Start Up Guide (Readme
First

Here you will find a start up guide designed to give you the best experience with your Unified Communication System.

e Overview
e Logging Into The CommPortal
e Changing the CommPortal Password (Optional)
e Downloading Pod Connect for Desktop/Android/iOS
¢ Recommended Settings for Pod Connect for Desktop
e Desk Phones
¢ Voicemail Configuration (Optional)
o Voicemail Configuration Overview
o Using The Voicemail System
o Voicemail Main Menu
o Message Playback Options
o Forwarding a Message
o Replaying to a Message - Dialling the Originator
o Changing Your Voicemail Pin
o Recording Your Personal Greeting
e Music On Hold (Optional)
o Music On Hold Overview
o Logging In
o Viewing and Changing Your Security Settings
o Managing Recordings
o Assigning Recordings To Lines
e Testing Your System
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Overview

INFO: Before starting we strongly advice that you read the IP Requirements page here. Firewall

configuration is likely to be required to use Pod on a corporate or VPN network. This informatior
be helpful for subscribers having problems connecting to use Pod.

Welcome to your Pod Unified Communications System.

Your Service Provider may have given you information on setting up, if so you should follow any instructions given by your
Service Provider first.

We recommend that you first take the time to read through this Start Up Guide before making any changes. Depending
on your package(s) some configuration options may not apply to some or all subscribers (users).

Before you continue, you must have an understanding of what your package consists of and how you would like calls to
be managed/routed.

This guide assumes that you have a working internet connection to use with your package, Administrator access to any
PC/Laptops that require Pod Connect to be installed and any mobile devices to hand that require Pod Connect.

TIP: If your package includes Desk Phones you can unpack and connect these phones to your network and pc
on before starting. They may need to have a frmware update and require several reboots before they can be u

This Start Up Guide will walk you through the following:

e Logging Into The CommPortal

e Changing the CommPortal Password (optional)

e Downloading Pod Connect for Desktop/Android/iOS

¢ Recommended Settings for Pod Connect for Desktop
e Desk Phones

e Voicemail Configuration (optional)

e Music On Hold (optional)

e Testing Your System
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Logging Into The CommPortal

Your Service Provider will have given you all the login details for your subscribers (users). If you have not received any login
details please contact your Service Provider before continuing.

This will consist of:

¢ Phone Number
¢ Password

complete the process from one machine for all users. Just log out after completing the steps below for one use

TIP: If you have multiple users and you are managing the account passwords and security e-mails for your user
in with the next user and repeat.

e On a PC/Laptop or compatible mobile device, open a web browser to the following
https://commportal.connectbetter.net
o Atthe login screen enter the Phone Number and Password of the first user. Then click on Login

CommPortal Web

Please log in below.

Email / Number: 01132991011

Password: ssscesessee

Reset Password

(JJ Remember me on this computer.

Next you will required to enter an account e-mail address, this will also be used for security to reset the password.

Enter a valid e-mail address and the password for that subscriber (user). Optionally you can tick the Allow email
login enabling this will allow the subscriber to user the e-mail address or phone number to login to the CommPortal.

-

No Account Email Set

To improve security you must add an email address before accessing your account.

This is required in order to keep you informed of password changes and to send forgotten
password links.

Email Address:

——————————————————————

Current password: l l

You may also allow logging in using this email address instead of your phone number.

'D Allow email login l
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INFO: It is important that the e-mail address entered is valid and the user has access to this. This
time if a password reset is required. If Allow email login is enabled then each subscriber will nee
unique e-mail address you will not be able to use the same e-mail address on multiple subscribe

Click on Continue to save the changes.

‘ TIP: More detailed information on the CommPortal can be found here.

The next stage is optional Changing the CommPortal Password
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Changing the CommPortal
Password (Optional)

INFO: Please keep your passwords in a safe place. This password is required to access the CommPortal and is
] both mobile and desktop Pod Connect applications.

Once logged in the CommPortal scroll down to the bottom of the page and under Security click on Change Password

Personal Details Security Support

Demo Change Password Help

Devices Change Call Services PIN Downloads
Configure Account Email @ Send Feedback
Change Voicemail PIN

Next, in the change password box enter your current password then enter a new password, type the new password again
in the Confirm new password field.

Change Password

Current password: .
New password: canusanaasan
Confirm new password: sessessnand

Click on Confirm once completed. You will receive and e-mail to account e-mail address advising tat the password has
been changed.

Next continue to Downloading Pod Connect for Desktop/Android/iOS if this is included in your package, if not continue to
Desk Phones
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Downloading Pod Connect for
Desktop/Android/iOS

INFO: If Pod Connect for Desktop/Android/iOS is not included in you package please skip to the Desk Phones ¢
this guide. If you would like to know more about Pod Connect for Desktop/Android/iOS please contact your Sen
Provider. Information on how use Pod Connect for Desktop/Android/iOS can be found here.

To download Pod Connect for Desktop see this guide for detailed instructions: How Do | Download Pod Connect For
Desktop?

e Login to the CommPortal with your new password created previously.
e Click on Downloads

e Click on View Apps

Click on pod connect

Download and install the the file following the onscreen instructions for your computer operating system

INFO: If you are logging on to the CommPortal from a Windows machine you will only be able to download the W
version and vice versa if you are logging in on Mac OS.

TIP: If you have multiple machines that require Pod Connect to be installed on you can copy the downloaded fil

thumb drive or other media and install from there. This would save time logging into the CommPortal and downl
time.

To download Pod Connect for Android/iOS see this guide for detailed instructions: How Do | Download Pod Connect For
Android/i0OS?

The easiest way to download Pod Connect for Android and iOS device is scan the below QR Code:

Clkgall

# Available on the GET IT ON

& AppStore P> Google play

e Orthe mobile device go to either the Google Play Store or App Store
e In search option, search for Pod Connect
e Tap on Install or Get

Once the Pod Connect Applications are installed you will be able to log in with your phone number and password.

Please continue to the Recommended Settings for Pod Connect for Desktop
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Recommended Settings for Pod
Connect for Desktop

Whist these settings are optional we do recommend that these are enable and other set to your personal preference.
To access the Pod Connect for Desktop Options:
For MAC - Click on pod connect > Preferences
For Windows - Click on Tools > Options
The Options are are slightly different on both MAC and Windows versions.
The Options will open by default on the General tab.

For MAC: General

Double click action in main window: You can choose what happens when you double click on a contact - This is
personal preference.

e Call contact immediately (Default)
e Open a chat window

e View contact details

¢ Invite to meeting

Use contacts from: You can choose which contact you would like to use.
e pod connect - (Default) This will allow you to see any members within you Business Group and any contacts you

have added to the CommPortal.
e Apple Contacts - You will see Business Group contacts and any Apple Contact that you have saved.

[ ] Options
(0 («) 1= & LU0
General Calls Meetings Chat Audio Video

General

Choose a ringtone | pod connect 3

Contacts

[Double click action in main window: = Call contact immediately

[Use contacts from: pod connect

Edits to contacts will appear in both pod connect and the contact source.

Recordings

Save recordings to = pod connect Open Folder

Analytics

Help to improve the application by sending anonymous usage data

Accessibility

| Enable Accessibility Mode

Your changes will take effect on next restart

For Windows: General

Launch pod connect on startup: If ticked this will launch Pod Connect when your Windows PC?Laptop starts up.



Double click action in main window: You can choose what happens when you double click on a contact - This is
personal preference.

e Call contact immediately (Default)
e Open a chat window

e View contact details

¢ Invite to meeting

Use contacts from: You can choose which contact you would like to use.
e pod connect - (Default) This will allow you to see any members within you Business Group and any contacts you

have added to the CommPortal.
e Outlook - You will see Business Group contacts and any Outlook Contacts that you have saved.

wod Options st
— N t—_ P —_—
[ . = —
General Calls Meetings Chat Audio Video
General

Keep in taskbar while the application is running
ﬁ Launch pod connect on startup ]

Automatically log in to pod connect

Integrate with Outlook for calls, messaging and presence.

Use pod connect to call phone number links in emails and web pages.

Choose aringtone | pod connect ~ | | B |
p—

Contacts

lDoubIe click action in main window: | Call contact immediately ~ l

lUse contacts from: | pod connect l

Edits to contacts will appear in both pod connect and the contact source.

Recordings

Save recordings to | pod connect ~ Open Folder

Analytics

Help to improve the application by sending anonymous usage data

Accessibility

[] Enable Accessibility Mode

Your changes will take effect on next restart

Reset

Clear User Data

For MAC & Windows: Calls

Enable call park: If you have Call Park enabled you will need to enable this option to be able to use it from Pod Connect
for Desktop. If you do not see this option then Call Park has not been enabled.

® Options
=
(o; =) =) & [L
General Meetings Chat Audio Video

Calls

Always keep call windows on top
Enable call park

You can access your call park orbits from the Tools menu. A call park button will also
be added to the call window.



. INFO: The Calls options are the same on both MAC and Windows.

For MAC & Windows: Chat

By default Open the chat window when new messages are received and Display a popup when new
messages are received are enabled by default. These should be left on otherwise you may miss a message.

these options. Otherwise the notifications would be displayed during your meeting. Just don't forget to enable t

TIP: If you are hosting a meeting or in a meeting and using screen sharing or remote control you you may wish
options again!

Load messages when opening a new chat window: The default for this is only 10 messages, we recommend that
you increase this. The maximum is 140.

[ ] Options

@@ﬁmﬂ

Ceneral Calls Meetings Audio Video

Chat
Open the chat window when new messages are received]

Display a popup when new messages are received

Send messages with: = Enter

[ Load 140 . messages when opening new chat windows]

Show when | am typing
| Auto-accept chat contact requests

| Mute natification sounds when my presence is Busy

Change my status to away when I'm inactive for 15 I minutes

For MAC & Windows: Audio

We recommend that you throughly test you microphone and speakers and/or headset. When you connect an external
headset you will see pop notification on screen and it may have been auto selected.

Microphone: Select the microphone you wish to use from the drop down list. Now click Test Mic - Speak into the
microphone when finished it will be played back to you.

In-call Audio: Select the In-call audio device you wish to use from the drop down list. Now click play button. This will play
the default ring tone back to you.

Notifications: This is the device that will play notifications , for example an inbound call. Choose the audio device and
click play.

‘ INFO: If you remove your headset or change it, you may need to come back to the audio options to confirm yo
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200 Options
(o; (=] =) ]
General Calls Meetings Chat Video
Microphone
,!_ 9, -!' Al
[ Built-in Microphone C.-| l Test Mic l

In-call Audio
o 0 )

[ Built-in Output C.-| 6

MNotifications
-l ) )

(" Howmi 9
Respond to headset button presses v

Control ped connect using supported Plantronics headsets. The mute status is synced
between the app and the device.

. INFO: The Audio options are the same on both MAC and Windows.

For MAC & Windows: Video

This will allow view and test you web cam

o N & =9 ZFz

General Calls Meetings Chat Audio

Camera: HP Truevision HD N

For MAC & Windows: Meetings

. INFO: If you do not have the Meeting options, please contact your Service Provider to have this enabled.
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Two options worth taking note of are Mute my microphone when joining this is turned off by default. When you join a
meeting your microphone will be active. Turn off my video when joining this is enabled by default. When you join a
meeting the video is not displayed to other users, you must enable this manually within the meeting.

Email invitation: This allows you to modify the content of the email invite.

[ ] Options
(o) (- =) & ([
General Calls I Chat Audio Video

Join

Connect audio when starting or joining

| Enter full screen when starting or joining
| Mute my microphone when joining
Turn off my video when joining

| Copy the meeting URL to Clipboard when starting

Scheduling & Invites

Dial-in number: 08000221663

[Email invitation: Edit English (United Kingdom)

Changing the email language will not affect custom messages.

Scheduling Assistants: Add Assistant

A scheduling assistant can schedule meetings on your behalf.

Meeting

| Enter full screen when viewing the shared screen
Scale the shared screen to fit window

| Hide non-video participants

Confirm before leaving meetings

| Use dual monitors

[ Advanced Settings ]

INFO: On Windows versions you will see an option to download and install the Outlook plugin. This is optional b
‘ overall better integration with Outlook.

Advanced Settings: Click on Advanced Settings this will open a new web page. The following settings are enabled
by default - Some settings will be locked and cannot be change for additional security:

INFO: The Attention Tracking option has been has been set to off and cannot be enabled. This feature has bee
. permanently disabled and will be removed from the Options page in a future release.

e Require a password for Personal Meetings if attendees can join before the host
o ALWAYS ON - If the meeting organiser selects the "Enable join before host" option for a Personal Meeting,

the "Require meeting password" option is also enabled. This prevents unauthorised participants from
fraudulently using the meeting ID

¢ Generate and require password for participants joining by phone

o ALWAYS ON - Will generate and send new passwords for newly scheduled or edited meetings.

End-to-end encryption

o Require that all meetings are encrypted using AES

Chat

o Allow meeting participants to send a message visible to all participants

Private chat

o Allow meeting participants to send a private 1:1 message to another participant.
Annotation
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o Allow participants to use annotation tools to add information to shared screens
¢ Remote control
o During screen sharing, the person who is sharing can allow others to control the shared content
e Breakout room
o Allow host to split meeting participants into separate, smaller rooms
e Screen sharing
o Allow host and participants to share their screen or content during meetings
¢ Waiting room
o Attendees cannot join a meeting until a host admits them individually from the waiting room. If Waiting room is
enabled, the option for attendees to join the meeting before the host arrives is automatically disabled. Please
see the How Do | Use Waiting Rooms document for further information.
e Show a "Join from your browser" link
o Allow participants to bypass the Meeting application download process, and join a meeting directly from their
browser. This is a workaround for participants who are unable to download, install, or run applications. Note
that the meeting experience from the browser is limited.
¢ Personal Link:
o We recommend that you take the time to choose a Personal Link, This can be changed at anytime. Further
information can be found in How Do | Create A Personal Meeting Link (URL)?

We recommend that the you leave the above settings enabled. Feel free to enable other options to see which suits your
needs best, all changes will take effect immediately.

INFO: With Waiting Rooms enabled as the Host you will need to manually allow participants into the meeting.
following document How Do | Use Waiting Rooms on how to do this. If you are hosting a large Meeting you may
this feature off.

Please note that when using joining from a web browser the following web browsers are supported :

Features across browsers Chrome Firefox Safari Edge Internet Ex|

Share video v v v v

Share screen v v v

Join computer audio v v v v

Join audio by phone v v v v v
‘ Meeting host controls v v v v v

View shared video v v v v

View shared screen v v v v v

Request remote control v v v v v

In-meeting chat v v v v v

Closed captioning v v v v v

Co-host v v v v v

Breakout Rooms v v v v v

Simultaneous screen share viewing and sharing v v v v

*Screen sharing on Microsoft Edge requires Windows 10 Pro or Enterprise. It is not supported on Windows 10 +
are running Windows 10 Home and need to share your screen, we recommend using Chrome or Firefox.

INFO: To use all the listed features above you MUST install the AccessionMeetingLauncher for MAC or Window
‘ that the meeting experience from the join from browser is limited.

Please continue to Desk Phones or if you do not use Desk Phones continue on to Voicemail Configuration.
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Desk Phones

If you are not using Desk Phone please skip this section.

You will first need to confirm with your Service Provider as to how your phones will be provisioned. If they are been auto-
provisioned and are already powered on and connected to the network they should ready to use, once the updates have
completed.

You can check which phones are been auto provisioned from the BG Admin portal. Please take a look at the
Provisioning Phones section in the CommPortal: Administrator Guide for information on provisioning phones.

Once the phones have an allocated time to authenticate with the Provisioning Server power them on and connect them to
your network. Depending on make and model they may require several updates and restart several times. This is normal
behaviour.

If the phones are powered and not reregistered with the correct DDIs (the phone number) please contact your Service
Provider. Please make a note of the MAC addresses for each device as they will need to be checked against the
Provisioning Server.

INFO: If your phone had been used with a previous supplier you will need to factory reset the phone and enter
provisioning URL exactly as shown below within the phone configuration via the web interface.

Provisioning URLs can vary for each manufacturer :

Polycom:

https://commportal.connectbetter.net/sip-ps/

Yealink:

https://commportal.connectbetter.net/sip-ps/

Snom:
https://commportal.connectbetter.net/sip-ps/{mac}.xml

You will need to know IP address and the admin login username and password for your phone in order to factor
them. If you do not know this you will not be able reset the device and add the provisioning URL. Please contact
Service Provider as they may be able to assist.

Additional configuration of the Soft Keys can be found in the CommPortal under devices.

Please continue to the Voicemail section.
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Voicemail Configuration (Optional)



Voicemail Configuration (Optional)

Voicemall Configuration Overview

INFO: Voicemail is enabled on all phone numbers (DDIs) by defaultis set at 36 seconds. Please also note if "
using the Pod Connect for iOS and Android devices you will receive a persistent notification on t
until you have completed Voicemail setup wizard.

When you first call Voicemail from your phone you will be required to follow the initial setup wizard, this will take around 2
minute to complete.

Setting up Voicemail for your DDI

From either your Desk Phone or Pod Connect Application dial *318

Select the language you wish to use - press 1 to confirm - The first choice is British English
Record your name.

Setup a greeting - Select the type of greeting you wish to use or record you own

Confirm greeting press #

Your initial voicemail setup has been completed.

e wN e

Optional Settings
You can log into the CommPortal to manage most of your Message Settings these include:

e Forward messages as emails
e Upload orrecord a greeting
e Orchoose a System greeting

Further information can be found in the Message Settings documentation here.

Please continue to Music on Hold. If you would like to leave it as default then continue to Testing Your System.


http://docs.podunifiedcomms.com/uploads/images/gallery/2020-03/o0BMtWcWAveqahga-info-note.png
https://docs.podunifiedcomms.com/books/commportal-end-user-guide/page/message-settings
https://docs.podunifiedcomms.com/books/start-up-guide/page/music-on-hold
https://docs.podunifiedcomms.com/books/start-up-guide/page/testing-your-system

Using The Voicemail System

The voicemail system is menu driven. Listen to the voice prompts and then press the keys on your phone to select which
option you would like.

Accessing Voicemail

The first time you access your voicemail box you will be asked to set up your mailbox, and record your name, greeting to
be played by callers and setup a PIN.

When you have one or more unheard voice messages waiting, your phone will display a solid red light on the top of the
phone and/or you will receive a notification on your Pod client.

From Pod Mobile Client:

On the Pod mobile client you will receive a notification on your mobile device similar to the below image:

#9 POD CONNECT

You have 1 new message(s)

You can either tap on this to open the Pod client or open the Pod client normally from your apps. Voicemail messages are
located under the Phone section and Voicemail tab as per below.

(o]

11:10

Support 27 Jan
0113 299 0041
0113 299 1002 21 Jan
0113 299 1002
Unknown 21 Jan
ACD Supervisor 7 Nov 2019

0113 299 0032

©

From Pod Desktop Client:

On the Pod desktop client, you can access your voicemail from the keypad by clicking on the blue voicemail icon as
below.


https://docs.podunifiedcomms.com/uploads/images/gallery/2020-03/0OoXAi1LPQ6rptJ4-vm_notice.png
https://docs.podunifiedcomms.com/uploads/images/gallery/2020-03/nnyTSKYPcp4QL2do-podvm.png

pod connect
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This will open the CommPortal and take you to your messages, from here you can listen/delete messages. Further
information on this can be found here.

Home Messages and Calls(1) Contacts Stat ~  Marcus Child ~

Messages (1 New) Missed Dialled Received Deleted | o

New Voicemail Delete All

O unknown Tue 3/3,11:10, 7secs | Actions ¥ x

Support - 01132990041 Mon 27/1, 11:40 , 18 secs 5] Actions ¥ x

01132991002 Tue 21/1,12:00, 12 secs [ Actions ¥ x

Unknown Tue 21/1, 11:59, 8 secs la Actions ¥ »

ACD Supervisor - 01132990032 Thu 7/11, 12:55 , 10 secs IE Actions ¥ x

From a Desk Phone:

e Press the Messages button or dial *318.

e Enter your voicemail password.

e If you have new messages, the messages will be identified.

e After hearing any new messages, you will be presented with the Voicemail Main Menu.

From a External Phone:

e Dial the voicemail access number 01132990034

e Dial your DDI main telephone number and press #

e When prompted, enter your voicemail PIN followed by #.

e If you have new messages, the messages will be identified.

e After hearing any new messages, you will be presented with the Voicemail Main Menu.


https://docs.podunifiedcomms.com/uploads/images/gallery/2020-03/4EbSXKZHQKOAw4TB-jeypad.png
https://commportal.connectbetter.net/
https://docs.podunifiedcomms.com/books/commportal-end-user-guide/page/messages
https://docs.podunifiedcomms.com/uploads/images/gallery/2020-03/0sqvBTqjG8BlnJc6-commvm.png

Voicemail Main Menu

The Pod Voicemail main menu is as follows:

Option Key
Play Inbox Messages
Send Messages

Work with Greetings

Mail Box Settings

Work with Reminders
Access Deleted Messages

Log on as a different user

O N o 01 A& W N M

Help

*

Exit Voicemail System



Voicemail Configuration (Optional)

Message Playback Options

While listening to your voicemail messages, the following options are available:

Option

Skip Message

Reply to Message

Save Message and go to next
Delete

Play Inbox Messages

Send Messages

Help

Return to Main Menu, Exit
Voicemail System

Before Message

#
(skips header, goes to message body)

n/a
n/a
n/a
1
n/a
0

* (repeatedly, depending on how deep
you are in the menu)

During Message

# (skip to next
message)

4
2
3

n/a

After
Message

N/A

©C U = W N »

*



Forwarding a Message

While listening to messages, you can send a copy of the message to another recipient.

e To Forward the current message, press 5.

e Enter an extension number or Distribution Group Number. Repeat this step until you've entered all the desired
destinations.

e Press # when finished entering destinations.

e You will be prompted to record an introduction.

o After the tone, record your introductory message and press # when finished.

e Press # to send or press 1 for delivery options, followed by # to send. Delivery options include the following.

DELIVERY OPTIONS MENU

Option Before Message
Review the message 1
Mark message as urgent 2
Mark message as private 3
Re-record your message 4
Request a delivery report 5
Request a read report 6
Add or remove recipients 7
Schedule the message to be delivered in the future 9
Send the message as is #
*

Exit or cancel press



Voicemail Configuration (Optional)

Replaying to a Message - Dialling
the Originator

While listening to a message, you can call the person back by pressing 4 and selecting option 1.

This capability will not work if the voicemail system was not able to identify the Caller ID information when the original
voicemail was received or if your phone is configured with call restrictions which prevent you from calling the originator’s
number.



Changing Your Voicemail Pin

Access your voicemail box.

From the Main Menu, press 4 to change your settings.
Press 3 for security options.

Press 1 to change the PIN.

You can also change your Voicemail PIN from the CommPortal. Login and click on Change Voicemail PIN in the Security
section at the bottom of the page.

Personal Details Security Support

Henry Jackson Change Password Help
Devices Change Call Services PIN Downloads

Change Security Email Send Feedback
Change Vioicemail PIN
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Voicemail Configuration (Optional)

Recording Your Personal Greeting

Access your voicemail box.

From the Main Menu, press 3.

To set up a personal greeting press 1.

To set up a system generated greeting or to change the recording of your name press 3.
To change the greeting that callers hear when you're busy press 5.

If you don’t record a personal greeting, a generic greeting will be played.



Music On Hold (Optional)



Music On Hold Overview

Music on Hold is used for placing a call on hold/transfer or call queueing. This is turned on be default.

The default action for Music on Hold (MoH) is royalty free music. This will play whenever a call is placed on hold or when
starting a transfer.

We recommend that you configure MoH - This can be music/announcements in any .wav/.mp3 file.

‘ INFO: Only the Business Group Administrator can configure MoH from the BG Admin portal.

Please take alook at Pod Connect: Music On Hold for configuring your MoH service.

Once Music on Hold is configured continue to Testing Your System.
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Logging In

Log In to the BG Admin CommPortal portal as normal. Click the Music On Hold link at the bottom of the left hand side of
CommpPortal. This opens up a new browser window with the Music On Hold administration system.

TIP: More detailed information on the BG Admin CommPortal can be found here.

Business Group Admin Portal Henry Jackson ~
Groups
Groups Groups can be used to manage how calls are handled for a selection of callers. Hunt Groups will pass calls to the next
«++ Hunt Groups (MLHGs) available member. Call Pickup Groups allow lines to answer each other's calls.
it Call Pickup Groups
All Lines
& Users
) Attendants Hunt Groups Call Pickup
282 Group Access eI ()
| Phones A
— The All Lines pages provide access to details of all lines inr the business group. These canrbe filtered by User Lines,
Attendants and Group Access Lines. Manage the phones in your Business Group and assign them to lines from the
iR Departments Phones page.
##» Short Codes
Account Codes l@
Extensions
Call Analytics Users Attendants Group Access Phones
)Y Music on Hold (%
+ Misc. Settings Services
Help To configure and manage further business services on your lines, select an option below.
Send Feedoack A a aBa A

If you are the administrator for the top-level department of your business then you will see three links at the top of the
page, each taking you to a different section of the Music On Hold administration system.

e Security - View and configure your security settings.

e Mappings - This section allows you to configure different recordings to be played when different lines within your
business put callers on hold.

e Resources - This section allows you to upload and manage your recordings.

If you are not an administrator for the top-level department of your business you will not see Resources as only
administrators for the top-level department can manage recordings.

Music On Hold Mappings in department: Demo Business Group (root)
Directory number  Initial resource Action Follow-up resource Start Point Duration Actions
Default Global 10 - Default beep Repeat Randam
Directory number  Initial resource Action Follow-up resource Start Point Duration Actions

(01132) 991 002 [BJ  None Repeat Start

0 of 50 mappings used

Mote: If a line has bean recently added to or moved within this organisation, then it may take up to to one business day for the change to affect Music On Hold.

View mappings in
subdepartment:
Accounts Sales Support
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Music On Hold (Optional)

Viewing and Changing Your
Security Settings

To view your security settings, select the Security section.
Music On Hold
security  mappings resources

Admin password for telephone access (valid only for the current administrator) l:l

As well as accessing the Music On Hold system using CommPortal, you can also use your phone to access it. Using this
page you can view and change the password you will need to enter to use the phone access. To change your password,

follow these steps:

1. Enterthe new password in the text box.
2. Click Apply.



Music On Hold (Optional)

. .
Managing Recordings
To access the recordings section, click on the Resources

Music On Hold

Y

mapping

Global Media List

ID Description Length Actions
11 music 217 seconds >
10  Default beep 15 seconds >

There are currently no local resources stored.

1D Description Upload local resource file Actions

Choose file | Mo file chosen

Disk Used: 0.00 MB of 100 MB used.
Resources: 0 of 10 used.

Global Media List

The Global Media List section specifies any recordings that we have made available for your use. Whether we make any
recordings available to you depends on which service you have subscribed to. You cannot add or remove recordings from
the Global Media List.

Your own recordings

The second section displays any recordings that you have uploaded to the system, either using this web interface or via
the phone access.

Recording limits

At the bottom of this section you will see:

How many MB of storage you have used
How many MB of storage you are allowed
How many recordings you have uploaded
How many recordings you are allowed.

The system will not allow you to exceed either your storage limit or the maximum number of recordings you are allowed.

Recording formats

e You can upload recordings to the system in either WAV or MP3 format.

Adding a recording

To add your own recording, follow these steps:

Enter an ID for this recording in the ID text box. This ID must be between 10 and 99.

Enter a description for this recording in the Description text box.

Click on Browse and select the recording you wish to upload. This must be either a .wav or .mp3 file.
Click on Add.

PwWwnNE

Depending on the size of the recording you are uploading this process may take a few seconds.



Modifying a recording

To change the description of a recording, follow these steps:

. Click on the Edit button to the right of the recording.

. Edit the Description

Click Save.

To change the volume at which a recording will play, follow these steps:
. Click on the Edit button to the right of the recording.

Select a new Gain value from the drop-down list.

ouv A WwN e

e Select 0 to play the recording at its original volume,
e Select +1, +2 or +3 to play the recording louder, with +3 being the loudest.
e Select-1, -2 or-3 to play the recording quieter, with -3 being the quietest.

7. Click Save.

Playing a recording

e You can play a recording that you have uploaded by clicking on the ID or Description link for that recording. Note that

this will play the recording at its original volume - the Gain setting has no impact on playing a recording through this
interface.

o If you want to check the effect of changing the volume of a recording you should log into the phone interface and
play the recording from there. For more details on this, see Section 2.1.

Removing a recording

e To remove a recording click on Delete to the right of the recording you wish to delete.



Music On Hold (Optional)

Assigning Recordings To Lines

You can assign recordings either to all lines in your business, or different recordings per line. To do this you need to
access the mappings section.

Music On Hold Mappings in department: Demo Business Group {root)

security ~ mappings  resources

Directory number  Initial resource Action Follow-up resource Start Point Duration Actions

Default Global 10 - Default beep Repeat Random

Directory number  Initial resource Action Follow-up resource Start Point  Duration Actions
{01132) 991 002 Global 11 - music Repeat

0 of 50 mappings used

MNote: If a line has been recently added to or moved within this organisation, then it may take up to to cne business day for the change to affect Music On Held.

View mappings in
subdepartment:
Accounts Sales Support

You will now see a list of mappings between the directory numbers of lines in your Business Group or department and the
Music On Hold resources that each line uses.

o Ifthe department you are an administrator of has one or more sub-departments, you will see links to these at the
bottom of the screen.

e To manage resources for a line that is in a sub-department, click on the link for that sub-department.

e When you have followed the link to a sub-department, an additional link appears at the top of the screen, allowing
you to move back up to the parent department

There is always a default mapping, which is used if you don't specify a mapping for a particular line. This is shown firstin
the list with Default instead of a Directory number and applies to all directory numbers except for those with their own
individual mappings in the list. The mappings screen also shows how many individual mappings you are allowed to create.

Each mapping consists of a series of fields which you can set:

e An Initial resource, or recording, which is played when the call is put on hold.

e Optionally a Follow-up resource, or recording, which may be played depending on the Action.
e An Action, which can be one of:

e Repeat - The initial recording is played continually.

e Play Once - The initial recording is played once, and then the follow-up recording is playing continually.

e Repeat - Initial Interrupted - The initial recording should be interrupted at set intervals by the follow-up recording.
This could be used to interrupt music with an announcement indicating that the useris in a queue.

e Repeat - Follow-up Interrupted - The initial recording is played first. Then the follow-up recording plays continually
being interrupted by the first recording.

The Start point field indicates whether the recording will start at the beginning (the value Start indicates this) or whether it
should start at a random point of the recording (the value Random indicates this).

The Duration field which is used by the Repeat - Initial Interrupted and Repeat - Follow-up Interrupted actions to indicate
how often the repeated recording should be interrupted.

In general, your Service Provider will configure a Default resource to be played as a single, repeating resource.

If you are an administrator for the whole Business Group, you can override this mapping for the whole group and all its
departments, to use a different resource or a combination of resources.

If you are an administrator for a department within the group, you can override the default mapping for your department
and any sub-departments.

If you have not changed the default, it appears with an Override button to the right (instead of the Edit button shown for



other mappings).
Adding a mapping
To add a mapping for a particular line, follow these steps:

e Use the Directory number, Initial resource, Action, Follow-up resource, Start Point, and Duration drop-downs to set
these fields (located to the left of the Add button).

e Click on Add.

Modifying a mapping

To modify either the default mapping, or the mapping for a line, follow these steps:

e To change the default mapping that was supplied by your Service Provider or inherited from a higher-level
department, click the Override button to the right of the mapping.
e If you were overriding the default mapping, the Override button is now replaced by Edit and Use Default

To change any other existing mapping, including the default mapping if you have already overridden it, click Edit to the
right of the mapping.

o Modify the fields.

To revert to the existing default mapping that was supplied by your Service Provider for the whole Business Group, or the
default mapping for your department if you are a department administrator, click the Use Default

e Click on Save.

You cannot modify the telephone number that a mapping applies to. If you need to do this, remove the mapping and add
anew one.

Removing a mapping

To remove a mapping click on the Delete button to the right of the mapping. You cannot delete the default mapping but
you can override it, edit it, or revert to the original default that was inherited from Service Provider settings or from a
higher-level department.



Testing Your System

You should now be ready to complete the basic testing, this is has been designed to to ensure that all basic functionally
is working correctly.

You may also have the following services in your package:

e Multi Line Hunt Groups (MLHG)
e Standard Auto Attendant
e Advanced Auto Attendant

If you are using either Easy Attendant or Premium Attendant you will need to make sure these have been configured first.
In most cases your Service Provider will have discussed this with you and will already be configured.

If you have agreed with your Service Provider that you are managing and setting up the Easy or Premium Attendants this
should be completed now. Please see the following documentation for help with this.

Standard Auto Attendant
Advanced Auto Attendant
Please contact your Service Provider for further assistance if required.

Before continuing with testing you will need access to an external test phone, a mobile would be fine. You may also need
to speak to your Service Provider if you are unsure about how are your incoming calls handled, what happens, greetings
and options if required.

phone. Pod to Pod calls are routed as internal calls therefore may not show any faults or configt
issues with the service provided. These tests are based on the assumption that you have not m:

‘ INFO: Please do not use another Pod phone for testing. Any testing must be carried out with an
changes within the CommPortal Phone Status section on how calls are handled.

Outbound Calls

¢ Make an outbound call from a subscriber to your external test phone. This should be completed on all devices for
this subscriber. (Desk Phone/Pod Connect Mobile & Desktop) - make a note of the following:
o Did the external test phone ring? If yes continue
o Is the Caller ID displayed? This can be either the subscribers DDI or a Calling Party Number that has been

setup. If yes continue

o Answer the call and confirm that you have 2 way audio. If yes continue

o If required: Do you need access to International calls and Premium rate numbers - These maybe blocked by
default. From your subscriber test an international and premium call.

‘ INFO: Premium Numbers include the following number ranges - 09, 084, 087. Please contact your Service Prov
require this.

Inbound Calls To Your DDI

e Make an inbound call to your DDI subscriber your external test phone - Make a note of the following

o Did your DDIring, if you multiple devices (Desk Phone/Pod Connect Mobile & Desktop) registered for this
subscriber then all devices should ring at the same.

o Answer the call and confirm that you have 2 way audio. If yes continue

o Make anotherinbound call to your DDI subscriber but this time leave the phone to ring. By default voicemail
should start after 36 seconds. If yes continue.

o Leave a voicemail message then end the call.

o Check your devices to make you have a voicemail notification and/or email has been received if you have
enabled Forward messages as emails. If yes continue.

o From your subscriber call the voicemail number 121 to access your voicemail and listen to the message. You
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can now delete the message and continue.

Inbound Calls To Your MLHG and/or Easy/Premium Attendant

INFO: Before proceeding with this test it is advisable to have a written out call flow on how calls should be hand

For MLHGs:

o Make a note of the Pilot Number - This should be given to by your Service Provider with the password for thai
account.

e Which subscribers are in each group

e How the subscribers phones in the group ring - Circular, Uniform Round Robin, Longest Idle, Ring All etc.

e Ifnot using Ring Allis the number of seconds correct before the call is passed to the next subscriber.

e What happens on No Answer, do you require voicemail?
o Ifno, is the timeout setlong enough?

. o If yes, voicemail will need to be configured from the CommPortal for the MLHG Pilot Number.

For Easy/Premium Attendants

e Ensure the Easy/Premium Attendant if configured from the CommPortal you will need the Easy/Premium Atte
phone number and password.

e Check greeting audios and phone options (ket presses) are configured to goto to the correct number.

e You may also be using a key press that diverts to a MLHG see the above details.

e When testing we recommend you try all options that have been configured.

e Check the Easy Attendant and Premium Attendant documentation for further help.

e Make an inbound call to your Easy/Premium Attendant phone number from your external test phone. For MLHGs
check the above information.

o As the call is been made follow your call flow
o Did you hear the announcement?
o Did you hear the menu options?
o Did the menu option goto to correct subscriber/MLHG/or other action correctly?
o Ifyes to all please repeat this process until all menu options have been tested.

Music On Hold

¢ Make an inbound call to your DDl and/or Standard/Advanced Auto Attendant phone number from your external test
phone

e Answer the call

e Place the call on hold

e Check on your external test phone that Music On Hold is playing the correct file. If it has not been configured this will
play the default music.

e Check the Music On hold documentation for help configuring.

INFO: If any of the above tests are failing please check the configuration within the CommPortal
relevant documentation. If you are still having issues please contact your Service Provider.
Remember to make a note of which tests are failing and any error messages that maybe present

will also need the subscribers phone number and the external test phone number that you have
using.
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