated Attendant providescallerswith voi ce prompt commands associated
with each of the following options:

* entering amailbox number

» entering the directory number

» using the Company Directory

* leaving amessage

» reaching the Operator

» selecting an Alternate Language* (not a voice prompt)

* |f your Norstar Voice Mail system was installed with bilingual capabilities, the
caller can press (9 ] to listen to the Automated Attendant in the Alternate Language.

When an option has been selected, the Automated Attendant responds to the
command either by routing the call to a DN or mailbox within your company, or
directing the caller to the Company Directory or the Operator.

The caller listens and then presses the option they want to use.

Types of mailboxes

A mailbox is a storage place for messages. A Norstar Voice Mail system can have
1000 mailboxes. There are three types of mailboxes:

e Persona
* Information
* Specid

Most users have personal mailboxes.

Personal mailbox

A personal mailbox isassigned by the System Coordinator and is maintained by the
mailbox owner. A personal mailbox can be a user or a guest mailbox.

User mailbox

A user mailbox can be assigned to each mailbox owner who has an operating
Norstar DN.

Guest mailbox

Guest mailboxes provide temporary employees and guests with access to interna
messaging and call routing features. Guest mailboxes do not have an operating DN.
They are assigned anumber that looks and workslikeaDN . Thisallowsthe guest
mailbox owner to access Norstar Voice Mail in the same way a mailbox owner
accesses their mailbox from another DN or telephone. Refer to "Opening a mailbox
after it has been initialized" on page 11. Ask the System Coordinator for a guest
mailbox.

PO886602 Issue 1.0 Norstar Voice Mail Reference Guide



8 Using Norstar Voice Mail

Information mailbox

An Information mailbox is designed to provide an informative message to acaller.
These mailboxes do not have an operating Norstar DN, and the caller cannot leave
amessage in them. A voice prompt provides a caller with access to Information
mailboxes. An Information mailbox is reached through the Automated Attendant,
Custom Call Routing (CCR) or the Operator. For more information, refer to
"Information mailbox greetings' on page 23.

Information mailboxes are created by the System Coordinator, and are either
maintained by the System Coordinator or a mailbox owner.

Special mailboxes
Special mailboxes are set up automatically when the Norstar Voice Mail systemis

initialized.

The Specia mailboxes include:

* General Delivery mailbox

»  System Coordinator mailbox

General Delivery mailbox

The Genera Delivery mailbox is used:

» to collect messages from callers who use arotary dial telephone

» for individualsin your company who do not have personal mailboxes

» for mailbox ownerswhose mailboxesarefull. For moreinformation, refer to the
"Norstar Voice Mail Never Full mailbox feature”" on page 29.

Thereceptionist or System Coordinator sends messages| eft in the General Delivery
mailbox to the appropriate mailbox owner. For moreinformation about the General
Delivery mailbox, refer to "Default mailbox nhumbers for the General Delivery
mailbox" on page 85.

System Coordinator mailbox

Thismailbox is used by your System Coordinator as a persona mailbox. Y ou can
leave messages for your company’s System Coordinator in this mailbox.

Ask your System Coordinator for the mailbox number.

Exiting Norstar Voice Mail
To exit Norstar Voice Mail:

replace the receiver

* pressan dternate line button

* press

* press RUIT when this option appears on the display, to return to the Main menu

* press to return to the Main menu

Norstar Voice Mail Reference Guide P0886602 Issue 1.0



Setting up your mailbox 3

Introduction

This chapter shows you how to set up your mailbox and describes the following
topics.

* Initializing your mailbox

*  Opening your mailbox

* Mailbox Password

» Company Directory

» Assigning a Target Attendant

Initializing your mailbox

Initializing your mailbox preparesyour mailbox to receive messages. Y our mailbox
cannot receive and store messages until it has been initialized.

Initializing your mailbox involves:
» choosing a password from four to eight digits long that does not start with zero
» changing the Norstar Voice Mail default password to your new password

» recording your name in the Company Directory (refer to "Recording or
changing your name in the Company Directory” on page 13)

To initialize your mailbox, follow the stepsin "Initializing and opening your
mailbox for the first time" on page 10.

P0886602 Issue 1.0 Norstar Voice Mail Reference Guide



10 Setting up your mailbox

Initializing and opening your mailbox for the first time

To initialize and open your mailbox for the first time:

1. Press [Feawe () @) .

Psuwd: 2. Press [o] o] [0] [o] (the default password) and press
[DTHR RETRY EIK] oK or [£).

Note: If you are at another Norstar set, pressOTHE or
to access theLoa: display prompt. From
theLog: prompt, enter your mailbox number
and password as a continuous number. Y our
mailbox number is normally the same as your
directory number. Y our default password is

CHRCHRCHRCHE

[Must chande Fsud ] 3. Thisdisplay appears briefly to indicate that you must
change your password.

[ Pswd: ] 4. Choose a password from four to eight digits long that
RETRY oK does not start with zero. Enter your new mailbox
password and pressk or [# ].

[ A9ain: ] 5. Enter your new mailbox password again and pressdk;
RETRY oK or 7).

[Remm name: ] 6. At thetone, record your name in the Company
RETRY L Directory. Press (K to end your name. PressRETRY or
to erase and re-record your name.

Note: Itisagood ideato include your mailbox
number in your Company Directory recording.
For example “Paul Wayne, mailbox 5813”.

[Fh:,c.ept. hame? ] 7. Pressik or (# ] to accept the recording. PressFLAY or
RETRY FLAY &8 to listen to the recording. PressRETREY or [2 ] to
erase and re-record your name.

@ new @ saved 8. Press [ris ] to end the session.
FLAY FREC  ADMIN

After your mailbox isinitialized, record your Personal mailbox greetings. If you do
not record any Personal greetings, your Company Directory name recording plays
to callers who reach your mailbox.

Norstar Voice Mail Reference Guide P0886602 Issue 1.0



Sefting up your mailbox 11

Opening your mailbox
Y our mailbox can be opened from:
» your own directory number (DN)
» another Norstar Voice Mail DN

* an outside telephone (as shown in Opening your mailbox remotely)

Opening a mailbox after it has been initialized
This section describes how to open:
» your mailbox from your own telephone
» your mailbox from another Norstar DN
» aGuest mailbox

After amailbox isinitialized, follow these steps to open it:

1. Press Feawe ) ][] .

[ Pswd: 2. Enter your mailbox password and press Qk; or [# ].

OTHR RETRY IZIK]

Note: If you are at another Norstar DN, or if you are
using a Guest mailbox, pressaTHR or [* ] to
access theLo3: display prompt. From the
Loa: prompt, enter your mailbox number and
password as a continuous number. Y our
mailbox number is normally the same as your
DN.

Opening your mailbox remotely

If you are calling your Norstar Voice Mail mailbox from an outside telephone,
press during your greeting to open your mailbox. At the voice prompt, enter
your mailbox number, password and press [# ]. Follow the voice prompts.

PO886602 Issue 1.0 Norstar Voice Mail Reference Guide



12 Setting up your mailbox

Mailbox Password

Y our password is from four to eight digits long and cannot start with zero. When
you initialize Norstar Voice Mail, the default mailbox password isfour zeros
(0000). Y ou are prompted to change this password.

It isrecommended that you change your password every 30 days. By changing your
password regularly, you decrease the chance that someone will discover your
password and gain access to your system.

Keep awritten copy of your password in a safe place, and avoid giving it to your
co-workers. Y our mailbox password is used to keep your voice messages private
and confidential. For security reasons, it is a good idea to choose an uncommon
password (not a predictable password like 1234 or 1111). If someone else knows
your password, they can access your mailbox and listen to or delete your messages.
They may also be able to access your Norstar Voice Mail system and use it
fraudulently or disrupt service.

Changing your mailbox password

Y ou can change your mailbox password at any time. Remember to choose a
password from four to eight digits long that does not start with zero.

To change your password:

1. Press (9] to open your mailbox.

Powd: Enter your mailbox password and press k. or [# ].

2
OTHR  RETRY DK]

hew @ saved ] 3. PressACMIM or 8] .

a
FLAY REEC ADMIH

GREET FPSWD GUI

ol

swd: Enter your new mailbox password and pressak; or [# ].

P
RETRY 0K

Adain: 6. Enter your new mailbox password again and press QK

[Mailbox admin ] 4. PressPsWD or 4] .
T
[RETFW IZIK] ' or [7].

Mailbox admin 7. Press to end the session.
GREET PSWD QUIT

Norstar Voice Mail Reference Guide P0886602 Issue 1.0



Setting up your mailbox 13

Company Directory

The Company Directory isalist of mailbox owners on the Norstar Voice Malil

system. Before your mailbox can be used to receive messages, you must record your
name in the Company Directory. It isagood ideato include your mailbox number
in your Company Directory recording. For example “Paul Wayne, mailbox 5813”.

This establishes your “voice” name in adirectory that is used by other Norstar
Voice Mail users and outside callers who use the Company Directory.

If you do not want your name in the Company Directory, ask your System

Coordinator. The Company Directory feature can be disabled by the System
Coordinator. If you are unsure whether or not you have this feature, ask your
System Coordinator.

Recording or changing your name in the Company Directory
Names included in the Company Directory can be changed at any time.

To change your name in the Company Directory:

1

F=wd:
OTHE  RETRY

FLAY EEC RADMI

Mailbox admin
GREET FPSWD

Record name: 5.
RETREY ] 4
Accert. name? 6.
EETEY  PLRAY ] 4
Mailbox admin 7.
GREET PSWD QUIT

DK] 2

[E hew @ saved ] 3.
H

IJLIIT] N

Press (o] to open your mailbox.

Enter your mailbox password and pressik or [# .

PressADMIM or (s ] .

Press 1 ].

Note: Thisisavoice prompt option. It does not
appear as adisplay button option on atwo-line
display telephone.

At the tone, record your name. Pressik; or (# ] to end
your recording. The recording of your nameis
automatically placed in the Company Directory.

Pressik. or (# ] to accept your recording. PressFLAY
or (1] tolisten to the recording. PressRETEY or 2] to
erase and re-record your name in the Company
Directory.

Press to end the session.

P0886602 Issue 1.0
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14 Setting up your mailbox

Assigning a Target Attendant
The person that you assign to answer your telephone is your Target Attendant.

Once you have assigned your Target Attendant, a caller who reaches your mailbox
can press [0 ] to speak with the Target Attendant. If the Target Attendant does not
answer, the call goesto your mailbox. If your personal mailbox isnot available, the
call goesto the General Delivery mailbox.

Remember totell callersinyour greetingsthat if they need assistance they can press
(0] to speak to Target Attendant. For example, “ Please press (o ]to speak to my
assistant.” The Target Attendant can be any valid DN. The default Target
Attendant is the person assigned as the Norstar Voice Mail Operator.

To assign your personal Target Attendant:

1. Press (o] to open your mailbox.

Powd: Enter your mailbox password and press 0k or [# ].

2
OTHR  RETRY DK]

a
FLAY REC ADMI

hew @ saved ] 3. PressACMIM or 8 ].
M

Press 5] .

GREET PSWD GUIT

Atdt ext: orer 5. PressCHHG or (1 ] to changethe Target Attendant. The
CHHG QUIT Atdt ext:orer prompt indicates that the current
Target Attendant is the Norstar VVoice Mail Operator.

[
[
[Mailbox admin ] 4
[

[ Exct.: ] 6. Enter the DN number of your new Target Attendant.
RETRY OFER PressOFER or [0 ] to change the Target Attendant back
to the Norstar Voice Mail Operator.

[ Atdt ext: oo ] 7. TheRtdt extixxx prompt appears, where xx:x

CHNG QUIT represents the DN you entered. Press2UIT to accept
the number of the Target Attendant. Press CHHG or
to change the Target Attendant.

Press to end the session.
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Feature codes and mailbox options 4

Introduction

This chapter describes the Norstar Voice Mail feature codes and mailbox options,
and includes the following topics:

» Feature codes

» Determining custom feature codes

* Programing a memory button with a feature code
* Mailbox options

Feature codes

The table "Description of feature codes' on page 17 explains the purpose of each
Norstar Voice Mail feature code.

Feature codes are assigned during installation. The feature codes in this guide are
the default feature codes. If your company is using custom feature codes, you need
to find out what the custom feature codes are. To determinethe Norstar Voice Mail
custom feature codes, refer to "Determining custom feature codes' on page 17.

Once you know the feature codes that your company is using (default feature codes
or custom feature codes), you can program the feature codes onto memory buttons.
For information, refer to "Programing a memory button with a feature code” on

page 18.

PO886602 Issue 1.0 Norstar Voice Mail Reference Guide



16 Feature codes and mailbox options

Feature Code Name

Default feature
code

Description

Leave Message

Feawe ) BIE) )

Used to leave a message in a mailbox. No
password is required.

Open Mailbox (9] Used to open your Personal mailbox to
listen to your messages and access Norstar
Voice Mail options. Your personal
password is required.

Operator Status (9] Not a user feature. Used by the System
Coordinator, receptionist, or Operator to
set the Operator Status.

Norstar Voice Mail (9] Used to determine the Norstar Voice Mail

directory number (DN)

DN. You need to know what the Norstar

Voice Mail DN is when you forward your
DN to Norstar Voice Mail.

Call Forward to
Norstar Voice Mail

Feawe ) ) &) ()

Used to forward all incoming calls to
Norstar Voice Mail.

Transfer 0)6][6) |Used to transfer calls to a mailbox.

Interrupt (o] Used to interrupt Norstar Voice Mail when
a caller is listening to your personal
mailbox greeting or leaving a message.
This allows you to speak with a caller who
has reached your mailbox. (Refer to the
Note that follows this table.)

Voice Activated ] The Voice Activated Dialing feature gives

Dialing you the ability of directing your own calls
by speaking the name of the person you
want to reach. The Speech Recognition
Automated Attendant option must be
installed on the Norstar Voice Mail system
before this feature can be accessed.

Call Record @)]fe] |Used to record a telephone call from your

Norstar telephone. The resulting message
will be deposited in your mailbox.

Note: When acaller leaving amessage in amailbox isinterrupted, the part of the
message that was recorded before the interruption remains in the mailbox.
Delete this message. If Off-premise Message Notification is turned on, the
interrupted message causes Norstar Voice Mail to call the Off-premise
M essage Notification number immediately. For information on Off-premise
Message Notification, refer to "About Off-premise Message Notification"
on page 61.

If Outbound Transfer is turned on, you cannot interrupt the call unless you
interrupt it before the caller gets transferred to your Outbound Transfer
destination number by pressing (7 ]. For information on Outbound Transfer,
refer to "Outbound Transfer" on page 54.
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Determining custom feature codes

If your company is using custom feature codes, you need to find out what the
custom feature codes are. To determine the Norstar VVoice Mail custom feature
codes, use a Norstar two-line display telephone.

To determine the Norstar Voice Mail feature codes:

1

[Leaue msg: F'E'x:{] 2.

MEXT

[DF‘EH mbos F'E'x:{] 3.

MEXT

[ Interrurt: F'E'}e:x] 5.

QUIT

Press (Feawe ) (8] ) .

The name and numerical code of thefirst feature, the
Leave Message feature, is shown on the display. The
xx represents a number between 00 and 99. Record the
custom feature code for the Leave Message featurein
the appropriate column in the table "Description of
feature codes'. PressHEXT.

The display now shows the name and numerical code
of the Open Mailbox feature. Record the feature code
for the Open Mailbox feature in the appropriate
column in the table "Description of feature codes".
PressHEXT.

Continue pressing HEXT to show all of the Norstar
Voice Mail feature codes and record them in the
appropriate column in the table " Description of feature
codes'.

This display is shown when you reach the last Norstar
Voice Mail feature code, the Interrupt feature code.
Press QUIT or to end the session.

Once you have determined the custom feature codes, make sure that you record the
custom feature codes in the appropriate column in the table "Description of feature

codes'.

Table 1 Description of feature codes

Feature Code name

Default feature Custom feature
code code

Leave Message

Voice Activated Dialing
Record Call

Open Mailbox o o
Operator Status @) )]
Call Forward to Norstar Voice Mail NI )]
Transfer Feae ) EE) |Fae I _
Inferrupt o o

Feowe JE)E)0) |Feawe J @)

Feawe ) EIE)E) |Feawe @) _
Fowe ) EIEIE) | @)
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18 Feature codes and mailbox options

Programing a memory button with a feature code
Each Norstar Voice Mail feature code can be programed to asingle memory button.

To program a memory button:

1. Do not lift your receiver. Press 3].

[ Prodram Features ] 2. Thereisatransient display which shows Frogram
Features.

[PPESE. a button ] 3. Press aprogramable button.
QUIT

[Featur‘e code: ] 4. Press [Feature .

AUIT
[ F. ] 5. Enter the feature code number you want to program.
QUIT  CLEAR For example, enter [s ] (s ] [0 ] to program the Leave
Message feature code. For alist of frequently used
feature codes, refer to the table "Description of feature
codes’ on page 17.
[ Prodrammed ] The display shows that the button has been programed.

Repeat steps 1 to 4 for each Norstar Voice Mall
feature code you want to program.

Use one of the paper labels that came with your Norstar telephone to identify the
programed button. To use the feature, press the labeled button.

Mailbox options

To access the main mailbox menu, refer to the table "Main Mailbox menu and
options’. Themain mailbox menu options are described in thetable " Main Mailbox

Options'.
To access the mailbox administration menu, refer to "Mailbox Administration

menu" on page 19. The mailbox administration options are described in the table
"Mailbox Administration Options' on page 20.
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Main Mailbox menu and options
To access the main mailbox menu:

1. Press (o] to open your mailbox.

F=uwd:
OTHE

2.
RETRY  OK

B new
FLAY

REC

ACMI

Table 2 Main Mailbox Options

Enter your mailbox password and press Ok or [« ].

8 saved ] 3. The main mailbox menu options appear. Choose one
H of the options shown in the table below.

Display | Button | Task Description Found on Page
Button
FLAY Listening to your mailbox messages (new messages). 30
REC Message delivery options. 43
6] Listening to your mailbox messages (saved messages). |30
ADMIN To change mailbox options. Refer to the Mailbox 19
Administration menu.
] To talk to an operator if an operator is available.
About the Automated Attendant. 6

Mailbox Administration menu
To access the Mailbox Administration menu:

1. Press (o] to open your mailbox.

F=wd:
OTHR

RETRY'

B new
FLAY

REC

A saved ] 3. PressACMIH or .
ADMIM

[Mailbnx admin

GREET

PSWD

4.
'J!UIT] Administration Options'.

] 2. Enter your mailbox password and pressak; or (# ].
oK

Choose one of the options shown in the table’ Mailbox

P0886602 Issue 1.0
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Table 3 Mailbox Administration Options

Display Button | Task Description Found on Page
Button
- Recording or changing your name in the Company |13
Directory.
GREET Recording the Primary or the Alternate mailbox 23
greeting.
PSUWD Changing your mailbox password. 12
- Assigning a Target Attendant. The Target Attendant |14
answers the call if a caller presses O during the call.
The Target Attendant overrides the Designated
Operator.
(6] About Off-premise Message Notification. 61
Outbound Transfer. 54
QAUIT To quit the Mailbox Administration menu and return |8
to the Main menu.
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Introduction

This chapter describes the mailbox greetings and how to record them. This chapter
includes:

» Typesof mailbox greetings

* Recording the Primary or the Alternate mailbox greeting
» Choosing the Primary or the Alternate mailbox greeting
* Recording a Personalized mailbox greeting

» Deleting a Personalized mailbox greeting

* Recording an Information mailbox greeting

Types of mailbox greetings
The two types of greetings are:
» Personal mailbox greetings (which includes Primary, Alternate, and
Personalized greetings)
* Information mailbox greetings

Personal mailbox greetings

Personal mailbox greetingsare played to callerswho reach your mailbox. Greetings
inform callers that they have reached the correct mailbox and give callers any
necessary information or instructions. Y ou can change the greetings at any time.

After you haveinitialized your mailbox, you can record your greetings. If you do

not record any Personal greetings, your Company Directory name recording plays
to callers who reach your mailbox. Refer to "Recording or changing your namein
the Company Directory” on page 13.

There are three types of Personal mailbox greetings: Primary, Alternate and
Personalized.

Recording technique for personal mailbox greetings

When recording your Personal greetings, remember to speak clearly and at a pace
that is easy to understand. After recording a greeting, you can replay it before
accepting it. Y ou can record or change a greeting from any Norstar telephone or, if
you are away from the office, from any touch tone phone. When you record a
greeting, do not use the Handsfree feature. Y ou will have better resultsif you speak
directly into the receiver.
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22 Greetings

Primary mailbox greeting

Y our Primary mailbox greeting is recorded for everyday use. This greeting should
include your name and a brief message explaining to callers that you are unable to
answer their calls. For example:

“Hi. Thisis Paul Wayne. I’m not able to take your call right now. Please leave me
a message at the tone and | will return your call as soon as possible.”

If you are anew mailbox owner, you should record your Primary mailbox greeting
immediately.

Alternate mailbox greeting

The Alternate mailbox greeting is normally used for special circumstances. For
example:

“Hi. Thisis Paul Wayne. | am out of the office until Thursday, the 17th of
December. Although | am out of the office, | do check my mailbox daily. Please
leave me a message at thetoneand | will returnyour call assoon aspossible. Thank
you.”

Onceit isrecorded, you must choose which greeting you want Norstar VVoice Mail
to play. Y ou can change the selection at any time, and as often as needed.

Personalized mailbox greeting

Personalized mailbox greetingsareavailableonly if your company subscribesto the
Caller ID (CLID) service from your local telephone company. For more
information about CLID, ask your System Coordinator.

A Personalized mailbox greeting plays to callers based on the caller’ s phone
number. Norstar Voice Mail recognizes the assigned incoming phone number and
plays the Personalized mailbox greeting. For example:

“Hi Susan. | may have missed your call, but I don’t want to miss meeting you for
lunch. See you at noon.”
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Information mailbox greetings

Information mailboxes greetings provide messages and announcements to callers.
A caller is automatically disconnected after listening to an Information mailbox
greeting. Information mailboxes can be used to:

e announce sales
» provide product lists
* announce special events

For example:

“ Paddy’ s Dance Studio proudly presents an extravaganza of dance. The
entertainment begins at 8:00 p.m. on the fourth of July. Toddlerstap isin the White
Room. Folk dance isin the Green Room. Classical ballet isin the Pink Room.
Contemporary jazzisin the Blue Room. The Sudio and Recital Rooms are |ocated
at 222 Main Street.”

Y ou should make Information mailboxes easy for acaller to find. Do this by using
your company Operator, or the Automated Attendant Company greetings to route
the caller. For details, ask your System Coordinator.

Information mailboxes are different from Custom Call Routing (CCR) Information
Mailboxes. Callers must use the CCR Tree to access a CCR Information mailbox.
For more information about CCR Information Mailboxes, ask your System
Coordinator.

Recording the Primary or the Alternate mailbox greeting

This procedure shows you how to record your Primary or Alternate mailbox
greetings. To start using Norstar Voice Mail, only a Primary mailbox greeting is
necessary. If you do not record any Personal mailbox greetings, your Company
Directory name recording plays to callers who reach your mailbox.

If you record both Primary and Alternate mailbox greetings, you must choosewhich
greeting isto be played. If you do not choose a greeting, the Primary mailbox
greeting automatically plays. For information on how to choose a greeting, refer to
"Choosing the Primary or the Alternate mailbox greeting” on page 25.
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To record your Primary or Alternate mailbox greeting:

1

F=uwd: 2.
OTHE  RETEY ] 4

B rnew B saved 3.
FLAY EEC ADMIH

Mailbox admin 4,
GREET FSWD QUIT

REC CHOOSE  CFLID

Greeting:

[Greeting oFt.ions ] 5.
[PRIHE ALT PEE%

Record rnew?
YES HO GUIT

Eecord dreeting: 8.
RETRY )4

Accert dreeting? 0.
RETRY  PLRAY (] 4

Press (o] to open your mailbox.

Enter your mailbox password and press Ok or [« ].

Note: If you are recording a mailbox greeting from a
telephone that has not been assigned to your
Personal mailbox, pressaTHR. The display
showstheLog: prompt. When this prompt
appears, enter your mailbox number and
password.

If you are using asingle-line display telephone,
press (* ] at theP=swd: prompt to show the
Log: prompt.

PressADMIM or (s ].

PressGREET or [2 .

PressREC or 1] .

PressPRIME or [+ Jto record the Primary mailbox
greeting. PressALT or [2 ] to record the Alternate
mailbox greeting.

Note: If you are changing your greeting, your current
recorded Primary mailbox greeting begins to

play.
Press%ES or (1 ] and record your greeting at the tone.

Pressik or (# ] to end your recording.

Pressik or (# ] to accept the greeting. PressFLRY or
to listen to the greeting. PressRETRY or [2 ] to
erase and re-record the greeting.

[Mailbox admin ] 10. Press [ris ] to end this session.

GEEET PSWD @UIT

Norstar Voice Mail Reference Guide
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Choosing the Primary or the Alternate mailbox greeting

Primary mailbox greeting

Y ou record aPrimary mailbox greeting after initializing your mailbox. If you record
aPrimary and an Alternate mailbox greeting, you need to choose which greeting
plays. If you do not choose a greeting, the Primary mailbox greeting plays
automatically.

Alternate mailbox greeting

If you choose the Alternate mailbox greeting, you are asked whether the mailbox
should accept messages. If you choose ¥ (yes) your mailbox will receive messages
in the normal way.

If you choose H (no) the following occurs:
* messages cannot be left in the mailbox
» the Alternate mailbox greeting takes precedence over al other greetings

» if acaller presses abutton to cut the message short, they hear a voice prompt
that saysthisisaspecial greeting

» if acaller presses abutton to send afax, the fax will go to the general delivery
mailbox (not your persona mailbox)

If you choose the Alternate mailbox greeting, remember to change back to the
Primary mailbox greeting at the appropriate time.

To choose a Primary or Alternate mailbox greeting:

1. Press (o] to open your mailbox.

Powd: Enter your mailbox password and press 0k or [# ].

2
OTHR  RETRY DK]

a
FLAY REEC ADMIH

PressGREET or [2] .
GREET FPSWD GUIT

hew @ saved ] 3. PressACMIHM or .

Greetind ortions ] 5. PressCHOOSE or 2 ] to choose a greeting.
D

REC CHOOSE  CFl

Uze dreetina: 6. PressFRIME or (1 ] to choose the Primary mailbox
PRIME ALT GUIT greeting. PressALT or 2 ) to choose the Alternate
mailbox greeting.

[
[
[Mailbox admin ] 4
[
[

Note: If you choose the Alternate mailbox greeting,
go to step 7. If you choose the Primary
mailbox greeting, go to step 8.
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[ Accert mzds:iy ] 7. If you choose the Alte_zrnate mailbox greeting, you are

CHHG Ok asked whether the mailbox should accept messages.
Press CHHGG to toggle from yes to no. If you choose %
(yes) then messages will be received. If you chooseH
(no) messages cannot be left in the mailbox. PressOk.

Mailbox admin 8. Press to end the session.
GREET  PSWD QUIT

Note: If you have chosen agreeting that isnot yet recorded, you are transfered back
to the greeting options menu to record the greeting.

Recording a Personalized mailbox greeting

If your company subscribesto a CLID service, you have the option of recording a
Personalized mailbox greeting. For more information about CLID, ask your
System Coordinator. The Personalized mailbox greeting is played only for aperson
calling from the phone number that you designate. For the Personalized mailbox
greeting to be played, the phone number you enter must match the caller’ s phone
number exactly.

Up to three Personalized mailbox greetings can be recorded, but each greeting can
be assigned only to one phone number.

Note: Personalized mailbox greetingswill not be played if you have recorded and
chosen the Alternate mailbox greeting. The Alternate mailbox greeting
takes precedence over all other greetings.

To record a Personalized mailbox greeting:
1. Press (9] to open your mailbox.

Pswd: Enter your mailbox password and press Q. or [#].

OTHR RETRY IZIK]

new B saved 3. PressACMIH or .
LI:I"r' FEC  ADMIH

GREET PSWD GQUIT

r*ee-tmg ortions | O. PressgEC or [1].
CHOOSE  CFLD

Greeting: PressPERS or to record a Personalized mailbox

[Ma1lbnx admin ] 4. PressGREET or .

Greeting: 7. Enter aPersonalized greeting number of 1, 2, or 3.
[ RETRY IZIK]
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[ Fh: <none> ] 8. PressCHHG or [1].

CHHG oK

[ Ph: ] 9. Enter the phone number (maximum 10 digits) to which
RETRY L you are assigning the Personalized mailbox greeting.

Pressik or (# ] to accept the phone number.

[Remm greetingd: ] 10. At the tone, record the greeting. Pressdk or [# | to end
RETRY oK the recording.

[n:cept greeting? ] 11. PressK or to accept the recording. PressFLAY or
RETRY PLAY &8 to listen to the recording. PressRETEY or [2 ] to
erase and re-record the greeting.

12. To record another Personalized mailbox greeting,
repeat steps 3to 11. Press to end the session.

Deleting a Personalized mailbox greeting

If you have programed Norstar VVoice Mail with a Personalized mailbox greeting
that you no longer need, you can del ete the Personalized mailbox greeting.

To delete a Personalized mailbox greeting:
1. Press (o] to open your mailbox.

Powd: Enter your mailbox password and press 0k or [# ].

OTHR RETRY DK]

hew @ saved ] 3. PressACMIHM or .
Ll:l"r' REC  ADMIH

GREET PSWLD QUIT

r*eetmg ortions | 5. PresskEC or :
CHOOSE  CFUD

Greeting: PressPERS or to choose a Personalized mailbox

[Maﬂbox admin ] 4. PressGREEET or [2] .
[F‘RIME ALT PERS] ' greeting.

[ Greet.ing: ] 7. Enter the Personalized greeting number (1, 2, or 3)
RETRY Ok that you want to delete.

Phi  Heseem 8. PressDEL or [2 ] to delete the greeting.
CHMG DEL 0K

Press to end the session.
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Recording an Information mailbox greeting

Before you record your Information mailbox greeting, you must determinewhat the
greeting will include. When preparing your greeting, be sure to include important
times and dates. Write the greeting and practice reading it aloud. When you are
confident the greeting includes everything you want it to, record the greeting. If you
are using a Norstar Voice Mail system with bilingual capability, the Information
mailbox greeting must be recorded in both languages.

An Information mailbox greeting can be either a Primary or an Alternate mailbox
greeting. Perform the steps in "Recording the Primary or the Alternate mailbox
greeting” on page 23 to record an Information mailbox greeting.
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Introduction

This chapter describes accessing your messages and explains the following related
topics:

* Receiving calls

* Norstar Voice Mail Never Full mailbox feature
» Listening to your mailbox messages

o Cadl Screening

Receiving calls

Norstar Voice Mail can be used by any outside caller and by other mailbox owners
in your company. Away from the office, Norstar Voice Mail can be used with any
touch tone phone. Inside your office, Norstar VVoice Mail can be used from any
Norstar telephone connected to your company’s Norstar Voice Mail system.

Even outside callers using arotary dial telephone are able to use Norstar Voice
Mail. When acaller uses Norstar Voice Mail from arotary dial telephone, the
system transfers the call to your company receptionist or the Operator. If a
receptionist or the Operator is not available to answer the call, the call istransfered
to the General Delivery mailbox.

Norstar Voice Mail Never Full mailbox feature

The Never Full mailbox feature allows external callersto leave a message in your
mailbox, even if the mailbox istechnically “full”. The messageis stored in your
mailbox, but cannot be accessed until you delete at |east one existing message to
allow space for the new message. If you attempt to listen to any new messages
before deleting an existing message, you hear this voice announcement:

“Your mailbox isfull. You must erase some messages before you can listen to new
messages.”

Y ou are not able to leave a message in another mailbox, create a new message,
Copy, Send, or Reply to amessage, until you delete at least one existing message.

The Never Full mailbox feature is not available to internal callers. Internal callers
cannot leave messages in mailboxes that are technically “full”.
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Listening to your mailbox messages
To listen to your messages:

1. Press (o] to open your mailbox.

[ Powd: ] 2. Enter your mailbox password and pressik or [#].

OTHR  RETRY DK

[2 new @ saved ] 3. Press pLAY to listen to your messages. For options,
EERAY  REC refer to the table "Listening to your mailbox

messages’.
4. Press to end the session.

A number of options are available to you during and after listening to a message.
The table “ Listening to your mailbox messages’” shows the options and when they
are available.

Listening to your mailbox messages

Option Button Available Available |Description
while after
listening to a |listening to
message a message
Backup X Rewinds the message nine seconds and
or resumes playing it from that point.
44
Copy X X Sends a copy of the message to one or more
or mailboxes. When you record the introduction
CORY to the forwarded message, the introduction
must be more than three seconds long.
End of X Skips to the end of the message.
Message | or
FokE B Rk
Envelope X X Plays the information on the message envelope.
Envelope information includes the date and
time the message was sent and, if the message
was internal, the directory name of the sender.
This option is not shown on the display.
Erase X X Deletes the message currently being played or,
or if no messages are playing, deletes the
ERFSE message just played. Deleted messages remain
in your mailbox until the session is ended.
(Refer to Notes 1. and 2.)
Forward X Advances the message nine seconds and
or continues playing from that point. A message
5 u can be forwarded as many times as required.
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Listening to your mailbox messages

Option Button Available Available |Description
while after
listening to a |listening to
message a message
Next 6) X X Plays the next message in your mailbox. If used
or while a message is playing, it stops playing the
current message and plays the next message in
your mailbox. This option is not shown on the
display.

Pause/ X Stops a message temporarily. When you stop

Continve  |or the message, you have the option to play the

STOR. previous message, continue playing the current
PLAY message, or skip fo the next message.

Previous X X Stops playing the current message and begins
playing the previous message. This option is not
shown on the display.

Quit X Stops playing the message and plays the
Mailbox main menu options.

Replay X Goes back to the beginning of the message and

or plays the message again.
444 4 ad

Replay X Replays the last message. This option is not
shown on the display.

Reply ] X X Reply to a message. (Refer to Note 3.)

or Reply to a message can be either:
REPLY - a message to an internal sender’s mailbox
- a telephone call to an internal or external
party (Refer to Note 4.)
Save X Saves the message being played. (If you do not
Message | or delete a message, it is automatically saved).
SAUE This option is not shown on the display unless
you erase a message. If you erase a message,
and play the message again, you are given the
option to press SAVE on a two-line display
telephone. (Refer to Note 2.)
Volume X Adijusts the volume of the message that is
Control playing. The volume increases each time you

press [*]. After four consecutive presses, the
volume returns to the lowest level. This option is
not shown on the display.

P0886602 Issue 1.0

Norstar Voice Mail Reference Guide



32 Accessing your messages

Notes:

1. Because your mailbox has limited message storage space, you should delete
any messages you no longer need. After a certain time period, your saved
messages may be erased automatically. Ask your System Coordinator about
this.

2. You canretrieve a deleted message only if you have not quit the session in
which you deleted it. Locate the deleted message. Then play (pressiz] ]) and
save (press or savE) the message. For further information about
retrieving deleted messages refer to About erased messages.

3. Appliesonly if the Reply feature is enabled.

4. You canreply to an outside caller by dialing them back if your company
subscribesto Caller ID (CLID) service. For further information about replying
to an outside caller refer to "Replying to an external message sender” on

page 44.

About erased messages

After listening to your messages and exiting Norstar Voice Mail, all messages that
you do not erase are automatically saved. Since message storage space is limited,
we recommend that you erase messages that are no longer needed.

Y ou can retrieve an erased message provided you are still inthe Norstar Voice Mail
session. An erased message remains in your mailbox until you end the current
Norstar Voice Mail session.

When you erase a new or saved message, the number of new or saved messages
shownonthedisplay will bedecreasedby one. Eventhoughthedisplay may show

A new @ =aved, you canstill play and retrieve your erased messages. Press FLAY
or to listen to your erased message. Refer to the table "Listening to your

mailbox messages' on page 30.
After you play your erased message, you are given the option to saveit. If you end

the current session without saving the erased message, it is permanently deleted
from Norstar Voice Mail.
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Call Screening

Call Screening allowsyou to determinewho is calling before you accept the call. It
applies only to external calls transfered from the Auto Attendant or from Custom
Cdll Routing (CCR). See your System Coordinator for information on CCR.

Call Screening can be useful in the following circumstances:

* when CLID not available
* when CLID isnot areliableindication of the caller identity
* when your Norstar telephone does not have display capabilities

The System Coordinator enablesthe Call Screening feature for your Norstar Voice
Mail system.

Call Screening is unavailable, and the call is transfered immediately for the
following types of calls:

* internal calls
» externa calls placed directly to your phone number
» externa callsfor which you have established a Personalized greeting

How to use Call Screening
To use the Call Screening feature:

1. Youreceive an external call that is transfered from the Automated Attendant
or from Custom Call Routing (CCR).

2. Norstar Voice Mail announces the caller’s name to you. If the caller chooses
not to record their name, the voice prompt says, “Unknown caller.”

3. You have the option of accepting the call or having the caller leave a message
in your Norstar Voice Mail mailbox:

press AMS or to accept the call
press@aUIT or to transfer the call to your Norstar VVoice Mail mailbox
(and the caller isinformed that you are not available)

When Call Screening is enabled, Norstar Voice Mail asks the caller to record their
name after the tone. (If the caller presses when they are asked to record their
name, the call goes back to the Automated Attendant.) The caller hears ahold tone
while they wait. If you do not answer, the caller isinformed that you are not
available, and the call istransfered to your mailbox.

Since some callers may not like recording their name and waiting for service, this
feature should be used with discretion.
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Sending messages /

Introduction

This chapter describes sending messages and explains the following topics:
* Typesof messages

» About recording and sending a message

* Using the Company Directory

* Message delivery options

» Recording and sending a message using the Open Mailbox feature

* Recording and sending a message using the Leave Message feature

* Replying to messages

» Sending a message to more than one recipient

Types of messages
There are two types of messages, Broadcast messages and Personal messages.

Broadcast messages

There might be times when you open your Personal mailbox and a message plays
immediately. Thisis a Broadcast message |eft by your System Coordinator. This
type of message can be sent only by your System Coordinator. Make sureyou listen
to the entire message. After it plays, the message is automatically erased from your
mailbox.

Personal messages

Sending personal messages to a mailbox

To send amessage, refer to "About recording and sending a message” on page 36.
To send a message when you do not know the person’s mailbox number, use the

Company Directory. Refer to "Using the Company Directory™ on page 36.

Personal messages addressed to a Group List

Y ou can send a message to a group of people by addressing a message to a Group
List. For more information, refer to "Sending a message using a Group List" on
page 44.
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About recording and sending a message

Messages can be recorded and sent using:

» the Open Mailbox feature ([Feature ][9] (8 ] 1 ])
» the Leave Message feature ([Feature ][9] (8 ][0 ])

When you use the Open Mailbox feature, you open your personal mailbox and enter
your password. Then you record your message and enter the directory number (DN)
of the message recipient.

The Leave Message feature prompts you to enter the DN of the message recipient
immediately. Then you record your message. No password is required because you
do not open a mailbox.

Both features allow you to:

» usethe Company Directory (refer to Using the Company Directory)
* assign message delivery options (refer to "Message delivery options' on
page 39)

» send amessage to morethan onerecipient (refer to " Sending amessage to more
than one recipient” on page 44)

Using the Company Directory

Y ou can find any initialized mailbox by searching the Company Directory. Usethe
Company Directory if you do not know the mailbox number of someone you want
to send a message to. Y ou can access the Company Directory when:

» thedisplay showsCIE
» thevoice prompt announces, “Press [# ] to use the Directory.”
* you are prompted to choose a mailbox

The Company Directory option is available from both the Open Mailbox feature
and the Leave Message feature.

Note: If the Voice Activated Dialing feature ([Feature ] (9] [8 ] (8 ]) is enabled,
refer to the "Voice Activated Dialing ([Feature s 1[s |[s )" on page 38
for information on using the Company Directory.
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To access the Company Directory using the Leave Message feature:

Pl s 1.

DIE QUIT

Laszt name: 2.
] 4

Waane, Faul 3.
Ok

FETRY  HEXT

[I.daune, Faul ] 4,

PressDIR or [# ] to use the Company Directory.

Use the dialpad buttons associated with the first three
or four letters of the mailbox owner’s name to locate
and select the person’s mailbox. (Enter the last name,
first name or both names depending on how your
system is set up. This display shows an example of a
prompt for amailbox owner’s last name.) Y ou do not
need to enter acomma. PressOk. or [# ].

For example, to enter the letters “Wayn”

press (o ) 2] (o] (6 ]. If the mailbox owner has fewer
than four lettersin their last name, press the buttons on
the dialpad to spell out the entire last name, and press
0K or [#]. For more information, refer to "Entering
characters on the Norstar dialpad” on page 5.

In this example, the name of the mailbox owner, Paul
Wayne appears on the display and is announced. To
accept the mailbox owner, pressak or [# .

If you do not want the person who is shown, press
HEXT or (1 ] to see the next matching name.

The greeting of the mailbox owner plays. If the
mailbox owner you selected does not have a Personal
greeting recorded and selected, you hear their
Company Directory recording.
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Voice Activated Dialing ([Feawre ][] ] [])

The Voice Activated Dialing feature gives you the ability of directing your own
calls by using the Company Directory and speaking the name of the person you
want to reach. The Voice Activated Dialing feature is accessed by pressing

(9] . Voice Activated Dialing can be accessed from any Norstar
set, including analog sets attached viaan Analog Terminal Adapter (ATA).

Note: VoiceActivated Dialing is an optional feature. If this feature is not
available, refer to "Using the Company Directory” on page 36 for
information on using the Company Directory.

Voice Activated Dialing works the following way:
o After the user presses (9] , atoneisheard at which point the

user speaks the name of the person they want to contact. Mo Mat.ches found
isdisplayed if the user fails to provide aname, or provides an invalid name.

» |If avoice match is not found, you are routed directly to the regular Company
Directory.

* TheLIR softkey or the key can be used to transfer out of the Voice
Activated Dialing feature and into the regular Company Directory.

» Confirm avoice match by pressing Ok, or the . If you not confirm the voice
match, the Voice Activated Dialing feature proceeds asif Ok was pressed. You
can declinethevoice match by pressing RETRY or the (] key. After aselection
isdeclined, Voice Activated Dialing presentsthe next homonym (if thereisone)
or re-prompts the you to say the name again.

To access the Voice Activated Dialing feature:

1. Press [awe Jlo] ][]

[ Sreak name ] 2. Atthetone, speak thefirst and last name of the person
LIR you want to reach.

[b.laune, Faul ] 3. Press 0K to accept the name and be transfered.
RETRY L Press RETRY to re-speak the name.
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Message delivery options

Norstar Voice Mail provides you with five possible message delivery options:

* Normd
¢ Certified
e Urgent
* Private

* Timed Delivery

Option DisplayButton | Button Description

Send SEHD or Sends a message with Normal delivery
option.

Certified CERT Sends you notification that your message
has been received and played.

Urgent URGEMT Messages marked Urgent play before

other messages left in the mailbox. Urgent
messages are preceded by the voice
prompt, “This message is urgent”.

Other OTHR Press OTHR to access the Private and
Timed delivery options. If PRIU appears
instead of OTHR, the Timed delivery
option is not available.

Private FRIU Private messages cannot be forwarded to
another mailbox.

Timed TIME Timed delivery allows you to assign the
time that the message is received.

Normal, Certified, and Private messages are played in the order in which they are
received. Urgent messages play before other messages |eft in the mailbox, except

for Broadcast messages. (Refer to "Broadcast messages' on page 35.) The Certified
and Timed delivery options are available only if you are calling from atelephone

that has amailbox associated with it. Messages sent with the Timed delivery option
are played at the time that you specify.

When you usethe Timed delivery option, you first enter the time, including am. or
p.m. You are then prompted to accept or change the date, which defaults to today
or tomorrow, and you can accept the date that corresponds to the next occurrence
of the specified time. Dates are shown by month and day, and the year isinfered. If
the month and day are earlier than the current date, the next year is assumed. When
the specified time and date occurs, the message is sent. Y ou cannot cancel the
message prior to delivery.
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Assigning message delivery options using the Open Mailbox feature
To assign message delivery options using the Open Mailbox feature:

[Deliuerg oFt.ions ] 4, Press@ or to 3SS|gn the Certified de“Very

CERT URGEWT OTHR option. Press URGEMT or to assign the Urgent
delivery option. PressOTHE to assign the Private or
Timed delivery options. If PRIV appears instead of
OTHR, the Timed delivery option is not available.

Note: TheOTHR display button is not available or
required for single-line display telephones.
Y ou can access the Private and Timed
Delivery options by pressing the dialpad
buttons on either atwo-line or asingle-line
display telephone.

[ Delivers ortions ] 5. Prqss@ or to send a message with a Private

PRIV TIME delivery option. If you pressFEIL or (3], go to step
14. If you want to send a message with the Timed
delivery option pressTIME or (4 ]. If you press TIME
or , continue with step 10.

[ Time hhmm: ] 6. Enter the time that you want to send a message using
RETRY the Timed delivery option.

Note: Thisisafour digit field. Any single-digit hour
or minute must be preceded by a zero. For
example, enter 0800 for eight o’ clock.

kb 7. Press AM or 1 ]or FM or [2].
RETRY  AM FM

[hh:mm aneFm ] 8. Pressik or (#]to accept the time you entered or press
RETRY Ok RETEY or [¥]to changethetime.

[ Tu mm dd ] 9. PressCHHG or to change the date shown to a

CHHG  H=TDRY Ok different date. PressHXTDAY to change the date to the
next day (the day after the date that is shown). Press
Ok, or (#]to accept the date shown, which defaults to
today or tomorrow, and select the one that corresponds
to the next occurrence of the specified time.

[b.laune, Faul ] 10. PressSEMD or [# ] to send this message now. Press
OPTS CC  SEWD to cancel al delivery options.

Press to end this session.
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Assigning message delivery options using the Leave Message feature
To assign message delivery options using the Leave M essage feature:

1

[Mbnx:

2.
DIR AUIT

Record messade:
RETREY  PAUSE

Mes=a9e orFtions:

4.
[EETR? FLAY SEHQ

DK] 3.

Press (Feane (@] &) .

Enter the mailbox number or Group List number of the
person or Group you want to leave a message for. If
you do not know the mailbox number, pressIE or

to use the Company Directory.

At the sound of the tone, record your message. Press
PAUSE or to pause during your recording. When
yOu pause, press COHT or to continue recording
your message. PressOk. or [# ] to end your recording.
PressrETEY to erase and re-record your message.

PressPLAY or to listen to your message before
sending it. PressRETRY or [2 ] to erase and re-record
your message. Press (3 ] to access delivery options.
PressSEMD or [# ] to send your message now.

Recording and sending a message using the Open Mailbox feature

To record and send a message using the Open Mailbox feature:

1

F=suwd:
OTHE RETEY

B new B sauved
FLAY REC

Record messade:
RETEY  PRUSE

Accert rec?
RETEY PLAY

m:] 2

] 3.

Press (o] to open your mailbox.

Enter your mailbox password and press 0k or [# .

Press REC or and record your message at the tone.

Record your message. Press FAUSE or while
recording your message to stop temporarily. When
you wish to resume recording, pressCOHT or to
continue recording your message. PressOk or to
end your recording. PressEETRY to erase and re-
record your message.

PressOK or (# ] to accept your message. PressFLAY or
to listen to your message. PressRETREY or [2 ] to
erase and re-record your message.
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[ Mivoe 2 ] 6. Enter the mailbox number or Group List number of the
LI GUIT person or Group you want to leave a message for. If
you do not know the mailbox number, pressIE or

to use the Company Directory.

[Maune, Paul ] 7. PressSEMD or to send the message now with the

OPTS CC  SEWD Normal delivery option. PressoFTS or (3] for delivery
options. PresscC or to send this message to more
than one mailbox owner, with one set of delivery
options applied to all recipients.

Note: The display shows the name of the mailbox
owner or Group (in this example, mailbox
owner Paul Wayne).

A new S saved Press to end this session.
FLAY REC ACHIH

Recording and sending a message using the Leave Message feature
To record and send a message using the L eave M essage feature:

1. Press Feawe ] ) E) 0.

[ Minoe 2 ] 2. Enter the mailbox number or Group List number of the
LIR QUIT person or Group you want to leave a message for. If
you do not know the mailbox number, pressIE or

to use the Company Directory.

[Rec.njr*d messade: ] 3. At the sound of the tone, record your message. Press
RETRY PRAUSE OK 0K or [# ] to end your message.

[Message ocFtiohs: ] 4. PressSEHD or or replace the receiver to send the

RETRY FLAY SEHD message using the Normal Delivery Option. Press
FLAY or (1] to listen to your message. PressRETRY or
to erase and re-record your message. Press (3 ] to
change the Delivery Options.
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Replying to messages

Y ou can reply to internal message senders and to external message senders. To
reply to amessage from an external message sender, your company must subscribe
to Caller ID (CLID).

Replying to an internal message sender
Y ou can reply to a message from an internal message sender by:

1. UsingtheCALL option. If you select CALL, you are immediately transfered to
the internal message sender’ s directory number. Y ou must have an initialized
Norstar Voice Mail mailbox and an operating directory to use the CALL
option.

2. Using theMsiG option. If you select theMSiG option, begin recording your reply
at the tone.

To reply to an internal message sender:
1. Press (o] to open your mailbox.

[ Pswd: Enter your mailbox password and pressdk: or [« ].

2.
OTHR  RETRY DK]

1 new @ zaved | 3. Press PLAY or [2].
FLAY REC  ADMIM

[Er‘u:l of meszade ] 4. After you havelistened to your message, press REFLY
T

REPLY ERASE HEX or [o].
Rerld to msd 5. PressCALL or 2 ] to call the message sender.
MSG  CALL  QuIT or

PressMSiG or (1 |to record and send areply.
(Refer to "Recording and sending a message using the
Open Mailbox feature" on page 41.)
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Replying to an external message sender

Y ou can reply to a message from an external message sender if your company
subscribesto CLID. Before using the Reply option you must play the message.

To reply to an external message sender:
1. Press (9] to open your mailbox.

[ Pawd: Enter your mailbox password and pressak or [« ].

2.
OTHR  RETRY DK]

1 new @ saved 3. PressFLAY or [2].
FLAY REC  ADMIH

4. Norstar Voice Mail dials the external number directly.
If you see the display in step 6, you have to edit the
phone number before you can reply to the external
caler.

After you call the message sender, your session ends.
Sending a message to more than one recipient

Sending a message using a Group List

A Group List isacollection of mailbox owners. When you send a message to a
Group List, each mailbox owner in the Group List receives the same message. If
you are amember of the group you are addressing, you do not receive acopy of the

message.

If youwould likeaGroup List for your specific needs, ask your System Coordinator
to create a Group List for you. Include the following information for the System
Coordinator:

* the mailbox owners names
e alist of the mailbox numbers

» the Group List name

Y our System Coordinator should publish alist of the mailboxesin each Group List.

Y ou can enter the Group List number instead of a mailbox number at the Mooz
prompt. Y ou can aso enter the name of the Group List in the Company Directory
at theLIR prompt.
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Copying a message to other recipients
Y ou can copy a message to other recipients using the Open Mailbox feature:

e using ALL - message recipients have the same delivery options
* usingCcL - this allows message recipients to have different delivery options

Note: Y ou cannot copy a message to other recipients using the Leave Mailbox
feature. Y ou cannot copy Private messages.

Forwarding a copy of a message to one or more recipients

From the Main Mailbox menu you can forward a copy of a message during or after
playing the message. When you forward a copy of amessage to a mailbox, you are
prompted to record an introduction to the message. Y our introduction has to be at
least three seconds long.

When you record an introduction and enter the mailbox number, your introduction
and a copy of the message are automatically sent to the mailbox you selected. Y ou
then have optionsto send an additional copy of the introduction and the message to
another mailbox, or to quit and return to the Listen to Messages menu. Y ou can
forward copies to as many mailboxes as you want. (Messages marked Private
cannot be forwarded to another mailbox.)

For more information on playing your messages, refer to "Listening to your
mailbox messages’ on page 30.

Copying amessage is not the same as forwarding amessage using the Copy option.
Copied messages do not have recorded introductions. Refer to " Copying amessage
to other recipients’ on page 45.
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Introduction
This chapter shows the following ways that you can forward your calls.
» Cadl Forwarding your callsto Norstar Voice Mail

»  Setting up Call Forward remotely
» Cal Forward with Caller ID (CLID)

Call Forwarding your calls to Norstar Voice Mail
Toforward incoming calls to your mailbox, press (0] (8] [4].

To cancel Call Forward, do one of the following:

. press
. press
*  pressCAMCEL

Setting up Call Forward remotely

When you are away from the office, you can forward your calls to your Norstar
Voice Mail mailbox by using the dialpad of any touch tone phone.

To access your Personal mailbox from another location and set up Remote Call
Forward:

1. Cdl the Automated Attendant or your Norstar telephone from any touch tone
phone and press while the greeting plays.

2. Enter your mailbox number and password and press [# ].

3. Pressfs].

4. Press2].

5. Press [3] toturn cal forwarding from the Call Forward menu on and off.

6. Press (1] toturn Call Forward on and off.

Note: If Cal Forward isturned on, the voice prompt says: “ Callswill be

answered immediately.” All callsto your telephone are now answered
by Norstar Voice Mail.

If Call Forward isturned off, the voice prompt says:. “ Callswill ring at
your set.”
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7. Press(1] toturn Call Display on and off.

Note: If Cal Display isturned on, the voice prompt says. “ Caller
information will be displayed at your set.”
If Call Display isturned off, the voice prompt says: “ Caller
information will not be displayed.”

8. Replace the receiver to end this session.

Call Forward with Caller ID (CLID)

The Call Forward with CLID featureis available only if your company subscribes
to CLID service. If you are not sure whether your company subscribesto CLID
service, ask your System Coordinator. CLID will not appear if the caller has a
private or unknown phone number.

Y ou can set up Call Forward with CLID to screen calls forwarded to your Norstar
Voice Mail mailbox. When the feature is enabled, you hear an Alert tone and the
CLID information appears on the telephone display.

To talk to the caller who has been forwarded to your mailbox, press

(9] to interrupt the call.
To turn Cal Forward with CLID on and off:

1. Press (o] to open your mailbox.

Pewd: Enter your mailbox password and press 0k or [# ].

OTHR FETEY EIK]

hew @ saved ] 3. PressACMIH or (8] .
Ll:l"r' REC  ADMIH

>

PressGREET or :

Mailbox admin
GREET PSWD QUIT

CHOOSE CFW

Forward calls:y ] 6. PressCHHG or 1 ] to turn Call Forward on and off.
CHMG MEXT

Disrlay caller:V ] 7. PressCHHG or (1 ] to turn Call Display on and off.
CHHG HEXT

Mailbox admin Press to end the session.

[ Greeting oFtions ] 5. PressCEWD or (3].
&)
[GEEET FSUC G!UIT]
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Call Forward on Busy overrides CLID

If your Norstar telephoneisassigned Call Forward on Busy, CLID information
does not appear on the display. Call Forward on Busy is afeature that forwards all
of your callsto another designated telephone or DN if your telephoneisbusy. Call
Forward on Busy is assigned by the Norstar System Coordinator.
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Introduction

This chapter describes transfering calls and explains the following topics:

Transfering callsto aNorstar Voice Mail mailbox

Transfering calls from your mailbox to the Operator

Transfering calls from your mailbox to the Automated Attendant
Transfering a call to Custom Call Routing (CCR)

Outbound Transfer

Adding special characters to the destination number

Setting up Outbound Transfer to a phone number

Setting up Outbound Transfer to a directory number (DN)
Changing the Outbound Transfer parameters

Turning Outbound Transfer on and off

Transfering calls to a Norstar Voice Mail mailbox

Any time a caller wantsto leave a message in a mailbox, you can easily transfer
their call from your Norstar telephone to any mailbox certified and initialized with
Norstar Voice Mail.

Transfering callsto a Norstar Voice Mail mailbox has the following advantages:

If you transfer acall to amailbox instead of another telephone, the call does not
come back to you. If you transfer a call to another telephone and the call is not
answered, the call does comes back to you.

The call isimmediately transfered to the mailbox (which saves time).

(9] (8] 6] isnot available on the Nortel COMPANION telephone.
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To transfer acall to a mailbox from your Norstar telephone:

1. Press(reature ] (9] (8] (6 ]. Donot press Hold ] becausethe call is put

on hold automatically.
2. Enter the mailbox number or use the Company Directory by pressing DIE.

Note: Press 0K or to accept a name when using the Company
Directory. Do not use the Internal Autodial feature.

3. Wait until the display shows Call transferted beforeattempting any
other Norstar Voice Mail functions. The call is automatically transfered and
the Norstar Voice Mail session ends.

Note: Do not use (0 Jto transfer acall. This feature transfers
the call to atelephone and the call comes back to you.

Transfering a mailbox owner’s call to Norstar Voice Mail

Y ou can transfer amailbox owner’ scall to their Norstar VVoice Mail mailbox so that
they can change their greetings or retrieve their messages.

Note: (o] (6 ] isnot available on the Nortel COMPANION
telephone.

To transfer amailbox owner’s call to their Norstar Voice Mail mailbox from your
Norstar telephone:

1. Press(reawe ] [o] 8] [¢]. Donotpressdoa .

2. Enter the mailbox owner’s mailbox number.

3. Wait until the display showsCall transferred beforeattempting any
other Norstar Voice Mail functions. The call is automatically transfered and
the Norstar Voice Mail session ends.

Note: Do not use (0] to transfer amailbox owner’scall. This
feature transfers the call to their telephone and the call comes back to

youl.

After amailbox owner’s call has been transfered to their mailbox, the mailbox
owner must:

1. Press while their Personal greeting plays.
2. Enter their mailbox number and password and press (# ].

3. Follow the voice prompts.
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Transfering calls from your mailbox to the Operator

To transfer calls from your mailbox to the Operator, press o] while at the Main
Mailbox menu. For more information, refer to "Main Mailbox menu and options'
on page 19.

Transfering calls from your mailbox to the Automated Attendant

To transfer to the Automated Attendant from your mailbox, press (=] at the Main
Mailbox menu. For more information, refer to "Automated Attendant” on page 6
and "Main Mailbox menu and options' on page 19.

Transfering a call to Custom Call Routing (CCR)

About Custom Call Routing (CCR)

Custom Call Routing (CCR) isasingle-digit application, providing callerswith a
more sophisticated menu and awider range of options. Using CCR, acaller can:

* listen to the Home menu and make a selection

» listento apre-recorded CCR Information message
* leave amessage in amailbox

» transfer to another DN or an external number

For more information about CCR, ask your System Coordinator.

A call can betransfered to the beginning of a Custom Call Routing (CCR) Tree. To
transfer acall to aCCR Tree:

1. Press (Feawe ) ] (5] [£]. Do not press o .

2. Choose a CCR Tree by entering adigit from 1 to 4 and pressing [# ].

3. Wait until thedisplay shows Call transferred before attempting any
other Norstar Voice Mail functions. The call is automatically transfered and
the Norstar Voice Mail session ends.
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Outbound Transfer

Y ou can set up Outbound Transfer to transfer acaller who hasreached your mailbox
to anumber that you assign. A caller can use Outbound Transfer from any touch
tone telephone, and you can direct your Outbound Transfer calls to any telephone.

Y ou can personally inform callers of this feature, or you can inform callers of this
feature in your personal greeting. If you choose to inform callers of thisfeaturein
your mailbox greeting, you must tell them to press 7 ] to be transfered. For
example:

“Hi. Thisis Brenda Whately. I’m away from the office today. Please leave me a
message after the tone and | will return your call as soon as possible. If you need
to reach me before tomorrow, press [7 ] and you will be transfered to my cellular
phone. Thanks.”

Note: Therestrictions that apply to your telephone line also apply to Outbound
Transfer numbers. For example, if you are unable to dial long distance
phone numbers from your telephone, you cannot have a long distance
Outbound Transfer destination.

If your mailbox is restricted to DN destinations for Outbound Transfer, see
your System Coordinator.

For Outbound Transfer to function properly, you must have a greeting recorded.

When you set up Outbound Transfer, you can add special characters to the
destination number. Read Adding specia charactersto the destination number and
refer to the tables and example which follow.

Adding special characters to the destination number

Follow the voice prompts or press ADD to add special charactersto a destination
phone number (or a destination pager number if you are setting up a destination
pager number in Off-premiseMessage Notification. The destination pager number
cannot be longer than 29 characters.) The destination phone number cannot be
longer than 30 characters.

Note: When you are adding special characters, do not press the dialpad
buttons toentera #, or to enter a * . Pressthe button
directly below the option on atwo-line display telephone, or listen for
the voice prompts.
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To add special characters on a single-line display telephone, refer to the table
"Adding special characters using a single-line display telephone”. To add special
characters on atwo-line display telephone, refer to the table "Adding special
characters using a two-line display telephone” on page 55.

Table 4 Adding special characters using a single-line display telephone

Press Description
to retry or add digits to the destination phone number.
to enter a timed pause which appears as a F on the display. Pauses are four

seconds long.

to recognize dial tone (behind PBX). The Recognize Dial Tone special
character appears as a [ on the display.

toentera #.

(6] to enter a )

E

to cancel and retry.

Adding special characters using a two-line display telephone

Press Description

. to cancel and retry.

DIGS or © to retry or add digits to the destination phone number.

PAUS or < to enter a timed pause which appears as a “F” on the display.

Pauses are four seconds long.

OTHR to go to the next display to enter the following special characters:

TOME to recognize dial tone (behind PBX). The Recognize Dial Tone
special character appears as a “0* on the display.

to enter a #

| $

*

| *

fo enter a
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Optimizing Outbound Transfer

When Norstar Voice Mail transfers a call to an external telephone number using
Outbound Transfer, two lines are used. An incoming line is used to connect the
caller to your mailbox and an outgoing line is used to transfer the caller to your
Outbound Transfer telephone number. Both lines remain in use while the user is
connected to the Outbound Transfer telephone number.

In order to optimize the use of Norstar Voice Mail lines, the Outbound Transfer call
to an external telephone number can be transferred to theincoming lineto make the
outgoing call. Thistype of transfer is called a Link transfer.

Note: A Link transfer can only be performed if the Norstar VVoice Mail line are
equipped with Link transfer capability. If aLink transfer isprogrammed for
an Outbound Transfer and your Norstar Voice Mail linesdo not support this
feature, the caller is disconnected. Ask your System Coordinator before
programming the Link transfer.

In order to perform a Link transfer with Outbound Transfer you must add a
before the Outbound Transfer telephone number. For example, the telephone
number would look like:

(] B)B)6E] )R] BIME)
where:

instructs Norstar Voice Mail to use theincoming lineto perform the transfer
is the telephone number dialed

Programming an Outbound Transfer telephone number when Norstar Voice
Mail is behind PBX or Centrex+

When Norstar Voice Mail isinstalled behind aPBX or Centrex+ and you want to
access an outside line and recognize dial tone, enter:

) ) B]RJBE])B]E] )R] BIME]
where:

(o ] accesses an outside line

specifies the next digits are special characters
recognizes dial tone

specifies the next digits are numbersto be dialed
is the phone number dialed
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Setting up Outbound Transfer to a phone number
To set up Outbound Transfer to a phone number for the first time:

1. Press (o] to open your mailbox.

Pawd: Enter your mailbox password and pressak or [# ].

2
OTHR  RETRY DK]

@ PressADMIH or 8 ] .
Fi

new A saved 3
LAY REC ADMIH

GREET PSWD QI T]

4. Press 8 ] to open the Outbound Transfer (=f+) menu.

[
[
[Mailbox admin
[
[

Outbound sfr ] 5. PressACMIM or (1] to set up Outbound Transfer.
ADMIM SELECT
Ph: 6. Enter the destination phone number and pressk or
RETRY oK ).

[<><> ] 7. PressOE or to accept the destination number
ACD oK (represented by the <x>). Press AR or (2 Jto add

specia characters. For information, refer to "Adding
specia characters to the destination number” on

page 54. After you add special characters, pressik or
to accept the destination number.

[Transf*er«: of f ] 8. PressCHHG or 1] to turn Outbound Transfer on.
CHMG AUIT

Press@UIT or (*].Press [ris]to end thissession.

Transfer: on 9.
CHHG GUIT

Setting up Outbound Transfer to a directory number (DN)
To set up Outbound Transfer to aDN for the first time:

1. Press (o] to open your mailbox.

[ Psuwd: ] 2. Enter your mailbox password and pressok or [# ].
OTHR _RETRY 0K

A new A saved 3. PressACMIM or .
FLAY REEC ADMIH

Mailbox admin 4. Press (s ] to open the Outbound Transfer (:f'+) menu.
GREET FPSWD  QUIT
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[nutbaund T ] 5. PressACMIH or (1] to set up Outbound Transfer.
ADMIM SELECT

Ext: 6. Enter the destination DN and pressak; or (¢ ].
RETRY K

Accert: < 7. Pressak; or to accept the number.
RETRY 0K

Note: The<:» representsthe DN.

Transfer: off 8. PressiCHHMG or (1 ] to turn Outbound Transfer on.
CHHG QUIT

PressGUIT or [*].Press to end this session.

Tran=fer: on 9.
CHHG QUIT

Changing the Outbound Transfer parameters
To change the Outbound Transfer parameters:

[<><> ] 10. PressCHHG or [1].
CHHG MEXT

Note: The<:x* represents the current Outbound
Transfer destination number.
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Turning Outbound Transfer on and off

Outbound Transfer can be turned on or off at any time once it has been set up.
Turning Outbound Transfer off does not affect any of its assigned parameters.

To turn Outbound Transfer on or off:

1. Press (o] to open your mailbox.

F=uwd:

] 2. Enter your mailbox password and press ik or [« ].
OTHR  RETRY DK

B new @ saved ] 3. PressAbMIM or .
P

LAY EREEC ACDMIH

GREET PSWD QUIT]

4. Press (8 ] to open the Outbound Transfer (xfr) Menu.

PressSELECT or [2].

Outbound =fr+ 5
ADMIM  SELECT

Transfer: on 6. PressCHHG or to turn Outbound Transfer off.
CHHG QUIT Press CHHG again to turn Outbound Transfer on.

[
[
[Mailbox admin
[
[

[ Transfer: off Press@UIT or to end this session.

7.
CHHG auIT
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Introduction

This chapter describes how to set up and change Off-premise M essage Notification
and includes the following topics:

»  About Off-premise Message Notification

»  Setting up Off-premise Message Notification to a phone number

»  Setting up Off-premise Message Notification to a Directory Number

»  Setting up Off-premise Message Notification to a pager number

» Changing Off-premise Message Notification parameters

»  Setting up Off-premise Message Notification to more than one destination
» Deéleting an Off-premise Message Notification destination number

* Inserting an Off-premise Message Notification destination number

*  Turning Off-premise Message Notification on and off

About Off-premise Message Notification

Y ou can program Norstar Voice Mail to call you and let you know thereisa
message for you at a phone number, an extension, or a pager. The Off-premise
Message Notification feature is enabled by your System Coordinator.

If you have programed Norstar Voice Mail to call you at atelephone, you are
prompted to enter your password before you can listen to your messages.

Y ou can receive notification of a message at a maximum of five different
destination numbers assigned by you. When the number of retry attemptsisreached
for each assigned destination number, the next number in the seriesis called. For
example, Norstar Voice Mail can contact your car phone number first to let you
know you have amessage. If thereisno answer, thecall ringsat your home number.
If thereisstill no answer, the call ringsat your pager number and so on. The number
of retry attemptsis assigned by your System Coordinator.

If the destination type isFhone, you must assign start and stop times. The start and
stop times apply to al five notification numbers.

Off-premise Message Notification beginswhen the start timeisreached. It isagood
ideato set the start time for the time you will be at the destination phone number,
so you will be there to receive your calls.
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Off-premise Message Notification parameters

The parameters for Off-premise Message Notification can be assigned from any
touch tone phone. The parameters include:

» dedtination type (telephone, extension or pager)

» destination number (telephone, extension or pager)

» timerangefor receiving callsat phone numbers or DNs (Pagersare notified any
time there is a qualifying message.)

» types of message you want to receive (all new messages, or just messages
marked urgent)

Note: Therestrictionsthat apply to your telephone line also apply to Off-premise
Message Notification numbers. For example, if you are unableto dial long
distance phone numbers from your telephone, you cannot have along
distance Off-premise Message Notification destination number.

If your mailbox is restricted to extension destinations for Off-premise
Message Notification, see your System Coordinator.

Setting up Off-premise Message Notification to a phone number

When you set up Off-premise Message Notification, you can add special characters
to the destination phone number. Refer to:

» "Adding specia characters to the destination number" on page 54

* "Optimizing Outbound Transfer" on page 56

To set up Off-premise Message Notification to one phone number for the first time:
1. Press (9] to open your mailbox.

[ Pswd: Enter your mailbox password and pressk or [# ].

2.
OTHR _ RETRY nh:]

[El hew @ saved ] 3. PressACMIM or .
FLAY EEC ADMIH

[Mailbnx adnin ] 4. Press [6 ] to open the Off-premise Message
BUIT

GREET PSLD Notification menu.

[Msg notify ] 5. PressADMIHM or (1 ] to set up Off-premise Message
ACMIN SELECT Notification.
Destination: 6. PressPHOME or to choose a phone number
PHOHE EXT PAGER destination.
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[ Ph: ] 7. Enter the destination phone number and pressok or
RETRY ak . The destination phone number cannot be longer
than 30 digits.
[<::<> ] 8. Pressik or to accept the destination phone
DD ok number. The <x> represents the phone number. Press

ADD or to add special characters. For information,
refer to "Adding special characters to the destination
number” on page 54. After you add special characters,
pressOk or [# ] to accept the destination number.

[Star*t kb : ] 9. Enter the start time for Off-premise Message
RETRY Ok Notification. Thisisafour-digit field. Any single-digit
hour and minute must be preceded by a zero.

[<s+,ar~+, timer 10. Press AM or or PM or [2].

RETRY AM F'I‘1]

[<5+.ar~+, timer ] 11. Press QK or to accept the start time.
Ok,

RETRY
[ Stor hkmm: ] 12. Enter the time when Off-premise Message
RETRY OK Notification isto stop. Thisis afour digit field. Any

single-digit hour and minute must be preceded by a
zero.

[<st-:u= timer 13. Press AM or or FM or [2].

RETRY AM F'H]

<stor timed 14. Press QK or to accept the stop time.
RETRY 0K

[stapt:{gtam time;»] 15. PressHEXT or [# ] to accept the start time that you
CHNG NEXT entered. PressCHHG or to change the start time.

Note: Steps 16 and 17 allow you to review the start
and stop times.

[Stnp:<stap timer ] 16. PressHEXT or [# ] to accept the stop time that you
CHNG HEXT entered. PressCHHG or to change the stop time.

[ M9 ture: mew ] 17. Y ou can choose to be notified of all new messages or

CHHG Ok urgent messages only. Press Ok or [# ] to accept the
default message type new. This means you are notified
whenever you receive a new message. Press CHHG or
to change the message type to urgent. Changing
the message type to urgent means you are notified
only when you receive an urgent message.
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M=9 notifud 18. Press to end the session.
ADMIN SELECT

Setting up Off-premise Message Notification to a Directory Number

To set up Off-premise Message Notification to one directory number (DN) for the
first time:

1. Press (o] to open your mailbox.

[ Psuwd: Enter your mailbox password and pressk or [# .

2.
OTHR  RETRY DK]

[El hew @ saved ] 3. PressACMIHM or .
FLAY REEC ADMIH

[Mailbox admin ] 4. Press (6 ] to open the Off-premise Message
QUIT

GREET PSWD Notification menu.

[m;g notif ] 5. PressACMIH or (1 ] to set up Off-premise Message
ADMIN SELECT Notification.

[Destinatinn: ] 6. PressgxT or to choose a DN destination.
PHOME EXT PAGER

[Ext: ] 7. Enter the destination DN and pressdk. or [#].
RETRY 0K

[nccept:<x> ] 8. Pressok or to accept the destination DN. The <x>
RETRY Ok represents the DN.

[Start ki : ] 9. Enter the start time for Off-premise Message
RETRY Ok Notification. Thisisafour-digit field. Any single-digit
hour and minute must be preceded by a zero.

10. Press @M or (1] or FM or [2].

“start timex
RETEY Ar FM

[{star*t timer ] 11. Press QK or to accept the start time.
Ok,

RETRY
[ Stor hhmm: ] 12. Enter the time when Off-premise Message
RETRY OK Notification isto stop. Thisis afour digit field. Any

single-digit hour and minute must be preceded by a
zero.

13.Press @M or (1] or FM or [2].

“stor timel
RETEY Ar FM
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[<st-:u= timer ] 14. Press QK or to accept the stop time.

RETRY 0K

[Star*t:{st,art, time}] 15. PressHEXT or [# ] to accept the start time that you

CHHG HEXT

entered. PressCHHG or to change the start time.

Note: Steps 16 and 17 alow you to review the start
and stop times.

Stori<stor time>
CHHG HEXT

] 16. PressHEXT or [# ] to accept the stop time that you
entered. PressCHHG or to change the stop time.

CHHG

[ Mg ture! new ] 17. Y ou can choose to be notified of all new messages or
0K

urgent messages only. Press 0k, or [# ] to accept the

default message type new. This means you are notified
whenever you receive a new message. Press CHHG or
to change the message type to urgent. Changing
the message type to urgent means you are notified
only when you receive an urgent message.

M=3 notify
ADMIN  SELECT

] 18. Press to end the session.
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Setting up Off-premise Message Notification to a pager number

When you set up Off-premise Message Notification, you can add specia characters
to the destination pager number. Read:

» "Adding specia charactersto the destination number" on page 54

» "Example of adestination pager number" on page 66

Example of a destination pager number

If you are assigning a pager destination number from behind a PBX or Centrex+,
remember to insert a (9 ] (depending on your system) before the [« ] to access an
outside line.

Thereisacombined limit of 29 charactersfor the pager phone number and the pager
message.

For example, to reach your pager, enter:
where:

specifies the next digits are special characters
recognizes dial tone
specifies the next digits are numbers to be dialed

is the pager phone number dialed
3 ]inserts atimed pause

Depending on the company supplying your paging service, the programing
sequence may vary. For more information about setting the destination phone
number parameters for your pager, contact your pager company.

To set up Off-premise Message Notification to one pager number for the first time:
1. Press 0] to open your mailbox.

[ Pawd: Enter your mailbox password and pressk or [« ].

2.
OTHR  RETRY DK]

B new @ saved 3. PressAbMIM or .
FLAY REC ADMIN

[Mailbox admin ] 4. Press (6 ] to open the Off-premise Message
QUIT

GREET PSWD Notification menu.
M=9 rotifs 5. PressADMIM or 1] to set up Off-premise Message
ADMIM SELECT Notification.

[Destihatinn: ] 6. PressPAGER or to choose a pager number
PHOME EXT PAGER destination.
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Fager: 7. Enter the destination pager number and pressok. or
[ RETRY EIK] ).
[*{}:} ] 8. Pressik or to accept the destination pager

DD ok number. The <x> represents the pager number. Press

ADD or to add special characters. If the paging
service requires additional answer or setup time, add
pause characters to the beginning of the pager
message. For information, refer to "Adding special
characters to the destination number" on page 54.
After you add special characters, pressik; or [ ] to
accept the destination number.

[Shnw:{}:x:{x} ] 9. PressHEXT or to accept the default pager message

CHHG HERT (represented by the ). The default pager message
sent by Norstar Voice Mail isthe Norstar Voice Mall
DN. Thisisthe sequence of digits sent after the pager
serviceisdiaed (to notify you of who is paging you).
Press CHHG or to change the pager message.

Note: Thereisacombined limit of 29 characters for
the pager phone number and the pager

message.

[ M9 ture: mew ] 10. Y ou can choose to be notified of all new messages or

CHHG ak. urgent messages only. Press 0K or (# ] to accept the
default message type new. This means you are notified
whenever you receive a new message. Press CHHG or
to change the message type to urgent. Changing
the message type to urgent means you are only
notified when you receive an urgent message.

M=9 notifwd 11. Press to end the session.
ADMIN SELECT
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Changing Off-premise Message Notification
To change the parameters of Off-premise Message Notification refer to:
» Changing Off-premise Message Notification parameters

» "Changing the destination type from a pager to atelephone or extension" on
page 69
» "Changing the destination type from phone or extension to apager" on page 70

Changing Off-premise Message Notification parameters

To change the Off-premise Message Notification parameters from your Norstar
telephone (assuming that you have entered a time range):

1. Press 9] to open your mailbox.

[ Pswd: Enter your mailbox password and pressk or [« ].

2.
OTHR  RETRY DK]

B new B8 sauved 3. PressAbMIM or .
FLAY REEC ADMIH

[Mailbax admin ] 4. Press (s ] to open the Off-premise Message
QUIT

GREET PSLD Notification menu.
Msd notifs 5. PressADMIM or [1 ] to set up Off-premise Message
ADMIHM SELECT Notification.

[Hntif‘u:{x> PressCHHG or (1] to change the destination.

6.
CHHG NERT

Note: The<x» representsthe type of destination
(phone, extension or pager).

[Deg.t.inat.ic.n: ] 7. PressFHOHE or (1] to choose a phone number

FHORE EXT PRGER destination. PressEXT or to chooseaDN
destination. PressFPAGER or to choose a pager
number destination.

[<x>: ] 8. Enter the destination number and pressok or [#].
RETRY 0K The destination phone number cannot be longer than
30 digits.

Note: The<:=> represents the type of destination
(phone, extension or pager).
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9.

Hotifwal <=
CHHG H

EnT

[Start:{start time>] 11.

CHHG H

EnRT

Stori<stor ti
CHHG

HERT

M=39 tarel new 13.
CHHG QK

M=3 notifa 14.
ADMIM  SELECT

] 10.

mer ] 12.

PressOk or to accept the destination number
(represented by the <x>). Press ADD or to add
special charactersif the destination number is a phone
or pager. For information, refer to "Adding special
characters to the destination number" on page 54.
After you add special characters, pressak; or [ ] to
accept the destination number.

Note: [f you chose a phone or extension destination,
go to step 11.

PressCHHG or to change the destination and
repeat steps 7 to 9. PressHEXT or [# ] to continue.

Note: The<:x» represents the type of destination
(phone, extension or pager).

PressCHHG or to change the start time. Press
HEXT or [#] to accept the start time.

PressCHHG or to change the stop time. Press
HEXT or [# ] to accept the stop time.

Note: Steps 13 and 14 allow you to review the start
and stop times.

Press CHHG or to change the message type to
urgent. Press Qk. or (# ] to accept the new default
message. Y ou can choose to be notified of all new
messages or urgent messages only. Thismeansyou are
notified whenever you receive a new message.
Changing the message type to urgent means you are
notified only when you receive an urgent message.

Press to end the session.

Changing the destination type from a pager to a telephone or extension

To change the Off-premise Message Notification destination from a pager to a
phone or extension (assuming that you have never entered a time range):

1.

Fsuwd:
OTHR  RETEY

DK] 2

Press (o] to open your mailbox.

Enter your mailbox password and pressik; or [# ].
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[El hew @ saved ] 3. PressACMIM or .
FLAY REEC ADMIH

[ Mailbox admin ] 4. Press (6 ] to open the Off-premise Message
GREET PSWD  QUIT Notification menu.

[Msg hotify ] 5. Pres_s_m or _to change Off-pre_mise Mes&a_ge

ARMIN SELECT Notification. The displays show areview of thefirst
destination type and destination number, followed by
the display in step 6.

[Hotif“u: Fader ] 6. PressCHHG or 1 ] to change the destination type and
CHHG HEXT the destination number.

[Destihatinn: ] 7. Choose the type of destination number. Press FHOME
FHOME EXT PAGER or (1) to choose a phone number destination. Press
EXT or to choose a DN destination.

8. Pressik or (# ] to accept the destination number.
Press A or to add special charactersif the
destination number is a phone. For information, refer
to "Adding special characters to the destination
number" on page 54.

[Hotiru:<x> PressHEXT or [# ] to continue.

9.
CHHG MEXT

Note: The <> represents the type of destination
(telephone or extension).

Changing the destination type from phone or extension to a pager

To change the Off-premise Message Notification destination from a phone or
extension to a pager:

1. Press (o] to open your mailbox.

[ Pawd: Enter your mailbox password and pressak or (¢ .

2.
OTHR  RETRY DK]

B new B sauved 3. PressACMIM or .
FLAY EEC ADMIH

[ Mailbox admin ] 4. Press s ] to open the Off-premise Message
GREET PSWD  GQUIT Notification menu.
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[Msg hotify ] 5. Pres_s_nDﬂIH or _to change Off-pre_mise Mes&a_ge

ADMIN SELECT Notification. The displays show areview of thefirst
destination type and destination number, followed by
the display in step 6.

[Hotif“u:<x} ] 6. PressCHHG or (1] to change the destination type and
CHHG HEXT the destination number.

Note: The <> represents the type of destination
(phone or extension).

[Destihatinn: ] 7. PressPAGER or to choose a pager number
PHOME EXT PAGER destination.

[Hotif“-:u:Pager PressHEXT or to continue.

8.
CHHG MEXT

Setting up Off-premise Message Notification to more than one destina-

tion

Y ou can receive notification of a message at a maximum of five different
destination numbers assigned by you. The following steps show you how to enter a
phone number destination and then add a pager destination for thefirst time. To set
up Off-premise Message Notification to more than one destination number:

1. Press (o] to open your mailbox.

Pawd: 2. Enter your mailbox password and pressok or [# ].
OTHR  RETRY  OK

B hnew B sauved 3. PressACMIM or .
FLAY EEC ADMIH

[Mailbax admin ] 4. Press [s ] to open the Off-premise Message
QUIT

GREET PSWD Notification menu.

[Msg motify ] 5. PressADMIM or (1] to set up Off-premise Message
HOMIN SELECT Notification.
Destination: 6. PressFHOHE or (1 ] to choose a destination phone
FHOME EXT FPAGER number.

[ Ph: ] 7. Enter the destination phone number and pressak_or
RETRY oK . The destination phone number cannot be longer

than 30 digits.
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[<><> ] 8. Pressak or to accept the destination phone

DD ok number. The <x> represents the phone number. Press
ACDD or (2 ] to add special characters. For information,
refer to "Adding special characters to the destination
number" on page 54. After you add special characters,
pressOk or [# ] to accept the destination number.

[Star*t kb : ] 9. Enter the start time for Off-premise Message
RETRY oK Notification. Thisis afour-digit field. Any single-digit
hour and minute must be preceded by a zero.

[<s+,ar~+, timer 10. Press AM or or FM or [2].

RETRY AM PJ

[<5+.ar~+, timer ] 11. Press QK or to accept the start time.
Ok,

RETRY
[ Stor hkmm: ] 12. Enter the time when Off-premise Message
RETRY oK Notification isto stop. Thisis afour digit field. Any

single-digit hour and minute must be preceded by a
zero.

13. Press M or (1] or PM or [2].

“stor ti me;
RETEY FM

<stor timed 14. Press QK. or to accept the stop time.
RETRY oK

Motifa z:rader 15. PressHE®T or [#].
CHMG  OTHR  MEXT

Motifa 3:none ] 16. PressHEXT or [# ]to continue. Press SETLF to add
SETUP NEXT another destination.

[
[
g
[

[Stapt:{gtam time>] 17. PressHEXT or [# ] to accept the start time that you
CHNG NEXT entered. PressCHHG or to change the start time.

Note: Steps 23 and 24 allow you to review the start
and stop times.

[Stnp:<stap timer ] 18. PressHEXT or [# ] to accept the stop time that you
CHNG HEXT entered. PressCHHG or to change the stop time.
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[ M=d turel new ] 19. Y ou can choose to be notified of all new messages or

CHHG oK urgent messages only. Press 0K or (# ] to accept the
default message type new. Thismeans you are notified
whenever you receive anew message. Press CHHG or
to change the message type to urgent. Changing
the message type to urgent means you are notified
only when you receive an urgent message.

M=9 hotifw 20. Press to end the session.
ADMIN SELECT

Deleting an Off-premise Message Notification destination number

If you have set up more than one destination number in Off-premise Message
Notification, you are given the option to del ete the destination(s). To delete an Off-
premise Message Notification destination:

1. Press (9] to open your mailbox.

[ Pswd: Enter your mailbox password and press Ok or [# ].

2.
OTHR _ RETRY nh:]

[El hew @ saved ] 3. PressACMIM or .
FLAY EEC ADMIH

[Mailbnx admin ] 4. Press (6 ] to open the Off-premise Message
RUIT

GREET PSLD Notification menu.
[Msg notif ] 5. PressADMIHM or (1 ] to set up Off-premise Message
ACMIN SELECT Notification.

[ Motifua 1:<a ] 6. PressOTHR if you want to delete the first destination,

CHHG  OTHR HE=T or press HEXT or [# ] to scroll through the
destinations until you find the destination that you
want to delete. When you find the destination that you
want to delete, pressOTHE.

Note: The<:x* represents the type of destination
(phone, extension or pager).

[Hntif‘u 11> ] 7. PressDEL to delete the first destination number.
DEL  INS QUIT
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[ Mobifa 1:<x> ] 8. Thefirst destination number isdeleted. TheHatifa =
CHHG  OTHR HEXT destination changes to become theMat.ify 1
destination number.

Note: To delete more destination numbers, press
OTHR and repesat steps 6 and 7. When you are
done deleting destination numbers, press
to end this session.

Inserting an Off-premise Message Notification destination number

Y ou are given the option to insert destination number(s) if you have set up more
than one destination number. To insert an Off-premise Message Notification

destination:
1. Press (9] to open your mailbox.
Pswd: 2. Enter your mailbox password and pressok or [# ].
OTHR RETRY  OK

[El hew @ saved ] 3. PressACMIM or .
FLAY EEC ADMIH

[Mailbnx admin ] 4. Press (6 ] to open the Off-premise Message
RUIT

GREET PSLD Notification menu.

[Msg notify ] 5. PressADMIHM or (1 ] to set up Off-premise Message
HDMIM SELECT Notification.

[ Motifu 1:<:> ] 6. PressOTHR to insert a new destination number in the
CHHG  OTHR HERT first Off-premise Message Notification position

(Mot.ifw 1), or press HEXT to scroll through the
destinations until you find the destination position that
you want to replace, and then pressOTHE .

Note: The<:x*» represents the type of destination
(phone, extension or pager).

[Hntif‘u 1< ] 7. PressIHS toinsert adestination number.
DEL  INS QuIT

Note: The<x» representsthe type of destination
(phone, extension or pager).
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Hotifa 1:inone
SETUR HEAT

8.

PressSETUF to set up a new destination number, and
follow the stepsin "Setting up Off-premise Message
Notification to a phone number" on page 62 or

" Setting up Off-premise Message Notification to a
Directory Number" on page 64 or " Setting up Off-
premise M essage Notification to a pager number” on

page 66.

Note: When you are done inserting destination
numbers, press to end this session.

Turning Off-premise Message Notification on and off

Off-premise Message Notification can be turned on or off at any time. When you
turn Off-premise Message Notification off, you do not affect any of the assigned
parameters (refer to " About Off-premise M essage Notification” on page 61.) When

Off-premise Message Notification is turned on, you are notified whenever you
receive aNorstar Voice Mail message during the time you specified.

To turn Off-premise Message Notification on and off:

1.

[ P=wd:

2.
OTHR _ RETRY nh:]

[El hew @ saved ] 3.
H

FLAY EEC RADMI

GREET PSUD

Mailbox admin 4,
QUIT

M=3 notify 5.
ADMIM  SELECT

Hotifa on 6.
CHHG TIME 0k
Motifa off 7.
CHHG TIME )4

[Mailbnx admin ] 8.
T

GREET PSWD @QUI

Press (o] to open your mailbox.

Enter your mailbox password and press 0k or [# ].

PressADMIM or (s ].

Press (6 ] to open the Off-premise Message
Notification menu.

PressSELELCT or [2 ].

PressCHHG or to turn Off-premise Message
Notification off if it ison (as shown).

Pressik or [¥] .

Note: PressTIHME to review the start and stop time
parameters.

Press to end the session.
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It is possible for a person receiving an Off-Premise Message Natification call to
cancel Off-premise Message Notification to their destination number. Thisisuseful
when a destination has been incorrectly programed and awrong party is receiving
calls. Therecipient of an Off-premise Message Notification call hearsthefollowing
voice prompt: “Message for (name of mailbox owner). Tolog in press [t ] . If you
have received this call by mistake, please press 2 ] .”
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Introduction

(o] (8] (o] allowsyou to record an active telephone call and place the
resulting message in your mailbox. Before activating the Call Record feature, you
should ask the parties on the call for permission to record the call.

The maximum length of the Call Record message is determined by the Class of
Service setting for your incoming message length. If the mailbox messagelengthis
surpassed, the voice prompt “Recording stopped. The recording limit has been
reached” playsand therecording ends. After Call Record has been stopped, you can
you can re-activate (9] (8] (o] to start another record call session. The
call will be recorded in two separate messages if this occurs. Ask your System
Coordinator for the message length that is assigned to your mailbox.

Note: Call Record isnot enabled by default. The System Coordinator must enable
this feature by assigning you a Class of Service that supports Call Record.
In some areas Call Record is not available asit contraveneslocal laws. Ask
your System Coordinator about the availability of Call Record in your area.

Using Call Record

After acall isrecorded, Norstar VVoice Mail places the recorded call, as a message,
in the mailbox associated with the extension that activated the Call Record feature.
Theincludes alternate DNs associated with the mailbox. The Call Record message
can be forward to other mailboxes. For more information on forwarding messages,

refer to "Forwarding a copy of a message to one or more recipients’ on page 45.
Torecord acall:

1. Whileon an active call, press 9] 8][e].
Other parties on the call may hear hold tones while the

system conferences in Norstar VVoice Mail.

Before the call begins recording, the prompt “ This call
Isbeing recorded” playsto all the parties on the call
and then arecording tone is heard.

[Remrding ] 2. Press QUIT to st_op the_-call recorqli ng. The Call
FRUZE QUIT Record message is lft in your mailbox
Press FAUSE to suspend the call recording. Press
RESUME to continue call recording or press RUIT to
stop the call recording.
If the message is stopped, al the parties on the call
hear * Recording stopped”.
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Norstar Voice Mail Tips 12

Introduction

This chapter describes some easy to follow guidelines for optimizing the use of
Norstar Voice Mail.

Norstar Voice Mail Tips
To take advantage of Norstar Voice Mail and its many features:

Listen to your messages frequently. Answering your messages promptly
encourages callersto use Norstar Voice Mail, and reassuresthem that it is as
reliable as speaking with you personally.

Y ou do not haveto be at your desk to play your messages. When you are away from
your desk, you can play your messages from any touch tone phone.

Clean up your mailbox. Thereislimited storage in your mailbox and within
Norstar Voice Mail. Do not save messages unless you need to listen to them again.
When you are finished with a message, erase the message to free up storage space
for yourself and other mailbox owners.

Keep arecord of your password in asecureplace. Treat your Norstar Voice Mail
password just asyou would asecret code. Write down your password and keep it in
asafe place. Do not keep your password near your telephone. If you let someone
else have temporary access to your mailbox, change your password afterwards. If
you forget your password, the System Coordinator can reset it to the default
password 0000. Y ou can then enter a new password.

When sending messages, make them brief and to the point. More than 75% of
the time spent on anormal business telephone call consists of making small talk,
pleasantries and other socializing. Sending a message rather than making acall can
save you time. Although you should avoid sounding hurried or rude, try to confine
your messages to the essentials.

Change your Primary greeting frequently. It isagood ideato change your
Primary greeting on aregular basis. Changing your greeting indicatesthat you listen
to your messages and maintain your mailbox on aregular basis. Changing your
Primary greeting provides a personal touch that frequent callers will appreciate.

Make your Alternate greeting specific. Choosing an Alternate greeting usually
means you are away from the office. If you are out of the office, indicate in your
Alternate greeting when you expect to return. If you will be checking your mailbox
even though you are out of the office, make that clear. If callers can reach you at
another phone number, ensure that your message includes the phone number and
the time period of the temporary arrangement. If you are going to be out of the
office, remember to forward your telephone to Norstar Voice Mail.
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Extended Absence Greeting. Begin this greeting by announcing your vacation or
travel plans. This getsthe attention of the caller. For example, “Vacation alert! Hi,
thisisMarshall. | will be on vacation starting on the 5th, and | will be returning to
work on the 12th. If you careto do so, please |eave a message and | will return your
call when | return from vacation. For immediate assistance, please press zero.”

Record your greetingsand messagesclearly. For abetter quality recording, speak
directly into the receiver. Do not use the Handsfree feature. Remember to speak
clearly with a pleasant voice at a pace that is easy to understand. Do not speak too
softly or loudly or make the greeting or message too lengthy. After recording a
greeting or message play it back. Make sure that your greeting or message sounds
the way you want it to before accepting it.

Do not forget to usethe Copy and Reply features. You can use Norstar Voice
Mail to send copies of messages to other mailboxes and reply to messages with a
message of your own. When sending copies of messagesto other people, ensurethat
your introduction explains why you are forwarding a copy of the message. Isthe
copy for information only? Should the message have originally been sent to the
person to whom you are forwarding it? Who is responsible for the action on the

message?

Use Group Listsfor multiple copies of messages. If you find that you regularly

send the same message to several different people, ask the System Coordinator to
create a Group List for you. With a Group List, you can send the same message to
all the mailboxes in the Group List.

Encourage Norstar Voice Mail use. Old habits are sometimes hard to break, and
some people have difficulty accepting or even trying new technologies. Use your
Personal mailbox and other Norstar VVoice Mail features, and encourage your co-
workers and frequent callers to use them too.

Report problemspromptly. If you encounter problemsusing Norstar VVoice Mail,
report the trouble to the System Coordinator as soon as possible.
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Troubleshooting 13

Introduction

This chapter describes some problems that might occur while you are using
Norstar Voice Mail. This chapter includesalist of typical problems and what to do
when they occur.

The problems you encounter while using Norstar Voice Mail are usually operating
problems. Sometimes a difficulty occurs that indicates a system problem with the
Norstar Applications Module. When strange or unusual happenings occur that are
not covered in this chapter, report them to your System Coordinator immediately.

The Automated Attendant transfers some callers to the General Delivery Mailbox.

Norstar Voice Mail requiresatone signal and aminimum voice level. If aresponse
isnot received, the caller isautomatically transfered by the Automated Attendant to
the Norstar Voice Mail operator. If the operator is not available, the call is
transfered to the General Delivery mailbox.

Thedirectory number (DN) being called may not have amailbox assigned toit. Ask
your System Coordinator to verify that the mailbox is assigned to the DN.

Feature 981 produces a LOG prompt on my Norstar display.
Whenever the Loa: prompt appears on the display, it can be caused by:

» The DN you are using may not have an operating mailbox. If the DN does not
have a mailbox, Norstar Voice Mail requests both a mailbox number and a
password.

* A Guest mailbox which normally does not have an assigned DN. Ask your
System Coordinator to verify that your DN is properly assigned to your
mailbox.

My telephone cannot be forwarded to Norstar Voice Mail.

If you are attempting to forward your DN to Norstar Voice Mail and the display
showsHot. in zerwice you might be forwarding to the wrong DN number. Use
feature code 985 to verify you are calling the correct Norstar Voice Mail DN
number.

My mailbox is not accepting messages.

A mailbox will accept messages only when the mailbox isinitialized. A mailbox
cannot receive messages until it hasbeen initialized by themailbox owner. Initialize
your mailbox. Refer to the Norstar VVoice Mail Quickstart inthe Norstar Voice Mail
User Guide, or to Chapter 3 in this guide.
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My name is not played in the Company Directory.

Check to ensure that your mailbox has been initialized. If it is not initialized, your
nameis not played in the Company Directory and your mailbox cannot receive any
messages. If you have recorded your Company Directory name, ask your System
Coordinator to ensure that the Company Directory Overrideis set to YES.

I have forgotten my mailbox password.

A forgotten password cannot be recovered. Y our old password must be reset to the
default password of four zeros (0000). After the System Coordinator has reset your
password, you must open your mailbox and change the default password.

| attempt to access my mailbox and am met with the recording: “This mailbox has been
locked to prevent unauthorized access. Please contact your administrator for assistance.”

Y our mailbox is assigned a maximum number of incorrect password attempts.
Norstar Voice Mail recordsthe number of incorrect attemptsfrom thelast timeyour
mailbox was successfully accessed. Once the number has been passed you are
“locked-out”. Y our mailbox cannot be opened again until the System Coordinator
resets the password.

Norstar Voice Mail Timeout

The Norstar Voice Mail Timeout feature allows five seconds for you to make your
option choice. If Norstar Voice Mail does not detect an option selection, the
Automated Attendant replays the option list. If an option is still not selected,
Norstar Voice Mail ends the session.

Norstar Voice Mail has minimum voice level detection. When Norstar Voice Mail
does not detect an audio signal, it requests the caller to speak louder and provides
the option to re-record. If no voice level isdetected after the prompt, Norstar Voice
Mail ends the session.

Messages are cut off

If people need to leave long messages in your mailbox (up to 10 minutes), you can
ask the System Coordinator to give you more message recording storage space.

| attempt to listen to my messages and | am met with this recording: “Your mailbox is full.
You must erase some messages before Yyou can Iisten fo new messages. ”

Y our mailbox is equipped with the Never Full Mailbox feature, which allows a
caller to leave a message in your mailbox, even if the mailbox is“full”. The
message will be stored, but cannot be accessed until you delete at |east one saved
message. If you find that you need more message timein your mailbox, you can ask
your System Coordinator to give you more storage space.

Wrong prompt language

If the wrong language appears on the display of your Norstar telephone, ask the
System Coordinator to change this.
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Outbound Transfer does not work.

Ensure that you have recorded the correct instructions for callersin your personal
greeting. Inyour greeting, tell callersto press [7 ] to reach you. Refer to "Outbound
Transfer" on page 54.

Ensure that the destination number that you have entered is not restricted. For
example, if you cannot call long distance numbers from your telephone, then you
cannot set up Outbound Transfer to along distance number.

Check to see if Outbound Transfer isturned on. Refer to " Turning Outbound
Transfer on and off" on page 59.

Off-premise Message Notification does not work

If Off-premise Message Notification does not work, ask the System Coordinator to
check the Off-premise Message Notification parameters. Also, ask the System
Coordinator to check if you are allowed to have Off-premise M essage Notification.
Ensure that the destination phone number and time parameters are correct.

Ensure that the destination number(s) that you have entered are not restricted. For
example, if you cannot call long distance numbers from your telephone, then you
cannot set up Off-premise Message Notification to along distance number.

Check to see if Off-premise Message Notification is turned on. Refer to "Turning
Off-premise Message Notification on and off" on page 75.
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Appendix A:
Detault values and tone commands

Default mailbox numbers for the General Delivery mailbox

Mailbox number Default General

length Delivery Mailbox
number

2 10

3 100

4 1000

5 10000

6 100000

7 1000000

When the Group List leading digit isone then the default General Delivery mailbox
numbers begin with the number two.

DTMF tone commands for setting up Off-premise Message Notification

Option function

=
-
]
2
o
o
S
o
=

Review number

Enter more digits

Insert a timed pause (4 sec)

Recognize dial tone (1.5 sec)

Insert a # button tone

Insert a * button tone

Accept number

X E & &3 E) 0

Cancel and re-enter

When Norstar Voice Mail isinstalled with PBX or Centrex+ and you want to access
an outside line, you must enter the command to recognize adial tone. For example,
enter (o ] toaccessanoutsideline, press [# ] then enter to recognize dial tone
and press to enter more digits. Enter the destination number, press and
any required pauses. Each pause entered is four seconds long. For definitions of
Pause, Recognize dial tone and Enter more digits, refer to the Glossary.
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Glossary

Administration

Thetasksinvolved in maintaining the Norstar VVoice Mail mailboxes, greetings and
set up configuration.

Alternate greeting

A greeting recorded for a Personal mailbox and played on occasions such as
absence, illness, or vacation.

Analog Terminal Adapter

A Norstar product that allows for the connection of an analog device, such asa
single-line telephone or afacsimile machine, to aNorstar Voice Mail system.

Attendant sign On/Off

Thetask performed by acompany receptionist or Operator that indicatesto Norstar
Voice Mail when an Operator is available to answer calls.

Automated Attendant

The Norstar Voice Mail answering service that answers incoming callswith a
Company greeting, plays alist of Norstar Voice Mail optionsto acaller, and
performs call routing functions in response to a caller’ s dialpad selections.

Broadcast Message

A message that can be sent only by the System Coordinator. This type of message
isplayed in al initialized Personal mailboxes and playsimmediately after the
mailbox is opened. It isautomatically erased after the mailbox owner listens to the

message.

Business Status

A Norstar Voice Mail setting that tells Norstar Voice Mail whether acompany is
closed or open for business.

Class of Service

A predetermined number designation that specifiesthe Norstar Voice Mail Options
for amailbox.

Company Directory

Aninterna voice list that contains the names of users with initialized mailboxes
designated to appear in the Company Directory.

Conventions

Theway certaininformation has been described. For example, using underlined text
to represent second-line display prompt information.
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Default
The parameters preset within the Norstar Voice Mail system.

Designated Operator

Anindividual in acompany who has been assigned to answer the Norstar Voice
Mail Operator Request option.

Directory Number (DN)
A two-digit to seven-digit number used to reach a designated tel ephone.

Display
A one-line or two-line screen on aNorstar tel ephone that shows Norstar Voice Malil
commands and options.

Display buttons

The three buttons that appear on a Norstar two-line display. When pressed, these
buttons select the specified Norstar Voice Mail Option.

Display options
The choicesavailableto auser that appear on the Norstar two-line display. Options
appearing on the display can be selected using the display or dialpad buttons

Envelope information

A date and time stamp that appears on all messages |eft in a mailbox. When the
message has been | eft by another mailbox owner, envel opeinformation includesthe
message sender’ s name.

Extension

A Norstar internal telephone. Also a synonym for directory number (DN).

Feature code

A unique three-digit code used to access Norstar Voice Mail features and options.

General Delivery mailbox

One of the two Special mailboxes used to collect messages for individualsin a
company who have not been assigned a Personal mailbox.

Greetings

There are three types of Norstar VVoice Mail greetings: Company greetings,
Personal mailbox greetings and Information greetings. Company greetings are
played by the Automated Attendant to incoming callers. Personal mailbox greetings
are played to callers who want to leave a message in the selected mailbox.
Information mailbox greetings are played to describe goods or services availableto
calers.
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Group Lists

A collection of mailbox numbers assigned to a special group name and number by
the System Coordinator. When a message is sent to a Group List, all mailboxes
contained in the list receive the same message.

Guest mailbox
A mailbox assigned to a user who does not have a directory number.

Information mailbox

A mailbox that provides a caller with a message describing goods or services
available from your company.

Initialize mailbox

Preparing a mailbox to receive messages, which includes changing a mailbox
default password and recording a Company Directory name.

Leave Message
The feature code used to leave messages in Norstar Voice Mail mailboxes.

M7100 telephone

Thetelephonethat hasasingle-line display, and one programabl e button without an
indicator.

M7208 telephone

The telephone that has a single-line display, and eight programabl e buttons with
indicators.

M7310 telephone

The telephone that has atwo-line display with three display buttons, ten
programabl e buttons with indicators, and 12 dual programable buttons without
indicators.

M7324 telephone

The telephone that has atwo-line display with three display buttons, and 24
programabl e buttons with indicators.

Mailbox
A storage place for voice messages on the Norstar Voice Mail system.

Mailbox number length

The number of digits allowed in a mailbox number. The mailbox number length
ranges from two to seven digits.
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Mailbox overrides

Mailbox overrides are optiona parameters in addition to the Class of Service
values. The mailbox overrides are: Include in Company Directory, Alternate
Extensions, Fax line (virtual), Call Screening, Message Waiting Notification and
Outdial route.

Message Delivery options

M essage sending options stamped onto amessage. Therearefive Message Delivery
Options: Normal, Certified, Urgent, Private and Timed. A Message Delivery
Option can be assigned to a message after it has been recorded.

Message Waiting Notification

A display prompt that informs a mailbox owner when a message has been leftin a
mailbox. Thisfeature is a mailbox override.

Never Full mailboxes

Y our Norstar Voice Mail mailbox is equipped with the Never Full mailbox feature,
which allows an external caller to leave a message in your mailbox, even if the
mailbox is“full”. The message will be stored, but cannot be accessed until you
delete at least one saved message.

Off-premise Message Notification

The Norstar Voice Mail feature that calls destination numbersthat you set up, to let
you know you have a new or urgent message. Thisfeature is a part of the Class of
Service.

Operator Status

The Norstar Voice Mail indicator that determinesif a company’s receptionist or
Designated Operator is available.

Option
A Norstar Voice Mail choice that is given to a user through voice or display
prompts.

Password

A four- to eight-digit number that is entered on the dialpad. A password is used to
open mailboxes or perform configuration tasks.

Pause

Pause is used when setting up pager notification. Each pause entered is
automatically four seconds. For voice pagers, pauses are entered after the pager
number to delay the start of the Norstar Voice Mail voice prompt that activates the
pager. For a phanumeric pagers, pauses are entered after the pager number and
before the digits that appear on the pager display.

Personal mailboxes

Mailboxes assigned to users as a place to store messages.
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Primary greeting
The main greeting played in a Personal mailbox.

Programable memory buttons

Buttons on the Norstar one-line and two-line display telephones that can store
feature codes and numbers.

Recognize dial tone

After accepting the Outbound Transfer or Off-premise Message Notification
destination phone number, entering (4 ] adds a D to the digit string. The Norstar
system uses this to recognize dial tone when an access code is required.

Resetting passwords

A System Coordinator task that changesamailbox password fromits current setting
back to the Norstar VVoice Mail default setting 0000 (four zeros).

Special mailboxes

The two mailboxes used by the System Coordinator and designated Norstar Voice
Mail Operator. The two Special mailboxes are: System Coordinator and General
Delivery.

System Coordinator

The person responsible for configuring, updating, and maintaining the Norstar
Voice Mail system.

System Coordinator mailbox

One of thetwo Special mailboxes. This mailbox isused by the System Coordinator
for sending Broadcast Messages. Thisis also the System Coordinator’ s Personal
mailbox.

Touch tone phone

A push-button telephone that emits DTMF tones.

Voice prompts

The prerecorded voice instructions played when accessing the different Norstar
Voice Mail features and options.
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Index

A
Activating
Call Forward with Caller ID 47
Outbound Transfer 59
Adding special characters
pause characters 67
to a destination number 54
Alert tone 48
Alternate greeting 22, 79
choosing whether mailbox accepts
messages 25
using 25
Alternate Language 7
Analog Terminal Adapter
has no feature button 5
no Message Waiting Notification capability
5
using 5
Assigning
Message Delivery options 36
Personalized greeting 26
Assigning a Target Attendant
overrides routing to Operator 14
Automated Attendant 8, 33, 53, 81
transfering to 53
Automatic disconnection from Information
message 23

B

Broadcast messages 39

C
Call Forward on Busy
overrides Caller ID 49
Call Forward with Caller ID
activating 47
canceling 47
Call Record 77
Call Screening
purpose 33
when unavailable 33
Caller ID 22, 26, 32, 33, 48, 49
interaction with Call Forward on Busy 49
Calls
interrupting 16, 48
transfering
to CCR 53
to General Delivery mailbox 29
to Norstar Voice Mail 51

to Operator 29
to receptionist 29
Canceling
Call Forward with Caller ID 47
Outbound Transfer 59
CCR Information message 53
Certified Message Delivery option 39
Changing
Off-premise Message Notification
parameters 68
Outbound Transfer
destination number 58
parameters 58
your mailbox password 12
your name in the Company Directory 13
Character limit
for Off-premise Message Notification
destination pager number and message
66
for Off-premise Message Notification
destination number 67
for Outbound Transfer
destination pager number 54
destination telephone number 54
Choosing the Primary or Alternate greeting 25
Company Directory 7, 13, 36, 82
changing your name in 13
recording your name in 9
removing a name from 13
Company Directory name 21, 23
Copying a message 30
to other recipients 45
using ALL 45
using CC 45
Custom Call Routing (CCR) 53
transfering calls to 53
Custom feature codes 17

D

Default feature codes 15
Default pager message 67
Default password 9, 12
Default values for Special Mailboxes 85
Deleted messages, retrieving 32
Deleting
Personalized greeting 27
Deleting messages 30
Destination number
character limit 67
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for pagers 66

special characters in 54

when Norstar is behind PBX or Centrex

used to access an outside line 66

Destination pager number

character limit 54, 66
Destination telephone number

character limit 54
Directory number sent as default pager message

67
Displaying feature codes 17

E

Entering a destination number 54
Entering characters

on command line 5
Erasing messages 30
Etiquette, telephone 77, 79
Exiting 8
Exiting Norstar Voice Mail 8

by pressing
an alternate line button 8

QUIT display button 8
the Release button 8
by rep|c1cing the handset 8

F

Feature 980 36

Feature 981 36

Feature 985 5

Feature 986 51, 52, 53

Feature 987 48

Feature 988 38

Feature codes 13
default 15
displaying 17
programing 18
table of 17

Forwarded messages

recording an introduction for 45
Full mailbox 29

G

General Delivery mailbox 29
purpose 8
used when Personal mailbox not available
14
Greetings
Alternate 22, 79
example 22, 23, 28
purpose 22, 23, 28
using 25
Information 23, 28
Personal 10, 21

Personalized 22
assigning 26
available with Caller ID 22
deleting 27
recording 26
Primary 22, 79
example 22
purpose 22
recording
Alternate 23
Primary 23
types of 21
Group List 35
name 44
sending messages to 35
Group message
using a Group List 35
Guest mailboxes 7
no operating extension for 7
Guide, organization 1

H
Hold tone 33
Home menu 53

Information greeting
example 23, 28
purpose 23, 28
Information message
automatic disconnection from 23
CCR 53
Initializing your mailbox 9
Internal messages, replying to 43
Interrupting calls 16, 48
Interrupting voice prompts 3, 4, 6

L

Language, Alternate 7

Leave Message feature 5, 36, 41, 42

Listening to your messages. see Playing your
mailbox messages

M
Mailbox

full 29

initializing 9

setting up 9
Mailbox greetings, see Greetings
Mailboxes

General Delivery

purpose 8
Guest 7

Information 8
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Personal 7
Special 8
User 7
Making selections using the dialpad
with single-line display telephones 3
Memory buttons 15
Menu, Home (CCR) 53
Message Delivery options
assigning 36
Certified 39
Normal 39
Private 39
Timed Delivery 39
Urgent 39
Message Waiting Notification
not available with Analog Terminal Adapter
5
Messages
addressed to a Group List 35
Broadcast 39
copying 30, 45
using ALL 45
using CC 45
cut off 82
deleted, retrieving 32
deleting 30
erasing 30
Group 35
left in General Delivery mailbox 8
listening to, see Messages, playing
playing 30
pausing 31
rewinding 30
skipping forward 30
skipping to end 30
the Envelope 30
volume control 31
playing the next 31
playing the previous 31
Private, cannot copy 45
quitting 31
recording 36
replaying 31
replying to 31, 43
saving 31
sending 36
sending to multiple recipients 36

N

Name
recording in Company Directory 9
removing from Company Directory 13
Never Full mailbox feature 29
Normal Message Delivery option 39

Norstar Voice Mail
default password 9
display 5
exiting 8
how callers reach 29
transfering calls to 51
using
with touch tone telephone 29
using with rotary dial telephone 29

@)

Off-premise Message Notification
activated by interrupted message 16
changing parameters 68
destination number

character limit 67
destination pager number and message
character limit 66
feature restrictions 62
not working 83
sefting up
to a pager number 66
to a telephone number 62
to an extension number 64
stopping unwanted 76

Off-premise Message Notification parameters
destination telephone number 62
destination type 62
time range 62
types of message 62

Open Mailbox feature 5, 36, 40, 41

Opening your mailbox
remotely 11

Operator 7
transfering to 53

Optimizing Outbound Transfer 56

Organization, guide 1

Outbound Transfer
activating 59
canceling 59
destination pager number

character limit 54
destination telephone number
character limit 54
setting up
to a telephone number 57
to an extension number 57—58

=)
Password 82
“locked-out” 82
changing 12
default 12
Pause characters, adding 67
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Pausing a message 31
Personal greetings 10, 21
example 14
recording technique 21
Personal Mailbox
Guest 7
User 7
Personal messages addressed to a Group List 35
Personalized greeting 22
assigning 26
deleting 27
recording 26
Play order of messages 39
Playing the message Envelope 30
Playing your mailbox messages 30
Prerequisites, for using guide 1
Primary greeting 22, 79
Primary or Alternate greeting
choosing 25
Private Message Delivery option 39
no forwarding with 39
Private messages
cannot copy 45
not forwarded 39
Programing a memory button
to a feature code 18
Prompt language, wrong 82

R

Recording
Alternate greeting 23
Personalized greeting 26
Primary greeting 23
your name in the Company Directory 13
Recording a call 77
Recording messages 36
Recording technique
Personal greetings 21
Replaying messages 31
Reply feature 32
Replying 43
to an external message sender
using the DIAL option 44
to an infernal message sender 43
using the CALL option 43
using the MSG option 43
to messages 31, 43
Retrieving deleted messages 32
Rewinding messages 30
Routing messages from General Delivery
mailbox 8

S

Saving messages 31
Sending messages 36
to a Group List 35
to multiple recipients 36
Setting up
Off-premise Message Notification
to a pager number 66
to a telephone number 62
to an extension number 64
Outbound Transfer
to a telephone number 57
to an extension number 57—58
your mailbox 9
Single-line display telephones
using 3
using the dialpad to make selections 3
Skipping forward in messages 30
Skipping forward to end of messages 30
Special characters
in destination number 54
Special mailboxes
General Delivery 8
System Coordinator 8
Speech Recognition Directory 38

Stopping unwanted Off-premise Message
Notification 76

T

Target Attendant, assigning 14
Timed Message Delivery option 39
Timeout 82
Transfer 53
Transfering

to Operator 53

to the Automated Attendant 53
Transfering calls

to CCR 53

to General Delivery mailbox 29

to Norstar Voice Mail 51

to Operator 29

to receptionist 29
Troubleshooting 81
Two-line display telephones, using 4
Types 21
Types of greeting 21

U

Urgent Message Delivery option 39
Urgent messages

Play order of messages 39
User mailboxes 7
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\%
Voice Activated Dialing 38
Voice prompts 5, 39, 47
interrupting 3, 4, 6
on a single-line display telephone 6
on two-line display telephone 6
Volume control 31
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