Recognize how Dial by Name Works

Contents

Introduction

Prereguisites
Requirements
Components Used

Background Information
How Dial by Name Works

| ntroduction

This document describes how Dial by Name Works for Auto Attendant menu option or Monitored lines
when a user name isfiltered.

Prerequisites
Requirements

Cisco recommends that you have knowledge of these topics:

» Webex Calling

» Control Hub

» Auto Attendant Configuration
* Monitoring Lines

Components Used
This document is not restricted to specific hardware or software requirements.
The information in this document was created from the devices in aspecific lab environment. All the devices

used in this documentstarted with a cleared (default) configuration. If your network is live,ensure that you
understand the potential impact of any command.

Background I nformation

Administrators have the option to assign the Dial by Name function to a keypad number in an Auto
Attendant, so originators can look for the user name when they do not know the extension assigned.

Another use of the caller ID iswhen they have users to be monitored. They can select some users from their
organization to be displayed in their Multi Platform Phone (MPP) or Key Expansion Modules (KEM).

How Dial by Name Works

TAC usually receives cases reporting originators cannot find a specific user name during aDial by Name
search in an Auto Attendant menu or looking for a user in their monitored lines, even when the name is not



repeated in the organization. For example, an originator looks for Daniel Mendes, and it isthe only Danidl in
the organization, but the originator gets a message error that says the party was not found.

However, when the configuration is reviewed, it is common to find the caller ID name and last name do not
match with the user details name.

% Daniel Mendes

® Active - @gmail.com + Member of New York

Summary  Profile  Genera Meetings Calling Messaging Hybrid Services Devices Vidcast

User details Name Daniel Mendes
Email Tgmail.com
Lecation New York L
Preferred Email @® English - American English e Using location settings
Language
Mame Labels Status: Not enrolled | Organization Setting: Off @

User Details Screen

% Daniel Mend... Summary Profile General Meetings Calling Messaging Hybrid Services Devices Vidcast

) Other number from organization

Additional external caller ID When checked, these numbers are available for this user to select as external caller ID
phone numbers +13317177689, Ext 405
[] Location number: +13317177689

[] Custom number from organization

Select Number v
External caller ID name © Direct line: Jane Doe
) Location external caller ID name: Mew York

) Other external caller ID name

™ =il . - -
Caller 1D first name | Jane 0

Caller ID last name | Doe .

Calling-Caller ID First Name and Caller ID Last Name Configuration

In the previous example, it can be observed that the account name is Daniel Mendes but the caller ID name
is Jane Doe. So, when the user was introduced during the Auto Attendant call, there was no one found for a
Daniel even when he isthe only onein their organization.

When a name is introduced in the phone keypad, the servers look for the entry name and compare it versus
the data contained in the caller ID first name and caller 1D last name configured for the users, not the
account name.



So, if the originator would look for Jane, the call would have been transferred to Daniel Mendes.

This scenario is common when an account could have changed owner or the caller ID parameter was filled
with any other data.

It is recommended that the administrator always confirm the Account name matches with the caller ID
name. Once confirmed, any originator would be able to find a user.



