Virtual Reception

Cost-Efficient Customer Service

Virtual Reception complements the BluStar CMG suite
by simplifying business integration with automated self-
services. The Virtual Reception enhances the functionality
for both company employees and customers. At the same
time, it reduces wait times, attendant workload and allows
the attendants to manage other tasks.

The Virtual Reception consists of CMG Speech Office
(Interactive Voice Response (IVR) and voicemail), CMG Speech
Attendant and CMG Visit. The applications share the same
communication server - the CMG Server.

CMG Speech Office - IVR
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Virtual Reception gives you:

* Cost- efficient call customer service 24/7

* Visitor management

* Reduced wait times and attendant workload

* Updated activity and availability information for calling
customers and colleagues

* A natural dialogue with the caller

Always a friendly welcome

CMG IVR is designed to enhance the efficiency of any
organization by simplifying business communication.
CMG IVR includes two main services: automatic handling
of incoming calls and activity and availability presentation.
The service provides the caller with up-to-date activity
information and several options in case the call cannot be
answered e.g. leave a voice mail, send phone number via SMS
or e-mail, transfer to mobile phone to a colleague or to the
attendant.

The CMG IVR has a flexible configuration and offers several
different greeting options. For example, when calling a person
who is unavailable, the caller can receive a personal greeting
or a system default greeting presenting the name, the current
activity and the expected return time of the person. This
activity information is provided by the CMG Server that keeps
track on the business users’ activity/availability information.
The CMG IVR can act like an answering machine, presenting
only a personal greeting or an IVR menu including several
options.

Easy self-service

The CMG IVR settings can be configured in the web-based
administration tool, BluStar Web, or by calling in into the
system.
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The CMG business users can easily decide how their activities
should be presented in CMG IVR, record their own greeting
phrases, as well as choose contact options and languages.

General functions
* Integration with BluStar Collaboration Management (CMG)

- BluStar Web

* Integration with Speech Office VoiceMail, Speech
Attendant, InConference and CMG Visit

* User settings in BluStar Web or phone
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Menus in BluStar Web

Feature short list
Recorded phrases - greetings and/or names

User defined menus
Several contact options
Name presentation using Text-To-Speech
Sending phone number via SMS to the caller
Predefined menus per user group
Individual settings
Language
Information level
Announcement from the system
Text-To-Speech (TTS) usage
Change CMG IVR PIN code
Enter/delete activity information through the BluStar Web

or the phone interface using DTMF touch-tone

Easy access to voice mails

CMG VoiceMail is integrated in the CMG IVR as one of several
menu options. CMG VoiceMail provides efficient and user-
friendly voice mail functionality. When a person is unavailable,
callers are given a brief and accurate reply (name and activity
presentation) and an option to leave a voice mail. The voice
mail greetings can be customized or a standard phrase will be
used.

The voice mails are accessed by phone or via BluStar Web. When
calling from your extension, or any predefined phone number,
it can be used for automatic authorization to access your voice
mails or alternatively you can identify yourself with a PIN code.
In the BluStar Web you have a clear view of your voice mails and
you can manage them easily.

Notification as you please

CMG VoiceMail supports notification of incoming voice mail.
Notifications can be received on all devices at the same time or
just on one. The CMG VoiceMail settings can be configured in
the BluStar Web.

Feature short list
Individual settings

Navigate and listen to voice mails from the phone interface
or via the BluStar Web (Messages tab)

Forward a voice mail to a colleague’s CMG VoiceMail
Attach a comment to a forwarded voice mail
Receive notifications by e-mail or SMS when voice mails arrive

Notification of one or several voice mails
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Call handling service 24/7

CMG Speech Attendant is an automated attendant application,
which complements the attendants with call transfers and
phone number presentation. CMG Speech Attendant is based
on speech recognition technology. By simply saying a person’s
name, department or function, CMG Speech Attendant transfers
the call. If several employees have the same name, it asks the
caller to select the department or location for the requested
person. In case the called person is not available, CMG
Speech Attendant provides the caller with up-to-date activity
information and contact options. CMG Speech Attendant can
also present the mobile phone number or extension number
of the called person. If the CMG Speech Attendant is unable to
assist the caller, it will transfer the call to the attendant. CMG
Speech Attendant is designed to handle call transfers in an
efficient way 24 hours a day, 7 days a week.

Reduces wait times and attendant workload

From a system perspective the CMG Speech Attendant is
equivalent to the attendant, meaning that it can complement
and cover for an attendant. It can pick calls from any of the
regular queues using functions as call transfer, and provide
number information for extensions and mobile phone numbers
in the CMG directory.

CMG Speech Attendant can offer both external and internal
callers automated services. For example, the service can be
set up as a default configuration internally so that all internal
calls will be transferred to the Speech Attendant directly. CMG
Speech Attendant is flexible and can be set up and configured
the way your company prefers.



Intelligent voice interface

CMG Speech Attendant offers an intelligent voice interface
with an advanced Automatic Speech Recognition (ASR)
functionality providing a natural dialogue with the caller.
The service supports several languages, dialects, different
pronunciations and understands natural speech. The caller may
change language during a call by simply saying the name of
the language.

Activity update via the phone

CMG Speech Attendant provides CMG business users with a
voice interface for registration of presence/activities via the
phone.The user can call the CMG Speech Attendant and update
availability and activity information by simply saying it. Please
refer to CMG Compatibility Matrix for supported languages.

Feature short list

Automatic speech recognition of first name, nick name, last name,
department and department synonyms

Internal and external incoming calls can have different greeting
phrases

Support for telephone number information retrieval
Shared Text-To-Speech with other CMG Speech applications

Synthetic voice (Text-To-Speech) for confirming name and/
or department

Individual settings

Direct call transfer to extension or mobile phone

Fallback to attendant

Pronunciations of Text-to-Speech phrases can be fine-tuned

Multi- language support
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Jane Matthews is on a business trip
until 6 pm. Would you like to leave a
voice message, do a new search
or talk to an attendant?

CMG Speech Attendant

CMG Visit can be implemented for added service functionality
in the office. CMG Visit is used by receptionists as a visitor
management system for visit preparation, welcoming,
registration and reporting. All these steps are integrated
and based on the same information. CMG Visit includes Visit
Reception (for the receptionist/attendant), CMG Visit Checkin, (a
self-registration module for visitors) and CMG Visit Server. CMG
Visit supports multiple languages.
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CMG Visit Check -in

The office user can register basic information about a scheduled
meeting/visitor in the Visit module in BluStar Web (such as
where, when, with whom and visit duration). This information
is automatically transfered to the CMG database and is instantly
available to the receptionist/attendant as well as to the host.

Creating a feeling of being expected

A visitor can be pre-registered in CMG Visit Reception or
the visitor can use the self-registration terminal,
CMG Visit Checkln on site, or alternatively the receptionist/
attendant handles registration in Visit Reception upon arrival.
Visit Reception can also be displayed in a welcome screen
mode and present a list of expected visitors.

Registering on the visitor self-registration terminal is intuitive
and information - such as time of arrival, car park ticket, etc. - is
easily added. Notification via e-mail or SMS text messaging for
arrived visitors can automatically be sent to the host. When a
visitor leaves the building, support for bar code readers enables
quick sign-out, even for a group of visitors. A frequent visitor is
easily registered at the next visit since the information in the
database can be reused.

Visitors registered in the CMG database can easily be found and
the attendant can transfer calls and forward messages to the
visitor’s host.

Reports for follow-up

CMG Visit offers the capability to create statistical reports of
visitor flows. You can. for example, find out who receives the
most visits at the office, who the most frequent visitors are and
which companies they represent. Additional statistics, such as
the average visit duration or when visits peak (during the day,
week or month), can also be generated.

For detailed information about CMG Visit, please refer to the
CMG Product Description and Compatibility Matrix.



CMG Speech System Requirements

System Requirements Speech Main Server

BluStar CMG software

BluStar CMG 8.x .
Server requirements

Windows Server 2008 R2

Windows Server 2012 .
Windows Server 2012 R2

CPU: 2.2 GHz or faster, 2 Cores required .
.NET Framework 4.5 .
8 GBRAM .
Hard drive: 50 GB available .
Microsoft SQL 2008 R2

Microsoft SQL 2012

Microsoft SQL 2008 R2 Express
Microsoft SQL 2012 Express

Note: For up-to-date information on software compatibility, hardware requirements and supported languages, please refer to the latest Virtual
Reception Product Description and Virtual Reception Compatibility Matrix documents.
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