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Introduction

Kingston OpenTALK Voice Mail System

Welcome to the Kingston OpenTALK Voice Mail system.  This guide provides full information on how to set up your Mailbox, send and retrieve messages and configure the system to meet your personal needs.

What is Voice Mail?

In its simplest form many people view Voice Mail in a similar way to an Answering Machine.  However, as you will quickly discover through reading this guide, if used correctly, Voice Mail can offer an extensive range of powerful features, which will improve communication for both yourself and your callers.  A simple Answering Machine is far removed from the facilities now available from your telephone!

Voice Mail Etiquette

Although modern Voice Mail systems can dramatically improve communications, we have all experienced the frustrations of listening to meaningless greetings and of leaving messages that are never returned.  For Voice Mail to work successfully within your company it is important that all users of the system adopt a few basic rules of Voice Mail etiquette:

1. Do include your name and a date stamp in your greeting, “Hello, you are connected to the mailbox of John Green on Monday, the first of June (the week commencing the first of June)…”  This alone will give callers the confidence that you access your mailbox regularly.

2. Do change your mailbox greeting regularly, ideally daily, stating why you are unable to speak to the caller personally and when you expect to return their call.  “I am in the office today, but in meetings throughout the day.  However, I will be alerted to my messages at regular intervals and will endeavour to return your call by 5pm”.
3. Ask callers to leave a detailed message that you can action, rather than simply their name and number. 

Although the greeting;

“Hello, you are through to the mailbox of John Green on Monday, the first of June.  I am in the office today, but in meetings throughout the day.  However, I will be alerted to my messages at regular intervals.  Please leave a detailed message after the tone and I will endeavour to return your call by 5pm.”

may seem long, it will only take 15-20 seconds to record and will encourage your callers to leave meaningful messages, rather than a greeting such as

“I’m sorry that I cannot take your call at the present time.  Please leave a message and I will call you back.”

This will only encourage callers to put the phone down.
Getting Started

Before you can start using the Voice Mail system you will need to set up your Mailbox.  The following instructions describe how to access your Mailbox for the first time, set a security PIN and record your user name and greeting. Firstly, you will need your mailbox number and PIN (password). You should get these from your System Administrator. Your mailbox ID will normally be the same as your extension number.

Access The System

Dial the Voice Mail system using the number given to you by the System Administrator (extension 3000). The system will greet you with “Welcome to the Voice Mail service…”

Enter Your Mailbox Number

If you are calling from your own extension, you will be asked for your PIN. If you are the owner of this extension, then you should enter this. However, if you are calling from someone else’s extension, then you should enter #, which will cause the system to ask you for your Mailbox number, followed by your PIN. If the line you are using is not a mailbox registered extension, or, you are calling from outside your telephone system, then you will be asked immediately for your mailbox ID, again followed by your PIN.

Now you are into the mailbox system for the first time

Change Your PIN

For security reasons you must change your PIN as soon as you access your Mailbox for the first time. The new PIN should be at least 4 digits long but can be up to 15 digits long.  Beware of using obvious sequences, e.g. 123456 or patterns on the keypad.  Should you forget your PIN at any time, please call the System Administrator (extension 3001), who will be able to reset it for you. 

1. After entering your temporary PIN, you will be informed that you must change your PIN.

2. Enter your new PIN.

3. You will need to enter your new PIN again as confirmation.  Remember to follow with the # key.

Record Your Name

You will next be prompted to record your name.  This information is used to identify you to other users of the Voice Mail system.  

1.  After setting your new PIN, you will be prompted to record your name.

2.  Speak your name (first name, followed by surname), when you have finished recording press the * key.

Record a permanent Personal Greeting

You will next be prompted to record your personal greeting.  This greeting is heard by callers to your Mailbox.

1. After recording your name, you will be prompted to record your personal greeting.

2. Speak your required greeting, when you have finished recording press the * key.

An alternative, temporary daily greeting facility is available within the system.  The temporary greeting will replace your standard greeting for the current day only and will be automatically deleted at midnight.  For instructions on how to set a temporary greeting, see page 11 of this Guide.

Logout from the System
Replace the receiver when you have completed all of the above actions.  You have now set up your mailbox to receive calls.

Diverting Calls to Your Mailbox

Before you can receive calls into your Mailbox your telephone extension must be programmed with the appropriate commands.

Depending on your telephone system you can program all calls to be diverted on a temporary basis, for example, whilst you are in a meeting.  Alternatively, calls can be diverted to your Mailbox when your line is either busy or if you do not answer it.

Please contact your System Administrator (extension 3001) for details on how to set this up.

There are a variety of means by which you can be alerted to new messages in your Mailbox.  This subject is covered in detail on Page 12 of this Guide.

Options for Your Callers

Having listened to your personal greeting, depending how your system has been set up, callers to your Mailbox will hear one of the following:

· The beep tone which is the start of recording signal;

· A spoken announcement which says record after the tone;

· An announcement giving them the option to either leave a message, try another extension number, or request assistance.  Callers requesting assistance will be transferred to the operator, or alternatively, you may arrange for callers who select this assistance option to be transferred to another pre-designated extension, for example a Secretary, rather than the operator.  Please contact your System Administrator (ext 3001) who will arrange this for you.

If you are uncertain as to which of these options apply to your system, check with your system administrator (ext 3001).
Using Your Mailbox

Accessing Your Mailbox

To access your Mailbox - i.e. to listen to incoming messages, to send messages to other Mailbox users or to change your Mailbox facilities.

1. Dial the Voice Mail system access number (extension 3000 internally or 01865 483000 externally).
2. When the system answers, if you are on your own extension, enter your PIN only. When calling from another extension press # followed by your extension number and then your PIN.
Having successfully logged into the system you can:

Play your messages 



Press 1
see below

Send a message to other Mailbox users

Press 2
see page 9

Configure your mailbox facilities (greeting, etc)

Press 7
see page 11

Playing Your Messages

The Voice Mail system has 4 message types and 3 levels of message status.

Message Types
New Messages - These are messages that have been left in your Mailbox, but not yet listened to.  New messages will be kept in your Mailbox until they have been read at which point they become ‘old’.

Old Messages - These are messages that have been listened to at least once.  Old messages will be automatically deleted by the system a number of days after being read.  The number of days can be set by the System Administrator and is a system wide setting.

Saved Messages - A message may be Saved for retrieval at a later date.  Once a message is marked as Saved it will be retained by the system until you instruct it to delete them.

Deleted Messages - A message may also be marked for deletion once it has been listened to, these messages will be deleted by the system at the end of the current day.

Message Status

Depending on the way your system has been set up, callers may be able to mark messages as Urgent, Private or Normal Delivery.  If no selection is made messages are sent as Normal Delivery.

Urgent Messages - These messages will be played first.

Private Messages - Messages marked Private cannot be forwarded on to any other Voice Mail users.  Private Messages are played after Urgent messages.

Normal Delivery Messages - These messages are played after all Urgent and Private messages have been listened to.

To Listen to Your Messages




Press 1

All new messages are played first, starting with the oldest Urgent message (see page 6).  The system will then play any Old messages, followed by any Saved messages.

Whilst each message is playing you may:

Decrease volume




Press 
1

Increase volume




Press 
3
Rewind 5 seconds



Press 
4
Pause/resume playing



Press 
5
Fast forward 5 seconds



Press 
6
Decrease playback speed



Press 
7
Replay message from start


Press 
8
Increase playback speed



Press 
9
Reset volume & speed to normal


Press 
0
End Message Play



Press 
*
Either during listening to, or after the message has been played, you may perform a number of actions on the message by pressing *, however, the next message (3) or previous message (1) keys are available when a message has been played.

Actioning Messages

Deleting, Saving & Forwarding Messages


Press 0

Messages may be deleted, saved or forwarded to another Mailbox user.

Delete the message



Press
#
Save the message



Press 
1

Forward the message to another Mailbox

Press 
0

When forwarding a message you may add your own comments to it before sending.

To add a comment



Press
1

Cancel forwarding



Press 
2
Forward without comment



Press 
*
The system will alert the new recipient of the message that it has forwarded to them and will play your Mailbox name as part of the message.

Other Options

You may also perform the following actions:


Play the previous message


Press 
1


Send a message to another user


Press
2


Play the next message



Press
3

Confirm time date and sender details

Press 
5


Send a message to the sender’s mailbox

Press 
6


Configure you Mailbox options


Press
7

Replay the message



Press
8


Transfer to Sender



Press 
9


Listen to other options



Press
*

Send a message to another User

Press 2

Selecting this option will allow you to enter the ID of another mailbox user, and record a message to that user (see page 9 for more detail).

Send a message to the Senders mailbox

Press 6

After listening to a message you may wish to record a reply to the person who left you the message.  This feature is dependent on the caller’s mailbox ID being available to the Voice Mail system when the message was left.

Transfer to Sender (FEATURE NOT AVAILABLE) 





Press
9

This facility needs to be enabled by the System Administrator. After listening to a message you may wish to speak to the person who left you the message.  By pressing 9, the system will try to connect you to that person (this feature is dependent on the caller’s number being available to the Voice Mail system when the message was left).

Sending Messages to Other Mailbox Users

This is a very powerful feature of the Voice Mail system, which can save time and considerably increase your efficiency.  

By messaging through the Voice Mail system, rather than making multiple calls via the telephone system and being diverted into Voice Mail, you will be able to collect and reply to new messages in your own Mailbox and send messages to other Mailbox owners or groups in a single telephone call.

Remember, the majority of business calls are made to deliver one-way information, many others do not require an immediate reply.  Alternatively, the person that you wish to speak to may not be available, or you may be calling from a different time zone.  Messaging through the system will enable you to send and receive messages at a time and place convenient to you and for the recipients of your messages to reply directly to your Mailbox.  

It is quite possible to deal with many issues by conversing with another Mailbox owner through Voice Messages, without ever needing to find a mutually convenient time to speak directly over the telephone.

To Send a Message





Press 2  (from the main menu)

Whilst logged into your Mailbox you may send a message to another Mailbox user or a personal/system Distribution Group, which will broadcast a message to several Mailbox users simultaneously (see page 13).

Once the message has been recorded, you may replay the message, re-record, set the message status or cancel the message completely.

Replay Message


Press 
1

Re-record message

Press 
2
Accept message


Press 
3
To cancel


Press 
#
When you accept the recorded message you are then able to set the message status ;

Mark as Urgent


Press 
1

Mark as Private


Press 
2
Mark as Normal Delivery

Press 
*
These status options are not available on all systems.

To Collect Fax Messages
(FEATURE NOT AVAILABLE)
Press 3  (from the main menu)

If this facility is available, you can press 3 at the main menu to collect your fax messages.

The system will play the time/date/sender details of the first fax.  You can then choose to receive this fax or hear the details of any subsequent faxes stored in your mailbox;

Receive your Fax



Press 1
Delete this fax message


Press 2
Next message 



Press 3 

Return to the previous menu

Press *
To finish 



Press #
Receive Your Fax Messages


Press 1

The following options are available;

Receive to your default fax number 

Press 1
To receive to another number 

Press 2
For the next message 


Press 3
To cancel and return to the previous menu
Press *
To finish




Press #

Default Fax number 


Press 1

The default fax number is a valid number pre set in your mailbox.  All faxes will automatically be delivered to this number when you press 1.

Another fax number 


Press 2

You will be asked to enter the full fax number followed by the # key.  The system will play back the number you have entered for confirmation;

If the number is correct 

Press 1
To try again 


Press 2
Otherwise to finish

Press #

Next Message



Press 3

To receive any of the other fax messages as part of this delivery, you must select ‘next message’ to listen to the details and specify whether or not you wish to receive it.

Once the fax message has been delivered the message is marked as old.  Where Auto Delete has been set in your mailbox, delivered messages are automatically deleted.
Configuring Your Mailbox

You may change a number of the functions of your Mailbox to meet your specific needs.
To Configure Your Mailbox





Press 7  (from the main menu)

You will be presented with a number of options;
To Record Your Daily (Temporary) Greeting


Press 0

This is a temporary greeting that will replace your permanent greeting for the current day only.  The Daily greeting will be automatically deleted at midnight, or it can be manually deleted if required.


To play the greeting

Press 
1


To change the greeting

Press
2


To delete the greeting

Press
3

Once the greeting has been recorded, you will be prompted to enter the number of days you want the temporary greeting to be played.

To Record Your Permanent Greeting



Press 1

This is covered in the Getting Started section of this Guide.

To Record Your Mailbox Name




Press 2

This is covered in the Getting Started section of this Guide.

To Change Your PIN






Press 3

This is covered in the Getting Started section of this Guide.

You will be prompted to change your PIN on a regular basis for security reasons.
To Change Message Notification Options (FEATURE NOT AVAILABLE)



Press 4

When a message has been left in your mailbox you can be notified in various ways - email, extension message waiting (change in dial tone, bell tinkle or message waiting light, depending on the type of telephone system in use), pager, SMS mobile or actually ‘dial and delivered’ to your extension/mobile/home telephone number.  

You may specify a start and stop time for each configured alert, it is possible to have alerts’ start and stop times overlapping i.e. Extension message waiting lamp Start - 0900  Stop - 1700, Mobile Start - 1600 Stop - 1800.

To turn configured alerts on
Press
1
To turn configured alerts off
Press
2
To configure an email alert

Press
3
To configure message waiting
Press
4
To configure a paging alert

Press
5
To configure an SMS mobile alert
Press
6
To configure a Dial and Deliver 
Press
7
If you choose to use the ‘Dial and Deliver’ option, when you answer the telephone the Voice Mail will announce  “This is the Voice Mail system.  There is a message for you, press * to accept or # to reject.”. On pressing * the system will then prompt you for your password (PIN) before playing your messages.

Each alert that is turned on at the time the message was left will be tried up to 3 times, until you access your mailbox to collect the message.
To Change Message Playback Options



Press 5

This is an optional mailbox feature, which can be enabled for your mailbox by the System Administrator, which speeds up message collection.  Messages can be played one after another without the need for you to press a key - this is called continuous mode. Continuous mode can be turned on/off, once enabled by the System Administrator.

Please note, If continuous mode is on, messages cannot be deleted/saved by the Voice Mail user.  The System Administrator can configure your mailbox to automatically delete messages after they have been read. Once a message has been deleted, it cannot be heard again.

To set continuous mode on
Press 
1
To set continuous mode off
Press 
2
To Create Personal Distribution Groups



Press 6

You may create your own personal Distribution Groups (numbered 00 to 99), which will enable you to send the same message to multiple Mailbox users in a single action.  Your personal Distribution Groups are not available to other Mailbox users.  Alternatively, messages can be sent to a system wide Distribution Group, which are available for use by any voice mail user. They are created by the System Administrator and a list of these can be obtained by contacting the System Administrator.

To Create, Modify or Delete a Distribution Group


To play a list of your groups
Press 
1

To create or modify a group
Press 
2

To delete a group

 
Press 
3
To Create or Remove Members from a Group

To add a member


Press
1
To remove a member

Press
2
For the number of members
Press
3

To listen to a list of members 
Press
4
To record a name for the group
Press
5
To Set Fax Auto-Forward (FEATURE NOT AVAILABLE)
Press 7

If your mailbox is fax enabled and fax auto-forward is enabled, any faxes that are delivered to your mailbox will automatically be sent to the fax number assigned to the mailbox. 

To enable fax auto-forward

Press
1
To disable fax auto-forward
Press
2
To Configure Your Personal Numbers (PN) (FEATURE NOT AVAILABLE)
Press 8

If your system has this facility, the mailbox system can be configured to try to connect a call to you rather than leave a message. Two independent telephone numbers can be set, a primary and a secondary, and the system will try both in order. If both attempts fail, the system will then take a voice mail message.

Your System Administrator can set the numbers, or, the settings can be changed remotely if this option has been allowed. If this facility is allowed, an appropriate option (8) will be read out at the opening mailbox system menu. A chart of these options is given at appendix 3.

To Configure Voice Forms

Press 9

If your mailbox is configured as a voice form mailbox, you will be able to configure the voice forms questions that will be played to anyone leaving a message in you mailbox.

Please select the question number you wish to edit
Press
1-9

Once the question has been selected by the user they will then be able to play the currently recorded question, if there is one, record the selected question or delete the selected question.

To listen to the question



Press
1
To record the question



Press
2
To remove the question



Press
3
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Appendix 1 – Voice Mail Flowchart

NOTE: SOME FEATURES MAY NOT BE AVAILABLE
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THIS FEATURES IS NOT AVAILABLE
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