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Overview

IVR Dashboard

Create a New IVR View the List of IVRs

The SimplyCast IVR (Interactive Voice Response) Builder allows users to create a call tree system that they 
or other users can use for a variety of purposes, such as relaying an announcement message such as your 
organization’s office hours, transferring callers to other departments, connecting them to the available on call 
personnel, or even sending callers through multiple sub-IVRs with other menu options.

IVRs can be used to provide local residents or clients with important information in an efficient manner by 
having them call into the system that you have created and configured in advance, enabling employees at your 
organization to focus on other daily tasks rather than responding to the same questions from many callers 
again and again.

In order to set up an IVR in the SimplyCast platform, first you will need to go to the IVR Builder Dashboard. IVR 
Builder can be found in the top bar in the Applications dropdown menu. From here, you will be brought to the 
main IVR Dashboard where you are able to create a new IVR, see a list of all the IVRs you have already created, 
and disable/enable any of these. 

From the IVR Builder Dashboard, you are able to:

If you wish to create a new IVR, there is a green 
Create IVR button at the top of the IVR Builder 
Dashboard on the left-hand side. 

Clicking this button will direct you to the setup page 
where you have the ability to name the new IVR and 
configure all of the menu and message settings. 
Refer to page 3 to learn how to create and set up 
your IVR.

Below the Create IVR button, you will see a list of all 
of the IVRs you have created, with the most recent 
appearing at the top. If there are no IVRs listed, this 
means you have not yet created one. 
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3 Navigate Multiple Pages of IVRs
To view an IVR that does not appear on the first page of the list:

· Navigate down to the bottom of your screen where you will find
 the page numbers indicating the total number of IVRs you have 
 created

· Click either the page number you would like to visit to proceed to
 another page of IVRs or the Next button, which will take you to
 the next page of IVRs 

·    If you know the page number you would like to go to, enter the
     page number in the provided field and select Go

· Choose how many IVRs to display at a time by clicking on the
 “Showing…” link located to the right of the number of displayed 
 IVRs

4 Filter IVRs
To filter your list of IVRs:

· Find the gray Filter button that is located at the top right-hand side of your screen in the main IVR Builder   
 Dashboard, directly above the list of IVRs

· Click the Filter button and a dropdown menu will appear in which you will see two boxes that say Click to   
 Set Date

· Click either box and another dropdown menu will show up with two fields labeled Date and Time in which   
 you can manually insert the date and time you would like to filter IVRs from

· Below these fields there is a calendar you can also use to choose the date that you would like to filter   
 IVRs from

· Click Apply to implement the filter. Or, click Clear if you do not wish to filter your IVRs, which will close the   
 dropdown menu 

· The normally gray Filter button will appear green when a filter has been applied to your list of IVRs. To   
 remove the filter, click on the Filter button again and select Clear to remove all filters on your IVRs

5

Once you have created IVRs, they will appear in a list below the green Create IVR button on the main IVR 
Builder Dashboard. To edit an IVR:

· Click the blue Edit button located at the far right of the screen across from the corresponding IVR name to 
 be directed to the main IVR setup page

· Click the blue Next button at the bottom of the page until you complete the setup process and return to 
 the IVR Builder Dashboard

Edit an IVR
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To enable an IVR project (make active) :

· Locate the blue Edit button that appears to the right of the name of the IVR you wish to enable

· Click the blue arrow button found on the right-hand side of the Edit button and a dropdown menu will
 appear

· Click the Enable IVR option to activate your IVR and allow callers to dial in using the dial-in number

To disable an IVR project (make inactive) :

· Locate the blue Edit button that appears to the right of the name of the IVR you wish to disable

· Click the blue arrow button found on the right-hand side of the Edit button and a dropdown menu will
 appear

· Click the Disable IVR option to render your IVR inactive and prevent callers from dialing in using the dial-in 
 number

[Note: The icon to the left of the IVR name will appear blue for enabled IVRs and yellow for disabled IVRs.]

Enable/Disable an IVR

You can easily view the report for any IVR that has already been 
built. To access the main IVR Reporting interface, locate the menu 
that appears on the left-hand side of the screen on the IVR Builder 
Dashboard. The  Reports tab is the second tab in this menu. For 
more information about IVR reports, please refer to page 7.

7 Access IVR Reports

1 Basic Settings
In the Basic Settings section located at the top of the first page of the IVR Setup process:

· You will first be asked to provide a name for your new IVR in the field provided at the top left of the page

· Next to the IVR Name field, you will see the Submenu toggle. This toggle lets you decide whether this IVR is 
 a primary IVR with its own dial-in number, or a secondary IVR that can only be accessed by dialing into the 
 main IVR and pressing a key option. (Refer to page 6 for more information on how to associate a
 secondary IVR to a primary one.) If this is a primary IVR, make sure the toggle is switched to the left-hand 
 side and colored red. You will see the Dial-in Number field to the right of the toggle. In this field you must 
 choose a phone number from the dropdown menu to act as a dial-in number for this IVR

IVR Setup 
Once you click on the green Create IVR button located on the IVR Builder Dashboard, you will be directed to 
the IVR Setup page where you can begin configuring the settings for your new IVR.

To set up your IVR, you must configure:
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2 Office Hour Settings
The Office Hours Settings section allows for you to determine the times and days of the week when the IVR will 
be active.

In this section:

· The first set of fields in this section is the Start Time and End Time fields. Select the time between which   
 you would like the IVR to be active during a scheduled day from the dropdown menus provided

· The second set of fields in the Office Hour Settings section is where you must select the days when your 
 IVR will be active. Simply click on the day boxes to select them. When a day box has been selected, it will 
 turn a darker shade of gray. To deselect a day, click on the box again and its color will revert back to the 
 original light gray

3 Timeout Settings
The Timeout Settings section allows for you to configure the message that callers will receive when either no 
input has been detected on their end, or if incorrect input was detected.

In this section:

· The first row of fields in this section refers to the message that will be played should the system not detect 
 any input from the caller. The No Input Count field on the left side of this row asks you to determine how 
 many minutes the system must wait before the no input message will be played. The maximum 
 amount of time the system can wait is five minutes. Choose the desired number of minutes using the up   
 and down arrows on the right side of this field 

· The middle field is where you must choose the type of message you would like to have from the Content   
 Type dropdown. The two options available are Text-to-Speech or an Audio File upload. Depending on the 
 content type you select, the field to the right will be different

[Note: Defining this IVR as a Submenu (flipping the toggle to the right) will cause the Dial-in Number field to   
disappear, meaning you are not required to choose a phone number from the dropdown list.]

· Below the Submenu toggle, you will be asked to give your IVR a description in the Description field. This   
 serves to help differentiate any IVRs that may possess similar names and clearly identify its purpose
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4 Announcement or Menu
This section is located at the bottom of the first page of the IVR Setup process. It refers to the menu of number 
options the caller can press to continue, or can provide the caller with a message requiring no further action 
to be taken.  

To set up your announcement or menu: 

· First select your message type from the Content Type dropdown field. There are two options to choose   
 from: an Audio file or Text-to-Speech

· If you chose the Text-to-Speech option, a field will appear to the right where you can type in the No Input 
 message you would like to include with your IVR. If you chose the Audio File option, a field will appear 
 where you are able to upload a file from your device

[Note: Acceptable file formats are WAV and MP3]

· The second row of fields in the Timeout Settings section allow you to configure the message that will play 
 should the system detect incorrect input from the caller. The Wrong Input Count field on the left side of 
 this row asks you to determine how many minutes the system must wait before the no input 
 message will be played. Choose the desired number of minutes using the up and down arrows on the right 
 side of this field

· The next two fields in this row are the same as those for the No Input message fields in the row above.   
 Refer to the second and third bullet in this section for further explanation

· If you chose the Audio File option, a button will appear to the right of the Content Type field that you can   
 click on to choose a pre-recorded audio file from your device

· If you chose the Text-to-Speech option, a new field will appear to the right of the Content Type field where   
 you can type out the message or menu you would like callers to hear when they dial into the IVR

· Once you have added your announcement or menu to the IVR, click on the Next button located in the  
 bottom right-hand corner of your screen to continue on to the page where you can set up your menu 
 options

5 Menu Options
The second page of the IVR setup process allows you to configure your menu settings and determine what will 
happen when callers press a specific number on their dial pads. You have the option to configure settings for 
12 separate phone keys: the numbers 0 through 9 as well as the Star and Hash keys. You will see each of these 
options listed on the page.

To the right of each of these key options, there is a dropdown menu where you can choose from six different 
actions that may be taken when the caller presses that particular key on their dial pad:
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[Note: If you have created an announcement rather than a menu in Step 4 
and do not require callers to proceed by pressing any keys, skip this page 
by clicking the Next button at the bottom right to activate your IVR. ]

1. Announcement: This option will cause a created message to play
 should a caller press the associated key. When this option is selected 
 from the Action dropdown menu, a new field will appear to the right 
 where you must select a Content Type for the message, either Text-to-
 Speech or an Audio File. Refer to page 5 for information on these 
 available options

2. Disabled: This is the default option for all listed keys, meaning that no 
 action will be taken if the associated key is pressed by a caller

3. Hang Up: This option will disconnect the caller from the IVR once they press the associated key

4. IVR: This option will send the caller into another, secondary IVR (submenu) that has been created by your 
 account, likely one without a dial-in number. This secondary IVR will have further menu options that have 
 been configured for that particular IVR. Choosing this option will cause a new field to appear to the right of 
 the Action dropdown where you can select an IVR you wish the caller to be passed on to once they press  
 the associated key

5. OnCall Group: This option will cause the caller to be connected to a particular OnCall group by transferring 
 them to the OnCall group phone number. The system will then automatically dial anybody who is currently 
 on call within that OnCall group. Choosing this option from the Action dropdown menu will cause a new 
 field to appear to the right where you are able to select the OnCall group you wish to be contacted should 
 the caller press the associated key. Refer to the OnCall User Guide for more information on OnCall groups

6. Transfer: This option causes the system to transfer the caller to a direct phone line that has been 
 associated with the particular key. Choosing this option from the Action dropdown menu will make a new 
 field appear to the right where it will ask you to input the phone number that you would like the system to 
 transfer the call to when the caller presses the associated key 

To remove any of the menu options you have created, click on the red Clear button that appears to the far 
right of the key option you wish to remove. Clicking this button will revert this key to its disabled state. 
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Once you have finished configuring the options for each of the keys identified in your IVR menu, click the Next 
button located in the bottom right-hand corner of the screen to finalize the IVR setup process. You will be 
directed to a screen that will confirm that your IVR has been built successfully and will become live and ready 
to use within five minutes. Click the Complete button at the bottom right of your screen to exit the IVR setup 
process and be directed to the main IVR Builder Dashboard.

To view a report for your IVRs, you must navigate to the SimplyCast Reporting interface:

· Go to the main IVR Builder Dashboard

· Click the Reports option from the menu at the far left of your screen

· You will be directed to the IVR Builder Reporting page in the main Reporting interface where you can view 
 the call log for all your IVR projects

Once in the IVR Builder Reporting Dashboard, you are able to:

IVR Reports

1 View the IVR Call Log
When you enter the IVR Reports Dashboard, you should immediately see a table with all of the inbound calls 
made to any of your IVR projects. If there are no calls in the list, you have not yet received an inbound call.

The IVR call log is broken down into 12 columns: 

[Note: The IVR Builder call log report also includes the call in information for the Alerts IVR as well. For more 
information on the Alerts IVR, refer to the Alerts User Guide.]

· Phone Number: This column refers to the phone number that was used to dial into the IVR project

· Caller ID: This column refers to the OnCall, Call to Record, and Alerts IVR feature and displays the phone 
 number that would have been dialed to access the respective features 

· Queued: This column refers to the Call to Record capability with the Alerts IVR feature and the date and 
 time that the system queued the call to go out to the caller to record their message

· Answer: This column refers to the date and time that the IVR made a connection with the caller

· Hangup: This column refers to the date and time that the caller disconnected from the IVR

· Duration: This column refers to the entire length of the caller’s connection to the IVR in seconds

· Call Status: This column refers to the last recorded action the caller took before they disconnected from 
 the IVR, such as the menu option they chose (i.e. Call to Record, or OnCall)

· Status: This column refers to the initial dial-in connection attempt made by the system when trying to dial 
 out using the Call to Record functionality with the Alerts IVR, or the OnCall functionality with the IVR Builder 
 and whether the outbound connection attempt failed, was completed, was answered, or was set to default

· Answering Machine: This column refers to calls that were dialed out using the Call to Record capability 
 available with the Alerts IVR feature and whether a human was able to pick up the phone on the other end 
 of the line and record their message

· DTMF (Dual Tone Multi-Frequency) Pressed: This column refers to the dial pad number that the caller  
 pressed while connected to the IVR to choose an option from the menu
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· Gateway: This column refers to the phone provider whose IP pathway was used to complete the call

· Extra: This column refers to any additional information that may be available for the call log record, such as 
 the location where the Call to Record recording is saved on the system

2 Navigate Multiple Pages of the IVR Call Log
If you have had multiple dial ins to your IVRs, they will be displayed on multiple pages in the Reports 
Dashboard. To view an action that does not appear on the first page of the list, navigate down to the bottom 
of your screen where you will find the page numbers indicating the total number of actions that have been 
taken. Proceed to another page of IVR activity by clicking either the page number you would like to visit, or the 
Next button which will take you to the next page of activity. If you know the page number you would like to 
go to, enter the page number in the provided field and select Go. You can also choose how many actions to 
display at a time by clicking on the “Showing…” link located to the right of the number of displayed activity. 

3 Search/Sort Call Log
If you are trying to find a particular action for which to view the information, you can simply use the search bar 
located at the top right of the screen above the list of all the call log activity in the main IVR Builder Reporting 
page. As you type in the information you are searching for, the results will automatically be filtered to show 
the matches to the typed-in text.

You are also able to sort your IVR actions by clicking on any of the column names in the IVR call log report. 
Once clicked, your list of activity will reorder automatically.

4 Filter IVR Call Log
You have the ability to filter your IVR call log to show activity from a particular date, at a particular time, or 
within a certain window of time. To filter your IVR activity:

· Find the gray Filter button that is located at the top right-hand side of your screen in the main IVR Builder   
 Reporting page, directly above the list of actions, beside the search bar

· Click the Filter button and a dropdown menu will appear in which you will see two boxes that say Click to 
 Set Date
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· Click either box and another dropdown menu   
 will show up with two fields labeled Date and   
 Time in which you can manually insert the date   
 and time you would like to filter your call log activity  
  from

· Below these fields there is a calendar you can   
 also use to choose the date that you would like   
 to filter activity from

· Click Apply to implement the filter. Or, click Clear  
 if you do not wish to filter your IVR activity, which  
  will close the dropdown menu


