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Auto Attendant Set Up & Operation Guide 

Overview 

The SCS 4.0 system includes a system wide auto-attendant facility that answers a 
companyôs incoming calls with a default pre-recorded greeting or a companyôs own 
custom recorded greeting.  
 
The default SCS auto attendant destination is the Operator, accessed by dialing 
100. 
 
A maximum of 100 auto attendants can be configured on the SCS system. 
 
Other features of the Auto Attendant include: 

¶ a dial by name feature 

¶ automated transfer to a local extension 

¶ transferring the call to an operator 

¶ or retrieval of voicemail messages 
 
Multiple auto-attendants can be created for specific customer scenarios by using 
the Web based SCS configuration interface.  
 
When the caller dials the Auto-Attendant, they will be presented with the following 
Auto-Attendant announcement: 
 
ñYour call has been answered by an automated communications system. If you 
know your partyôs extension you may dial it at any time. 
 To dial by name press 9 
 To reach the operator press 0 
 To retrieve voicemail press #ò 
 
An SCS user can also configure a Personal Attendant that will direct calls to 
destinations relevant to their own extension. For example, in the userôs absence 
their personal attendant can offer an options menu to destinations such as other 
SCS users or voicemail. Please refer to the Attendant section of the SCS 4.0 End 
User Task Base Guide, for Personal Attendant configuration details. 
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Required Information 

The following questions should be considered for the successful installation and 
configuration of the Auto Attendant facility on the SCS system: 
 

¶ Will the default operator extension 100 be used or will this be changed 
within the default Auto Attendant Dial Plan? 

 

¶ Will the default prompts for the Auto Attendant be used or will custom 
prompts be required? 

 

¶ Will a Working Time Attendant be configured? If so what working hours will 
be required for the Auto Attendant Dial Plan rule to be used? 

 

¶ What prompts will play when the office is closed ñAfter Hoursò 
 

¶ Will the Dial by Name facility be used? If so the user or groups to which the 
users belong, will require attendant directory permissions. This will allow the 
userôs names to be available to the dial by name directory. (Please refer to 
the SCS 4.0 Configuring User Profiles Task Based Guide for details of how 
to assign attendant directory permissions to users). 

 

¶ Will a Holiday Attendant be required? 
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Flow Chart 

 

No Yes 

Will any custom auto 
attendant greetings be 

required? No 

Will a holiday attendant be 
required? 

Will a Special Attendant be 
required? 

Yes 

Record your custom auto 
attendant greetings. Refer to 
the Recording Auto Attendant 

Greetings section of this guide. 

Assign greetings to the auto 
attendant. Refer to the 
Assigning the Greeting to the 
Auto Attendant section of this 
guide. 
 

Configure the Auto Attendant Dial Plan. Refer to the 
Default Auto Attendant Dial Plan section of this guide. 
. 

Yes No 

Configure the Holiday Attendant as required. Refer to the 
Holiday Attendant section of this guide. 
 

Configure the Special Attendant. 
Refer to the Special Attendants 
section of this guide. 
 

Configure incoming call access. Refer 
to the Examples of Incoming Call 
Scenarios section of this guide. 
 

Assign User Permissions to 
record Auto Attendant prompts. 
Refer to the Recording 
Custom Auto Attendant 

Greetings section of this guide. 

Configure an Alias if required. Refer to the Auto 
Attendant Extension section of this guide. 
 

Choose the default Auto Attendant to be utilised. Refer 
to the Auto Attendant Extension section of this guide. 
 

Assign working hours for each day to the Auto Attendant. 
Refer to the Working Time Attendant section of this 
guide. 
 

Once the final configuration changes have been made, 
restart the affected services. Refer to the Activating 
the Dial Plan section of this guide. 
 

Configure any Custom Auto Attendant and associated 
prompts as required. Refer to the Creating Custom 
Auto Attendants section of this guide. 
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Accessing the SCS Programming Interface. 

Web Browser requirements for accessing the SCS system 

Avaya recommends the following browsers for accessing the GUI of the SCS:  
 
Å Mozilla Firefox 3.5 or later  
Å Internet Explorer version 7.0 or later  
 
In order to configure the Software Communications System you will need to login 
to the system with an account that has administrative privileges. 
 
Please refer to the SCS 4.0 Configuring User Profiles Task Based Guide for 
details of how to create users and assign them administrative privileges. 
 
The following procedure describes how to access the SCS web browser 
administration utility: 
 

1. Open your web browser and enter the IP address or FQDN (Fully Qualified 
Domain Name) of the SCS system in the address bar. Then press enter. 

 

 
 

2. Depending on your browser settings, you may receive a warning concerning 
the siteôs security certificate. Approve the certificate by clicking on OK (or 
Yes, depending on which browser you are using) to continue browsing to 

the SCS administrator portal. 
 

3. If you are using Mozilla Firefox 3.6, an exception will have to be added to a 
security certificate exception. Click on the I Understand the Risks link. 
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4. Click on Add Exception. 
 

 
 

5. Click Get Certificate. This is a default certificate installed by the system at 
the point of installation to ensure security. To avoid exception messages in 
the future you can install a trusted certificate from within the browser ï open 
the System menu and select Web Certificates. 
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6. Now click Confirm Security Exception. 
 

 
 

7. You will be presented with the initial login screen. Enter the user id 
superadmin and the password (PIN) previously defined by the 
administrator. Then click the Login button. 

 

 
 

 



            Auto Attendant Setup & Operation 

NN40010-513 Issue 1.3 SCS 4.0  11 

Note: For details of how to configure Users for the SCS please refer to the SCS  
4.0 Configuring User Profiles Task Based Guide.  

 
8. You will be presented with the SCS Interface. 
 

 

Recording Auto Attendant Greetings 

The SCS Auto-Attendant facility provides default pre-recorded prompts that play to 
callers. The administrator can decide whether a prompt provides information only, 
or presents a menu from which a caller can select options using the phone's key 
pad.  
 
The standard prompts that play to callers include: 
 
The System Greeting: "Your call has been answered by an automated 

communications systemò 
  
The Initial Auto Attendant prompt: "If you know your party's extension, you may 
dial it at any time. To dial by name, press 9. To reach the operator, press 0. To 
retrieve voicemail press #ò 
 

Note: Please refer to the SCS 4.0 Configuring User Profiles Task Based Guide for 

details of how to assign users, attendant directory permissions. This will allow the 
userôs names to be available to the dial by name directory. 

Recording a Custom Auto Attendant Greeting 

To default System Greeting(s) can be changed by recording a new set of greetings 
and specifying which greeting the auto-attendant will play.  
 
You can record the following system-wide greetings:  
 

¶ Standard system greeting  

¶ After hours greeting  

¶ Special occasion greeting  
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These greetings can be re-recorded by SCS users who have been assigned the 
ñRecord System Promptsò permission. To define a user with such a permission: 

 
1. From the main administrative SCS interface select the Users link followed 

by the link of the user to which the permission will be applied. In this 
example user ó200ô Paul Edwards has been selected. 

 

 
 
2. You will be presented with the User Settings screen. Click the Permissions 

link. 
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3. From the Permissions screen, ensure the Record System Prompts check 
box is selected. 

 

 
 
4. Also, ensure that the Voicemail check box is selected for the user. 
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5. Click the Apply button followed by OK button to confirm the changes made. 
 

 
 

6. You will be presented with the Users screen. 
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If required, the default system greeting and initial prompts can now be reï
recorded. By default the greeting will be played as follows:  
 
"You have been answered by an automated communications system. If you know 
your party's extension, you may dial it at any time. To dial by name, press 9. To 
reach the operator, press 0. To retrieve voicemail press #ò 
 
To record the message by phone, the user should login into their voicemail box 
from their handset: 
 

1. Dial the voicemail extension number, by default 101. 
 
2. Enter the PIN to login to the voicemail box. And press # 
 
3. You will hear the main voicemail menu for that user. 

 
4. Press 7 to access system administration option menu. 

 
5. Press 1 to manage the auto attendant prompt and record the greeting. 

 
6.  Press 1 to record the auto attendant prompt. 

 
7. After the tone record the prompt followed by the # key. You will then be 

prompted as follows 
 

a. To listen to the recording press 1 
 

b. To use this recording press 2 
 

c. To delete the recording and try again press 3 
 

d. To cancel press * 
 

e. Once you are happy with the recording log out of the voicemail box. 
 
The recorded greeting now has to be assigned to the Auto Attendant. 
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Assigning the Greeting to the Auto Attendant. 

To assign the greeting to the required Auto Attendant: 
 

1. From the main administrative interface click the Features link followed 
by Auto Attendants. 

 

 
 

2. You will be presented with the Auto Attendants screen.  
 

 
 

There are two default attendants available Operator and After Hours. The 
default attendant specified in the Auto Attendant Dial Plan is Operator and 
this will play and be active during business open hours. The After Hours 
attendant will be used during the hours when the business is closed. For 
details of how to configure your business hours for an attendant, please 
refer to the Working Time Attendant section of this guide. 

 
3. Select the link for the Auto Attendant to which the greeting will apply. In 

this example the Operator has been selected. 
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4. The Auto Attendant settings will be displayed. Click the drop down list 
to select the recorded greeting. 

 

 
 
5. In this example, the user has recorded a single auto attendant greeting 

that is available for selection. 
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6. You can also record prompts via a PC and upload them to the SCS. 
Select the Choose file / Browse button and browse to the required file. 

 

 
 

Note: Any .wav files recorded must be 8khz / 16 bit PCM samples, signed, 

little-endian, 1 channel (mono), .wav header (implied 128kbps) 

 
7. Click the Apply button, the greeting will become available for selection. 
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8. Once the greeting has been selected click the Apply button followed by 
the OK button. 

 

 
 

Note: If the SCS system has been installed with Localization Packages and 

for example the applied language has been set to French, when a user dials 
100 they will still be presented with the Auto Attendant prompts in an 
American voice.  This is design intent as the customer themselves may wish 
to change their default prompts to those that include their company details. 
For example, ñThank you for calling company ABC Ltd. If you know your 
party's extension, you may dial it at any time. To dial by name, press 9. To 
reach the operator, press 0. To retrieve voicemail press #ò 
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The Default Auto Attendant Dial Plan 

The default auto-attendant dial plan is available once the system has been initially 
installed. The default attendant within this plan is called Operator and is accessed 
by dialing 100. These default settings can be changed if required. To change these 
settings the Auto Attendant Dial Plan needs to be selected and edited. 

 
From the main SCS interface: 
 

1. Click the System heading followed by Dial Plans. 

 

 
 

2. You will then be presented with the Dial Plans Interface. 

 

 
 
 
 
 
 


