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Notice For uPBX

Please be advised as uPBX shares the same family of technology as MyCloud PBX. As
such, common features like the MyCloud portal and URLs will be used for both products e.g.
ps.mycloudpbx.com.au. Please note that this is correct and should not be changed.

Features

Feature Overview

Multiple Offices
Create individual offices each with their own operating hours and caller ID.

Smart Calling
Never miss a call again by forwarding calls to your mobile and your extension
simultaneously.

Auto Provisioning
Automatically configure and update handset configurations across an entire organisation
from one central location.

Voicemail/Voicemail to Email
Voicemalil is stored in the cloud and can be sent as an email attachment.

Call Security
Limit International and premium service calls based on user profile.

Direct Inward Dialling
Map external numbers directly to an individual extension.

Day/Night Conditions
Configure day/night conditions placing the system into night mode automatically.

Ring Groups
Set a group of phones/extensions to ring when a call is received.

Call Transfer
Transfer calls between extensions or to external numbers.

Virtual Extension
Map a commonly dialled number to a virtual extension allowing you to call external numbers
just as if they were extension on the PBX.

Valet Parking
Calls can be placed in a valet park slot and retrieved from another extension.

Telair Pty Ltd... "Committed to delivering what we promise”
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User Interface Overview
LudEEEEE

Offices & Users Call Routing Dray Might Holidlays Ring Groups Call Queues walet Parking Recorded
Sounds
. - . G : o . -
Music On Hold Announcernents  yirtual Blacklist Auto Attendant  Reporting Call Data Addons
Extensions
ﬂ There are pending changes that need to be applied to the PBX. Apply PBX Changes | | Lindo PBEX Changes | 17

1. Offices & Users
Add/create or edit an Office or User.

2. Call Routing
Setup Call Routing.

3. Day/Night
Configure the opening hours of the office.

4. Holidays
Configure when the office will be closed for a holiday.

5. Ring Groups
Set a group of phones/extensions to ring when a call is received.

6. Call Queues
Inbound calls are “queued” and sent to an available “agent”.

7. Valet Parking
Use Valet Parking to place a call on hold whilst you continue to call or answer another
number. The call can be retrieved from another extension.

8. Recorded Sounds
Upload and configure a recording.

9. Music on Hold
Upload and configure the Music on Hold used throughout the system.

10. Announcements
Call announcements.

11. Virtual Extensions

Virtual Extensions are actions that have been assigned a number, calling the assigned
number will execute the action.
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12.

13.

14,

15.

16.

17.

Blacklist
Block numbers from calling your PBX, useful for stopping nuisance callers (e.g.
telemarketers).

Auto Attendant
Virtual receptionist for your PBX (also known as IVR), route calls to different departments
without user intervention.

Reporting
Analytics and raw call data.

Call Data
Itemised billing information.

Add-ons
Enable/Disable or Manage PBX add-ons

Apply PBX Changes
After making a configuration change click “Apply PBX Changes” to update the running
configuration.

Committed to delivering what we promise



Page |7 z ;

Offices and Users
Offices

Offices are used to group users that share configuration settings such as caller ID, area
code or time zone. Offices are not tied to a geographical location, however, grouping users
based on their location can be useful for administrative purposes.

Offices:

‘ Add Office

Ashgrove e o a

Default Phone: 0731051301 Default Area Code: 07 Timezone: GMT+10:00 Hold Music Default

Toowong e o n

Default Phone: 0731051300 Default Area Code: 07 Timezone: GMT+10:00 Hold Music: Default

B

302 (Mark)

303 (Chris)

£ & %

305 (Simon)

1. Office
Offices are used to define groups of extensions with common configuration for example
outbound number, area code and operating hours.

2. Office Settings
Configure the global office settings including outbound call ID, time zone and hold music.

3. Add User
Add a new user extension to the office.

4. Office Details
Shows the current office default details.
Call ID: The default number presented on outbound calls.
Area Code: Default area code used when 8 digit numbers are dialled.
Time zone: Local time zone used to set local time on auto-provisioned handsets.
Hold Music: Hold music stream used by this office.

Telair Pty Ltd... "Committed to delivering what we promise”
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Users

Each user on the system is assigned an extension number. When calling this user internally
the caller will dial the extension number to speak to that user directly. To dial the extension
directly from an external number a direct indial number must be configured. If a user is
configured to be a member of a ring group than the ring time (seconds) field will be ignored
and instead the phone will ring for the time specified within the ring group.

Extension 305

General Current usages:

Extension Mumber (3 or 4 digits)

305 1 Call Route (0731051305) as the Activity
Name

Siman 2
Password

305 3
Extension Ring Time (seconds)

40 [=] 4
Office / Location

Toowong El &
Outbound Phone Number

Use Office Default [=] [ Hide caller ID 6

Pickup Group

None El T

[¥] This extension is behind a firewall 8

1. Extension Number
Enter a 3 or 4 digit extension number. See ‘Numbering Plan’ for best practice.

2. Name
Name used to identify the extension & displayed on auto-provisioned phones.

3. Password

Password for the extension. Use the arrow button to generate.
4. Ring Time

Default ring time before forwarding the call to voicemail.

5. Office/Location
Current office user is assigned too. To move a user, select office from drop down.

6. Outbound Caller ID
Specify the outbound caller ID presented on outbound calls.

7. Pickup Group
A pickup group lets other members of that pickup group answer a call even if they are not
part of the same Ring Group. A Pickup Group should be configured before a Ring Group.

8. Extension Behind Firewall
Enable firewall compatibility for phones connecting behind a firewall.
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9. Current Routes
Routes used by this extension.

— | Auto Provision

Calls Per Line Keys

10 v

Phone Type &9

| Cisco SPASNSG - |

| Configure Handset Keys |

¥/ Enable Cisco Expansion Module

Expansion Modules

Mone ¥

Mau: Address
e02B dB 3w xx (1 ]

’7. | Show Advanced Options

1. See Auto Provisioning.

— ¥/ Enable Direct Dialling

Allows people to dial this extension directly from outside

Phone Humber 1

| Disabled v| &

1. Enable Direct Dialling
Select an available number from the list to create an inbound route direct to this user.
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Enable Smart Calling

Allows you to never miss a call again by forwarding calls to your
maobile and your extension simultaniously

Smart Call Timeout (seconds)

20 [w] 1

Smart Call Type

Seguential El 2

Smart Call Number (eg 0<eoocooo or 07:00000000)
3

1. Smart Call Timeout (seconds)
Set the timeout, in seconds, before the Smart Call Number is dialled.

2. Smart Call Type
Sequential: Call is received on the desk phone, if not answered after the timeout the call is
transferred to the “Smart Call Number”
Parallel: Call is received on both the desk phone and “Smart Call Number”.
Parallel Delayed: Call received on desk phone then after timeout to the “Smart Call
Number”.

Security

Enabled Calls 1
[¥|Local [¥] National [¥] Mobile
(] tnternational | Premium [¥] Other

Allow Management of

[Clupdate settings via handset 2

[Tl Toggle Day/Night mode via handset 3
[Clupdate recordings via handset 4

1. Enabled Calls
Set the timeout Local: local calls only (based on office area code)
National: Australia wide calls.
Mobile: Australian based mobile numbers.
International: 0011 International calls.
Premium: Premium service numbers (19xx number for example)
Other: Other numbers including 13, 1300 numbers.
2. Update Settings via Handset
Allow the user to update settings via the handset. A practical example of this is allowing a
user to use Dial Codes.

3. Toggle Day/Night Mode
Allow the user to update the day/night modem using the handset.

Committed to delivering what we promise
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4. Update Recordings via Handset
Allow the user to update system recordings using the sound recording system on a
handset.

Call Routing

Each time a call enters the phone system the destination number is matched against the list
of configured inbound routes. Once a destination is matched the call will continue along
what's known as a “call flow”.

As call routes are sent to a destination you will typically need to setup the “destination” (for
example handsets, Day/Night condition, announcements, recorded sounds, IVR, etc.) before
creating the route. Configuring the call route is typically the last step taken when creating a
new call flow within a PBX. Typically a Call Route will use a Day/Night condition or Holidays
condition as its next activity type, for example.

Add Call Route:

—General

Phore Murnber

0731051300 v 1
Timezone:

(UTCZ+10:00) Brizhane b 2
on Hold Music

Diefault T 3

Call slert Marme
MAIN MUMBER o 4

1. Phone Number
List of phone numbers available to select from.

2. Time Zone
Time zone observed by this route.

3. On Hold Music
Ringing: Standard “ringing” sound is played to replicate a traditional call.
Default: Calls inbound to this number will play the default on-hold music.

4. Call Alert Name
Visual alert shown on compatible phone handsets during an incoming call.

Telair Pty Ltd... "Committed to delivering what we promise”
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— ¥ Enable Virtual Fax —

The Yirtual Fax add-on is an advanced feature providing the faciity to receive a
fax electronically and have it delivered by email to a nominated Email address.
Ernail Address

2

1. Enable Virtual Fax
Tick this option to activate Virtual Fax. Virtual Fax allows for a fax to be
received electronically to nominated email addresses.

2. Email Address
Enter the nominated email address, or addresses, to which an electronic fax
will be delivered.

¥ Enable Holiday

Allowes you to pick a holiday condition to enable

| ¥mas =1

1. Enable Holiday
Select a holiday condition from the drop down list. Holiday conditions are configured
using the Holiday screen. A single holiday condition can be used for multiple inbound
routes.

Caller Pazscode
1

| Enable inbound route passcode for a caller
Passcode

2

1. Caller Passcode
Selecting this option will activate Caller Passcode. An example of using Caller
Passcode is when configuring a Call Route for conference calls. To restrict who
is allowed to participate on the conference call, activate Caller Passcode. Only
people with the passcode will be allowed to dial in to the conference.

2. Passcode
Nominate a passcode to use. Further to the above example, this is the
passcode users will need to dial to enter the conference call.

Telair Pty Ltd... "Committed to delivering what we promise”
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Ermergency Extension 1

|Chu:u:use... j 1
Ermergency Extension 2

|Ch|:u:use... j
Ermergency Extension 3

|Chu:u:use... j
Emergency Activity Tyvpe

| Choose... x|z
Ernergency Activity

| [

1. Emergency Extension List
Select up to 3 extensions to be monitored. Monitored extensions are used to determine if
a site is “online”. If a site is determined to be “offline” call routing will be dynamically
updated using the “Emergency Activity”.

2. Emergency Activity Type/Emergency Activity
Select the emergency activity routing type and destination.

Ernergency Email (Cptional)
| 1

1. Emergency Email
In the event the Emergency Activity is used an email alert will be sent on the first use of
the emergency route. Further emails will be sent every 10 minutes until the emergency
extensions are registered.

¥| Enable Forward Al T

Yo can forward all calls tooan Extension, Wirtual Extension or External Murmber,
Allocated Dial Code: *915 2
To forward all calls dial #0915 followed by the destination,

1. Enable Forward All
Selecting this option enables Forward All. Using Forward All allows all incoming
calls to that call route to be forwarded to a specific Extension, Virtual
Extension, or External Number. Only handsets with the ability to update
settings via the handset (as configured in offices and users) are capable of
using this Dial Code.

2. Allocated Dial Code
The allocated Dial Code is used to enable or disable call forwarding via the
handset.

Telair Pty Ltd... "Committed to delivering what we promise”
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— ACtivity
Activity Tyvpe 1L
Advanced DayMight Control ¥
Artivity 2
Testofficed v & 3

1.

2.

Activity Type

The Activity Type is the next activity that will be taken when a call enters the
call route and has passed the initial holiday and emergency routing conditions.
Activity

Further to the Activity Type, the “activity” option can be enabled in some
instances where further customisation of the activity type is required. For
instance, when selecting the Advanced Day/Night Control activity type the
activity allows the user to specify which Day/Night condition to use as the next
step in the call flow.

“Next Activity” Cog

This cog will take the user directly to the configuration page for the
corresponding activity. In this instance, it would take the user to the
configuration page for the selected Day/Night condition.

Committed to delivering what we promise
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Day/Night

Day/Night mode allows for the configuration of office hours. It can be set to automatically
detect transitions between configured day time and night time hours, or, a dial code can
be used to switch between day/night modes. It is possible to forward calls to specified
numbers when night mode is activated. Multiple Day/Night configurations can be created
on a single Call Route, allowing for extensive control over how a call is routed on each
day of the week during different hours of the day.

Marme
|EKAMPLEDAYNIGHT 1 Allocated Dial Code: *907 2
3

— M sutomatically detect Day Might mode depending on my office hours
Monday C 24Hours € Closed @ Open | 09:00 @ - |10 @4
Tuesday " 24 Hours € Closed ¥ Open | 03:00 o] '| 17:00 (O]
Wednesday © od dowrs © Closed Open | 19:00 9 '| 1700 9
ThL,lrSIjEI'!." i 24 Hours i Closed i¥ Dpen | 19:00 ':,‘E'} _| 1700 9
Friday C 24 Hours € Closed ¥ Open | 09:00 O '| 17:00 (0]
Saturday C 24 Hours @ Closed € Open | O} '| C}
Sunday C 24 Hours @ Closed © Open | O} '| O}

1. Name

Day/Night condition name, this will be used to identify this condition throughout the
PBX options.

2. Allocated Dial Code
Short code assigned to the Day/Night condition, dial this code to enable/disable the
condition “ad-hoc”. Only handsets with the ability to update settings via the handset
(as configured in offices and users) are capable of using this Dial Code

3. Automatically detect Day/Night
Set an automatic day/night schedule. Setting the schedule will place the office in day
or night mode automatically at the specified times.

4. Time
Enter the open/close times in 24 hour format.

Committed to delivering what we promise
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— L Allowe Might mode configuration in Real-time —&

In this scenario calls will be forwarded to a specified phone number when entering Might mode, Ta
specify this phone number dial *907F and follow the prompts,

1. Allow Night Mode Configuration in Real-time
Enable/disable night mode configuration using the allocated dial code, as well as forward
all incoming calls to the allocated number.

B -~

Day Activity Type 1 Might Activity Type 2
Announcemernt v Choose... ¥
Dray ACtivity Might Activity

Initial Greeting v| & v

1. Day Activity Type
Select a Day Activity Type. An Activity Type is a function that will execute when the
condition (day time) is met.

2. Night Activity Type
Select a Night Activity Type. An Activity Type is a function that will execute when the
condition (night time) is met.

Quick You can click the & icon to be taken to the
Tip next activity

Telair Pty Ltd... "Committed to delivering what we promise”
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Holidays

When a holiday is detected an activity type will be activated. Some activity types, such
as an announcement, will allow for further configuration of an audio file to be played
during the activity. It is possible to manually turn holiday mode on or off on a handset by
using a dial code on an extension with the “update settings via handset” option enabled.

The current state of this condition is: (Office Open) - 1

MSW Holidays

Marme
Holidays 2 Allocated Dial Code: *00D9 3
—Add your holiday dates
e
Marne Fram start of this day [ To end of this day Delete
EhristmasDay 5 | | 25/12/2014 | 25/12/2014 &
Broxing Day || 261272014 | 28/12/2014 &

1. Current State
Displays the current state of the Holiday condition.
Office Open: Normal call flow will be active.
Office Closed: Holiday activity will be used.

2. Name
Name of the condition, set a name to describe the Holidays defined.

3. Allocated Dial Code
Use this dial code on a handset to manually turn Holiday mode on or off.

4. New Holiday Date
Create a new Holiday.

5. Name
Name a Holiday. All characters, numbers and symbols are allowed.

6. Start and end dates
Choose the start and end dates of each created Holiday.

Telair Pty Ltd... "Committed to delivering what we promise”
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—“N

3
N

Holiday Activity Type

Announcement b 1
Holiday Activity
| ED Holickay v| 2

1. Holiday Activity Type
Select an Activity Type. An Activity Type is a function that will execute when
the condition (a holiday) is met.

2. Holiday Activity
Action that will be executed depending on the specific Activity Type that has
been selected. An example of this is an announcement audio file playing.

Telair Pty Ltd... "Committed to delivering what we promise”
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Ring Groups

Ring Groups allow for a group of phones/extensions to ring simultaneously when a call is
received. Multiple ring groups can be configured within a single call route. An extension can
be a member of multiple ring groups or of a single ring group. If a call enters a ring group
and times out the “next activity type” will be initiated, for example, a call may be passed to
another ring group, a call queue, or even forwarded to an external mobile number to name
just a few options. Multiple ring groups can be configured to loop calls between themselves
until either the call is answered or the caller terminates the call.

Add Ring Group:

Mame

ED Incomming 1
Pre Ring Ring Time (seconds)

5 v 2
Ring Tirne (seconds)

20 v| 3
Pickup Group

1 T 4
Walet Park

Mone @5
Iritial Recording

initial b6
IMusic O Hold

Defautt T 7
Mext Activity Type

IR v 8
Mext Activity

onhold v # g

1 Enable Direct Dialling

Allorwes people to dial this ring group dirgctly fromm
outside

Save Cancel

1. Name
The name of the Ring Group.
2. Pre Ring Ring time
The amount of time the incoming caller will hear a ring tone before a call
connects to the Ring Group.
3. Ring Time
The amount of time a call will ring for once it reaches the Ring Group.
4. Pickup Group
Select a Pickup Group to be used by this Ring Group.
5. Valet Park
Select a Valet Park group to be used by this Ring Group.
6. Initial Recording
The initial recording that will play when a call first enters the Ring Group. This

Telair Pty Ltd... "Committed to delivering what we promise”
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is commonly a welcome message.

7. Music On Hold
Music on hold stream used for callers when waiting to be answered.

8. Next Activity Type
The type of activity that will occur when the maximum ring time has been
exceeded. For example, the caller may be placed in a Valet Park.

9. Next Activity
Further to the next activity type, this enables further action to occur when the
activity type is activated. Further to the above example, you may specify which
Valet Park to place a caller in.

10. Enable Direct Dialling
If selected, this option allows people to dial the Ring Group directly from the
outside.

Ring Group Extensions:

..... # 101 {Derno Reception) -
..... ¥ 102 {Dermo Ext 23

..... 103 (Dermo Ext 3

..... 104 (Dermo Ext 4)

..... 105 {Gigaset)

..... 107 (SPA525G2 test)

..... 108 (Sean)

..... 111 (ED Test)

..... 112 (DERAD)

..... 123 {bob)

..... 124 (Firmuvare_dema)

..... 125 {Firrmwvare_demod)

..... 129 (Cisco 529)

..... 140 {hark Garlipp)

..... 199 (Chriz)

..... 202 (MarmelPG50)

..... 203 (MamelPET0) "

1. Ring Group Extensions
Select the extensions you wish to participate in this Ring Group.

Telair Pty Ltd... "Committed to delivering what we promise”
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Call Queues

Call Queues are an alternative to a Ring Group. As opposed to an incoming number
causing all extensions to ring at the same time (as occurs with a Ring Group) a Call
Queue places the incoming call into a queue. The queue works on a ‘first in first out’
principle; the first call in the queue is the first call to be given to an “agent”. Using a Call
Queue enables options such as Wrap-up Time to be configured. When the caller times
out of the call queue the “next activity type” will be initiated.

—General
Marme
[TESTCALLQUEUE 1
Exit Eey

[Dial 1 To Ext |2
Tirneout (rinutes)

[ [ k)
Wrapup Time (Seconds)

E [ 4
Announce Position in Quels

) ;I 5
Pickup Group

| Mane ~lg
Walet Park

| Mane =7

1. Name
Call queue name, this will be used to identify this condition throughout the PBX
options.
2. Exit Key
Give callers the ability to exit the queue by pressing “1”, users will be
transferred to the Next Activity (voicemail, as an example).
3. Timeout (minutes)
Maximum time caller is held in the queue before being transferred to the Next
Activity (voicemail, as an example).
4. Wrap-up Time (seconds)
Number of seconds before a new call will be transferred to a user after
completing a call.
5. Announce Position in Queue
Once enabled callers will be given their position in the queue as calls advance.
6. Pickup Group
Enable a pickup group for this call queue.
7. Valet Park
Set a valet park slot for the queue.

Committed to delivering what we promise
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— Sounds

2 Hold Music

|Defau|t j 1

Iritial Recording

|Choose... ;I 2
First Chirme Recording

|Choose... LI 3
Second Chime Recording

|Choose... ;I 4

1. On Hold Music
Hold music used for callers in the queue.
2. Initial Recording
Select a recording to be played as a caller enters the queue.
3. First Chime Recording
Recording played before queue position announcement (if enabled).
4. Second Chime Recording
Recording played after queue position announcement (if enabled).

— &dvanced

Mext Activity Type

|Ch0u:use... j 1

Mext ACtivity

[ = &2

Login Dial Code

|Ch0u:use... LI 3
Logout Dial Code
|Ch0u:use... j 4

—I~ Enable Direct Dialling

Allowes people to dial this call guews directly from
outsice

1. Activity Type
Select the activity type for the call queue, used if a caller exits the queue by
pressing 1 (if enabled) or the call times out. (for example, voicemail)

2. Activity
Select the activity for the call queue. This activity may not always be available,
depending on the selected

3. Login Dial Code
Short code dialled by PBX agents to “login” to the queue.

4. Logout Dial Code
Short code dialled by PBX agents to “logout” of the queue.

5. Enable Direct Dialling

Telair Pty Ltd... "Committed to delivering what we promise”
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Configure a direct in-dial for this call queue.
Valet Parking

Use Valet Parking to place a call on hold whilst you continue to call or answer another
number. The call can be retrieved from another extension or the same extension that placed
the call in the park. Upon placing a call in a Valet Park a slot number is read back which can
be dialled to retrieve the call. For example the user may dial 9000 to send a call to the Valet
Park and will be informed before finalising the transfer that the slot number is 9001. To
retrieve that particular call the user would dial 9001.

Marme

I‘-/aletF'ark 1
Status

[Enabled [ -
Send To Murmber

=000 x| 3

1. Name
Valet Park name, this will be used to identify this condition throughout the PBX
options.

2. Status
Current status of the Valet Park

3. Send To Number
Number used to transfer calls into the Valet Park slot, slow number is
announced when call is transferred.
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Auto Attendant (IVR)

Auto attendant is a virtual receptionist that allows the caller to route their call to a
particular destination based on the options presented to them by the auto attendant and
the caller’'s own requirements. Caller options are configurable in numerous ways and are
selected via input from the caller's phone pad. The audio file that is played to the caller
is also configurable and can be recorded from a handset (see recorded sounds for more
information).

Mame
1
Greeting Recording
Chooze... r 2
Pre Ring Ring Time {seconds)
0 v 3
Timeout {seconds’
5 | 4
Repeat IVR (times)
3 v| 5
—Mext Activity (Timeout Activity)
Activity Type
Chooze... T 6
ACtivity
v 7
1. Name
Auto Attended name. This will be used to identify this condition throughout the
PBX options.
2. Greeting

Greeting played when the caller first enters the auto attendant. This would
typically be the list of options available to the caller.

3. Pre Ring Ring Time (seconds)
The amount of time the incoming caller will hear a ring tone before a call
connects to the Auto Attendant.

4. Timeout (seconds)
Time in seconds before the timeout activity is used.

5. Repeat IVR (times)
The amount of times the IVR will repeat all of the options to the customer.

6. Activity Type (timeout activity)
An Activity Type is a function that will execute when the condition (timeout) is
met.

7. Activity (timeout activity)
A further activity that can be selected depending on the Activity Type that is
being configured.
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Diakt 1 Activity Type 2 Activity 3 Label 4 Delete
9 Replay Options A replay “
Conference r Room 1 ¥ conf. call m
2 Extension v 101 (Test101) v ext. “
4 RingGroup T Test1-Group b ring croup a
1. Dial
The dial number is the number the caller will press on their keypad to choose a
particular option. For instance, in this example, the caller would press “9” to
replay the options available to them.
2. Activity Type
The activity type is the type of activity that will be initiated when its
corresponding dial# is selected by the caller. For instance, in this example,
pressing “9” on the caller's keypad would initiate the “replay options” activity
type.
3. Activity
Some activity types allow for a further action. An example of this is the
conference room option. When a caller presses “1” on their keypad the
“conference” activity type is initiated. This then forwards the caller to
conference room 1.
4. Label
The label is for administrative purposes only. It allows for the PBX administrator
to label each option in a way that helps to identify its purpose.
5. Delete

|7f-‘-.|||:|ws people to dial this IVR directly from outside

Enable Direct Dialling —

The delete option will remove the selected line.

1. Enable Direct Dialling

It is possible to directly dial the IVR by selecting this option. Upon selection, a
Dial Code unique to the selected IVR will be generated. Dialling this number
externally will take the user directly to the IVR options.

Committed to delivering what we promise
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Recorded Sounds

These sounds are utilised as part of call flows on the phone system. These sounds may
be recorded, uploaded or altered. These sounds can either be recorded using the
system dial code on an enabled handset, or uploaded to the phone system as a pre-
recorded sound file.

Example Scenario: A sound is required as an initial greeting message on a phone
system.

Add Recording:

Mame 1

Systern Dial Code 2

Choose. .. Y
v
Select | 3
| Save & Upload | | Cancel |
1. Name

Used to identify the recording throughout the PBX options.
2. System Dial Code
Dial code assigned to this recording, dial this code from any enabled handset
to update the recoding using sound manager.
3. Upload File
Select a local file to upload.

Name 1 System Dial Code 2 Download File 3 Delete 4
BusyAnnouncement (view fedith *o03 Dioweriload Delete
After Hours VR (view /edit) *004 Dowvrload Delete
Call Queue (viewfedit) *a05 Dowvrload Delete
Holiday Announcerment (view fedit) *906 Dowvrload Delete

1. Name
The name of the recorded sound.
2. System Dial Code
The System Dial Code that is used to record the sound on a handset.
3. Download File
Use this link to download the file to the local machine.
4. Delete
To delete the recorded sound from the PBX.
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Announcements
Announcements are used to play Recorded Sounds as part of a call flow.

Example Scenario: An inbound call to a ring group is not answered, the call moves to a
second ring group with more users, an announcement can be played before the call
enters the second ring group reassuring the caller they will be answered shortly.
Alternatively, an announcement can be used at the start of a call flow to inform callers of
current events (i.e. service outages).

Marme

IInitiaI Greeting 1

Mext Activity Tyvpe

|Ring Graup j 2

Mext Activity

| Main | ﬁ 3

Sound File

[ InitisiGreeting ~| Edit Recordings | 4

5 I Enable Direct Dialling

|7ﬂ«|||:|ws people to dial this call quewe directly from outside

1. Name
Used to identify the recording throughout the PBX options. This is primarily for
administrative purposes.

2. Next Activity Type
After the announcement has been played to the caller the next activity type will
be initiated. In this example, the caller will be taken to a ring group.

3. Next Activity
Further to the next activity type, the activity option is an additional option. In this
example, the activity specifies which ring group the caller will be sent to after
the announcement has been played.

4. Sound File
Select an audio file to play during the announcement.

5. Enable Direct Dialling
Map a direct indial number to this announcement. Dialling the number
externally will take the caller directly to the announcement.
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Music on Hold

Music on hold is an audio file that is played back to the caller. Music on hold can be
played back to the caller while they are waiting to be answered by a ring group or while
they are waiting in a call queue. It can be played back to the caller when they are placed
on hold during a call. Multiple Music on Hold streams can be created, to which audio
files can be uploaded.

Files in this strearm:

Mame 1 Listen 2 Delete 3
ponce-preludio-in-e-rmajor., was Diowetload | Delete
1. Name
The name of the audio file in the Music on Hold stream.
2. Listen

This option allows the PBX administrator to download and listen to the audio
file in the Music on Hold stream.

3. Delete
To delete the audio file in the Music on Hold stream.

Add Music to this strearn:

| select | ]
| Upload | | Cancel |
2 3
1. Select
Use the select option to navigate through the local computer directories to an
audio file.
2. Upload
To upload the selected audio file to the Music on Hold stream being configured.
3. Cancel

To cancel the process of uploading a new audio file. This will exit without
performing any uploading.
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Virtual Extensions

A virtual extension functions similarly to a physical handset, but with some limitations.
The virtual extension is assigned an extension number and also given a name. However
the virtual handset can only be dialled from an internal number. Upon dialling the virtual
handset an activity is initiated. This can be anything from entering a conference call
room to dialling an external phone number, or even checking against a Day/Night
condition.

Note: The timeout of the virtual extension needs to be greater than the time taken to
initiate the next activity. For example, if calling an external number, the timeout must
take into consideration the time taken to connect the call.

Marne

[TestMobile 1
Extension Number

| 554 2
ﬁ.ctivity Type

| External Phane Mumber B 3
Activity

[1400000000 4

1. Name
Used to identify the virtual extension throughout the PBX options.

2. Extension Number
A 3 or 4 digit extension number assigned to the virtual extension.

3. Activity Type
Activity for the selected virtual extension. An example of this might be dialling
an external phone number.

4. Activity
Further to the activity type, this enables for further configuration. In this
example it allows the PBX administrator to specify which external number to
dial upon dialling the virtual extension.
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Blacklist

Block unwelcome callers from entering your hosted PBX by adding the number to the
blacklist. Inbound callers listed on the blacklist will hear a busy tone when attempting to
call.

Note: Calls from private numbers cannot be blocked.

Blacklist:

1 Add Blacklist
Phone Number 2 Delete
2400000000 Delete |
2700000000 Delete |

1. Add Blacklist
Add a number to the Blacklist. The number will hear a busy tone when
attempting to call.

2. List of Blacklist Numbers
List of numbers that have been added to the Blacklist. They can be deleted
using the delete option on the relevant line.
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Conference calling
Conference calling can be enabled via the call routing option in the PBX configuration page.

When inside the call routing option, first select the phone number to be used for the
conference room:

Gerneral

Phome Murnber
Q737263163 ¥

Then, optionally, enable the caller passcode feature. External callers will be required to enter
the caller passcode before being permitted to the conference call. The external callers will
need to be told what the passcode is prior to their making the call.

Callet Passcode

#| Enable inbound route passcode for a caller
Pazscode

Then, finally, choose the conference (basic) option as the activity type and the conference
room number as the activity.

— ACTivity
Activity Type
Conference (Basic) v
Activity
Foom 1 v

Alternatively, if the conference room will be accessed by internal users only, a virtual
extension can be created to take users directly to a nominated conference room.

The conference room in this example can be reached by dialling ‘123'. Users will be taken to
conference room 2.

Add virtual Extension:

Harme
conference
Extension Murmbey

123 wy
Activity Type

Conference (Basic) ¥
ACtivity
Rootm 2 r
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Initial Configuration

The following steps will walk you through setting up a new PBX call flow from scratch,
adding some extensions and testing the functionality of the new call flow. Before setting up
the PBX there are a few things you need to know:
Call Flow Design
e |deally this needs to be drawn as a flow chart. The more work that is put into this
stage, the easier it will be to configure the call flow in PBX.

Haoliday -
BrsdbaneHolidays

Announcimitn
Haoliday - Holiday o

Emargency
Route

Yies Mo

Souind

i

Extermnal
Nurmber -

RingGroup - Initial
ext:101
pickupgroup 1
tlimeout 20s

Announcemant
outsidecificehours g
- afficehourssound

Duany: Might
09:00-17:00

I

VR

Afterhours Call Queue ext:101,102
afterhoursir initial recording -
sound pleasewail imaout 2
min

L |

Announcement
busy -

busysoundfile

Visscmial no
massage axt 101

[ ]

Extiernal numbsr

The above call flow diagram provides an example of a complete call flow. It is similar to

many actual production deployments and will also serve as the basis for the following
configuration steps.
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Data Capture
A full data collection worksheet should be completed prior to the configuration of any PBX.
The data collection worksheet will need to gather the following information/criteria;

Offices & Users:
e Length of extension numbers and numbering plan.
e Names of users.
¢ Basic extension functionality.
¢ What types of phones are being deployed? (I.E Cisco SPA504G)
e Will Auto Provisioning be used? (preferred method)

Recorded Sounds:
¢ Identify on the call flow where a sound file will be required and what its purpose is.
For example, an announcement to be played when the office is away on a public
holiday will require an appropriate audio file.

Phone Numbers:
¢ Identify which phone number the office will be using.

Music on Hold:
¢ Identify where music on hold will be required and what audio file will be used. In this
example music on hold is required for the ring group and the call queue.

Announcements:
e Where will announcements be used in the call flow?
¢ What purpose will each announcement serve?

Ring Groups:
¢ Identify which extensions will participate in the ring group. What will be the ring
group’s next action if the call times out? How long will the ring group ring for? What
music on hold file will be played while the caller is waiting to be answered?

Holidays:
o |dentify what days the office will be closed due to public holidays or other types of
holidays. What will be the next action if the office is closed due to a holiday? What
will be the next action if the office is not closed?
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IVRs
o Wil an IVR be used and, if so, what options will it present to the caller? What will
trigger the use of an IVR?
o Remember an audio file will need to be recorded for the IVR. The audio file can be
recorded from an extension if it is configured with the “update recordings via handset”
option.

Day/Night Modes:
e Which days will the office be open or closed?
o Between what hours will the office be open?
o What will be the next activity if the office is open? Will it lead to another Day/Night
condition, a holiday condition, or will it lead to a ring group?
o What will be the next activity if the office is closed? Will it lead to an announcement
followed by leaving a voicemail message, or will it lead to an IVR?
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PBX Build Order

After obtaining this information, the next step is to identify the order in which PBX elements
will be configured. Certain PBX elements cannot be configured until all subsequent elements
have been configured.

For example, in this call flow you cannot configure the ring group before you have configured
the call queue. The call queue cannot be configured until the busy announcement has been
recorded and configured. The busy announcement cannot be configured until extension 101
has been created with voicemail. Therefore, in this call flow, the first step will be to create
extension 101 followed by the busy announcement, then the call queue, and then finally the
ring group.

It is advisable to start building a call flow in PBX from the bottom up. This means that the
various elements of a PBX system can be divided into categories of primary, secondary, and
finishing.

Primary Elements:

Extensions
Recorded Sounds
Phone Numbers
Music on hold

Secondary Elements:

Announcements

Virtual Extensions

Ring Groups/ Call Queues
IVRs

Finishing Elements:

Holidays
Day Night Modes
Call Routes

These categories are primarily a guide and are not necessarily to be followed strictly.
Depending on the exact configurations of the call flow, different elements may move to
different categories.
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Configuring the PBX

Creating Offices and Users

Offices & Lsers

Creating the office and configuring user handsets is the first step to configuring a new PBX
system. An Office is used to group users who share common configurations together.

To create a new office
o Select Offices & Users.
Select Add Office.
Configure the settings within the Add Office view.
Select Save after making the configurations.

Note: To make changes to the Office after the initial configuration, use the View/Edit Office
tool.

To configure a user’s handset in the newly created office

e Select Add User to Office

e Configure the settings for the handset, making sure to use auto provision if you are
using a supported handset.

e Save the configuration using the Save button

Note: For the purpose of this example, configure at least two phones in the same pickup
group and enable at least one of these phones with the “update recordings via handset”
option. This example will assume the use of extensions 101 and 102
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Creating Recorded Sounds

Recorded
Sounds

Recorded sounds are used in a number of call flow items, For example: Auto Attendant
for Announcements. A recorded sound can be uploaded using a sound file recorded on
a PC, mobile device or recorded via a handset using the assigned dial code.

Note: Supported file formats for upload: wav, mp3, mp4, m4da

Creating recorded sounds is the next step towards configuring the call flow. In this example,
recorded sounds will be used for announcements, the IVR and the initial greeting message
for the call queue.

To create a recorded sound:

Select Recorded Sounds.

Select Add Recording.

Give the recording an appropriate name to help identify its purpose. The name is for
administrative purposes only. For example “Busy Announcement” or “After Hours
IVR".

Choose a system dial code for the sound. This is the code that will be used when
recording the sound via a handset. Alternatively a sound file can be uploaded.

Select Save & Upload when you wish to save the configuration for that sound.

To record a sound for a recorded sound file from a handset:

Using a registered handset with “update recordings via handset” enabled, dial the
system dial code.

You will be prompted on when to begin the recording and how to specify the end of
the recording.

Note: In this example, the following recorded sounds are assumed: “Busy Announcement”,
“Holidays Announcement”, “After Hours Announcement”, “After Hours IVR”, “Call Queue”.
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Creating an IVR

Auto Attendant

The next step in this call flow is to create the IVR. The IVR is essentially a virtual receptionist
that presents the caller with pre-configured options.

To create the IVR:

e Select Auto Attendant from the main screen in PBX.
e Select Add IVR.
¢ Configure the IVR.

Note: Remember that the “pre ring ring time” is how long the caller hears a ring tone for
before connecting to the IVR. The “Timeout (seconds)” is how long the IVR waits before
repeating the options to the caller.

For the purpose of this example call flow, configure the IVR with two options; one option will
let the caller leave a voicemail message on an extension and the second option will connect
the caller with a nominated external number.

+
Dial# Artivity Type A ctivity Label Delete
1 - oicemailohlzg v 101 (Test101) v Woice hail a
4 r ExternalPhonetumber ¥ OO0o00o0a0 Emergency Cortact a
Hame
AfterHourslVR
Greeting Recording
After Hours VR T

Pre Ring Ring Time (seconds)
a3 v

Timeout {seconds)

20 v
Repeat IVR (times)
2 L

Menrt Activity (Timeout Activit)——

Activity Type
Hangup v
Activity
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Creating Announcements

Announcements

There is now sufficient configuration to begin creating the announcements used by this call
flow. Three announcements will be created. An announcement will play the Recorded
Sound then execute an activity.

Note: The available destination will be filtered to only show valid destinations

Create an Announcement:

o Select Announcements > Add Announcement

o Enter a name to identify the announcement

e Select an Activity Type

e Select an Activity

e Select an available Sound File from the list of sound file available on your PBX

Optionally you can enable “Direct Dialling”, this will set up a call route direct to the
configured announcement.

Note: Although the “direct dial” feature is available it is not recommended to send calls
directly to an announcement but to use the announcement as part of a call flow

The Announcements used in this example call flow are configured as follows:

Mame Recording Name Mext Activity Type
Busy (view fedit) BusyAnnounce memnt YoicermailNohsg
Holiday Announcement view fedit) Holiday Announcement ExternalPhoneMurmber
afer Hours Announcement (view fadit) after Hours Announcement IvE

A "Busy” announcement that plays the “Busy Announcement” recorded sound. Its next
activity is to leave a voicemail message on an extension.

A “Holiday Announcement” that plays a recorded sound of the same name. Its next
activity is to dial an external mobile phone number.

An “After Hours Announcement” that plays a recording of the same name. Its next
activity is to activate the IVR that was previously created and configured.
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Creating Call Queues

-

Call Queues

A call queue is an alternative to a ring group. It places the caller in a queue that works on a
“first in, first out” basis; the first caller into the queue is also the first caller out of the queue.
When configuring a call queue as the next activity for a ring group, as per the example call
flow, the call queue must be configured first.

Note: The call queue can be configured to play an initial announcement informing the caller
that they are in the queue, followed by playing them a “music on hold” audio file.

— Sounds
O Hold Music
Defautt Y|y

Initial Recording
Call CQueue Ty

To create the call queue:

e Select Call Queues from the main screen in PBX
e Select Add Call Queue
¢ Name the queue, and configure its other settings

Note: The “timeout (minutes)” option is how long the caller will be in the queue before the
“next activity” option is initiated. The “wrap-up time” option is how long an agents phone will
wait before ringing again after finishing a call.

o Configure the advanced call queue options. As per the call flow, the next activity
type is an announcement that plays the “busy” recorded sound.

— &dvanced
Mext Activity Type
Arnouncemernt Wl 1

Mext Activity

Busy ¥ ﬁ

e Select the extensions that will participate in the call queue. These extensions will
then make use of specific call queue configurations such as wrap-up time.

Note: A handset can be configured to be part of both a ring group and a call queue.
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Creating a Ring Group

Rirg Groups

Ring Groups allow for a group of phones/extensions to ring simultaneously when a call
is received. Multiple ring groups can be configured within a single call route. An
extension can be a member of multiple ring groups or of a single ring group. If a call
enters a ring group and times out the “next activity type” will be initiated, for example, a
call may be passed to another ring group, a call queue, or even forwarded to an external
mobile number to name just a few options.

Note: For the purpose of this example, the ring group will use the newly created call
gueue as its “next activity” type.

To create and configure the ring group:

e Select Ring Groups from the main PBX screen.
o Select Add Ring Group
[ ]

Configure the ring group options including name, ring time (seconds), and next
activity type.

Note: Remember that the ring time (seconds) is how long the ring group will ring for before
initiating the “next activity” for that ring group. In this case, a call queue. Also remember that
if no pre ring ring time has been configured it is best to use the “ringing” audio file for the on
hold music option.

Music Cn Hold

Ringing ¥
Mext Activity Type

Call Gueue r
Mext Activity

Callueue] r

o Select the handsets that will be participating in this ring group.
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Creating a Day/Night condition

lidy

Dray Might

Day/Night mode allows for the configuration of office hours. When the office is detected as
being open (day mode) a configurable activity will then be initiated. When the office is
detected as being closed (night mode) a separate configurable activity will be initiated.
Multiple day night modes can be configured one after another in the call flow, allowing for a
different activity to occur on different days of the week. This is also known as Day/Night
condition nesting.

To create a Day/Night condition:

e Select Day/Night from the main PBX screen
e Select Add Condition to start configuring a new day/night condition
o Allocate a name for the condition and configure the office hours

Note: It is recommended that you use the automatic detection of day/night hours feature.

e Assign a day condition activity. For the purpose of this example, the day condition
activity will be to send the caller to the ring group.

e Assign a night condition activity. For the purpose of this example, the night condition
activity will be to play the afterhours announcement to the caller.

DayMightOne {view fedit) RingSroup Announcerment
Day Activity Type Hight Activity Type
Rirg Grougp ¥ Announcement ¥
Diay Activity Hight Activity
RingZroupd v # Atfter Hours Announcement « #
Q?_iCk You can click the % icon to be taken to the
1P

next activity
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Creating Holidays

Haolidays

The Hosted PBX system can be automatically placed into a holiday mode by using a holiday
schedule. When the holiday mode schedule has been enabled, calls will be routed via the Holiday

Activity.

Configure a Holiday Condition Group

It is recommended to set up one holiday condition group per office, this gives the ability to

set a unique destination for calls directed to each office.

To create a new holiday condition group

e Select Holidays
Select Add Condition
Enter a name for the new holiday group
Populate the holiday group with Holiday Dates
Set Activity Type
Save

Add Holiday Dates

The dates listed are used by the system to enable/disable the holiday call flow. To add a

new Holiday Date use the green + button and enter:
o Name (for example: Boxing Day)
e Start Date (example 26/12/2013)
e End Date (example: 26/12/2013)

—add your holiday dates

o
Marme Frarm start of this day To end of this day Delete
Bioixing Day | | 261272013 ) 26/12/2013 EE

Holiday Activity
This is the action performed when a holiday is matched.
Example options are as follows:
e External Phone Number
Hangup
Annoucement
Day/Night Control
Extension
Ringgroup
Virtual Extension
Voicemail (Main/Alternate/No Message)
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Note: The available destination will be filtered to only show valid destinations

Holiday activity Type

| Chooze... ;I

Holiday Activity

| [

Holiday Activity Screen

Automatic Mode
By default, once a Holiday Condition Group is created it will be set to ‘manual mode’. To
enable automatic mode for a call route:

e Select Call Routing

e From the list of call routes select an external number (example: 0731051300)

e From the Call Route screen select Enable Holiday

e From the drop down select the Holiday Condition Group

Once enabled the ‘Holiday Condition Group’ selected on a Call Route will be used.
The same Holiday Condition Group can be used on multiple Call Routes.

W Enable Holiday

Alloes wou to pick a holiday condition to enable

[TESTHOLIDAY |

= p Friahla Fraornamey Boo tinn

Manual Mode

Holiday conditions can be enabled/disabled manually using the assigned dial code. This dial
code will be listed in the web interface under the Holiday Condition Group.

In the following example the assigned code is *944

You can manually rn Haliday mode on or off by dialling *944
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Creating a call route

Call Routing

The call route is now ready to be configured. Once the call route has been configured it will
be possible to dial the route number and test the functionality of the call flow.

To configure the call route:

Select Call Routing from the main PBX screen
Select Add Call Route
Choose a number to use for the call route from the drop down box.

Select the time zone and any other advanced features. For this example, enable the
holiday condition check.

#| Enable Holiday

Sllovws wou to pick a holiday condition to enable

HolidayConditionCne r

¢ Choose any emergency extensions to monitor and the emergency activity. In this
case extension 101 is the emergency extension and the emergency activity is to dial
an external number.

Emergency Extenszion 1

101 (Test101) ¥IN
Emergency Extension 2

Choose... A
Ernergency Extension 2

Chooze... A
Emergency Activity Type

External Phane Mumber A
Emergency Activity

Ooo0oo00o0

e Select the next activity to occur during normal operations of the call route.

ACtivity

Activity Type

| Advanced DayMight Cortrol A |
Activity

DiayhMlightOne A #

Note: Multiple call routes can be configured to use the same call flow.
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Forward all
To temporarily forward inbound calls to a full national number:
o Select “Enable Forward All” under the call route.
e Note the allocated dial code (in this example *920)
o From any phone with “Update settings via handset” enabled dial the allocated code
e At the prompt enter the number you would like calls to forward to

 To cancel the call forward, dial the allocated dial code

Etable Forward Al

Yo can forward all calls tooan Extension, Wirtual Extension or External Murmber,
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Pickup Group configuration

Phones configured under the same pickup group can retrieve inbound calls from one
another, regardless of which phones are ringing or not ringing. There are a few rules to keep
in mind when configuring pickup groups:

e |tis recommended the phones be configured in the same office

o Phones must be configured under the same pickup group number if they are not in a
ring group

e Phones in a ring group will use the ring group’s pickup group number by default

o Phones outside a ring group that want to take calls from a particular ring group must
be configured with the same pickup group number used by the ring group

e Pickup groups are disabled by default. Configuration will need to occur after setting
up handsets and/or ring groups.

Phones can be configured to use a pickup group via the extension configuration page.
Select a pickup group number from the pickup group option:

Cuthound Phaone Mumber
U=e Office Default ¥ | i Hide Caller 1D

Pickup Group
Plore LR 1,

¥| This extension is behind a firewall

Default configuration of a new handset. By Default, pickup groups are not enabled.

When a phone is not in a pickup group and also not in a ring group it cannot retrieve calls
ringing on any other phones.

Ring groups can be configured to participate in a pickup group. All phones inside that ring
group will then also participate in the same pickup group.

Ring Time (zeconds)
20 v
Pickup Group

7 Ty
Walet Park
one Ll X,

Pickup group option, configurable within a ring group. In this case all phones active in the
ring group would now participate in pickup group 7.

To retrieve a call from a phone in the same pickup group, dial ** from the phone you wish to
take the call on.

If the phone being used has not been auto-provisioned via option 66, the dial string may
need to be manually updated. The correct dial string is:

(XX XX F**X XL **X X )
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Nested day/night conditions

Multiple day/night conditions can be nested to provide extensive control over call flows. A
prime example of nested day/night conditions is the ability to divert phone calls when the
usual answer point is unattended.

The following diagram illustrates nested day/night conditions:

inbound call

announcement day/night

after hours

day/night

“voicemail”

Day Day

Y * I —
voicemail ext.
201 Ring group “after Day/night ring group “lunch
hours” lunch break night—a break”
Day
Y | L 4
Announcement Ri vinitial" announcement
“voicemail" ing group “initia “voicemail"

An inbound call is first processed by the “initial” day/night condition. When the office is
determined to be open, the call is then processed by the “lunch break” day/night
condition. If the “lunch break” day/night condition is in day mode than the call is received
at the company’s primary answer point (a receptionist for example). If the “lunch break”
day/night condition is in night mode (the receptionist may be on lunch or away from the
phone) than the calls are diverted to a completely different answering point.

A second nested day/night condition called “after hours” can be seen in this diagram. Its
purpose is to process calls when the “initial” day/night condition is in night mode, but
there may be after hours support available on certain days of the week.

The configuration on the “initial” day/night mode will have office hours selected with
automatic day/night detection and will use the “after hours” and “lunch break” day/night
conditions as its next activities.

B — P

Day Activity Type Might Activity Type
Advanced Dayblight Control r Advanced Dayiblight Control v
Diay Activity Might Activity

lunch break r ﬂ After hours v #
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Voicemail
By default voicemail is disabled. To enable voicemail on an extension, tick the “enable
voicemail” option on the extension configuration page.

— ¥ Enable Yoicemail

Yoicemail messages can alzo be forwarded to your mailbox

Yoicemail Pin

5114

Send messages to my mailbox

Voicemail messages will be stored locally on the phones mailbox. This is accessible by
either dialling 777 or by pressing the shortcut key on Cisco SPA phones (this key has an
envelope icon on it).

Voicemail messages can be sent to a nominated email address if the “send messages
to my mailbox” option is enabled.
— ¥ Enable Yoicemail

Yoicemail messages can also be forwarded to your mailbox

Yoicemail Pin

5114

¥| Send messages to my mailbox

exampla(exarple. corm

¥ Delete messages after emailing them

Messages can then be automatically deleted from the phones local mailbox after the
message has been sent via email in a .wav format. Note: This feature is optional.

When accessing voicemail on a phone the user must dial their pin code correctly and
then dial the # key. For example: 5114#.

Messages on a phones local mailbox can be saved or deleted after being heard for the
first time. Pressing 7 will delete the message while pressing 0 will save the message.

To configure the greeting that will be heard when a caller leaves a voicemail message,
dial 777 and press 5 to access advanced voicemail features. From here, press 1 to
record a greeting and then choose a number from 1 to 9. Up to 9 greetings can be pre-
recorded in this way.

To listen back to a pre-recorded greeting from the advanced voicemail features menu,
press 2 and then select a greeting from 1 through 9.

To record your name press 3 when at the advanced voicemail features menu.
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Account Code Dialling
Enabling and configuring Account Code Dialling

To enable the Account Code Dial feature, navigate to the PBX configuration page through
the MY Telair portal and select “add-ons” from the configuration main screen. Then, select
“configure add-ons”.

Addans

Once inside the add-ons screen, select the “enable cost centre plugin” option.

— ¥ Enable Cost Centre PlugIn

Enables account code dialling and reporting. Once enabled account codes can be created that are
dialled prior to calling an outside number. Reporting is available summarise dialled numbers by

account code including breakdown by local, long distance, mobile and other call types. In addition
call costs can be allocated against each call type to allow billing breakdown of each account code.

After selecting this option press ‘save’ at the bottom of the page. You'll be taken back to the
main PBX configuration page. Mouse over the ‘add-ons’ configuration option and select
‘account code dialling’.

Tick the ‘enable account code dialling’ option to enable the feature.

[ General Settings !

— | Enable Account Code Dialling

To dial out with an account code you should use:
[Prefix] [AccountCode] [Delimetar] [PhoneMum]

Prefix
AccountCode Length
9 v

Delimiter

* v

Once enabled you will be able to configure a prefix, an account code length, and a delimiter.
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An example configuration:
— ! Enable Account Code Dialling

To dial out with an account code you should use:
[Prefix] [AccountCode] [Delimeter] [PhoneMum]

Prefix
0

AccountCode Length

4 r
Delimiter
i) L

Once you have configured the prefix and saved the configuration, select the ‘account codes’

tab.

————,

[ General Settings T Account Codes _| Reporting

From here you will be able to configure the account codes that users will need to dial in

order to make an outbound call.

An example configuration:
General Settings Account Codes ‘ Reporting \"-.,_

— View/Edit

-~

- —_— Search:

Code Label

| 1234 Exampie Code

| Save

Saved Successfully

Note: remember to save the configuration as you progress through this setup.
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If you would like to exclude certain users from needing to use the account code dialling
feature, you can do so through the handset configuration page accessed from the ‘offices &
users’ configuration screen.

An example configuration of a phone that is set to bypass the account code dialling feature.
Note that this is not bypassed by default:

— Security and Other Features

Enabled Calls &9
¥ | ocal # National # Mobile
International Premium ¥/ Other

Allow Management of §§
¥ Update settings via handset
¥ Toggle Day/Might mode via handset
#| Update recordings via handset

Other Features
| Override Account Code Dialling (if enabled)
Auto answer on direct dialling this extension.
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Add-ons

Additional PBX functionality is available by enabling one or more of the available add-
ons.

Cost Centres

Enables account code dialling and reporting. Once enabled account codes can be
created that are dialled prior to calling an outside number. Reporting is available
summarise dialled numbers by account code including breakdown by local, long
distance, mobile and other call types. In addition call costs can be allocated against
each call type to allow billing breakdown of each account code.

GSM Gateway

Once enabled specific mobile numbers can be added to a list allowing those allowed
numbers to dial via a GSM Gateway. GSM gateway functionality requires the installation of
GSM hardware and SIM Cards into the Hosted Voice platform. Typical use case is a fleet
mobile where a customer provides 1 or more Mobile SIM cards to allow free call dialling from
the Hosted Voice platform to their mobile Fleet. Please contact your provider to arrange this
installation.

Virtual Fax setup

The Virtual Fax add-on is an advanced feature providing the facility to send and receive a
fax electronically and have it sent/delivered by email to a nominated Email address. The
Virtual Fax feature is provided on an as-is basis without warranty or expectation of usability.
As the Virtual Fax feature operates over a Voice over IP network there may be certain
circumstances where fax receive fails. When this occurs there is no Ability for Telair to
correct, recover or improve the facility. No notification of failure will be forwarded nor does
Telair provide any logging or remedy for such Events.

Virtual Fax Configuration

To Enable Virtual Fax
o Accept the terms of service by selecting “l agree”
e Select “Enable Virtual Fax”
e Select Save

The virtual fax addon has now been enabled

Inbound Fax (Receive)

e From the main PBX screen select Call Routing
Select Add Call Route
From the list of available numbers select a number
Select Enable Virtual Fax
Enter receiving email address
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Separate multiple addresses with a comma (,).

— | Enable Wirtual Fax
The irtual Fax add-on is an advanced feature providing the faciity to receive a
fax electronically and have it delivered by email to a nominated Email address,
Ernail Address

Emyemail@mycnmpany.cnm

Outbound Fax (Send)

All fax by email senders must be an authorised, follow the instructions below to authorise an
email address.

From the main PBX screen select Addons > Virtual Fax
Select Add Fax Sender

Enter receivers email address

Set the Outbound Caller ID

Click Save

&dd Fax Sender:

Senders Ermai

Emyemail@mycumpany.t:l:um.au
Cuthound Caller 1D

0730 ¥

Save o Cancel ;

Note: Outbound caller ID should be set to a valid fax number as this will be displayed on
outgoing faxes

Advanced Outbound Call Control
The advanced outbound call control feature allows the ability to dynamically set the
outbound caller ID per call. This feature supports up to 9 numbers.

Use: A receptionist located in Brisbane wants to display the outbound number from Sydney.

—advanced Outhound Call Control Prefix and Allocated Mumbers —

Prefix 1 kot Selected v | Hide Caller ID

Prefix 2 kot Selected » | Hide Caller ID
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Dial the prefix number for the corresponding office number you wish to make the call from,
followed by the number you wish to call.

Sending a virtual fax

Virtual faxes are sent via emails. Prior to this, your email address must be allowed to send
virtual faxes. To find out if your email address is allowed please check the PBX configuration
(see the section “virtual fax setup” for more information on this topic).

The document you wish to fax must be in PDF format on your computer. To send the
document as a fax open a new email. Use the following format for your new email:

To: fax@mycloudpbx.com.au
Subject: [target number eg 0731051300]

Attachment: [fax document].pdf

Body: Fax header page

To... fax@mydoudpbx. com.au
Coo,
Send
Subject 1300790112

Attached T Test faxpdf (34 KEB)

This is the fax header page.

At this point you are now able to press send. The attached PDF document will be received
by the target fax number as a normal fax.
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Auto Provisioning

Cisco, Polycom and Yealink IP phones can be configured automatically by the Hosted
PBX. Auto provisioning reduces initial deployment time and enables configuration
updates for deployed phones with little or no end user interaction.

Step 1
Obtain MAC Address

Step 2a — New User
Select Office and Users, under the office select Add User
Select the Auto Provision checkbox, complete the following:
o Set the number of Calls Per Line Keys
e Select the Phone Model from the drop down list
e Add Expansions Modules (if applicable)
o Enter the phones MAC Address

—I¥ Auto Provision

atomatically generates the Cisco handset configuration

Calls Per Line Keys

ER—

Fhone Type &8
| Cisco SPAS04G -

Configure Handset Keys |

Expansion Modules
|2 Mociules ;I

Expansion Module Madel Mumber
| Cisco SPAS00S - |

Configure Expansion Module |
Mac sddress

| 000000000000 o
Transport
[uDP =1 O
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Step 2b — Existing User
Select Office and Users, under the office select the existing user
Select the Auto Provision checkbox, complete the following:

o Set the number of Calls Per Line Keys

e Select the Phone Model from the drop down list

e Add Expansions Modules (if applicable)

o Enter the phones MAC Address

Step 3 — DHCP with option 66
Configure the local DHCP server with option 66 setting:

ps.mycloudpbx.com.au
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DHCP Configuration Examples

Windows Server 2000/2003

e Open the DHCP server management console

« o] nterret Services Manager
(3} Microsoft 501 Sarver 7.0 % Licansing

G Local Security Paliey
PE Ferformance

* B Routing and Remots Access
iy Services

] Telner Sarver Administration

rl
EB
.
,

e Expand the tree, right click on Scope Options and select Configure Options

Soope Options = “EI
Genersl | Advanced |
Asichis Options Descrigtion = |
[ 045 X Window System Display Aray ol X W
[ 064 MIS+ Domain Mama The name o
[ 085 MIS+ Servers Alist of 1P g
[ 066 Boot Sansar Host Nama TFTP boot s »
i | ¥
~ Data ey
Shng vakie:

e From the list select 066 Boot Server Host Name and enter the following string value:

ps.mycloudpbx.com.au
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Windows Server 2008
e Open the DHCP server management console

3 Irkemet Exglarsr v  bes
- e EEE
o Paint Maragerrent %
L!(-r,r Hiskart, i D
ﬁ 5 [d] Everk viewer
o Cerkrol Parel Uz Sroup Policy Management

. & 50T Initiakor

.l System Manager —

E; Devices and Prinkers 3 Local Seourity Polcy

# % Cisco Configuration Assstark (8 Performance Maritor

) [ Prink Managemant

@ Wtwwsrs vophers Chark Felr and Support T Seouwiy Configuration Wizerd

T Server Manaer

E Snagshot v | ., o Sarvices

= bsy Share and Sorage Management
».-\’!} CHCP Windewes Sacurity L Siacans Explear

— 2 System Configuration
AlProgeams (T ek Sehachder

- ) g Wirshows Firevaall with fctvanced Security

Search prograns and ez Log off |® —
| — e E —Ll \m| Wirdosws Mesory Disgnoshc

- 5 — == EX Wirdoans Powser Thel Mockdes
= #’5' Hl = b Windows Server Badag

e Under Scope Options and choose Action > Configure Options

? DHCP Option Mame
28 _ | 003 Router
= i IP.W' j 006 DMNS Servers
=L Seope [192.168.75.0 | = 015 DNS Damain Name

i} Address Pool
0 Address Leases
1| Reservations

B Scope Option: .
__3] 5-;’\-' &r Options Configure Opkions. ..
F Filters View 5
B IPve
Refresh
Export Lisk,..
Help
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Scope Options EHE
General | Advenced |
Available Options | Desciption = |
(] 065 Boot Server Host Mame TFTF oot 1
[ 067 Bootlie Mame Bockie Man
1 068 Mabite IP Hore Agenils M ebie IP he—i

[ 083 Simple Mail Transpait Piotoco [SMTP) Servers  Listol SMTE =
1| | »

< Dheka erdiy
Stiing vake
Ip: m],l:|n|.|q:|b0|.|:nn-:||.i

ok | Concel | aeob |

o From the list select 066 Boot Server Host Name and enter the following string value:

ps.mycloudpbx.com.au

Telair Pty Ltd... "Committed to delivering what we promise”



Page |61

Windows Server 2012

Open the DHCP server management console

e Start > Server Manager

Windows
Server Manager PowerShell

e Select Tools > DHCP and Expand the tree

" (Ejl | l' (U ELET Tools View

Active Directory Administrative Center

Active Directory Domains and Trusts

Active Directory Module for Windows PowerShell
Active Directory Sites and Services

Active Directory Users and Computers

ADSI Edit

Component Services

Computer Management

Defragment and Optimize Drives

DHCP

e Under the DHCP scope right click on Scope Options and select Configure Options

4[] Scope [10.0.2.0] Brisbane Offi = DE7 Bootfile Name

i Address Pool 5| 006 DNS Servers

@ Address Leases .5 015 DNS Domain Nam
b & Reservations 3| 044 WINS/NENS Serve

., Scope Option |

| Policies Configure Options... |

2 Canvar Mntinne
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Awailable Options | Description
[ 085 NIS= Servers Alist of IP &
(66 Boot Server Host Name TFTP boot ¢
(] 067 Bootfile Name Bootfile MNan
1 068 Mobile IP Home Agents Mabile IP he
<| m

— Data entry
String value:
Ips.mfduudpbx.cum.aul

e From the list select 066 Boot Server Host Name and enter the following string value:

ps.mycloudpbx.com.au

Cisco Router Example DHCP Configuration
ip dhcp excluded-address 192.168.1.1 192.168.1.99
ip dhcp excluded-address 192.168.1.201 192.168.1.255

ip dhcp pool 192.168.1.0/24

network 192.168.1.0 255.255.255.0
default-router 192.168.1.254
dns-server 203.22.70.2

option 66 ascii ps.mycloudpbx.com.au
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Network Topology

Example IP telephony network topology:

Internet or

Private IP Network

Router/Modem

Power over
Ethernet Switch

y*
S

y

&0
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Cisco SPA504G IP Phone

Viewing answered and missed calls
If at any time you wish to view a list of answered calls or missed calls you may do so directly
from your Cisco handset.

To access this information you must first press the menu button located on the phone, to
the left of the hold button. The menu button has an image of a piece of paper with the top
right corner slightly folded down. Pressing this button will change the display on the main
screen of the phone to a list of available menu options.

You can use the arrow keypad on the Cisco SPA phone (the physical circular keypad with
direction arrows) to navigate up and down through the menu options, or press the number of
the corresponding option. In this case, navigate to option 3 — Call History. It may be
necessary to press Select to access the Call History options.

From here you will see 3 available options. You can select between Redial List, Answered
Calls or Missed Calls depending on the information you would like to see. You can use the
arrow keypad to scroll through the presented information.

To return to the phones normal screen, press cancel.

Transferring phone calls
While on a phone call the phone display screen will display the “xfer” option. This option
correlates to the 4" solid black key on the phone:

Figure 1: the red highlighted key is the “xfer” option during a call.

Press “xfer” once, and then dial the extension number of the person you wish to transfer the
call to. For example: 401. Then press “dial”. This will dial the extension number you have
just specified.

At this stage there are two ways to finish the call transfer:
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e To blind transfer a caller, press the “xfer” button again before the other user has
picked up the phone.

e To warm transfer the caller, wait for the other user to answer their phone and
announce that you have a customer to speak to them. Press the “xfer” button when
ready.

When the call has transferred successfully, the first user will no longer have the customers
call on their phone.

A warm transfer can be cancelled either before the other user picks up the phone, or after
they have picked up the phone by hanging up the phone to cancel the call. The customer will
still be on hold. To speak with the customer again press the “Hold” button.

If a call times out while trying to contact another user, a series of beeping tones will be heard
for approx. 10 seconds. After these tones are heard, it will be possible to take the customer
off hold.
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