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Before You Install

* Make sure the computer with PrettyMay installed meets the minimum system
requirements and has an install of Windows XP/Server 2003/Vista/Server 2008.

* Make sure the computer has internet access.

* Make sure the Windows user account you are using to install PrettyMay has Administrator
privileges. If the OS is Windows Vista or Windows 2008, please make sure the UAC is
disabled.

1, Introduction

Why use PrettyMay Call Center for Skype

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

It allows Small Business to quickly and affordably implement a Skype PBX / PABX
system with Auto-Attendant, Interactive Voice Response (IVR), Automatic Call
Distribution (ACD), Call Recording and Voicemail capabilities and a lot more as well.
It's truly affordable, easy to set up, simple to use and maintain.

A Windows Based Skype PBX phone system offers numerous benefits:

* No need for the traditional PSTN lines, phones use Skype network.

* Low costs, priced from US$200 for 5 users package license, no monthly fee or other
fees.

* Employees use Skype compatible device which can be Skype software, Skype phones,
or mobile phones.

« Save on call costs by using Skypeln, Skypeout service.

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 3
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How PMCCS works

Server PC: PMCCS and the main Skype account need to run on a separate computer as
the call center server. All calls are received /made through the main Skype account, and
PMCCS delivers them to appropriate Skype or phone agents.

Callers: Callers can use any cellphone/landline phones, or Skype client to call the
Skypeln number/SkypelD to dial into the system.

Agents: Agents/operators can use Skype clients or cellphones to take/make calls.

Computer Server

| - - | _HE
Cell Phone PSTN S R— ‘_j & T cm: s

& |

Landline Phone

1
/ 1T\
& G

Skype Phone Smartphone Computer
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System requirements

Skype Lines 1 5 10 30
CPU: Intel Pentium III | CPU: Intel Pentium D | CPU: Intel Core 2 Duo | CPU: Intel Xeon
Processor or higher 2.8G or higher E6600 or higher 5410 2.33G or
PC Server 256MB RAM or higher | 1GB RAM or higher 2GB RAM or higher higher
2GB RAM or
higher
Operating Windows XP/Server Windows XP/Server Windows Server Windows Server
System 2003/Vista/Server 2003/Vista/Server 2003/Vista/Server 2003/Vista/Server
2008 32bit 2008 32bit 2008 32bit 2008 32bit
Skype version Skype 3.8/Skype 4.0 Skype 3.8/Skype 4.0 Skype 3.8/Skype 4.0 Skype  3.8/Skype
4.0

Network

Connection

Download speed: > 15
Kilobytes/sec
Uplink speed: > 10

Kilobytes/sec

Download speed: > 75
Kilobytes/sec
Uplink speed: > 50

Kilobytes/sec

Download speed: >
150 Kilobytes/sec
Uplink speed: > 100

Kilobytes/sec

Download speed: >
450 Kilobytes/sec
Uplink speed: > 300

Kilobytes/sec

2, Installation

Install Skype and PMCCS

1). If you don’ t have Skype installed, please download the latest version of Skype from
http://www.skype.com/intl/en/download/skype/windows/, then install it.

2). Download latest version of PMCCS at from
http://www.prettymay.net/PMCallCenter-setup.exe, then install it.

Launch PMCCS

1. Double click the PrettyMay Call Center for Skype icon on your desktop to launch
PMCCS, when you launch it at the first time, you will need to specify how many

lines to be launched, see the screenshot below, you can change number of lines later
in “Line Management” list in the call center.

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net
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:‘: Concurrent Lines Settings

o Add concurrent lines

concurrent Skype or Skypein lines,

Launch Skype Clients

PrettyMay Call Center will launch multiple Skype clients with the same
Skype account under different Windows user sessions ko support mulkiple

Please specify the number of concurrent lines you want to support,
The more concurrent lines utilized, the mare swstem resources will be
required- including CPU, memoty and network bandwidth,

2. After clicking “Ok” button on the

“Concurrent lines settings” dialog, the

number of Skype clients will be launched by PMCCS, see the screenshot below,
generally, you need to sign in the same main Skype account on all those Skype

instances.

For example, “pmcallcenter123” is the main Skype account for your company, you

will sign in “pmcallcenter123” on all instances launched.

Welcome to Skype

yOE Name
ipmcalcenter123 _)
B DoRT Rave a Skype Mamme?

Password

Fargot your passward?

Sign me in when Skype starts
[ start Skype when the computer starts

Welcome to Skype

pre- e
prncalicenter123 /)
B Con't have a Skype Marme?

Password

Forgot your password?

Sign me in when Skype starts
[ start Skype when the computer starts

'S_ Skype? pmcallcenterl23 |:||E‘El
File Account Call Chats ¥iew Tools Help

vt ™ pmcallcenter123

a Call cheaply to mobile phones and landlines
,‘}2 SkypeFind @ History

3 . AT
4 Contacts @ Call Pho... | yaslive
@ sod L Search g Conference

Jacky Fu @ PrettyMay
wh Skype Test Call Call me to test yvour sound
ol AEER

. Want to have more people to talk to on Q
Skype? Copy contacts from your e-mail
address book into Skype

- [ Enter the phone number in China or

o

~ Mot Connected

3. Then Skype will pop up the

.7 Mot Connected

G 2 onine 5,604,506 pecple online |

“Access Control” dialog to ask you whether you
allow PrettyMay to use Skype, you MUST select “Allow this program to use

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 6
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Skype” option, then click “OK” button.
Note: each Skype instance will pop up the dialog separately, see as following:

ﬁ Skype™ — Another program wants to use Skype @

( _;§ Another program wants to use Skype

b

ancther prograr is trying ko access Skype, This program is nok known to
Skype and therefore can be a potential security risk.

v Mame: PMCallCenter.exe
Publisher: PretbyMay, Inc.

(=) allow this program ko use Skype:

() Do niot allow this program to use Skype

Wwhat does this mean?

Skype 3.8

B Skype™ (BETA) — Useful tip

' PraCallCenter exe wants ko use Skvpe

Skype 4.0

4. Check the line status in the “Line Management” tab, see whether all lines are
“connected” , see as following:

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 7
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‘3 Prettylay Call Center for Skype — Enterprisze Edition

File Tools Help BRegister
'a Waicemail Management @ Call Record Management é Track Histary
<% Inbound Call Flow Design 5; Outbound Call Flows Line Management
*+ 0
Line Murmber Skype Account Connection St.. Work Status
1 prmcallcenter? 23 connected idle
2 prmcallcenter? 23 connected idle
&) prmcallcenter? 23 connected idle
Total ines: 3 Busy lines: 0 lolle lines: 3

Question: Thereis “Unknown” or “Searching-:+

»

management” list, how to fix it?
Answer: Please refer to here.

item in the “line

3, Inbound Call Center Settings

*\oice Menu Node

Introduction

A Voice Menu Node represents a pre-recorded message which can be recorded and
played to a caller like “Press 1 for sales, Press 2 for service***” . See the screenshot

of the voice menu node as following:

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net
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Record a main menu prompt

Choose “Inbound Call Flow Design” tab, right click the default main voice menu
node, select menu “Edit” , then you can click “Record--+” or “Browse--+”
button to record your own voice or select an existing .mp3/.wav file as the voice
prompt for this node.

Voice Menu Node options
In the “Basic Settings” tab:

» Voice Menu Name - Specify a name of the voice menu node.

» Key to enter this menu - DTMF tones pressed from upper voice menu node to
enter this menu.

» Voice Prompt - The pre-recorded message will be played to a caller.

» Enable Callers to reach agents in the public contact list from this menu - this
option will enable a caller to enter the number of extension that listed in the public
contact list.

» Enable callers to find agents (Dial By Name) from this menu - this option will
enable a caller to use dial by name function from this menu.

* Voice Menu Description.

In the “Advanced Settings” tab:
« Timeout Sec .
« Action - The behavior when the timeout reaches.

» Language of system voice prompts - if you have multiple languages of voice
prompt packages, you can choose the language of system voice prompt.

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 9
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& Voice Nenu Hode Settings

{9 Basic Settings Basic Settings

@ Advanced Settings Woice Menu Mame: ‘Welcome ko the PrettyMay demo system |

Yoice Prompt
oice Prompt Location a
|C:'|,Pr0gram Files\PrettyMay Call Center For Skypel¥oicePromptsiwelcome, mp3 |

Flay ] ’ Record... ] ’ Browse. ..

Access Company PhoneBook a
Enable callers to reach agents in the Public Contact List from this menu

Enable callers to Find agentsiDial By Mame) from this menu
@ Show all the public contacts

Yoice Menu Description

‘Welcome to the PrettyMay demo system,
If wou know the extension number for the person you require, please dial it now,
For a company directory, press '#'

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

Mext Finish Cancel
[ J

e Extension Node

Introduction

There are two types of extension node:
« Skype/Phone extensions - you can assign staff’ s SkypeID/Cellphone number

into the extension, then your staff can use Skype software, Skype phones, cellphones,
or any Skype compatible devices to take/make calls.

» Voicemail extension - you can set up a single voicemail inbox, so that caller can
leave the voice message after he enters the extension number. You need to select
“Set as a Voicemail extension” option in the “Extension Type” field.

Extension Type

(%) Set as a SkypefPhone extension {7 Set as a Yoicemail extension

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 10
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Add an Extension Node
Select an existing Voice Menu Node, right-click mouse, select menu “Add
Extension Node” . See as following:

-
i Welcome to the PrettyMay demo system. .. I

L] M #dd ¥oice Menu Hode
ra

#dd Extension Node

4y Hdd Comference Eoom Hode

wr  Hdd Call Fersonalization Fode
I Edit

{@ Change To Extenzion Hode

= Change To Call Fersomalization Hode

Extension Opitons

In the “Basic Settings” tab:

» Extension Name - Specify a name of the extension node.

+ Extension Number - Keys pressed from upper menu to enter this extension.

» Extension Type - Set this extension as a Skype/Phone extension or voicemail

extension.

» Assign Skype/Phone agent(s) options:
Assign an Skype agent - Assign one or more Skype agent(s) into the
Agent/Operator group - these agents can use Skype to answer/make calls.
Assign a phone number - Assign cellphone or landline phone numbers into the
Agent/Operator group - these agents can use cellphone/landlines to answer/make
calls.
Skill Level - Specify the priority for an agent to receive calls, agent with higher
Skill level will receive calls first.

» Call Routing Options:
Ring Group - This option enables PMCCS ring all of the agents at once.
Handoff call transfers - This option enables PMCCS and the main Skype
account leave the conversation once the caller connects to an agent, this will save
the system resources on the call center PC.
Skip to next available agent - This option enables PMCCS ring the next
available agent when the previous agent doesn’ t pick up the call.

* Prompt While Transferring
Play the voice prompt before a call is transferred - this is checked, PMCCS
will play the specified prompt before a call is transferred.

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 11
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& Eztension Rode Settings

{'ﬁ Basic Settings Basic Settings
. . . i : SuppartTearn
Iy \oicemail Settings Elersioniiine: | o |
Extension Mumber {0-9999): |D -
@ Call Record Settings Extension Type °
(%) 5t as a SkypefPhone extension ()5t as a Yoicemai extension
@ Advanced Settings
Assign Skype /Phone Agent(s)
(=g Assign an Skype Agent # Refresh 225 Agent/Operator Group a
"Angel L AgentiQperator Skill Leve
(It rne 15t} - Michael Gough | 5. — Calfeng@PrettyMayhet  normal
(e, KARINA =73 UN SOFFI... Techice Yang PrettyMay normal
a +18177765418
Q -ahearnsT v
| 2] < | >
'@ Assign a Phone number: {e.q. +116519876543) 0 Test call to selected contact/phone ...
Call Routing Options a
[ring Group - Call all agents in the group at once
[IHandoff call transfers
Skip to next available agent when the previous available agent doesn't answer the call 0 v
o after(seconds)
Prompt While Transferring
[IPlay the vaoice prompt before a call is transferred a
Extension Node Description:
Support Team Exkension ‘
a How to improve audio quality in the conversation?
Mext ] [ Finish ] [ Cancel

In the “Voicemail Settings” tab, you can enable the voicemail option for this

extension:

+ Enable Voicemail.

» Allow agent(s) to remote access voicemail and manage greeting - If this is
checked, agents can dial into the call center, then enter its own extension number to
access voicemail and manage greeting.

« Enable Voicemail to email - If this is checked, PMCCS will forward voicemails
to the specified email addresses as attachments.

» Email Addresses - Email address(es) to receive voicemails.

« Enable SMS notification when a new voicemail is received - If this is checked,
PMCCS will send a SMS to the specified cellphone number when got a voicemail.

» Phone number(s) to receive SMS.

» SMS Content.

» Limit sending SMS notification to certain hours - Specify a time interval to send
SMS message.

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 12



~ ‘ for Galvay
) tﬂuﬂd "
171508 User Manual v3.8 St

In the “Call Record Settings” tab, you can enable PMCCS to record calls for this

extension.

& Extension Node Settings

{0 Basic Settings Call Record Settings
Iy Yoicemail Settings [ [¥]Enable call recording between Callers and Agents wha are sebup in this Extension: ]
@ Call Record Settings Proportion of calls to be recorded

100% % | Calls to this Extension will be recorded

Call records storage folder
Locakion:

|C:'|,Documents and Settingsi all Users, WINDOWS) Application DatalPMCallCenterCallRtecords

@ Advanced Settings

[ Cpen Folder ] [ Set folder ... ]

In the “Advanced Settings” tab, there are following options:

+ Call Queue options.
Introduction Voice Prompt - Specify a prompt to be played to a caller when
he is put into a waiting queue.
Music on Hold - Music for a caller in a waiting queue.
Maximum Queue Wait Time(Seconds) - The maximum time for a caller
waits in the queue before the call is forwarded to voicemail.
Enable a caller in a queue to enter voicemail by pressing - Specify a key
that a caller can press to enter voicemail.

 Notification of incoming calls.
Send chat message to an agent when an incoming call comes - If it is
checked, PMCCS will send a Skype chat message of the call info to the ringing
agent.

e Return to the main menu - If it is checked, when a caller is in the voicemail of

this extension, the caller is enable to press the specified keys to return to main voice

menu.

* Public Contacts List (Company Phonebook)

Introduction

The Public Contacts List is a directory where you can list all of your employees here,

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 13
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and each extension represents an employee, and been assigned with unique extension
number, see the following screenshot:

i‘ Company Phonebook

@ Public Contacts List in your company

Puhlic Contacts List may include all of ermployees inyour company, you are able to assign an unigue extension numbhbe
employee inthe list, this allows a caller to connect with an employee by entering its extension number without requiring
outthe private andior personal SkypelDfPhone number.

sy Add Contact # Edit Contact i
Extension number First Hame Last Mame Slkype IdfPhaon... | Enable Waice... | Enable Call B..
@ 10 Andy Liu +BE13122705.. oF o ]
@ i Jacky Fu Bchot23,+120 . < e
El @ Good hdaryoy mgough NA A
a 13 fol &y Chdy +35699834527  NA N/A
@ 14 Kevin Lee gpc_kevin N/A N/A

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

Another advanced feature to use the Public Contact List is callers can find the person
in the list by using Dial By Name method, so they don’ t even have to know the
extension number of the person they try to reach, they just need to enter the first three
digits of a person’ s last name.

To enable the Dial By Name function, you need to select the checkbox “Enable
callers to find agents (Dial By Name) from this menu” in the Voice Menu Node
where caller enter into it. See the following screenshot:

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 14
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= Configure the voice menu node for your callers

Diagram's Title: iWeIcome ko [Your Company Mame]

Woice Prompk Location

|C:'|,Program FilesiPrettyMay Call Center For Skypel¥oicePromptsiwelcome.mp3 |

Play ] [ Record... l [ Browse, ..

~ Access Company PhoneBook

Enable callers bo reach agents in the Public Contacts Lisk From this menu

[¥]Enable callers ko find anentsiDial By Mame) From this menu:

Yoice Menu Description

Welcome o x companty
Press 1 to do something
Press 2 to do something

Mote: the tone ' * ' is reserved to return upper menu, and the tone '#' is reserved ko enker Dial By Marme module,

-~ ¥Yoice Prompt Settings 9 \

°

@ Show all the public contacts |

Apply l ’ Cancel

*Dial By Name

==
User Manual v3.8 St

Once you enable the Dial By Name feature for an agent, callers don’ t need to know

the extension number for the agent, just press the first three letters of the last name for

the agent, then PMCCS will connect to the agent.

To enable the Dial By Name feature, you need to initial the Public Contacts List, click

the “Company Phonebook” [E button on the toolbar, then click the “Add

Contact” link in the dialog, see the following screenshot:

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net
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E] Public Contacts List inyour company

Fuhlic Contacts List may include all of employees inyaur campany, vou are able to assign an unigue extension
employvee in the list, this allows a caller to connect with an emplovee by entering its extension number without re
out the private andfor personal SkypelDiPhone number.

- Add Contact r

Extension number First Mame LastHame Skype |diPhon... | Enahlevoice.. | Enahle Call
There are no public contacts information to showl

You will be able to set an extension for an agent, set the appropriate options, make
sure the “Let callers search for this agent (Dial By Name)” is checked, and
specify/record a sound file which contains the audio of the person’ s name. Do as
above for each of your employees. See as following:

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 16
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Basic Settings

First Mame !James

Lask Mame iihu

@

Extension Mumber § 00 - 9999 3 |1

- |

— Agent's Skype and/or Phone number
=y From Skype Contacts * Refresh
' Jaanus Kase ~
Jan Geirnaert .

7]

“i= Agent's Skype/Phone number

AgentiOperatar - Skill Level

14 Jarmes Zhu narmal

Jeff Lavin
Jefitey Adams
0 Jennifer@PEVO
@ Jim Courtney
Jim Stuard bt b | >
= 1 @ Test call to selected contact/phone ...
Add International Phore Mumber (2.9, +116519876543)

o

~ Call Routing Options
Handle off call transfers

ad

~— ¥Yoice Prompt Settings
[Irlay the woice prompt befare a call is being transferred a

|| 0@ @

-~ Dial By Name
Let callers search For this agent(Dial by Mamea) g
[ i:|Sett|ngs SEr. ication DakalPrCallCenteriCustomm Yoiceljam, _zhu.rnp3|| a @ @

ﬁ Advanced Settings

a Howe b improve audio quality in the conversation?

Back. ] [ Mext ] [ Finish ] [ Cancel ]

After you finish the initialization of the Public Contacts List, open the Entry Node (the
top node in the inbound call flow) or any other Voice Menu Node where you want the
callers to enter the Dial By Name module.

Stick the checkbox “Enable callers to reach agents in the Public Contacts List
from this menu” as well as the checkbox “Enable callers to find agents (Dial By
Name) from this menu” . Then click “Apply” button.

After these settings are done, your callers can enter Dial By Name module by

pressing u from the Voice Menu you set.

e Call Personalization Node

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 17
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Introduction
Call Personalization node can be used to route calls differently based on the caller’ s
telephone number or the Skypeln number that the caller dials.

There are two ways to use the Call Personalization nodes in your call flow, they
are:

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

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

To set the call personalization node as the entry node, right click the main voice menu
node, select the “Change to Call Personalization Node” menu.

You may create a routing rule to do something as simple as "if my brother calls,
transfer him right to my extension rather than have to do to the auto-attendant" - in
this case:

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

- In the "Caller Identification" tab, under "Caller Phone Number/Skype ID" field,
enter your brother” s telephone number (you can add a comment in the Note section).
- Go to the "Personalization Settings" tab and select "Transfer the call to an
extension" and select or create your extension.

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

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

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

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

Repeat for business B.

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 18
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i | I

Welcome to Prettyl™ | 7
: Add Voice Menu Hode
—

ﬁ Add Extension Hode

w- Add Call FPerszonalization Hode
" Edit

%3 Change To Extension Node

@& Call Personalization Setting

Call Personalization List

Call Personalization is the feature that enables yaou ko personalize & call based upaon the person wha is making a call and to what number they
are calling. In most cases Call Personalization can be configured based upon a caller's phone number andjor the Skypeln numbers they are
dialing {if vou have more than one Skypeln number on the main Skype account).

B Add Call Personalization B, n Delete

DEfEAlE]  Bigi: | BRSUflzEiantaree | SaiREstinuer | Rialsaiuirer: | REGHihEEsaia:
| Businessh +12182032878 wf 8
# BusinessH +12062891234 & &
= =

@ Learn more

Close

Call Persionalization

Buzinesshb
TMelcome HMeszsage

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

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

To add the call personalization node under a Voice Menu Node, right click the existing
Voice Menu Node, select the “Add Call Personalization Node” menu. See as
following:

=
Welcome to PrettyMay demn awatem I
-— Lb( Add ¥oice Menu Hode

f" Add Extenzion Hode

[ Add Call Per=zonalization Hode

I Edit
{@ Change To Extenzien Fode

» Change To Call Ferseonalization Hode

Welcome to the PrettyMay demo system. ..

Call
Perzionalization

Buzineszd
Welcome Message Buszinesshk
Welcone Messadge
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e Call Conference Room

Call Conference allows you to easily setup unlimited participants in one conference room,
the participant can be landlines, mobile phones or Skype users.
Note: this feature is ONLY available in Professional license.

Add a Conference Room

Select a voice menu node, right click mouse, then select “Add Conference Room
Node” , See as following:

Welcome to the PrettylMav demo svstem... I
- 33’ 4dd Voice Menu Hode

& hdd Extension Hode

#dd Conference Koom Hode

wr Hdd Call Fersonalization Hode
I Edit
% Change To Extension Hode

¥, Change To Call Personalization Node

Configure conference room node:

& Conference Room Node Settings

Conference Room Node Settings

Conference Room Mame |MyC0nFerence |

Conference Extension Mumber (0-2333) |SDD LS |

Skype Line For this Confarence Raoom

- Add Mew Skype Line for Conference

Lsing Line Status Skype Id
[ Connected pmcallcenterdo3

COther settings
Enable passwaord protection
[:p) - 0
B Password(0 - 999); 123

[“]Enable call recording For this conference!

Records store folder

|C:'|,D0cuments and SettingslAll Users\ Application Data\PMCalCenteriConfRecords | g e

a Learn about conference room settings

[ m= | ®mm |
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Conference Room Name: You can specify the name of the conference.

Conference Extension Number: Specify a number where the caller presses from the
upper menu to enter the conference.

Skype Line for this Conference Room: Each conference room requires a dedicated
Skype line, and the SkypelD of the conference line MUST NOT be the same as the
SkypelD of the normal lines. Typically, you may need to create a new SkypelD for a
conference line, then click “Add new Skype Line for conference” button to launch a
conference line of Skype, and sign in the dedicated SkypelD on new Skype instance.

Enable password protection: Enable this option if you want the participants to be
required to enter the password before they join the conference.

Password: password of the conference.

Records store folder: Specify a folder to save the recordings of conference calls.

After you finishing the configuration, you will see a conference room node in the call
flow:

Welcome to the PrettyMay demo systen

Also, you can see the conference line with a dedicated SkypelD in the “line management”

@ indicates a normal inbound/outbound call line.

3 indicates a conference line.

Note: SkypelD of normal line and conference line MUST be different.
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'i' PrettyNMay Call Center for Skype — Enterprisze Edition [._ ||.|:||r5_(|
File Tools Help

'@ ‘Woicemail Management @ Call Record Management é Track History
9% Tnbound Call Flow Design 5& Outbound Call Flow " Line Management
++ 0
Line Mumber Skype Account Connection 5t... Wiark Status
(1] 1 iy, prettyrn ay.net connected idle
2 i [t v net Lonnected idle
€5 3 pmeallcenteri0s connected idle ]
Total lines: 3 Busy lines: 0 Idle lines: 3

*Voicemail System

* Personalize Voicemail Greeting

You can personalize voicemail greeting for each extension, Open the extension node,
choose “Voicemail Settings” tab, click “Personalize Greeting:-+” link, then in

the pop up dialog, click “Record--+” or “Browse:-+” button to record/replace a
new greeting. See as following:
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'f,’ Extension Node Settings

Yoicemail Settings

[IEnable vaicerail Inbax For this extension )(‘ Fersonalize Greeting...
[ llowe agenitis) assigned this extension to remate access voicemail and manage oreEetim

Yoicemail to Email

(9 Basic Settings

& foicemail Settings

@ Call Record Settings

@ Advanced Settings [CJEnable voicemails ko be Forwarded ko sperified email addressies)

Ernail destination address:(far multiple email addresses, please use a semicolon ko separate them)

[ Sendatestmail £k SMTP settings..

% . .
i Personalize Greeting

l m Set your personalized greeting

Yoicemail Greeting Settings
Recommended content: @

Sorry, I'm nok available bo take wour call vight now,
Please leave a message after the beep.

Sound File Location:
|Default. " |

[] add the "BEEP" noise after the voicemail greeting 0

T

Record.., ] [ Browse, ., ] [

[ Apply ] [ Cancel l

*Voicemail to Email Forwarding

Once you enable the voicemail to email forwarding feature, all new voicemails will be
forwarded to a specified email address as the attachment.

To enable voicemail to email forwarding feature, follow the steps below:

1). Stick the “Enable Voicemail Inbox for this extension” checkbox in the
“Voicemail settings” tab in the extension node option dialog, and specify the email

addresses of agents who will receive the new voicemails, See as following:
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VYoicemail Settings

(- Enable Yoicemail Inbox for this extension -] x Personalize Greeting.

Allow agentis) assigned this extension to remote access voicenail and manage greeting

~¥oicemail to Email
[#]Enable Woicemails to be forwarded to specified email address(es)
Email destination address:(For multiple email addresses, please use a semicolon to separate them)

?éupportl@prettymay.net, supportZ@prettymay.net.l..

& Send atestmail £k SMTP settings..

2). Configure the SMTP settings

Click the “SMTP setting-:+” link, configure the settings as the following snapshot:

Sender InfFormation
Sender Mame PrettyMay Call Center For Skype

Mail Address techicesi@grnail . com

SMTP Server
Server Mame [ Address Part
smkp.gmail. com 465

Server Connecting require S50
Server requires authaorization
Usernarme Password

techicey sk

“Sender Name” - The name from which Emails sent from PMCCS will appear to
be from.

“Mail address” - The Email address from which Emails sent from PMCCS will
appear to be from.

“Server name / Address” - The name or IP address of your SMTP mail
server.

“Port” - The port number for your SMTP mail server. In most cases this port is
25.

“Server connecting requires SSL” - Check this if your SMTP server requires a
secure SSL connection.

“Server requires authorization” - Check this if your SMTP server requires
username and password.
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“User name” - If your SMTP server requires a username, you may specify it
here.

“Password” - If your SMTP server requires a password, you may specify it

here.

3). Send a test email for checking the settings. Send a test Email message to
determine if your settings are correct by clicking the “Send a test mail” link.

*VVoicemail SMS Notification
Once you enable the Voicemail SMS notification, PMCCS will send a SMS message
through Skype to inform you the new voicemail.

To enable this option, open the extension node, choose “Voicemail Settings” tab, in
the “SMS notification” field, stick “Enable SMS notification when a new
voicemail is received” checkbox, then specify a cellphone number that receives the
SMS message. See as following:

SMS Motification

Enable 5M3 notification when a new voicemail is received ]@
Phone number(s) to receive SMS notification (g.9. :+8613905121111,+8613012345555)
+8613905121111

SM3 Content

‘fou've received a new woicemail from -[CALLER_MAME]- at -[vM_RECEIVED _TIME]- duration -
[¥M_DURATION]-

[ Limit sending SMS natification to certain hours of day fwesk. Test SMS message

012 3 4 5% 6 7T &9 1011121531415 16 17 15 19 20 21 22 23
En
Tne
Fed
Thu
Fri
Sat
Smn

*Remote Access Voicemail/Greeting
Agents can use their Skype/Cellphone/Legacy phone to remote access new voicemails
and manage its voicemail greeting.
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To use the remote access feature, follow the steps below:

1). Open the extension node, choose “Basic settings” tab, set an agent’ s
SkypelD/phone number or legacy phone to “Agent/Operator group” . E.g. Skype
agent “Kevin Lee” and its phone number “+8613905121111” are assigned into
“Agent/operator group” . See as following:

Assigning Skype,/Phone agent{s) for this extension

% Refresh cos AgentiOperator Group
=y From Skype Contacts AgentiOperator Skill Level
(M rme 1st) - Michael Gough | 5., a +8613905121111 oy
e KARIMA =7 UK SOFFI. g Kevin Les narmal

& +18177765418
@) +35609834527
+8651261966320 v

[ From Legacy Phones

= < »

% Add International Phaone Mumber (e.g. +116519876543) B Test call to selected contactiphone ...

2). Choose “Voicemail Settings” tab, stick both “Enable voicemail inbox for
this extension” and “allow agent(s) assigned this extension to remote access
voicemail and manage greeting” option. See as following:

Yoicemail Settings

Enable Yoicemail Inbox For this extension x Personalize Greeting...

@gent(sj assigned this extension o remote access voicemail and managegreﬁ

¥oicemail to Email

[JEnable vaicemails ko be Forwarded ko specified email address(es)

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

& Sendatestmail £k SMTP settings..

SMS Motification
Enable SM5 notification when a new woicemail is received a
Phone number(s) to receive SMS notification {e.g, :+8613905121111,+5613012345555)
[+8613905121111 o i
SMS Cﬁntent
| You've received a new voicemail from -[CALLER_MAME]- at -[¥M_RECEIVED_TIME]- duration -
[¥M_DURATION]-

3). The agent can use it” s Skype account or cellphone to call the main SkypelD or
Skypeln number, then press the its own extension number to enter its own extension,
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then PrettyMay will lead it to voicemail system, and listen new voicemails or manage

greetings.

Note: if an agent has been assigned into authenticated user list in outbound call center,
when the agent dial into PrettyMay, it will go to outbound call center first, press

-=I! to forward into inbound call center, then press its extension number to enter

voicemail system.

* Out of Hours Settings

You can set up different call flows based on time, e.g. you may need to set up a
out-of-hours call flow running during non-business hours each day.

Click PMCCS menu “Tools” -” Add new call flow” , in the “Call Flow Run
Schedule” dialog, set up time interval that you want to create a new call flow to run

at.
For example, I want to set up a call flow running at out of business hours (09:00 -
17:00). See as following:

% Call Flow Run Schedule

/T Configure the call flow schedule according to your situation

o

Call Flow Title Cut of Business hours Call Flow |
Fun frequency Time
(&) Every Day Start Time |EIEI:DEI:DD S | End Tirme |DS:59:DD — ‘ a
. -~ . ey
Start Time |1?:DD:DD E | End Time |23:59:nn = ‘ o
() Every Week

(") Special Date

Call Flow Description This call Flow runs during out of business hours,
It runs during (00;00 - 08:59% and {17:00 - 23:59)

a Learn maore about setting the call flow schedule

l Ok, ] [ Cancel
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After you finish the settings, you will see a new call flow listed in the “Call Flow

List” , see as following:

'3’- PrettyNay Call Center for Skype — Enterprise Edition

File Tools Help ERegister

<% Inbound Call Flow Design h outbound Call Flaw |+ Line Management ‘a ‘aicemail Management @ Call Record Management % Track Histary
| @ & | ® D : L B e
= | 85 | e \\;A-TTQ'H@
» Call Flow List
[ Welcome to the PrettyMay demo system... ] » Default Call Flow
This call flow is the defau

and will be used ifthere i
no time-specific call flow
ifthe time is autside any

scheduled time-specific

call lows

=

Out Of Business hours call f.
Time:
00:00:00=-=08:59:00
17:00:00=-=2359:00
Outofhusiness hours ca

< ¥
e Add New Call Flow
b ﬁ Edit Scheduls
< > @ Delete
Extension Name: Welcome to the PrettyMay demo system
Voice Prompt Location: C:\Program Files'PrettyMay Call Center for SkypeMoicePrompts'welcome.mp3

Voice Menu Description: Welcome to the PrettyMay demo system,
If vou know the extension number for the person you require, please dial it now,
For a companv directorv. press '#'
Tatal lines: 1 Busy lines: 0 Idle lines: 1

The default call flow runs at the time outside any scheduled time-specific call flows.

The green arrow indicates the current running call flow.

4, Outbound Call Center Settings

» Set Authenticated Outbound Users
Choose “Outbound call flow” tab, click “Outbound Call Center settings” , then
select “Authenticated users” page, and you can assign outbound users from Skype
contact list or cellphone/mobile phone numbers.
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% Outbound Call Center Settings

;s Authenticated Users Assign the users who can access Outbound Call Center
Set up Authenticated Users - 6,
x General & Speed-Dial =y Assign an Skype Agent % Refresh S Authenticated Users
Med Coleman A Mame PN
&.‘\ \foice Prompt Settings Neil E +1B1TT7E5418 M
Meil BB (@ work) - . & Medim Aydogdu [NIE
Mew Mexico Software
Nfcholaus HALL o
3y Mick Aran
B Mick Lashinsky 2
ned L
Add an authenticated Phone Mumber {e.g. +1165198755% 37
+18177765418 | .
PIN{Personal Identification Number) a Allowed Access Time a
Enable PIM for the selected user Anrytime
.E:.% PIN:(3 digits) I:I Customize allowable outbound call tme
Outbound Call Privilege
Allow Any Outbound Call
Allow Speed-Dial Number Calls Ol
Outbound Call Recording =) l:l l:l
9 saudey  [omon 2] (1700 2]
Enable Call Recording for the selected user
Save ] [ Apphy ] [ Cancel ]

* Outbound Call Recording

If you want to record outbound calls in PMCCS, you can enable the call recording
option for outbound users, Choose “QOutbound call flow” tab, click “Outbound
call center settings” , then select a user in the “Authenticated users” list, stick the

“Enable Call Recording for the selected user” checkbox in the “OQOutbound call
recording” field. See as following:

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 30



m ] . elA o
f‘/xlt/iy/,/ : for W

==
User Manual v3.8 St

& Outbound Call Center Settings

'@ Authenticated Users Assign the users who can access Outbound Call Center
o
Set up Authenticated Users
x General & Speed-Dial oy Mssign an Skype Agent # Refresh L] Authenticated Users a
MHed Coleman 5 Hame PN
N\\ Voice Prompt Settings Neil By +18177769418 JiA
Meil BE (@ work) —= ( Medim Aydogdu iR
Mew Mexico Software
Micholaus HALL
<
5 Mick Aron -
& Mick Lashinsky =
nied L
Add an authenticated Phone Number {e.g. +116519576543)
+18177765415 |
PIN(Personal Identification Number) Allowed Access Time a
[1Enable FIM for the selected user @ Arytime
) o i Customize allowable outbound call ti
‘1\% FIM:( digits) l:l () Customize allowable outbound call time

Outbound Call Privilege
() allow Ay Cutbound Call

() allow speed-Dial Mumber Calls Cnby

Outbound Call Recording

e
ol alalels

( [#]Enable Cal Recording For the selected user: f

[ Save ] [ Apply ] [ Cancel ]

» Outbound Call Rule

When an authenticated user dials into outbound call center, and hears the voice prompt,
the user is able to dial a phone number or speed dial number, and end with “#” | the
detailed format as following:

Country/Region code + area code + phone number + “#” .

For example: if you want call the phone number: “+8651251551234” , you need to
input “8651251551234#” .

Speed Dial Number

To add a speed dial number, choose “Outbound call flow” tab, click “Outbound
call Settings” button on the toolbar, then select “General &Speed Dial Number”
page, click "Add" button, and you input a speed dial and a corresponding SkypelD or
phone number.

Then, you can use test the speed dial number by using an authorized extension to dial
into outbound call center, and input the speed dial and end with “#” .
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E.g. if you set a speed dial number “6” for SkypelD www.prettymay.net, when you
press “6#” , PMCCS will ring SkypelD www.prettymay.net.

+ Smart Dialing
Smart dialing feature is used to pre-set a country/region where you frequently make
outbound calls to, so that you don” t need to input the country/region code every time
you make the outbound call.

To enable the smart dialing option, choose "Outbound call flow" tab, click "outbound
call center settings", choose "General & Speed Dial" page, choose the country in the
"Smart dialing" field. See as following:

':‘t Outbound Call Center Settings

.@ Authenticated Users Set Speed-Dial Humbers and configure general settings
N Speed-Dial Number List Settings
xﬁeneral&sneed-mal &4 Speed-Dial Number List @
Speed-Dial Mu... Skype ldfPhone Mumber Remark
. Branch Office 2 echol23 test call
&.‘\ Yoice Prompt Settings

PSTN Dial Out
[JEnable outbound calls through PSTH line

-
erwise, DD MOT set the a ol
0 183 maore...
PIN{Personal Identification Number) Retry Time

Mazimurn number of retries For the PIN input:

Phone number/Speed Dial Number Playback for confirmation

[Irequire canfirmation plavback of numbers From Skype users a
Require confirmation playback of numbers from landline/cell phone users

Enable to play pre-recorded message before input a phone number

Outbound Call Records Storage Folder
Location:

|C:'|,D0cuments and Settingsiall Users, WINDOWS Application Data'l,PMCaIICenter'l,OutBoundRecords|

s -

(o ) (o

After you set it, the outbound call rule will change as following:
1). Dialing a national phone number, the rule is:

“0” + area code + phone number + “#” ( “0” represents the country/region
you pre-set).

2). Dialing an international phone number, the rule is:
“9” + country/region code + area code + phone number + “#” .
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For example: I you set “China (+86)” as the default country, when I want to call a
Chinese phone number “+8651251556542” , 1 need to input “051251556542#” .

When I want to call an international phone number such as U.S. phone number
“+12182062978” , I need to dial “912182062978#” .

Note: “#” sign is used to confirm the speed dial number or phone number you
input.

5, Lines Management

Choose “Line Management” , you will see all lines are list there.

To add/remove a Skype line, you can click “Add a new line” or “Delete one line”
button on the toolbar.
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File Tools Help Register
| '@ vaicemail Management || @ Call Record Management || é Track Hiskory |
| 4% Inbound Call Flow Design || 5; Outbound Call Flow | " Line Management

<+ I

Ling Mumber Skype Account Connection St Work Status

(%] 1 ey prettyrn ay.net connected idle

Qo 2 il ety ay et connected idle

(1] 3 i ety ay.net connected idle

Total lines: 3 Buzy lines: 0 Idle: lines: 3

6, Voicemail Management

Choose “Voicemail Management” tab, you will see the current day’s new voicemails

listed there.
| <% Inbound Call Flow Design " % Oukbound Call Flow ” o " Line Management |
la. Woicemail Management | @ Call Record Management: ” & Track Hiskary |
_]_ i il | EHA—, 2008-03-30 |+ | BHR—, 2009-03-30 w| B

| Read ... | Forwar... Extension Mumber Extension Caller Caller's name
@ @, 102 AT prettymay-testt Tester! 20090113 Tue17.32.20 0o:00:01
Q @, 102 AT pretymay-test! Testar 2009.01.13Tue17.31.48 00:00:16
Q 6} 101 |-t prefymay-test! Testar 2009.01.13Tue 173027 oo:o0:13

S ol
00 X

Tatal lines: 1 Buszy lines: 0 Idle line=: 1
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7/, Call Record Management

Choose “Call Record Management” tab, you will see the current day’s call
recordings listed there, see as following:

<% Inbound Call Flow Design 8;_ Oukbound Call Flaw " Line Management

‘la Yoicemail Management @ Call Record Management % Track Histary
_\ ? | 25—, 2008-03-30 | | BHR—, 2008-03-30 | |Shouu All v| g
| Callee's name Caller's name Record Start Time Duration
@ IR Gate 2009.01.13.Tue.17.58.25 00:00:39
@ EchoiSound Test Service Gate 2009.01.13Tue 17.50.43 00:01:00
(] Gate Tester! 2009.01.13.Tue 17.5017 00:00:15
Q Gate Tester1 2009.01.13.Tue17.49.14 00:00:07

0

Total lines: 1 Busy lines: 0 Il lines: 1

8, Call Log Management

Choose “Track History” tab, you will see the current day’s call logs listed there.
Echo call log includes: Type call (inbound/outbound), callee’s name, Caller ID, call
duration, call start time, call rate, call fee, etc. See as following:
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File Tools Help
<% Inbound Call Flow Design ﬁ Qutbound Call Flow - Line Management
[a Yoicemail Management @ Call Record Management | & Track History
H g = 7 [ 28—, zo0s-12-08 | e | E#A—, 2009-03-30 v | [shoman v S
Call Type Callee's name Caller's name Access Time Stamp Dration Ratefmin ~
a Mot Found Techice 2009/0327-159:13:85 oo:00:04
a Mot Found JD Communication 2009/03i23-10:32:28 0o:00:04
a Mot Found hoynehohenstein 2009/03/20-13:42:36 0o:00:00
a Mot Found hoynehohenstein 2009/03/20-13:42:18 0o:00:00 B
Q Mot Faund hoynehohenstein 2009/03/20-13:42:05 0o:00:00
Q +447530110515 hoynehohenstein 2009/03/20-13:41:54 0o:00:04
Q Echa/Sound Test Serv... +000000 2009031 6-17:28:52 0o:00:10
Q Echa/Sound Test Serv... +000000 2009031 6-17:21:22 oo:0o:07
Q Mot Found +000000 2009/0316-17:20:03 00:00:13
Q Mot Found +000000 20097031 6-17:19:11 0o:00:00
Q Mot Found +000000 2009/03/09-15:01:18 0o:00:00
Q Mot Found +000000 2009/03/09-15:00:14 0o:00:00
a Mot Found +000000 2009/03/09-14:59:03 00:00:00
Q Mot Found +000000 2009/03/09-14:58:18 00:00:00
Q Mot Found +000000 2009/03/09-14:55:00 00:00:00 =2
== | 3
Total lines: 1 Busy lines: 0 Idle lines: 1

9, Support Resources

If you have any problem or suggestion after using the PMCCS, you can get help in
the following way:

1). Visit PMCCS FAQ at: http://www.prettymay.net/callcenter_faq

2). Go to our support forum at:  http://www.prettymay.net/forum/

3). Contact us via email at: support@prettymay.net

4). Contact our online support team directly at: http://www.prettymay.net/support.htm

Copyright © 2005-2009 PrettyMay Team. All Rights Reserved | www.prettymay.net 36



http://www.prettymay.net/callcenter_faq
http://www.prettymay.net/forum/
mailto:support@prettymay.net
http://www.prettymay.net/support.htm

	1, Introduction 
	Why use PrettyMay Call Center for Skype

	How PMCCS works 
	System requirements


	2, Installation

	Install Skype and PMCCS

	Launch PMCCS


	3, Inbound Call Center Settings

	Voice Menu Node

	Introduction

	Record a main menu prompt

	Voice Menu Node Opitons


	Extension Node

	Introduction

	Add an Extension Node

	Extension Opitons


	Public Contact List

	Dial By Name

	Call Personalization Node 
	Call Conference Room

	Voicemail System

	Personalize Greeting

	Voicemail to Email

	Voicemail SMS Notification

	Remote Access Voicemail/Greeting


	Out of Hours Settings


	4, Outbound Call Center Settings

	Set Authenticated Outbound Users

	Outbound Call Recording

	Outbound Call Rule

	Speed Dial Number

	Smart Dialing


	5, Lines Management

	6, Voicemail Management

	7, Call Record Management

	8, Call Log Management

	9, Support Resources


