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Notice

While reasonable efforts have been made to ensure that the
information in this document is complete and accurate at the time of
printing, Avaya assumes no liability for any errors. Avaya reserves the
right to make changes and corrections to the information in this
document without the obligation to notify any person or organization of
such changes.

Documentation disclaimer

“Documentation” means information published by Avaya in varying
mediums which may include product information, operating instructions
and performance specifications that Avaya generally makes available
to users of its products. Documentation does not include marketing
materials. Avaya shall not be responsible for any modifications,
additions, or deletions to the original published version of
documentation unless such modifications, additions, or deletions were
performed by Avaya. End User agrees to indemnify and hold harmless
Avaya, Avaya's agents, servants and employees against all claims,
lawsuits, demands and judgments arising out of, or in connection with,
subsequent modifications, additions or deletions to this documentation,
to the extent made by End User.

Link disclaimer

Avaya is not responsible for the contents or reliability of any linked Web
sites referenced within this site or documentation provided by Avaya.
Avaya is not responsible for the accuracy of any information, statement
or content provided on these sites and does not necessarily endorse
the products, services, or information described or offered within them.
Avaya does not guarantee that these links will work all the time and has
no control over the availability of the linked pages.

Warranty

Avaya provides a limited warranty on its Hardware and Software
(“Product(s)”). Refer to your sales agreement to establish the terms of
the limited warranty. In addition, Avaya’s standard warranty language,
as well as information regarding support for this Product while under
warranty is available to Avaya customers and other parties through the
Avaya Support Web site: http://support.avaya.com. Please note that if
you acquired the Product(s) from an authorized Avaya reseller outside
of the United States and Canada, the warranty is provided to you by
said Avaya reseller and not by Avaya.

Licenses

THE SOFTWARE LICENSE TERMS AVAILABLE ON THE AVAYA
WEBSITE, HTTP://SUPPORT.AVAYA.COM/LICENSEINFO/ ARE
APPLICABLE TO ANYONE WHO DOWNLOADS, USES AND/OR
INSTALLS AVAYA SOFTWARE, PURCHASED FROM AVAYA INC.,
ANY AVAYA AFFILIATE, OR AN AUTHORIZED AVAYA RESELLER
(AS APPLICABLE) UNDER A COMMERCIAL AGREEMENT WITH
AVAYA OR AN AUTHORIZED AVAYA RESELLER. UNLESS
OTHERWISE AGREED TO BY AVAYA IN WRITING, AVAYA DOES
NOT EXTEND THIS LICENSE IF THE SOFTWARE WAS OBTAINED
FROM ANYONE OTHER THAN AVAYA, AN AVAYA AFFILIATE OR AN
AVAYA AUTHORIZED RESELLER; AVAYA RESERVES THE RIGHT
TO TAKE LEGAL ACTION AGAINST YOU AND ANYONE ELSE
USING OR SELLING THE SOFTWARE WITHOUT A LICENSE. BY
INSTALLING, DOWNLOADING OR USING THE SOFTWARE, OR
AUTHORIZING OTHERS TO DO SO, YOU, ON BEHALF OF
YOURSELF AND THE ENTITY FOR WHOM YOU ARE INSTALLING,
DOWNLOADING OR USING THE SOFTWARE (HEREINAFTER
REFERRED TO INTERCHANGEABLY AS “YOU” AND “END USER”),
AGREE TO THESE TERMS AND CONDITIONS AND CREATE A
BINDING CONTRACT BETWEEN YOU AND AVAYA INC. OR THE
APPLICABLE AVAYA AFFILIATE (“AVAYA”).
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Copyright

Except where expressly stated otherwise, no use should be made of
materials on this site, the Documentation, Software, or Hardware
provided by Avaya. All content on this site, the documentation and the
Product provided by Avaya including the selection, arrangement and
design of the content is owned either by Avaya or its licensors and is
protected by copyright and other intellectual property laws including the
sui generis rights relating to the protection of databases. You may not
modify, copy, reproduce, republish, upload, post, transmit or distribute
in any way any content, in whole or in part, including any code and
software unless expressly authorized by Avaya. Unauthorized
reproduction, transmission, dissemination, storage, and or use without
the express written consent of Avaya can be a criminal, as well as a
civil offense under the applicable law.

Third-party components

Certain software programs or portions thereof included in the Product
may contain software distributed under third party agreements (“Third
Party Components”), which may contain terms that expand or limit
rights to use certain portions of the Product (“Third Party Terms”).
Information regarding distributed Linux OS source code (for those
Products that have distributed the Linux OS source code), and
identifying the copyright holders of the Third Party Components and the
Third Party Terms that apply to them is available on the Avaya Support
Web site: http://support.avaya.com/Copyright.

Trademarks

The trademarks, logos and service marks (“Marks”) displayed in this
site, the Documentation and Product(s) provided by Avaya are the
registered or unregistered Marks of Avaya, its affiliates, or other third
parties. Users are not permitted to use such Marks without prior written
consent from Avaya or such third party which may own the Mark.
Nothing contained in this site, the Documentation and Product(s)
should be construed as granting, by implication, estoppel, or otherwise,
any license or right in and to the Marks without the express written
permission of Avaya or the applicable third party.

Avaya is a registered trademark of Avaya Inc.

All non-Avaya trademarks are the property of their respective owners,
and “Linux” is a registered trademark of Linus Torvalds.

Downloading Documentation

For the most current versions of Documentation, see the Avaya
Support Web site: http://support.avaya.com.

Contact Avaya Support

Avaya provides a telephone number for you to use to report problems
or to ask questions about your Product. The support telephone number
is 1-800-242-2121 in the United States. For additional support

telephone numbers, see the Avaya Web site: http://support.avaya.com.

Japan Denan statement

The following applies to server models 1006r, 1005r, 703t, and 1002rp:
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Please be aware of the following while mstalling the equpment:

~ Please use the connecting cables, power cord, and AC adaptors
shipped with the equipment or specilfied by Avava o be used with the
ecpupment. If vou use any other equipment, it may couse lnbunes,
mealfunctioning or fire
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Japan VCCI statement

The following applies to server models 1006r, 1005r, 703t, 201i, and
1002rp:

COEERF. FELERESEREZATAMEBES (VCC)
DRECEISKISTAAEETY. COEEEZIRESETHER
TREEFEEES|IERBCTCEFDYET. COBSCEE

AEFENINREERZ &S CERENB_EFBYET.

Thisis a Class A product based on the standard of the Voluntary Control
Council for Interference by Information Technology Equipment (VCCI).
If this equipment is used in a domestic environment, radio disturbance
may occur, in which case, the user may be required to take corrective
action.

Avaya CallPilot® Voice Forms Transcriber User Guide

December 2010

3



4  Avaya CallPilot® Voice Forms Transcriber User Guide December 2010



Contents

Chapter 1: CUSTOMEr SEIVICE.......ciiiieeeiiiiieeeiis s s s s rr s s e s s s nas s s e s s snasssseeesnnsssssernnnnsssssrennnn 7
Getting technical dOCUMENTALION. ........oiiiiiiie ettt e e e e sttt e e e e sttt e e e e e anteeeeeesanreeaaaeanns 7
LTy uilaTe I o) oo 18 o1t = 1 a1 oo TSR UPSPRRR 7
Getting help from @ distribULOr OF FESEIIET...........eeiiiiie e e e e s e e e e 7
Getting technical support from the Avaya WeD SIte............oooiiiiiiiiiiii e 8

Chapter 2: Avaya CallPilot® Voice Forms and the transcription service.............cccvveennnnnnn. 9
)i ol ¥ o3 1[o] o DO PO PRSPPSO PP PP PUPRPPPI 9
Multiuser access to the tranSCrIPLION SEIVICE.........ooieiiiiiii e e e e e e e e e e e e e eeaennnans 9
N\ [o]11iToz= 1o g Ie) B LTS oTo] g TST=T PR 10
ADOUL TS QUIAE. ...ttt ettt e e et e e e eaeaeeeeeeeeaeeas s s asansasbasssenseeeeeaeeaaaaaaaaaeeeans 10
Important terms USEd iN thiS QUIAE..........uuiiiiiiiiiieie e e e e e e e e e e e e e e e e s ssansannenes 10
TYPES Of FESPONSES. ...eetieeeiieiie et e e e e e e e et e ettt e et eeeeaeeeeeeeeeeeessa s e atss b s aseeeeeeeeeaaaaaaeaeeaessaeaannsssssnsenssnnneeees 11
Customer DOCUMENTAtION IMIAD........ciiiiiicie ettt e et e e e e e e e e e s et e e e eeaaaaeeeseeaasnnsbenrneeeeeaaaaeeeas 11

Chapter 3: Using the telephone to transcribe............cccoiiicc 15
L@ Y= Y =PSRRI 15
Play Mmode and PAUSE MOAE...........uuiiiiiii ittt e ettt e e e e e bt e e e e e e e e bbb et e e e e e anbeeeeeeeeaannbneeeeeeanes 15
TYPES Of COMIMANUS..... oottt et e e e ettt e oo e s et e e e e n bt e e e e e annbe e e e e e e nnres 15
Play and pause commands Keypad [aYOUL.............oooiiiiiiiiiiii e e e 16
Play and pauSE COMMEANUS..........uiiiiiiiiiiiie ettt e e e ettt e e e e bttt e e e s n b et e e e e e aabbe e e e e s anbeeeeeeaanbeeeeeenanns 16
Response commands KeYPad [QYOUL..........oouuiiiiiiiii ettt et e e e e e e e e e e 18
LTS 0T aTST =T oo a3 g F=T Lo £SO E 18
Session commands KeYPad TaYOUL..........ooi et 19
Lot (o] gl ool 001 4= o o < T PP 19
Logging on to the transcription service using the telephone............c..eoii e 20
[ PN o I =TT oo g T PSPPSR 21
L@ Y= Y= OO PRPPI 21
RESUMING PIAYDACK. ...tttk e e e ettt e e e ettt e e e e s nbe e e e e e e aabee e e e e e anneeeeeeeaans 21
[ TU ][ To I 1= 1Y oY= Tl PRSPPI 22
Skipping forward and backward Within @n @NSWET..............eeiiiiiiiiiiie e 22
Moving to the next or Previous fIEld............ e i e e 23
When you reach the end Of @ FESPONSE........coii i e 23
Playing the NeXt OF PreViOUS MESPONSE. ... ...uiii ittt ittt et e e e e ettt e e e e e bbbt e e e e e sanbaeeeeeeaanbaneeeeeanes 23
DElEtiNG @ FESPONSE. ...ttt ettt e e oo bttt e e e 4 et ettt e e e e aa b e et e e e e e e n b e et e e e e aanbbe e e e e e e anrneeeeeeann 24
ReStOrNG @ deleted rESPONSE. .....ooi ittt e e e e ettt e e e e et e e e e e anbaeeeeeeaanes 25
Marking @ reSPONSE @S SPECIAL. ....ceeeieee ittt e ettt et e e e e e e e e s et e e e e e eaaeeeeeeaaannnneneeeeeeeaaaeeaaan 26
Switching between new and special resSponSse lIStS.........oooiiiiiiii i 26
(€ To][aTe R (o Jr= IE] o1 Tor 1ol (=T oo 1= TSP 26
Reaching the end of the reSPONSE liSt........ooiiiiiiii e 27
Logging on to @anOther VOICE FOMM........coiiiiii ettt e et e e e e sbe e e e e anbeeeeeeaaes 27
Playing the reSPONSE ENVEIOPE. .........oiiiiiiiiiee ettt e e e e e bttt e e e e abbe e e e e e e annreeeaeeaanes 28
(o Te o 1T ] F PO URPPUOPRSRN 28

Chapter 4: Using My CallPilot to transcribe...........ccccoiiiiiiccc e 29
L@ Y 1= SO RR 29
Logging on USING MY CallPilOt........ccooiiiiiiie ettt e et e e e e st e e e e e entae e e e e s eanteeeeeesanteeeaeeeanes 29
TO 10G ON 10 MY CalIPIIOL. ......eeieeieie ettt e ettt e e s et e e e e e st e e e e ennbe e e e e e annbeeeeeeenntaeeeeeannnees 29
RETMEVING FESPONSES. ...ttt ettt ettt e et e e e e e e e e e e e e e e aa e e e aaab b ettt st e e e e e e e e e eeeaaaaaaeaaaaaans 29

Avaya CallPilot® Voice Forms Transcriber User Guide December 2010 5



[ E= N o I =TT oo g T ST PRRP PRSP 30

L@ Y= oSO PRPPR 30
Playing @n @NSWET IN @ FESPONSE. ... .utiiiieeei ittt e e e e ettt e e e e e ettt e e e e e ettt et e e e e aabbe et e e e e aanbbeeeeaeeanbbeeeeeesanbaneeeeeaane 31
DEIELING @ FESPONSE. ...ttt ettt et oottt e e e oo bttt e e e e o a b ettt e e e e am bt e et e e e e e b be e e e e e e eanbte e e e e e e anntneeeeeeann 31
Marking @ reSPONSE @S SPECIAN. ... uuiiiii ittt e e ettt e e e s a bttt e e e aa et e e e an e e e e anreeeeeeaae 32
3= 33

6 Avaya CallPilot® Voice Forms Transcriber User Guide December 2010



Chapter 1: Customer service

Visit the Avaya Web site to access the complete range of services and support that Avaya provides. Go
to www.avaya.com or go to one of the pages listed in the following sections.

Navigation

* Getting technical documentation on page 7

* Getting product training on page 7

* Getting help from a distributor or reseller on page 7

* Getting technical support from the Avaya Web site on page 8

Getting technical documentation

To download and print selected technical publications and release notes directly from the
Internet, go to www.avaya.com/support.

Getting product training

Ongoing product training is available. For more information or to register, you can access the
Web site at www.avaya.com/support. From this Web site, you can locate the Training contacts
link on the left-hand navigation pane.

Getting help from a distributor or reseller

If you purchased a service contract for your Avaya product from a distributor or authorized
reseller, contact the technical support staff for that distributor or reseller for assistance.
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Customer service

Getting technical support from the Avaya Web site

The easiest and most effective way to get technical support for Avaya products is from the
Avaya Technical Support Web site at www.avaya.com/support.
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Chapter 2: Avaya CallPilot® Voice Forms
and the transcription service

Introduction

The Avaya CallPilot Voice Forms application provides a simple, yet powerful, means of
collecting information electronically. A voice form is an electronic equivalent of a paper form
or questionnaire. A voice form contains a series of questions that is played to callers when
they dial into the voice form service. Callers listen to each question and provide an answer.
The set of answers is saved to the system in the form of a response. Voice forms are used for
services such as credit card applications, registration forms, and customer complaints. Three
groups of people are involved in the CallPilot Voice Forms application:

+ the system administrator, who creates and maintains the voice forms on the CallPilot
server

« the caller, who dials into the voice form service and answers the voice form questions
over the telephone

* the transcriber, who retrieves, plays, listens, and transcribes caller responses
You can transcribe the responses in one of two ways:
* using the telephone

+ using My CallPilot

Multiuser access to the transcription service

Many transcribers can access the same voice form at the same time, but only one transcriber
can access a particular response. When you retrieve a response to transcribe, the system
locks the response so that only you can transcribe this response. After you finish transcribing
the response, you must delete it so that the response is not available to other transcribers.

Avaya CallPilot® Voice Forms Transcriber User Guide December 2010 9



Avaya CallPilot® Voice Forms and the transcription service

Notification of responses

If you transcribe using the telephone, the system can notify you that you have responses to
transcribe by your Message Waiting Indicator (MWI) on your telephone. A flashing MWI
indicates that you have responses. When you play the message, the system indicates the voice
form ID, the number of responses that you have, and the date that you receive the responses.
When you finish transcribing all of your responses, the MWI stops flashing.

The system can also send a notification message to your mailbox. You can listen to the
message using your telephone, or view the message using your desktop client or My CallPilot.

About this guide

The CallPilot Voice Forms Transcriber User Guide provides you with the basic information you
need to know to transcribe using the telephone and using My CallPilot. To transcribe using the
telephone, see the chapter Using the telephone to transcribe on page 15. To transcribe using
My CallPilot, see the chapter Using My CallPilot to transcribe on page 29.

The CallPilot Voice Forms Transcriber User Guide describes procedures in the order that you
are most likely going to use them. However, you can explore the procedures in the order that
you prefer.

Important terms used in this guide

10

Three important terms used in this guide are answer, field, and response.

* An answer refers to the answer to one question in the voice form.

* A field is made up of three parts: before answer, answer, and after answer.

a. Before answer, depending on how the administrator configures the system, is
the spoken name of the field, a beep, or nothing (no pause).

b. Answer is the caller's answer to a question.

c. After answer, depending on how the administrator configures the system, is a
system stop or a delay.

* A response contains the answers to all of the questions in a voice form.
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Types of responses

Types of responses

There are two types of responses:

1. A new response is a response that the system saves after the caller completes the
voice form and sends to a transcriber.

2. A special response is a response that a transcriber attempts to transcribe but does
not successfully complete the transcription. In this case, the transcriber marks the
new response as special because the response requires further attention.

Note:

When a transcriber retrieves a new or special response and begins transcribing,
the system locks the response so that another transcriber cannot retrieve the
response.

Customer Documentation Map

The following diagram shows the overall organization and content of the CallPilot
documentation suite.

Table 1: CallPilot Customer Documentation Map

Fundamentals
Avaya CallPilot® Fundamentals Guide (NN44200-100)
Avaya CallPilot® Library Listing (NN44200-117)
Planning and Engineering
Avaya CallPilot® Planning and Engineering Guide (NN44200-200)
Avaya CallPilot® Network Planning Guide (NN44200-201)

Avaya Communication Server 1000 Converging the Data Network with VolP
Fundamentals (NN43001-260)

Solution Integration Guide for Avaya Communication Server 1000/CallPilot®/NES
Contact Center/Telephony Manager (NN49000-300)

Installation and Configuration
Avaya CallPilot® Upgrade and Platform Migration Guide (NN44200-400)
Avaya CallPilot® High Availability: Installation and Configuration (NN44200-311)

Avaya CallPilot® Geographic Redundancy Application Guide (NN44200-322)

Avaya CallPilot® Voice Forms Transcriber User Guide December 2010 11



Avaya CallPilot® Voice Forms and the transcription service

Avaya CallPilot® Installation and Configuration Task List Guide (NN44200-306)
Avaya CallPilot® Quickstart Guide (NN44200-313)
Avaya CallPilot® Installer Roadmap (NN44200-314)
Server Installation Guides
Avaya CallPilot® 201i Server Hardware Installation Guide (NN44200-301)
Avaya CallPilot® 202i Server Hardware Installation Guide (NN44200-317)
Avaya CallPilot® 202i Installer Roadmap (NN44200-319)
Avaya CallPilot® 703t Server Hardware Installation Guide (NN44200-304)

Avaya CallPilot® 1002rp Server Hardware Installation Guide
(NN44200-300)

Avaya CallPilot® 1002rp System Evaluation (NN44200-318)

Avaya CallPilot® 1005r Server Hardware Installation Guide
(NN44200-308)

Avaya CallPilot® 1005r System Evaluation (NN44200-316)

Avaya CallPilot® 1006r Server Hardware Installation Guide
(NN44200-320)

Avaya CallPilot® 600r Server Hardware Installation Guide
(NN44200-307)

Avaya CallPilot® 600r System Evaluation (NN44200-315)
Configuration and Testing Guides

Avaya Meridian 1 and Avaya CallPilot® Server Configuration Guide
(NN44200-302)

Avaya T1/SMDI and Avaya CallPilot® Server Configuration Guide
(NN44200-303)

Avaya Communication Server 1000 System and Avaya CallPilot® Server
Configuration Guide (NN44200-312)

Unified Messaging Software Installation

Avaya CallPilot® Desktop Messaging and My CallPilot Installation and
Administration Guide (NN44200-305)

Administration
Avaya CallPilot® Administrator Guide (NN44200-601)
Avaya CallPilot® Software Administration and Maintenance Guide (NN44200-600)
Avaya Meridian Mail to Avaya CallPilot® Migration Utility Guide (NN44200-502)
Avaya CallPilot® Application Builder Guide (NN44200-102)
Avaya CallPilot® Reporter Guide (NN44200-603)
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Customer Documentation Map

Maintenance
Avaya CallPilot® Troubleshooting Reference Guide (NN44200-700)
Avaya CallPilot® Preventative Maintenance Guide (NN44200-505)
Server Maintenance and Diagnostics

Avaya CallPilot® 201i Server Maintenance and Diagnostics Guide
(NN44200-705)

Avaya CallPilot® 202i Server Maintenance and Diagnostics Guide
(NN44200-708)

Avaya CallPilot® 703t Server Maintenance and Diagnostics Guide
(NN44200-702)

Avaya CallPilot® 1002rp Server Maintenance and Diagnostics Guide
(NN44200-701)

Avaya CallPilot® 1005r Server Maintenance and Diagnostics Guide
(NN44200-704)

Avaya CallPilot® 1006r Server Maintenance and Diagnostics Guide
(NN44200-709)

Avaya CallPilot® 600r Server Maintenance and Diagnostics Guide
(NN44200-703)

Avaya NES Contact Center Manager Communication Server 1000/
Meridian 1 & Voice Processing Guide (297-2183-931)

End User Information
End User Cards

Avaya CallPilot® Unified Messaging Quick Reference Card
(NN44200-111)

Avaya CallPilot® Unified Messaging Wallet Card (NN44200-112)

Avaya CallPilot® A-Style Command Comparison Card (NN44200-113)
Avaya CallPilot® S-Style Command Comparison Card (NN44200-114)
Avaya CallPilot® Menu Interface Quick Reference Card (NN44200-115)

Avaya CallPilot® Alternate Command Interface Quick Reference Card
(NN44200-116)

Avaya CallPilot® Multimedia Messaging User Guide (NN44200-106)

Avaya CallPilot® Speech Activated Messaging User Guide
(NN44200-107)

Avaya CallPilot® Desktop Messaging User Guide for Microsoft Outlook
(NN44200-103)

Avaya CallPilot® Desktop Messaging User Guide for Lotus Notes
(NN44200-104)
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Avaya CallPilot® Voice Forms and the transcription service

Avaya CallPilot® Desktop Messaging User Guide for Novell Groupwise
(NN44200-105)

Avaya CallPilot® Desktop Messaging User Guide for Internet Clients
(NN44200-108)

Avaya CallPilot® Desktop Messaging User Guide for My CallPilot
(NN44200-109)

Avaya CallPilot® Voice Forms Transcriber User Guide (NN44200-110)

The Map was created to facilitate navigation through the suite by showing the main task groups
and the documents contained in each category. It appears near the beginning of each guide,
showing that guide's location within the suite.
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Chapter 3: Using the telephone to
transcribe

Overview

The transcription service keyboard layouts on your telephone keypad for Avaya CallPilot®
Voice Forms are very similar to the Meridian Mail (MM) Voice Forms. When you press different
keys on the keypad, you can perform all of the commands necessary to transcribe a caller
response. If you are not familiar with MM Voice Forms, the Help service provides a series of
system prompts to guide you through the transcription process.

Play mode and pause mode

The transcription service is in one of two modes: the play mode or the pause mode. When you
play back a response, the service is in the play mode. The service goes into the pause mode
when you press the pause key, or 2, during playback. Certain keys on the telephone keypad
function differently depending on whether the service is in play mode or pause mode.

Types of commands

There are three types of commands: play and pause commands, response commands, and
session commands.
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Using the telephone to transcribe

Play and pause commands keypad layout

Command Reference
PLAY AND PAUSE COMMANDS

&
1 2 3 1 2 3
SKIP PAUSE SKIP PREVIOUS PLAY HEXT
BACKWARD FORWARD FIELD FIELD
4 5 6 4 5 6
PREVIOUS NEXT PREVIOUS WEXT
RESPONSE RESPONSE RESPONSE RESPONSE
— — — — —
7 2 9 7 8 9
RESPONSE SESSION RESPONSE SESSION
g -
* 0 # * o #
HELP PAUSE HELP sTOP

Figure 1: Play and pause commands keypad layout

Play and pause commands

Play and pause commands are single-digit commands. The following table shows various
tasks and associated play and pause commands that are available on your keypad when the
system is in play or pause mode. You can use these commands at different times when you
transcribe responses.

Table 2: Play and pause keypad commands

Command Key When to use Result
SKIP BACKWARD 1 PLAY mode System skips back within an answer.
PAUSE 2 PLAY mode System stops playback and puts
service in PAUSE mode.
SKIP FORWARD 3 PLAY mode System skips forward within an
answer.
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Play and pause commands

Command Key When to use Result
PREVIOUS 4 PLAY or System skips to the previous
RESPONSE PAUSE mode | response.
NEXT RESPONSE 6 PLAY or System skips to the next response.
PAUSE mode
HELP * Anytime System plays prompts to help guide
you through the transcription process.
PAUSE # PLAY mode System stops playback and puts
service in PAUSE mode.
PREVIOUS FIELD 1 PAUSE mode | System skips to the previous field.
PLAY 2 PAUSE mode | System begins playback.
NEXT FIELD 3 PAUSE mode | System skips to the next field.
STOP # PLAY or System stops playback and plays a
PAUSE mode | period of silence or pause.
PLEASE PRESS # When system | Indicates to system that you have
POUND prompts you completed entering the information
requested.
CANCEL # Anytime Cancels a function that is in progress.

Avaya CallPilot® Voice Forms Transcriber User Guide
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Using the telephone to transcribe

Response commands keypad layout

RESPONSE COMMANDS

&
1 2 3 1 2 3
SKIP PALISE SKIP PLAY
BACKIARD PLAY FORWARD ENVELOPE
“— — e— —
4 5 [ 4 5 6
PREVIOUS NEXT DELETE
RESPONSE RESPONSE RESFONSE
e— — — e—
7 —
7 -+ 8 9 7 3 9
RESPONSE SESSION
.
I
] # * 0 #
HELP SToP MARK
HELF SPECIAL
ey T

Figure 2: Response commands keypad layout

Response commands

Response commands are double-digit commands. All response commands begin by pressing
7 on your telephone keypad. Using response commands, you can play the response envelope,
delete or restore aresponse, and mark a response as special or new. The following table shows
the response commands that are available on your keypad when the systemis in play or pause
mode. You can use these commands at different times when you transcribe responses.

Table 3: Response keypad commands

Command Keys | When to use Result
PLAY ENVELOPE 7+2 PLAY or System plays the response envelope.
PAUSE mode
DELETE RESPONSE |7 +6 PLAY or System deletes the response.
PAUSE mode
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Session commands keypad layout

Command Keys | When to use Result
MARK SPECIAL 7+0 PLAY or System marks the response special.
PAUSE mode
CANCEL 7T+# Anytime System cancels a function that is in
progress.

Session commands keypad layout

SESSION COMMANDS

. , J ! » i . o
2 3 1 2 3
PAUSE SKP
PLAY FORWARD

1

LoGE LOGOFF

P
BACKWARD

r
4

Provisus NEXT Specialf

Response RESPONSE Tl

[7 9 7 8 (9
RESPONSE
— — 2

=t 'S 3 r ' s 6 7 i
* 0 # * 0 #
HELP STOP HELP

Figure 3: Session commands keypad layout

GOTQ

Session commands

Like response commands, session commands are double-digit commands. All session
commands begin with 8 on your telephone keypad. Using session commands, you can go to
a particular response, switch response queues, log off the transcription service, or log on to
another voice form from the current voice form without logging off the service. The following
table shows the session commands that are available on your keypad when the system is in
play or pause mode. You can use these commands at different times when you transcribe
responses.
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Table 4: Session keyboard commands

Command Keys | When to use Result
LOGIN 8+1 Anytime System logs on to another voice form.
LOGOFF 8+3 Anytime System logs off the voice form.
SPECIAL/NEW 8+9 Anytime System toggles back and forth from
special to new response lists.
GOTO 8+6 Anytime System goes to a specific response.
CANCEL 8+# PLAY or System cancels a function that is in
PAUSE mode | progress.

Logging on to the transcription service using the telephone

When you receive notification that you have responses to transcribe, you can log on to the

transcription service and play the responses.

To log on using your telephone

1. Dial the transcription service access number provided by your administrator.

Result: The system asks you for the voice form ID.

2. Enter the voice form ID, followed by the pound (#) key.

Result: The system asks you for the voice form password.

. Enter your password corresponding to the voice form, followed by the pound (#) key.

Note:

If the system does not prompt you for a password, the system automatically logs
you on to the transcription service.

If you do not know the voice form password, ask your administrator.

Result 1: The system plays the response header and announces the number of new
responses followed by the number of special responses.

Result 2: Depending on how the administrator configures the service, the system
plays the response envelope, which states the type of response, the voice form ID,
and the time of day that the response is recorded. At this point, you are logged on
to the transcription service and ready to transcribe responses.

Result 3: The system plays the first answer in the response.
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Note:

After the first answer field plays to the end, depending on how your administrator
configures the system, the system responds in one of the following ways to give
you time to transcribe the answer:

* the system stops playback

* the system stops playback for a specified period of time set by your
administrator and then resumes playing the next answer, advancing
automatically through all answers of the response until the system reaches
the end of the response.

Playing responses

Overview

You can play aresponse as many times as you like. You can pause, stop, or resume playback at
any time. You can navigate from one answer to the next answer or to the previous answer. You
can navigate to the next response and back to the previous response. You can also skip forward
or backward within an answer.

0 Important:
Deleting a response
After you transcribe all answers in a response, you must delete the response. If you do not

delete the response, the response stays in the list of responses and another transcriber can
retrieve and transcribe this response.

Resuming playback

If the system stops playback, the system is in pause mode.

To resume playback (when you are in the middle of an answer)

Press 2 to play.
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Result: The system resumes playing the response from the place you were prior to
pausing or stopping the system.

Pausing playback

If the system stops playback and then automatically resumes playing the next answer before
you finish transcribing the answer, you can stop or pause playback. You can use the pause
command at any time while the system plays a response. Pause the system when you need
to catch up. If an answer is especially long, you can pause as many times as you need to

transcribe the response.

To pause playback

Press 2 to pause.

Note:
When the system is in play mode, you can also use the pound (#) key to stop
playback.

Skipping forward and backward within an answer
When you play an answer, you can skip forward or backward within the answer.
To skip forward within an answer

Press 3 to skip forward.

Result: The system skips forward by 3 seconds and continues playing the answer from
this point.

Note:
If you skip forward within 3 seconds of the end of the answer, the system skips to
the beginning of the next answer.

To skip backward within an answer

Press 1 to skip backward.

Result: The system skips backward by 3 seconds and continues playing the answer
from this point.

Note:

To skip backward more than 3 seconds, press 1 again. You can press 1 as many
times as you like. If you skip backward to the beginning of an answer, depending on

22 Avaya CallPilot® Voice Forms Transcriber User Guide December 2010



Moving to the next or previous field

how your administrator configures the system, the system plays a short tone or the
name of the answer field.

Moving to the next or previous field

The system must be in pause mode to navigate to the next or previous answer field using the
NEXT FIELD and PREVIOUS FIELD keys. If the system is in play mode, press 2, the pause
key, or the pound (#) key to navigate to pause mode.

To move to the next field

Press 3.

Result: The system skips to the beginning of the next field.

Note:

If you press the NEXT FIELD command when you play the last answer of aresponse,
the system announces “End of response.”

To move to the previous field

Press 1.

Result:The system skips to the beginning of the previous field.

When

you reach the end of a response

0 Important:
Deleting a response

When you successfully transcribe all answers in a response, you must delete the response. If
you do not delete the response, the response stays in the list of responses and another
transcriber can retrieve and transcribe the same response.

When you play the last answer of a response, you are at the end of a response. When you
reach the end of a response, you can play the response again, navigate to the next or previous
response, delete the response, or mark the response as special.

Playing the next or previous response

You can navigate through the responses to retrieve the next response or the previous
response. You can press the NEXT RESPONSE and PREVIOUS RESPONSE commands at
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any time, either during playback of a response or when you stop or pause playback. When the
system retrieves the next or previous response, the system plays either the response envelope
or the response header.

To play the next response

Press 6.
Result: The system skips to the beginning of the next response.

Note:
If no more responses are available when you play the next response, the system
announces "End of response list."

To play the previous response

Press 4.

Result: The system skips to the beginning of the previous response.

Note:

If you play the previous response while you play the first response, the system issues
an error tone “<Error tone> There is no previous response.”

Deleting a response

When you delete a response, the system marks the response for deletion but does not
permanently delete the response from the response list.

0 Important:
Deleting a response

When you finish transcribing a response, you must delete the response. If you do not delete
the response, other transcribers can transcribe the response.

To delete a response

Press 7 + 6.

Result: When you delete a response, the system announces "Response deleted." The
system goes to the next oldest available response.

& Caution:

If you accidentally delete a response

The system stores two responses at a time during a transcription session. If you
delete a response, the system marks the response for deletion until you finish
transcribing the next response. However, when you begin transcribing the third
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response (the second response after the response that you deleted), the system
permanently deletes the response that is marked for deletion. You can restore a
response that the system marks for deletion. You cannot restore a response that the
system permanently deletes.

Restoring a deleted response

You can restore a response marked for deletion in two ways:

« press 7 + 6 (DELETE RESPONSE)
* press 7 + 0 (MARK SPECIAL)
To restore a deleted response using 7+ 6 or DELETE RESPONSE

Press 7 + 6.

Result: The system announces "Response restored."

Note:

To restore a response using 7 + 6, you use the same command as you use to delete a
response. The DELETE RESPONSE command toggles between delete and restore.

Note:

When you restore a response, the system returns the response to the list of stored
responses to be transcribed and plays the next available response.

To restore a deleted response using 7 + 0 or MARK SPECIAL
Press 7 + 0.

Result: The system announces "Response <ID> saved as special" or "Response <ID>
saved as new," depending on which list you are transcribing.

Note:

When you restore a response, the system returns the response to the list of stored
responses to be transcribed and plays the next available response.

Note:

The MARK SPECIAL command toggles between restore as new, or restore as
special, depending on which list you are transcribing. When you transcribe special
responses and you press 7 + 0, or MARK SPECIAL, the system restores the
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response as a new response. When you transcribe new responses and you press
7 + 0, or MARK SPECIAL, the system restores the response as a special response.

Marking a response as special

If you have problems transcribing a response, or if a response requires further attention by
another person such as the administrator, you can mark the response as special.

To mark a response as special

Press 7 + 0.

Result: The system announces “Response <response ID> marked as special’ and
retrieves the next available response.

Note:
If you need to retrieve the response later, you can write the response ID down.

You can also use the MARK SPECIAL command to return a special response back to
new.

Switching between new and special response lists

When you log on to a voice form, you can retrieve responses from the list of new responses
in this voice form. If you transcribe special responses, you must specifically request to access
the special response list using the SPECIAL/NEW command.

To go to the special response list
Press 8 + 9.

Result: The system announces the number of special responses and retrieves the
oldest available special response.

Note:

You can use the SPECIAL/NEW command to toggle between the two response lists.
For example, if you are transcribing responses in the special response list and you
want to go to the new response list, use the SPECIAL/NEW command to return to
the new response list.

Going to a specific response

You can use the GOTO command to go to special or new responses. You can also use the
GOTO command to go to a specific response. Before you use the GOTO command to go to a
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specific response, note the response number that you are transcribing so that you can return to
this response.

To go to a specific response

1. Press 8 + 6.

Result: The system announces "Go to:"
2. Enter the response ID followed by the pound (#) key.

Result: The system goes to the response with the response ID that you specify.

Reaching the end of the response list

When you finish transcribing the last response, the system plays the following prompt: “End-
of-response list.” To ensure that no new responses have been added to the response list while
you are logged on, go to the next response after you hear the end-of-response-list prompt.

Checking for new responses

Press 6.

Result: If there are no new responses, the system plays the following prompt: “End-of-
response list.” If there are new responses, the system goes to the next response.

If you reach the end of the response list, you can log off the transcription service.

Logging on to another voice form

If you finish transcribing responses for one voice form and want to transcribe another voice
form, use the LOGIN command. When you use the LOGIN command, you do not have to log off
the transcription service and then log on again to retrieve another form.

To log on to another form

Press 8 + 1.
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Result: The system exits the current form and prompts you for a new form ID and
password, depending on how your administrator configured the system.

Playing the response envelope

You can play the envelope for a response you transcribe at any time by pressing the PLAY
ENVELOPE command.

To play the response envelope
Press 7+ 2.

Result: The system plays the response envelope in the following format:

<Status> <Form spoken name> Response <response ID> Received <time stamp>

Note:

If you do not enter a command within 3.5 seconds, you hear the prompt “For help,
press star.” When the system plays the response envelope, the system does not
automatically resume playback. To resume playback, use the PLAY command.
Playback begins at the point at which the PLAY ENVELOPE command was given.

Logging off
When you finish transcribing all responses, you can log off the transcription service.
To log off

Press 8 + 3.

Result:: The system terminates the session, disconnects your call, and plays the
following prompt: “Goodbye.”
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Overview

If you are an Avaya CallPilot® user with transcription privileges, you can use My CallPilot to
retrieve and transcribe caller responses. For more information about using My CallPilot to
transcribe, ask your administrator.

Logging on using My CallPilot

Your administrator provides you with the URL to launch My CallPilot. Bookmark this address
in your Web browser for easy access.

To log on to My CallPilot

1. In your Web browser, navigate to the My CallPilot address.

2. On the Welcome page, in the Mailbox box, type your mailbox number.
3. In the Password box, type your Avaya CallPilot password.

4. Click Login.

Retrieving responses

After you log on to My CallPilot, the following Web page appears.

To retrieve responses

1. Click the Voice Forms Transcription tab. This tab does not appear for users without
transcription permission.
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Result: A Web page appears that lists the voice form IDs and voice form titles. These
IDs and titles are links to the various voice forms.

. Select an item listed under Voice Form ID or Voice Form Title.

Result: A Web page appears that prompts you for the voice form password, if the
voice form is password protected. Otherwise, proceed to Step 4.

. Type your password.

Result: A Web page appears showing the list of responses.

¥ Note:

The type of list that appears depends on the list that you selected in your last
session. For example, if you asked the system to display all responses, the All
Responses list appears. You can toggle between the three types of lists by
clicking on the buttons at the top of the page.

. Select a response that you want to transcribe.

Result: A Web page appears that contains a list of all answers in the voice form.

¥ Note:

There are two types of fields: voice answer field, which is the caller's spoken
answer in audio format, and keypad input field, which is the caller's answer
entered through the keypad. The voice answer fields have a play button icon in
the left column to play back the fields.

¥ Note:

When you select a response, the system locks the response so that another
transcriber cannot retrieve this response.

Playing responses

Overview

After you retrieve a response, you can play the voice answer fields of the response using the
CallPilot player, or any player that supports WAV format. You can view the keypad input fields in

the DTMF

column of the response page.

You can navigate to the next or previous response, delete a response, and mark a response

as special.
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Playing an answer in a response
To play an answer in a response

1. Click the play button icon in the column that corresponds to the field that you want to
transcribe, or click the field name under the column Field Name.

Result: The system plays the answer through to the end and then stops.

To skip backward within the answer, press the rewind button on your player.
To skip forward within an answer, press the fast forward button on your player.
To stop playback, press the stop button on your player.

To navigate to the next response, click the Next Response button.

To navigate to the previous response, click the Previous Response button.
Play and transcribe all answers in the response.

© N o o bk WD

When you finish transcribing all answers in the response, delete the response.

0 Important:
Deleting responses

When you finish transcribing a response, you must delete the response so that another
transcriber cannot retrieve this response.

Deleting a response
To delete a response

1. Select the response that you want to delete.
2. Click the Delete Response button.

Result: A message appears asking you to confirm the deletion. The system
permanently deletes the response if you confirm the deletion.

3. Click the OK button to return to the list of responses.

0 Important:
Deleting responses

When you finish transcribing a response, you must delete the response so that another
transcriber cannot retrieve this response.
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Marking a response as special

If you have problems transcribing a response, or if a response requires further attention by
another person such as the administrator, you can mark the response as special.

To mark a response as special
1. Click the Mark Special button.

Result: The status of the response changes to special, and the system goes to the
next response.

2. Click Close to return to the list of responses.
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