Inbound Goto Features 1,2 and 3

Goto (1) - GoTo Dialable Number

What does it do?

It allows a caller to be routed from a call plan on one number, to a call plan on another number, i.e.
‘goto’ a call plan from another call plan.

Why would you use it?

Reduces duplication and centralises management of complex call plans.

GoTo Dialable Number can be used where a business has multiple published numbers that
customers can dial to be routed to a particular department or service.

Call Flow Example:

In the example below, customers can dial the ‘main number’ or ‘customer services number’ to speak
with customer service.

Inbound number 01158965046 (figure 1) is a direct number to speak to customer services. This
number has a complex plan with an IVR.

Inbound number 03300582706 (figure 2) is the ‘main number’ for the same business. The call plan
allows the caller to speak to various part of the business including customer service. But rather than
repeating the IVR within the main number call plan, we simply use the goto feature (figure 3) to
allow the caller to be routed the customer service plan.


https://gamma-academykb.com/docs/inbound/inbound-goto-features-12-and-3/

Added Advantage

This approach allows the two plans to be managed independently as well as removing the
requirement for the customer service routing to be managed in two places.
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Goto Routing Configuration
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Goto (2) - GoTo Virtual Number

What does it do?

The Goto Virtual Number, provides the same functionality as the ‘Dialable Number’ except the
Virtual Number is non dialable.



Why would you use it?

To manage sections of very complex plans, typically with multi-level IVR’s for various sections of the
business independently.

Typically it would be used where a team or department does not have their own published or direct
number, so are only reachable from a main or other number, and this department has complex
routing and/or has a requirement to frequently update or edit their plans. It allows the Inbound
customer to segregate access from main or other numbers, and still have respective teams manage
their specific routing plans.

Call Flow Example:

The call flow example could be the same as the Dialable Number, except the Inbound customer has
to firstly create the Virtual Number. It should be noted that Virtual Numbers cannot be dialable so
when creating Virtual Numbers the user is forced to start the number with a character. As in figure
4. Virtual Numbers are created on the Point my Number tab, under the Only Virtual Numbers
section.

Virtual Number example
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HNumber Description Status
08719842372 Test Mumber_4 - CMD GRP 3 = Adiive
42 Test M er_4 D GRP Active
719842374 Te er_4 D GRP Active
42 Test M er_4 D GRP Active
719842378 Te er_4 D GRP Active
42 Te i er_4 L R ACtive
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Goto (3) - Goto Destination by Dialled
Number

What does it do?

Again same functionality of Dialled and Virtual Numbers, except where the Inbound customer may
want to have several Inbound numbers with Goto’s to a single Dialable or Virtual Number, the
Inbound customer can chose which final destination the caller should be routed to depending on
what number the caller dialled.



Why would you use it?

Again to reduce repetition in configuring and managing multiple call plans with complex routing.

This functionality suits Inbound customers that operate multiple brands and needs the caller
answered by the team that services each brand. Or customers that have a need to publish multiple
numbers for advertising, and want callers routed to a specific destination based on the called
number, but manage it all in a single plan.

Call Flow Example:

Firstly please note that, the Goto Destination based on Dialled Number is used in conjunction with
the Alias feature (to group associated numbers together). Please refer to the specific documentation
for further details on this feature.

Example: Customer X sells services under 4 brands; Standard, Red, Blue, and Green. They publish a
different number for each brand, but the routing plan for each has the same config, but each brands
customers are answered at different destination numbers.
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Goto groups management

Here is where you create and manage a Goto Group for Goto
Destination by Dialled Number
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Goto groups management ®

Modify Goto group

Description
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+ Add
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Goto Group configuration - mapping Inbound

numbers to destinations

Aliases

Mo alias make primary, make aliased

All Inbound numbers | Only Virtual numbers

Number Description Status
01158985048 GoTo Demo Cust Serv Active
01182188402 | Sales Blue Brand Aliased Active
01182188403  Sales Green Brand Aliased Active
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Alias of 03300582705 dpange, remove

Alias of 03300582705 cange, remove

Alias of 03300582705 ghange, remove




