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Anywhere365® N Auto Attendant configuration

Anywhere365 Attendant Console for Teams

This document describes the configuration steps to add a native Teams Auto Attendants upfront
the receptionist endpoint, to combine Native Teams features with values added Attendant Console
functionalities.

This document has been validated with a single Teams Tenant with Microsoft Calling Plan.
e Play a greeting message

e Menu options
e Business Hours handling / Holidays call settings
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Configure a Teams AA using Teams Admin Center

Call flow

The new service number will be the Public Number called.
This number is assigned to the resource account linked to the Auto Attendant.

Only the option “Redirect to External Phone Number” can be used to route the call to the Service
Number assigned to the Anywhere365 Attendant Console queue number as Microsoft has set filters
that prevent third-party resources (like our calling bot endpoint queues) to be listed in the graphical
Teams Admin Center portal as a voiceApp (*)

This redirection can as well be set as “Operator” in Teams Auto Attendants configuration.

Example of an AA scenario:

Office 365

Customer Teams tenant

(Qﬂ Conversations (F2)
i Queue-SiteA@tenant com

Microsoft Teams admin center

1 1
1 1
1 1
1 1
1 1
) 1
111 Teams Native Anywhere365 '
1 1] Resource Account Queues : .
: Resource Account i e
! N D 1 B
1 - jﬁ a Transfert to ] . - -
i a Weltome Open/Chased Speech Menu External Mumber H " =
25 1 Site An Settings Recognition Optians +3110°++1111 : -V . =
e’ +31107**5550 : Queue-SiteA@tenant.com b
' 4 +3110***1111 L
1 Location NL :
: Linked to Anywhere365 bot 1 . Conversations (F2)
1 ' I
: e B i -
[ W . Transfert to ! e G .
2 Resource Account * Wekame Open/Closed Speech Menu
a5 : - -~ She A Settings Recognition Qptions VaiceApp : o e — i =
| +3110°==58581 i . " = = b
! +3110%°=2222 : &
1 CET— o
I . Location GB 1 . = se=l g =t
1 Linked to Anywhere365 bot 1 b =
1 ] & . -
1 [ b 0 o
! 1 . P— =
1 1
1 1
| e e ——————————————————— ] ¢

(*) PowerShell commands are then required to configure that option, in combination with our Attendant queues.
Cf. hereunder.
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Step 1: Create a Resource Account

Microsoft Teams Admin Center — Org-wide settings — Resource Accounts

e Choose a display name
e Choose a Username not used in your tenant
e Assign the Resource Account type to Auto Attendant

Add resource account

Display name (0
AA

Usemame o]
A @

Resource account type (5

Auta attendant
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Step 2: Assign a Virtual User License to the RA
To assign a license to the Resource Account, use Microsoft 365 admin center.
Goto

o Users — Active Users
e Search the resource account created
e InLicenses and apps, Assign a Microsoft Teams Phone Standard - Virtual User

i Microsoft 365 admin center /4 \\\\‘\\\\\mﬂf 5
= Home > Active users 1)
@ Home .
Active users AA
8 Users ~ e
Sign-in blocked
Acti : 4 it
L € Reset password (3 Unblock sign-in 2, Delete user
Recommended actions (1)
Contacts
Guest users | ] communications Credits
R, Addauser (3 Multi-factor authentication () Refresh 2, Deleteuser € Resetpassword [2 Manage product licenses Fa Manage roles  -++ Unlimited licenses available

Deleted users
[] Microsoft 365 Business Standard

A8 Teams & groups v 1 of 6 licenses available
Display name T Username. Licenses _
B 8illing ~ ["] Microsoft 365 Domestic Calling Plan (120 min)
AA qQ ARG oot Resers fhone Shandard el ier You're out of licenses. If you turn this on, we'll try to buy an additional
Purchase services license for you.

Your products Microsoft 365 Domestic and International Calling Plan

You're out of licenses. If you turn this on, we'll try to buy an additional

icense for you.

Licenses

Bills & t:
i || Microsoft Teams Exploratory
Billing accounts 62 of 100 licenses available

Payment methods. || Microsoft Teams Phone Standard
You're

of licenses. If you turn this on, we'l try to buy an additional
icense for you

Billing notifications

&P setwp Microsoft Teams Phone Standard - Virtual User
S of 16 licenses available
- showall [] Power B (free)

Unlimited licenses available

R
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Step 3: Create the Auto Attendant

Microsoft Teams admin center — Voice — Auto Attendants

General Info

Click on Add

Choose a Name

Leave the Operator Empty

Select the correct time zone

Select the language used

Active or not Voice Inputs for advance menu options

Microsoft Teams admin center

Auto attendants \ Add auto attendant

Welcome to Belipco Amsterdam

General info

Operator (optional)

This lets you set up a person in your organization to answer calls when a caller wants to talk to another person.
You can also link this auto attendant to another auto attendant or call queue.

Time zone

Setting the time zone will let calls be answered during the correct business and non-business hours.

[UTC+01:00) Amsterdam, Berl...

Language

This lets you set the language that will be used. The language set here will tell the system what language to use
when reading prompts, greetings, and dial keys.

English (United States) e

Enable voice inputs

[ ] Off
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Call Flow

e Choose a greeting message (upload it, or use text to speech)
e Choose the routing option redirect call to the external phone number or a voiceApp to the
Attendant Console bot service account (queue number) you want the call to be distributed

Microsoft Teams admin center

Auto attendants \ Edit auto attendant

>

Call flow

~/ General info

] You will first need to record or type the welcome greeting for callers to hear, then after the greeting is played, decide on where
 Call flow you want calls to be sent. These greetings here will be available during business hours, but you can change the greeting and
A where calls are sent after hours in Advanced settings, Learn more
v
@
- First play a greeting message
&0 + Call flow for after

e O No greeting
© Play an audio file

+ Call flows during

|

holidays
welcomeac365.wav X
B  Dial scope
= Audio file format in MP3, WAV, or WMA. File less than 5 MB.
+* Resource
il accounts () Type in a greeting message
i
Then route the call

O Disconnect

@ Redirect call ©
4] Redirect to (0 6}

External phone number v = +3110x00mx

() Play menu options

Microsoft Teams admin center

Sl futo stiendants \ Edit suto attendant

o) @ Piay menu options

' Genenal info )
o8 Set up the greeting and menu options.
8 < Call flow

") Playan o file

- 3y an audio file
@ @ Type in s grexting messige @
8 =
s /' Cali fiow for after fo reach our sales department, please press 1, or say operator to be redirected to our company switchboard

hours
= /' Call flows during
E] hobdays Set menu options
® ' Dial scope
e ' Resource
accounts
|
De pp
al
& Sales External pho
= Operator
@
Directory search
) None
@ Dial by name

O Dial by extension

Example of menu options
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Set business hours and after-hours policy

¢ Define the opening hours for each day
e Define the out of business hours policy

Microsoft Teams admin center

Auto attendants ', Add auto attendant

~ .
() Set business hours
v General info
555 By default, business hours are set to 24/7, Monday through Sunday. If you set custom business hours, all hours that aren't
" Call flow included in business hours are considered after business hours.
&
_ w
%)
Clear all hours
o
<0 Call flow for after
hours Start at End at
5
- Call fiows during Sunday 12:00 AM v 1200 AM v |+ Add new time
E] holidays
® S Monday 12:00 AM v 1200 AM v |+ Add new time
e Resource accounts Tuesday 12:00 AM s 12:00 AM ~ | + Add new time
ednesday 12:00 AM v || 12:00 AM ~ |+ Add new time
R
i
Thursday 12:00 AM N 12:00 AM . + Add new time
755
Bl
= Friday 12:00 AM v || 12:00 AM v |+ Add new time
(2} Saturday 12:00 AM v | 1200 AM v |+ Add new time

Set up after hours call flow

If you have business hours set up, you will need to also set up what to do with the call when it’s answered during after hours.

First play a greeting message
O Mo greeting

(O Play an audio file

O Type in a greeting message

Then route the call
@ Disconnect
(O Redirect call O

O Play menu options
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Holiday call settings

e You can add specific holidays with greeting message and actions

Microsoft Teams admin center

Auto attendants \ Edit auto attendant

Q) Holiday call settings

~/ General info

203 Setting up holidays for your organization isn't required but if you want to answer calls for several days or weeks when your
« Call flow business is closed, you can set up a new holiday to play greetings and messages for the dates you want and set up how to
&. redirect calls to the correct place. For example, you can add holidays for "Christmas” with the dates of 12/24/2020 and
ot 12/25/2020 or "New Years Day" for the 1/1/2020. Learn more
&
ol
c0 ~ Call flow for after + Add
hours
= " Call flows during ~ Name Dates Greeting Actions
tJ holidays
@ Christmas 12/25/2021 - 12/26/2021 Audio file Disconnect
~ Dial scope
e ~ Resource
EI accounts

B
=y

@

&85
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Find people

e Setup the Dial by name if needed

Microsoft Teams admin center

Auto attendants | Add auto attendant

Find People

~ General info

255 You can set up the users or groups that will be listed and available in your organization's directory when a caller dials into this
v Call flow auto attendant. When callers use Dial by name and search for a person by their name using their voice or keypad, they will be
é-. then transferred to the user that have the Teams app installed. Learn more
\/
@
" Include
] + Call flow for after . . ) ) .
hours Here you can select which users will be included and available in your organization's directory. ()

© All online users
~" Call flows during

lEJ holidays O Custom user group
% Dial scope
Exclude
< Resource
accounts You can select which users or groups that you want to be explicitly excluded from the organization's directory. (0

© None

O Custom user group

=4
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Step 4: Assign the Service Phone number to the RA

Assign the Toll/Toll-Free Phone number to the resource account via:

e Microsoft Teams Admin Center — Org-wide settings — Resource Account
e Click on Assign/Unassign

e Select Online

e Choose the number to assign

Assign/unassign

@ To see a service number listed here. buy
3 Phone System or get a Phone System -
Virtual user license and make sure it's
ot assigned to any other voke services.
Learn more

Phone number type
Online
Assigned phone number

431108

Assigned to
Select an auto attendant

Welcome Receptionist for Teams
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Redirect the caller to an A365 Attendant Queue

When configuring a Teams Auto Attendant, after user input for instance, you may want to redirect
the call to a specific Attendant Console queue.

This can be done graphically or via PowerShell commands (cf. annexe) ok

Person in organization

From Teams Admin Center -Auto attendants Menu, Edit your Auto-Attendant. Voice app
Search for a resource
In your flow configuration, Select your Redirect to method: account for an auto
attendant or call queue

- Voice App or

Voicemail

- External phone number: Setvch for & Microsolt 363

group

External phone
number
Enter the external phone

number

Announcement

Play an audo file

Announcement

Type in 3 message

In the Destination Field, search for your Anywhere365 Resource Account previously create and
assign it.

Here is an example after a menu input showing different redirection methods:

Microsoft Teams admin center

]Il. /O Search - Preview
L[ )
Auto attendants \ Edit auto attendant: Anywhere365 EMEA AutoAttendant (+31 20w==wx 35)

A attendantconsale-
X

onmicrosoftmenu.wav

2

v General info

o
e
To

Accepted file formats are MP3, WAV, and WMA, Files must be less than 3 MB.

" Call flow

o
do

(O) Add a greeting message &
~" Advanced settings

Eyrme] Set menu options ()
EB ~" Call flow for after
hours + Assign a dial key
~" Call flows during Dial key Voice command Redirect to Destination
a holidays
v Ope v +3120%awan 3]
s ' Dial scope 0 Operator Qperator e 20 X
@ ~" Resource A on 5
EMEA Anywhere365 Sales & Bu...
accounts T sales Voice app e anywhere365salesbusiness @attenda...
2w Head Office External pho... +3120%%x %31

Directory search
-.:::.- None
'Q' Dial by name

() Dial by extension
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Annexe

Configure Teams AA using PowerShell Commands

Here are some PowerShell commands example to create and configure a Teams Auto-Attendant.

Modify an existing Teams Auto Attendant using PowerShell

Collect the following information, i.e., Auto-Attendant Id and Anywhere365 queue resource account
Id to forward the call to.

Resource PowerShell Command Information
Anywhere365 Attendant Queue (a365queue in the example) Get-CSonlineApplicationinstance | fl Objectld
Existing Teams Auto Attendant (a365 in the example) Get-CsAutoAttendant Identity
Resource Account associated with Auto-attendant Get-CSonlineApplicationinstance | fl Objectld

In this example, we will modify an existing Auto-Attendant “A365" with:

e Play a welcome message
e Play a Menu
o Option 1 redirects to an Anywhere365 resource queue as a VoiceApp

31 Microsoft Teams admin center

@#  Conversations (F2)
Auto attendants A3 5] R A365Queus@tenant com
. [
Teams Native Anywhere365 — P
Resource Account Menu Queue . e e =:.__ ~
Options Resource Account e n = e
V. 4 AAL Resaurce 1 e e - L
b Account Eaes o e
] InsteA@iennicom | swsione Transter o vaicengp st et com ey —TTE
L ~3110°=-3358 Shehr  Sew - A365Queue@tenant com aioeeetiy I e = .
+3110*++9999 - ot -
e i — -
L] - . —
® f—
° e

The main command is to set the redirect endpoint to our resource account created for the queue.

ScallableEntity = New-CsAutoAttendantCallableEntity -Identity <replace with Anywhere365 Queue ID> -Type
ApplicationEndpoint

You can for instance create a menu for the AutoAttendant. Multiple options are available, text to
speech, using an audio file, create menu options...
Please refer to Microsoft website for PowerShell commands options.

In the following example, option 1 redirect to anywhere Attendant Queue using a Voiceapp:

SmenuOption = -Action TransferCallToTarget -DtmfResponse Tone1 -CallTarget ScallableEntity
SmenuPrompt -TextToSpeechPrompt "To reach our sales department, please press 1, or say operator
to be redirected to our company switchboard"

Smenu = -Name "Default Menu" -MenuOptions @($menuOption) -Prompts @(SmenuPrompt)

Sgreeting = -TextToSpeechPrompt "Welcome to Anywhere365 Attendant Console"

ScallFlow = -Name "Default Call Flow" -Menu Smenu -Greetings Sgreeting

SautoAttendant = -ldentity <Replace with ObjectID of the AutoAttendant>
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Assign that call flow to your AutoAttendant:
SautoAttendant.DefaultCallFlow = ScallFlow

Apply the configuration:
-Instance SautoAttendant

16

You can verify the application in Teams Admin Center Voice — AutoAttendant Menu and modify the

configuration if needed.

Result:

EX Administrator: Windows PowerShell

lableEntity ab@1aaBd- £35b ApplicationEndpoint
TransferCallToTarget Tonel 11abl i

@(%r tio @
rompt
11Flow
lant cbdd876e-
.DefaultCallFlow
utoAttendant %

Microsoft Teams admin center

= suto attendants 4, Bt auto athenciaert
-~
) Call flow
v Genersl info
i o eed to reco type the welcome greeting for callers to hear, then after the greeting is play

5 h available during business hours, but you can chal

« Call Migw
where calls are sent after hour

2 &

First play a greeting message

o
(=0

* Call fow far afes

hours

Mo greeting
P Play an audio file
Call flows during

holidays © Tyoein 2 gresting message

" Dial scope Welcorme to Arywhers3635 Atterdant Corgale

6§ B O @

Resource accounts

=]

i Then route the call
b} () Disconnect
= () Redirect ca

ﬂ Flay menu options
5]

To reach pur sales depar

S8t menu options

he gresting and

ent, please press 1, or say operator to be redirected to our company switchboard
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Create a new Teams Auto-Attendant using PowerShell

The Creation of a Teams Auto-Attendant that will:

- Play a welcome message
- Direct redirection to an Anywhere365 resource queue as a VoiceApp
- Opening Hours are 09:00 to 17:30

Microsoft Teams admin center

(@l conversations (F2)

- A3E50Ueue@tenant.com
I ] [ T
P i i A it i S
Teams Native | Anywhere365 | 11— e L
| Resource Account ! Queue | == e -
| | Resource Account | . - o s
V. 4 Aat Resourcs | ! = CEE
b ! Account ESIEES Transfer tovoiceApp ! ! » [ ST
H i I"at::linf::;;:om P o] pEEstuELESEnant com A365Queue@tenant com | — ==
o I i . . | [+3110%**1111) | [ = P
. | | P =
- e 4 seeeefeed e il = s =
! | b — |
L | a— = .
® [ -
) ; S

Collect the following information, i.e., Anywhere365 queue resource account Id

Resource Powershell Command Information
Anywhere365 Attendant Queue (A365Queue in the example) Get-CSonlineApplicationinstance | fl Objectld

Use the following command to configure Teams AA options:

SoperatorEntity = -Identity <Replace with Anywhere365 Endpoint ObjectID> -Type ApplicationEndpoint
SafterHoursGreetingPrompt = -TextToSpeechPrompt "Welcome to Anywhere365! However, you have reached us outside of
our business hours. Please call us back Monday to Friday, between 9 A.M. and 5:30 P.M. Goodbye!"

SautomaticMenuOption = -Action Disconnect -DtmfResponse Automatic

SafterHoursMenu = -Name "After Hours menu" -MenuOptions @(SautomaticMenuOption)

SafterHoursCallFlow = -Name "After Hours call flow" -Greetings @(SafterHoursGreetingPrompt) -Menu SafterHoursMenu
Stimerange1 = -Start 09:00 -end 17:30

SafterHoursSchedule = -Name "After Hours Schedule" -WeeklyRecurrentSchedule -MondayHours @(Stimerange1) -TuesdayHours
@(Stimerange1) -WednesdayHours @(Stimerange1) -ThursdayHours @(Stimerange1) -FridayHours @(Stimerange1) -Complement
SafterHoursCallHandlingAssociation = -Type AfterHours -Scheduleld SafterHoursSchedule.ld -CallFlowld
SafterHoursCallFlow.Id

ScallableEntity = -ldentity <Replace with Anywhere365 Endpoint ObjectID> -Type ApplicationEndpoint
SGreetingPrompt = -TextToSpeechPrompt "Welcome to Anywhere365!"

SMenuPrompt = -TextToSpeechPrompt "To reach your party by name, enter it now, followed by the pound sign."
SmenuOption = -DtmfResponse Automatic -Action TransferCallToTarget -CallTarget ScallableEntity

SMenu = -Name "Default menu" -EnableDialByName -MenuOptions @($SmenuOption)

SdefaultCallFlow = -Name "Default call flow" -Greetings @($GreetingPrompt) -Menu $Menu

Apply and Create the Teams AutoAttendant:

-Name "A365 AA" -DefaultCallFlow SdefaultCallFlow -Operator SoperatorEntity -CallFlows
@(SafterHoursCallFlow) -CallHandlingAssociations @(SafterHoursCallHandlingAssociation) -EnableVoiceResponse -
Languageld "en-US" -TimeZoneld "W. Europe Standard Time"
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Result:

redule. Id
nt

pplicationEndpoint

Microsoft Teams ad

Auto attendants \ Edit auto attendant

Call flow

You will first need to record or type the welcome greeting for callers to hear, then after the greeting is played, decide on
 call flow where you want calls to be sent. The_se greetings here will be available during business hours, but you can change the greeting
and where calls are sent after hours in Advanced settings. Learn more

v General info

E 2

~" Advanced settings
(optional)
First play a greeting message

B & &

~ Call flow for after — )
hours (_) Mo greeting

(3

(") Play an audio file ()
+ Call flows during
holidays @ Add a greeting message (3)

pm|

+* Dial scope Welcome to PeterConnects with Anywhere365!

~" Resource
accounts
Then route the call
() Disconnect

@ Redirect call &

Redirect to (1)

ica 2 v = test22
Voice 2pp - ° test22@att.onmicrosoft.com X

() Play menu options
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The final necessary steps are:

create a resource account to dial into that new Auto Attendant (step1 page 6)
assign a virtual license to it (step2 page 7)

validate the virtual user location to match the phone number location you will assign
assign an on-premise or online phone number either

o using Teams Admin Center — Resource Account — Assign/Unassign

o orvia PowerShell commands (Set-CsOnlineApplicationInstance -onpremphonenumber if
Direct Routing or Set-CsOnlineVoiceApplicationinstance -telephonenumber if MS Calling
Plan)

link the resource account to the Teams Auto Attendant

Add accounts

Search for resource accounts you want to add,

A365 P

Accounts to add (1)

o A365-AutoAttendant
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Change the Phone Number presented when dialing-out

Using Teams AutoAttendant upfront may require change/anonymizing the number presented when
dialing out from the Attendant Console, and use the Outbound Phone number set in Attendant
Console preferences for example.

Teams “CallingID policy” can be used to replace the caller ID for PSTN calls.

https://docs.microsoft.com/en-us/microsoftteams/caller-id-
policies#:~:text=Create%20a%20custom%20caller%20I1D%20policy%201%20In,calls%20from%20being%20displayed.%20...
%205%20Click%20Save

Create a CallingID Policy on Teams

Microsoft Teams admin center

Dashboard Caller ID policies \ Add

Teams

A Devices AutoAttendant-CallerID-Set

A Locations
g “ Usage of Teams AA phonenumber for Attendant Console PSTN out calls

) Users

Meetings
& ®

Block incoming caller ID Off
=] Messaging policies
Override the caller ID policy Q On
Teams apps
Replace the caller ID with Service number
Voice BT
Replace the caller 1D with this service number +3110 500

Phone numbers

Emergency policies

e I

Dial plans

Direct Routing

Voice routing policies
Call queues

Auto attendants

Call park policies
Calling policies

Caller ID policies


https://docs.microsoft.com/en-us/microsoftteams/caller-id-policies#:~:text=Create%20a%20custom%20caller%20ID%20policy%201%20In,calls%20from%20being%20displayed.%20...%205%20Click%20Save
https://docs.microsoft.com/en-us/microsoftteams/caller-id-policies#:~:text=Create%20a%20custom%20caller%20ID%20policy%201%20In,calls%20from%20being%20displayed.%20...%205%20Click%20Save
https://docs.microsoft.com/en-us/microsoftteams/caller-id-policies#:~:text=Create%20a%20custom%20caller%20ID%20policy%201%20In,calls%20from%20being%20displayed.%20...%205%20Click%20Save
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Assign it to the Bot Endpoint

The latest AZURE AD and Teams Powershell modules must be installed.

List the Calling Policy created

Autoattendant-CallerID-5Set
Identity : Tag: ! tendant-CallerID-Set
Descriptio : Use Teams AA Caller ID for outbound calls
Enablels -
ServiceNMumbe
CallingIDsubstitute :
BlockIncomingPstnCallerID :
ResourceAccount -

CompanyName

outboundqueue@pcadev.net

iunspaceld

DbjectId

enantId

JserPrincipalName

tpplicationId

isplayName : [Production] Outbound
‘honelNumber

Apply the Policy:
ineldentity

Grant-CsCallinglineldentity at command pipeline position 1

¢ wvalues for the following parameters:
ame: AutoAttendant-CallerId-5et
ipts:

When dialing out via PSTN from Anywhere365 Attendant Console, the phone number will be
“+31.....4500" instead of “+31...4502"



Anywhere365®-

O

Anywhere365 Dialogue Cloud

Anywhere365 Dialogue Cloud delivers the
reliability and security modern omni-channel
contact centers demand while allowing you
the flexibility to easily integrate your back-
office systems and the latest technologies
into your agents’ workflows.

-0
of

Smart routing

Omnichannel dialogue routing allows routing
calls based on CLID, Bots, skills, geography,
IVR prompts, CRM data, IOT devices, etc.

=)

Chat- and Voicebots

Self-learning Azure Al Bots handle routine
voice and chat interactions leaving the
complex dialogues for live agents.

(=]

IVR - ICR (Integrated Chat Response)

Create menus and route calls/chats based on
customer input in a flexible and easy to
manage menu. Azure Cognitive Services
provide real-time language detection for
speech in 11 languages and chat translation
in 60 different languages.

Auto Attendant configuration
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Business Applications

In addition to supporting Microsoft Skype for
Business and Teams clients, Anywhere365
turns Dynamics 365, Salesforce and
ServiceNow into powerful communications
tools for both contact center agents and
regular business users alike.

&

Integrations

The Anywhere365 platform integrates with
Microsoft Flow, PowerApps, Azure Cognitive
Services and over 30 other CRM and ERP
solutions.

O
Reporting and Dialogue Intelligence

Historical reporting and real-time monitoring
of contact center KPI's. Microsoft Power B
tools provide deep-dive actionable
intelligence.

More resources
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Golive!

The GolLive! site https://golive.anywhere365.i0/
Explains in detail all aspects of installing, customizing,
maintaining or using the software.

Anywhere365 website

https://anywhere365.i0/

Social media

Follow us on
L
IN LinkedIN

, Twitter

Watch our product demo’s on

B YouTube
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https://www.linkedin.com/company/workstreampeople
https://twitter.com/ANYWHERE365
https://www.youtube.com/user/ANYWHERE365
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