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1 Introduction

This manual describes CommPortal, a web interface that allows your subscribers to manage their
calls and call services using a browser.

1.1 About This Manual

This manual contains the following chapters that describe the different features of the CommPortal Ul.

« CommPortal Overview on page 8 provides an overview of the CommPortal Ul and the key
concepts associated with it, including a description of how subscribers and service provider
administrators log in to the CommPortal Interface.

» Features for subscribers on page 18 describes the features and services provided to
subscribers using the CommPortal Ul, along with sections describing specific features or
differences for MaX UC Desktop, Teen Line, Business Group line and PBX subscribers.

e Features for BG Administrators on page 47 describes the interface used by Business
Group Administrators. (The current version of CommPortal does not support Business Group
administrators managing PBXs through this interface.)

« Features for PBX Administrators on page 84 describes the interface that can be used by an
administrator of a PBX.

* Features for Easy Attendant and Premium Attendant Lines on page 87 describes the interfaces
used by subscribers to manage the Easy Attendant and Premium Attendant services.

« SIP Phone Applications on page 100 describes the SIP Phone Applications that you may be
using in your deployment to provide access to CommPortal function on SIP devices.

The following appendices contain material on various features available as part of CommPortal that
you might want to use as the basis for providing information for your subscribers.

« Appendix: CommPortal Assistant on page 105 describes how to use CommPortal Assistant.

e Appendix: Using Call Me on page 125 describes how to use Call Me buttons.

* Appendix: MaX UC Desktop on page 131 describes the end-user material provided with MaX
UC Desktop, a soft client available for use on Windows and Mac computers. Note that MaX UC
Desktop is the new name for Accession Desktop from V2.31.

« Appendix: MaX UC Mobile on page 132 describes the end-user material provided with MaX UC
Mobile, a soft client available for use on iPhone, iPad and Android mobile devices. Note that MaX
UC Mobile is the new name for Accession Mobile from V2.31.

* Appendix: MaX Meeting on page 133 describes the end-user material provided with MaX
Meeting, a web conferencing client that can be deployed as part of a MaX UC Client deployment or
as a standalone application.

Alongside this manual, the Learn How To Deploy CommPortal And The MaX UC Clients guide
provides simple, step-by-step instructions and numerous screenshots to assist you to commission,
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install and deploy the CommPortal and MaX UC Client applications. You can download this guide on
the Metaswitch Manuals site.

1.2 About the CommPortal screen shots

This CommPortal Guide describes the features presented to subscribers and administrators by the
CommPortal web UL.

The screenshots in the main body of the CommPortal Guide are from the new standard default web
Ul introduced in MetaSphere EAS v9.3.20. This is a brand-neutral Ul without logos or branding, and is
available in US English (as shown in this manual), plus any additional languages you have installed
via an EAS language pack (including UK English, Canadian French and Latin American Spanish
variants). If you customize the CommPortal Ul to use your own company branding, your subscribers
will obviously see a different style of UL.

The screenshots show the standard default web Ul as it appears for a subscriber with a full set

of MetaSphere Call Feature Server (CFS) and MetaSphere EAS call services. However, your
subscribers may have not have access to all these features. For example, subscribers hosted on a
legacy telephony switch will not see any tabs for CFS call services.

If you are continuing to use the default CommPortal Uls available prior to MetaSphere EAS
v9.3.20, you should refer to an earlier version of this CommPortal Guide.

855.216.4334 | www.momentumtelecom.com/support
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2 CommPortal Overview

CommPortal is an advanced web-based self-care interface which allows subscribers to view and
manage the configuration of their MetaSphere account. When combined in a deployment with a
MetaSphere CFS, CommPortal also allows subscribers to manage their own CFS call services
through an integrated online interface.

CommPortal can also be used by administrators to view and update subscribers' accounts. There are
specific CommPortal Uls for different types of subscriber and administrator and these are described in

this manual.

« Features for subscribers on page 18 describes the features of the CommPortal Ul seen by
individual subscribers.

» Features for BG Administrators on page 47 describes the features available to Business Group
Administrators.

« Features for PBX Administrators on page 84 describes the features available to PBX
Administrators if you choose to enable the customized PBX Administrator Ul.

These administrators can also use the CommPortal Ul for an individual line to manage their PBX,
but will obviously only be able to configure the settings available on a PBX, so not all the features
described in Features for subscribers on page 18 will be relevant.

« Features for Easy Attendant and Premium Attendant Lines on page 87 describes the
CommPortal Ul available to Easy Attendant and Premium Attendant subscribers that allows them
to set up their call handling menus and schedules.

The CommPortal Ul can be branded to include your company's logo and colors, and can also be
integrated within your own website. You can either purchase a tailored branding of CommPortal from
Metaswitch Professional Services, or if you have the expertise, create your own. You should refer to
the MetaSphere EAS & CommPortal Customization and Branding Guide for more information on the
various options for deploying and customizing the CommPortal Web Uls.

2.1 Interface Overview

CommPortal is the main web-based interface your subscribers will use to access their account using
a browser. Subscribers can use CommPortal to control their Call Manager settings, listen to their
voicemails, and configure all the features associated with their account. Your BG administrators will
also use a CommPortal interface to manage the lines and services in their Business Group, and can
also click through to see the CommPortal Ul for an individual Business Group line.

On accessing CommPortal, subscribers see the following Home page. The CommPortal Home page
automatically displays the subscriber's Call Manager service as well as links to all their other services.
The options displayed are controlled by the subscriber's Class of Service and any customization that
you may carry out on the default Ul. The following screenshot shows a subscriber with Easy Call
Manager and a full set of CommPortal features.
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Home Messages and Calls (8) Contacts Make Call Jane Smith ~

Phone Status

& Available b
Go to Call Manager

Your Services

00000

Add Services Call Settings Message Settings Motifications Reminders

View Account Settings

Figure 1: CommPortal Ul Home Page

Subscribers can click the text links in the top and bottom ribbons and the orange icons to launch new
pages where they can view and manage the other features of their CommPortal account. Some of
the orange icons display information about that service at the top right of the icon - for example a tick

shows that a service has been enabled, a number is a count of the particular item, and [ indicates
that the subscriber will leave the CommPortal Ul when clicking this icon. For a detailed description of
the options on the Home page, see CommPortal Subscriber Home page on page 18.

Any changes made using CommPortal are immediately reflected in the MetaSphere TUI (the
Telephone User Interface subscribers can also use to access and manage their account). For
example, if a subscriber deletes any messages, they will no longer be available through the TUI.

2.2 Browser and Operating System support

CommPortal is supported on the latest versions of all major browsers and operating systems.

Some of the additional features available with CommPortal may be restricted in some browsers
or operating systems. For details of browser compatibility, see the CommPortal Releases space
on the Metaswitch Support Community (https://communities.metaswitch.com/community/support/
product_information/release-information).
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WebRTC and Flash

CommpPortal allows subscribers to record new voicemails, greetings and reminders, and to add
introductory messages to voicemails they are forwarding.

Where browsers support it, CommPortal uses a WebRTC component to play and record this audio.
Some browsers, for example Internet Explorer, do not currently support this WebRTC function and
instead use Adobe Flash. If you, or your subscribers, are using a browser that does not support the
CommPortal WebRTC function, you will need to install the Flash plug-in.

Installing the Adobe Flash plug-in

Note:

This procedure is only required if you are using a browser that does not support WebRTC.

You must use Version 10 or later of the Adobe Flash plug-in. CommPortal provides a link to a free
download of the Flash plug-in from Adobe's website (which may require administrator privileges

to install). If possible, you should use a computer running a Microsoft Windows OS to make

your recordings, rather than one running a Mac OS. This is due to the limitations of the Flash
plug-in when running on a Mac OS. If you can only use a Mac, you should refer to the article
entitled Using RTMP to record audio in CommPortal on the Metaswitch Support Community (http://
communities.metaswitch.com) for a workaround that addresses these limitations.

The recording function requires access to the user's microphone, and Flash will query the user (using
its own Ul) to confirm that they allow this. By default, Flash does this every time the user attempts to
start a recording, but it provides an option to permanently enable access to the microphone.

You should also ensure that the CommPortal website is in your subscribers' Internet security zone,
with default (Medium) security settings. For users experienced in configuring browser security, the
specific settings required are to enable JavaScript and ActiveX "Binary and Script behaviors". See
Logging in to CommPortal on page 11 for more information on logging in to CommPortal.

2.3 Privacy

As your subscribers use the CommPortal Ul, some of their actions are recorded in the web access
logs. This is part of the normal operation of the web server and is common with all websites.

In addition, the CommPortal client passes additional usage data to the server, which may be used to
help understand users' behavior and improve the CommPortal Ul in future. This information, known
as CommPortal Analytics, is stored on your own CommPortal server and is not transmitted to
Metaswitch.

If you wish to disable or modify CommPortal Analytics, you can do so as part of the customization
process described in the EAS & CommPortal Customization and Branding Guide.
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2.4 Customization

CommPortal is delivered with a default web Ul as part of the MetaSphere EAS code. This
CommpPortal Ul is brand-neutral, without logos or product name branding.

The default CommPortal Ul is provided in US English. You can support additional languages,
including UK English, Canadian French and Latin American Spanish, by installing the relevant EAS
language pack. Each language pack includes a default CommPortal Ul in that language.

You can use the default CommPortal Ul without making any changes to it, or customize it for your
environment. It is possible to completely change the appearance of the CommPortal interface to
match your brand identity, changing the colors used, the text, images and so on. You can also embed
CommpPortal within your own website or provide single sign-on from your main site to CommPortal.
You can even incorporate features of the CommPortal interface within your own website, or use the
underlying MetaSphere EAS servers to create your own features.

All these options, and further detail about what you can customize and brand in CommPortal
and the other MetaSphere User Interfaces, can be found in the MetaSphere EAS & CommPortal
Customization and Branding Guide, available on the Metaswitch Support Community (https://
communities.metaswitch.com/manuals/latestindex/3144).

2.5 Logging in to CommPortal

You can provide different ways for subscribers and administrators to log on to CommPortal, and can
also control the editing privileges that administrators have once they have logged on to one of your
CommPortal Uls.

See the following documents for more information.

e Subscriber access on page 11

e CommPortal Initialization Wizard on page 13
e Password validity checks on page 14

e Password expiry on page 15

« Validate cookies on page 16

< Administrator access on page 16

2.5.1 Subscriber Access

Subscribers log in to CommPortal in one of the following ways.

* Subscribers can use a CommPortal login URL to navigate to the login page, and enter their
telephone number (main or additional number) followed by their CommPortal password. From
MetaSphere EAS V9.5.20, subscribers can also configure an account email address and use that
instead of their telephone number to log in, unless you choose to disable this feature.

* Onfirst-time login, whenever a password has been changed by an administrator or if a
password has expired, subscribers are forced to change their password.
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« A subscriber will be locked out of their account for a period of time if they repeatedly enter the
wrong password. A system administrator can unlock an account using MetaView Web, or the
subscriber must wait until the lockout period has expired before attempting to log in again.

« By default, MetaSphere EAS includes a Reset password link on the CommPortal login
screen. If it was not configured when the subscriber was provisioned, subscribers are
prompted to enter an email address when they first log in to CommPortal. This email
address is then used for notification emails sent by MetaSphere EAS every time a
subscriber changes their voicemail PIN, CommPortal password or email address, or
for password reset emails sent if a subscriber clicks the Reset password link on the
CommPortal login page.

This feature can be enabled or disabled using the craft interface, as described in How to
configure CommPortal password reset and security notifications in the MetaSphere EAS
& CommPortal Operational Procedures Guide on the Metaswitch Support Community.
However, we strongly recommend that you do not disable it so that subscribers are able to
use it to change their own passwords.

« If you are in a region where telephone numbers are changing as a result of an Area Code Split
(ACS), your subscribers should log in using their telephone number with the old area code up to
the point at which the ACS change has been made. After the ACS change, they should always
use the new area code. In an ACS, subscribers can continue to log in with their account email,
if email login has been enabled.

Alternatively, you can set up your MetaSphere deployment so that your subscribers can log

in to CommPortal directly from your existing customer portal, without needing to log in

separately or enter a CommPortal password. Integration with your own website is discussed in the

MetaSphere EAS & CommPortal Customization and Branding Guide.

Subscribers can also log in to their account by following action links contained in emails sent as

part of CommPortal's auto-forward messages feature.

If the subscriber chooses to log in to CommPortal by clicking the appropriate action link, they will
see a similar login screen to before, but the email/number field will be grayed out. They will still
have to enter their CommPortal password.

They will also be given the option (for all action links, including mark as read and delete message)
to have their details saved. This stores a cookie on their computer and it means that next time they
click on the action link they will not have to enter their password to carry out the selected action.

Once a subscriber has logged in, they can choose whether they want to change settings for any

additional devices or secondary subscribers, as available, using the drop-down menu at the top right

of each CommPortal screen. By default, this will allow a primary subscriber access to the messages

and faxes of secondary subscribers on a teen line. You can customize the access behavior to prevent

this by following the instructions in the MetaSphere EAS Customization and Branding Guide.
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Remember Me Feature

If you have enabled the feature in your CommPortal customization, subscribers can opt to tick the
Remember me on this computer check box on the login page. This will save the subscriber's login
details such that when they next use CommPortal, they will not have to log in.

CommPortal Web

Please log in below.

Email / Number:

Password:

Reset Password

L Remember me on this computer.

Figure 2: CommPortal Login page showing Remember Me check box.

Note:

The Remember me on this computer checkbox will only appear on the login screen if you have

configured this in your CommPortal customization. Instructions on how to do this are in Changing

text in the MetaSphere EAS & CommPortal Customization and Branding Guide on the Metaswitch
Support Community (https://communities.metaswitch.com/manuals/latestsection/1090007259).

The subscriber's Remember Me preference is stored on a per-computer basis. Unless a subscriber
who has configured the Remember Me preference on their computer explicitly logs out of
CommPortal at the end of their session, anyone who subsequently uses that computer can log in to
the subscriber's CommPortal account.

To help ensure that subscribers' accounts are kept secure, you should encourage subscribers to
use the feature only on their personal computers and not on public computers (for example, in an
internet cafe), and to log out of CommPortal rather than just closing their web browser application if
they are sharing their personal computers with other users.

2.5.2 CommPortal Initialization Wizard

You can use a Class of Service option to present new subscribers with the CommPortal Initialization
Wizard the first time they attempt to log in to CommPortal.
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Welcome to CommPortal Setup Wizard

Welcome Welcome

There are a few steps to complete in order to set up your account.

Select "Next" to begin.

Figure 3: CommPortal Initialization Wizard

This wizard will guide the subscriber through the setup process, prompting them to update their
password and, if the feature is enabled on your deployment, configure an email address before they
can access their CommPortal account. This email address is used for notification emails sent by
MetaSphere EAS every time a subscriber changes their MetaSphere EAS voicemail PIN, CommPortal
password or the email address, or for password reset emails sent if a subscriber clicks the reset
password link on the CommPortal login page. From MetaSphere EAS V9.5.20, subscribers can
choose to use this email address to log in to their account by ticking an Allow email login checkbox
on the Change Password screen.

If the subscriber has access to MetaSphere EAS Voicemail or Unified Messaging, the wizard will also
prompt them to update their PIN and record their name and a default greeting which will be played
each time a caller accesses their mailbox to leave a message. The PIN must be updated, but the
subscriber can choose to skip the recordings and return to them at a later date.

These initialization steps can also be carried out through the TUI. If the subscriber has already
completed any of these steps using the TUI, they will not be asked by the wizard to carry them out
again.

Note:

This wizard is only shown to subscribers logging in to an individual line. It is not shown to Business
Group Administrators when logging in through the Business Group Administrator page or into an
individual Business Group line, or to administrators initiating connections from MetaView Web.

2.5.3 Password Validity Checks

You can use Class of Service options to perform validity checks on the PIN and/or password that your
subscribers use to access CommPortal (and the TUI) to prevent the use of PINs or passwords that
could easily be guessed by someone else.
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When you create new subscribers, or when they subsequently change their PIN or password,

MetaSphere EAS will reject any that

< are not of the permitted length

« contain all of the subscriber's telephone or extension number, or any other mailbox number
associated with the account

« consist entirely of part of the subscriber's telephone or extension number, or any other mailbox
number associated with the account

¢ (from MetaSphere EAS V9.5.20) include the whole of the configured account email address that
can be used for email-based login to CommPortal or where the whole of the password is included
in the email address

« use an ascending or descending series of numbers

< have single digits or characters repeated more than a specified number of times in a row

« contain fewer digits than a specified minimum

« contain fewer letters than a specified minimum

e contain fewer special characters than a specified minimum.

You can configure your Classes of Service to perform all, or just a subset, of these validity checks.
The telephone number check and the ascending or descending series check will only apply to
passwords that consist solely of numeric digits.

In addition to these Class of Service options, CommPortal will prevent subscribers from changing their
password to the same value as the current one.

2.5.4 Password Expiry

You can use a Class of Service option to set a password expiry time that forces your subscribers to
change the password they use for their CommPortal login periodically. When a user next attempts
to log in after their password has expired, they will be prompted to change it. The default Classes
of Service are configured to use password expiry. You can also configure your deployment to lock
accounts if a subscriber fails to update an expired CommPortal password within a specified expired
password grace period.

The new password must comply with the validity checks that may be imposed by the subscriber's
Class of Service, as described in Password validity checks on page 14. If the new password

fails one or more of these checks, CommPortal will display an error message explaining why the
new password cannot be used, and the subscriber must then repeat the process with an alternative
password.

If you are deploying SIP phone applications, described in SIP Phone Applications on page 100, due
to firmware limitations on Aastra and Polycom desk phones, your subscribers cannot use the 'bracket’
characters () {}[] in their CommPortal passwords because there is no way of entering these when
logging on to the SIP phone.

Password expiry only applies to the CommPortal web interface and does not affect login to other
CommPortal products, for example CommPortal Assistant, Mobile Applications, SIP Phone
Applications, or Call Me Buttons. However, when a user has changed their CommPortal password,
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they will also need to (and will be prompted to) re-enter this new password when they next use the

other CommPortal Uls.

To enable password expiry, you must give your users a Class of Service with the password expiry
option set to an appropriate time period, as described in the MetaSphere EAS & CommPortal
Subscriber Administration Guide.

2.5.5 Validate Cookies

When users first login to CommPortal Web, you can choose to display a pop-up notice explaining
what cookies are and how they are used on the site. Users will be prompted to agree to the use of
cookies. If they reject the use of cookies, they will be logged out from CommPortal Web.

To enable the cookie pop-up notice, refer to the Validating the use of cookies section of the
MetaSphere EAS & CommPortal Customization and Branding Guide on the Metaswitch Support
Community (.https://communities.metaswitch.com/manuals/latestsection/1090007243).

2.5.6 Administrator Access

Service Provider administrators and customer support representatives can also log into subscribers'
CommPortal accounts, for example to troubleshoot problems, by following links in the subscribers'
pages in MetaView Web.

You can control the viewing and editing privileges your administrators have when logging on to a
subscriber's account in this way. For example, you can set up administrators who can only view
subscriber accounts, and others who can edit existing subscribers and create new ones.

The following aspects of the CommPortal interface can be independently configured to be accessible
or inaccessible to administrators.

* Viewing self-care settings, including greetings, Find Me Follow Me, Reminders, Easy Attendant
and Premium Attendant.

« Modifying self-care settings, including greetings, Find Me Follow Me, Reminders, Easy Attendant
and Premium Attendant.

¢ Resetting passwords or PINs.
¢ Creating new subscriber accounts.
« Composing, replying to or forwarding voicemails.

e Forwarding faxes.

For more information on how to configure administrator access, see Configuring Administrator
login to CommPortal and the SIP Provisioning Server from MetaView Web in the MetaSphere EAS
& CommPortal Operational Procedures Guide on the Metaswitch Support Community (https://
communities.metaswitch.com/manuals/latestsection/1090007688).
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2.6 Sending Feedback on CommPortal

Subscribers and Business Group Administrators can use a Send Feedback link on the Ul to send
information to their Service Provider if they encounter an issue when using the CommPortal Uls.

When the subscriber or BG Admin clicks on the Send Feedback link, they will see the Feedback pop-
up.

Feedback

hide areas and check fe resull before submis=oan.

Highlight areas relevant o your feedbacs.

Black agul any parsanal infarmatan.

Figure 4: Send Feedback - first screen

On the first screen of this pop-up, a subscriber or BG Admin can optionally highlight a particular area
of their screen and choose to hide any personal data. To include this screenshot in the feedback
report, they then select Capture. If the subscriber or administrator simply wants to write a description
of their issue or suggestion, they select Skip. Both options launch the second screen.

Feedback

Screenshot

Figure 5: Send Feedback - second screen

On the second screen, the subscriber or administrator can write a short description of their issue or
suggestion. They will also see the image if they captured one in the previous step. They then press
Submit to send the report to their Service Provider.

This feature is only visible if you have enabled it in the CommPortal customization, as described
in Enabling the CommPortal Send Feedback option in the MetaSphere EAS & CommPortal
Customization and Branding Guide.

These error logs must then be collected by the Service Provider or their support representative so
that the issues raised can be addressed, as described in Monitoring CommPortal Error Reports in the
MetaSphere EAS & CommPortal Operational Procedures Guide.
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3 Features for Subscribers

The default CommPortal Ul, available in US English, enables subscribers to view and manage the
different features of their telephone service using their CommPortal account.

The following documents provide an overview of the features available to subscribers on the default
CommPortal Ul. Your subscribers may not have access to all these features, depending on which
services you are offering.

e CommPortal Subscriber Home page on page 18
e CommPortal Call Manager on page 23

« CommPortal Message and Calls page on page 30
« CommPortal Contacts page on page 31

« CommPortal Groups page on page 33

e CommPortal My Mobile page on page 34

« CommPortal Call Settings page on page 37

« CommPortal Message Settings page on page 39
« CommPortal Notifications page on page 41

« CommPortal Reminders page on page 42

« CommPortal Account Codes page on page 44

e CommPortal Group Mailbox page on page 44

« CommPortal Agent Dashboard on page 45

The screen shots in these sections use the CommPortal default Ul without any branding. As described
in the MetaSphere EAS Customization and Branding Guide, you can brand the default Ul to use your
colors and company branding.

3.1 CommPortal Subscriber Home Page

The CommPortal Subscriber Home page displays the most important aspects of a subscriber's
CommPortal account, including their phone status (if they use a Call Manager service), and provides
easy havigation to the other CommPortal screens where they can access their messages, view their
contacts and configure notifications.

Subscribers will see a screen similar to the following when they first log on to their CommPortal
account.
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Home Messages and Calls (8) Contacts Make Call Jane Smith ~

Phone Status

& Available b
Go to Call Manager

Your Services

00000

Add Services Call Settings Message Settings Motifications Reminders

View Account Settings

Figure 6: CommPortal Ul Home Page

The screenshot shows a subscriber who has the Easy Call Manager service.

« If the subscriber uses either Business Call Manager (BCM), Incoming Call Manager (ICM) or
MetaSphere CFS Call Manager, they will see the appropriate service on the home page.

« If the subscriber is an Easy Attendant or Premium Attendant, the Home page will display the Line
Status.

* The subscriber will only see the services that are made available to them on the Your Services
panel, for example through Class of Service Settings.

The screen is divided into several panels.
e The top ribbon provides

« acount of the unread messages and faxes in the subscriber's mailbox and a link to the
Messages and Calls page described in CommPortal Message and Calls page on page 30

« alink to the subscriber's Contacts page, described in CommPortal Contacts page on page
31

e awarning icon if the subscriber's mailbox is full or approaching capacity

« a Make Call button that launches the Dialer (described in Click to Dial on page 21)

« If the subscriber has MaX Meeting, the Make Call button is replaced by a Start box with a
drop-down menu that includes the Make Call option as well as links to start a Meeting and/
or manage a Webinar.
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e adrop-down that enables a subscriber with multiple phone numbers associated with their

account to select one of these alternative numbers and view their CommPortal account for that
number.

This drop-down also includes the Logout link that enables a subscriber to log out of
CommpPortal, for example if they are viewing their account on a public computer.

e The Phone Status panel displays the subscriber's current status and provides a link to the Call
Manager service.

« This subscriber uses Easy Call Manager. See CommPortal Call Manager on page 23 for details
of the different Call Manager services available.

« The Your Services panel displays icons for the different services available to this subscriber that
provide links to new screens where the service can be configured or managed. Some of these
icons display information about that service at the top right of the icon:

* atick indicates if a service has been enabled

e anumber is a count of the particular item, for example how many Groups a subscriber currently
belongs to

« ifdicates that the subscriber will leave the CommPortal Ul when clicking this icon, for example
to launch the Agent Dashboard if the subscriber is an Integrated ACD agent.

* These services may include the following, all of which are described in separate sections below:

« CommPortal Groups Page on page 33

« CommPortal My Mobile Page on page 34

e CommPortal Call Settings Page on page 37

« CommPortal Message Settings Page on page 39
e CommPortal Notifications Page on page 41

e CommPortal Reminders Page on page 42

« CommPortal Account Codes Page on page 44

e CommPortal Group Mailbox Page on page 44

e CommPortal Agent Dashboard on page 45

e Clicking View Account Settings reveals the Personal Details, Security and Support panel.

Personal Details (edity Security Support

Jane Smith Change Password Help

Devices Change Call Services PIN Downloads

Configure Account Email @ Send Feedback

Change Voicemail PIN

Hide Account Settings

Figure 7: Account Settings panel

On this panel, the subscriber can

< configure any additional devices, for example their desk phone
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e Clicking on this link launches a pop-up where the subscriber can see details of their current

devices and, if they have a desk phone, use a set keys link to launch a further pop-up
where they can configure the keys on the selected device.

« if they have Meeting, use the Allocated Licenses link to see any licenses that have been
allocated to their line allowing them to host large Meetings or Meeting Webinars

« set their emergency location so that if they need to make a 911 call it can be routed to an
emergency operator near the subscriber

« follow links to change their password, Call Services PIN, or email address

¢ Upto V9.5.10, the email address link is Change Security Email. This email address is used
to let subscribers know of any PIN or password changes and send password reset links.

e From V9.5.20, the email address link is Configure Account Email. This email address
can also be used for email-based login as well as for letting subscribers know of any PIN or
password changes and sending password reset links.

¢ access CommPortal's Help pages
e launch the Downloads pop-up described in Downloads on page 22

¢ send feedback on any issues with the CommPortal Ul, as described in Sending feedback on
CommPortal on page 17.

Click to Dial

Note:

The Click to Dial feature must be enabled in a subscriber's Class of Service.

Subscribers can make a Click to Dial call directly from CommPortal by clicking the Make Call button
on the Home page. Subscribers with Meeting access this option by clicking the down arrow next to the
Start button on the top ribbon and selecting Make Call.

Clicking the Make Call link launches the following pop-up.
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Dialer

Make a call to:
enter number to call -

From:
6 (534) 789 6543 Change

Figure 8: Dialer pop-up

The pop-up allows the dialer to

« select a contact or type a hame or number in the input box - CommPortal will show any matches
with the subscriber's contacts as they type

* make the call using the phone number that is displayed, or click Change to select one of their
other configured numbers or type in a new number.

When the subscriber clicks Dial, the phone they have chosen for making the call will ring. The
subscriber answers that phone and the call is then made. The pop-up disappears 15 seconds after
the call is established.

Downloads

The Downloads link on the bottom panel of the CommPortal Home page launches a pop-up where
subscribers can download apps including the MaX UC Desktop and MaX UC Mobile clients onto their
desktop or mobile devices.
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CommPortal. A better way to stay
Connected

All of your devices can now work togetherin a
single system that's convenient, practical and
S35y 10 Use.

(T ——

[

———
On your Computer... On your Mobile | Tablet...
Desktop features are discrest and always Take your desktop features with you,
available when you nesd them. wherever you go.

Figure 9: CommPortal Downloads pop-up

3.2 CommPortal Call Manager

Subscribers who have either Business Call Manager, Easy Call Manager, Incoming Call Manager, or
MetaSphere CFS Call Manager can view and configure their call manager service using CommPortal.

A Call Manager service allows subscribers to manage how incoming calls are handled. CommPortal
provides a single management interface for all the services affecting incoming calls that a subscriber
is subscribed to, so that they can see which services are active and how they interact.

You can configure your subscribers to use one of the following Call Manager services.

* Business Call Manager (BCM) on page 23
« Easy Call Manager on page 26
¢ Incoming Call Manager on page 28

* MetaSphere CFS Call Manager on page 29

Business Call Manager (BCM)

rNote:
You must have a MetaSphere CFS in your deployment and have carried out the necessary
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configuration to enable Business Call Manager on your CFS before your subscribers can use
this feature.

Business Call Manager enables subscribers to configure and make changes to how their incoming
calls should be handled depending on whether or not they are available for calls.

Phone Status

. Augilable for Calls - m
DL ARSI Ring your phonesinorder 7 A it
duanced Setfings

E Forward Selected
A Accouni Phane
‘Calers fram e forwarding Bsiwill be
M My MobBs farwardad jo My Maoblia
1 12083893912, ﬂ Reject Selectzd
m Distinctive Ringlone
ffihere is no answer E Forward if Unavailable

© Forward to ancther phone afier SEConds

i . Anonymous Callers
® Send o woicemail afier [ 1z | seconds B

Calis from anonymaus callers will be rejecied
tFyouwr phone is busy withoui going o vakcemal

& Forward to another phone
® Send to woicemail

Figure 10: Business Call Manager

On this screen, subscribers can

< set their phone status, as described in Phone Status on page 24
» configure how incoming calls are handled, as described in Incoming Call Settings on page 24

« configure more advanced call services, as described in Advanced Settings on page 25.

Phone Status

Subscribers use a simple drop-down to set their phone status to Available for Calls or to Do Not
Disturb.

*  When the drop-down is set to Do Not Disturb,calls will be forwarded to voicemail, although the
subscriber can use the link to configure a list of priority callers who can still ring their phone.

@@  Incoming calls will be forwarded 1o woicemail

# Allcwpricrity callers io ring wien in Do kot Disturk §&

Figure 11: Business Call Manager Do Not Disturb

Incoming Call Settings

Subscribers can use drop-down and input fields to configure how their incoming calls are handled.
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This includes

« configuring which phone(s) will ring, setting the order in which these phones will be tried and how
long each phone will be allowed to ring

» forwarding calls to another number

e setting the behavior if the subscriber either does not answer the call within a specified time period,
or all their configured phones are busy

- from V9.5.40, for subscribers whose line is assigned to a Call Service Group (CSG), choosing to
restore call forwarding settings to the default settings for the CSG rather than those that might
have previously been set by the subscriber.

L LA  Ring your phonesinorder 7]

A AccouniPnons
M My Mool

1 1208359912

Fihere is no answer
2 Foremrd o another phone afier [ 36 | seconds

® Send o woicemail afier [ 12 | seconds
H yowr plheoine is biesy
2 Forwand o another phone

® Send to volcemail
Figure 12: Business Call Manager Incoming Call settings

Advanced Settings

The Advanced Settings panel allows subscribers to configure and activate the following range of
advanced call services. Subscribers will only see the call services that they are subscribed to.

« Forward Selected - calls from numbers on a forwarding list created by the subscriber will be
forwarded to another telephone number configured by the subscriber.

* Reject Selected - calls from numbers on a rejection list created by the subscriber will be rejected.

< Distinctive Ringtone - calls from numbers on a list created by the subscriber will use a different
ringtone.

e Forward If Unavailable - the number that calls will be forwarded to if the subscriber's phone is
unavailable, for example because it has been disconnected or there is a fault on the line.

« from V9.5.40, subscribers whose line is assigned to a Call Service Group (CSG) will see an
option to restore call forwarding settings to the default settings for the CSG rather than those
that might have previously been set by the subscriber.

e Anonymous Callers - calls from anonymous callers will be rejected without going to voicemail.
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Subscribers can click on the name of each call service to enable or disable it. When a service is
disabled, the icon on the left has a strike through symbol superimposed. The Advanced Settings panel
also shows a warning icon if a call service has been made inactive by another setting. For example,
on the following screen shot the Distinctive Ringtone and Forward If Unavailable services are not
active because calls are being forwarded.

Advanced Seffings

E Forvard Selected

Callers from the forwarding Bsiwill be
forwardad o My Moblia

ﬂ Reject Seleckd

e Distinctive Ringtone LA
Nolacive because Forwarding ks enabled.
E Forvard if Unavailable

Mol acilive because Forwarding s enalbled.

E Anonymous Callers

a3k fram Ananymaus caliars will ba I'EI!{‘:'EEI
withou1 gaing %o valceman

Figure 13: Business Call Manager Advanced Settings

Easy Call Manager

MetaSphere EAS's Easy Call Manager (ECM) is an easy-to-use call handling service, with a simple
set of configurable profiles, that you can offer to subscribers if you do not have MetaSphere CFS. Itis
enabled by a Class of Service setting.
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Phone Status

Choose how calls fo (501) 203 D00 will be direcied.
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® Ri hones atthe same time:
— Do Mot Disturb HE L
# MyFhone (501)203 0008

Forvard All Calls Wy Mobile (123} 455 TEBD
change my phones
! Forsard to another phone

W Send o woicemail
A nony mous
= Handle like Mormal callers

Ask caller to say their name before | acceptthe call @
2 Send to woicemail
VIP - Aciwe
= Ring my phones at the same fime:;
# MyPhone (501)203 0008
My Mobile (123) 458 7880

change my phones
2 Forward o another phone

Manage VIP callers

Unwanted

= Reject
2 Send to woicemail

€ You have no Unwanted callers

Manage Linwanied callers

Additional options
These opfions apply where you've chosen fo ring My Phones.

Il don't answer:
2 Fomward o another phone

® Send towoicemail

Frmin a call: &
2 Fomward o another phone

= Send o voicemail
Figure 14: Easy Call Manager

Subscribers can choose their active call handling profile from the three profiles available.

« The Available profile allows subscribers to accept incoming calls and to configure their call
handling options. For example, a subscriber may wish their phone to ring as normal, or receive
calls simultaneously on their choice of phones to avoid missing a call. Additionally, a subscriber
may wish to apply special call handling rules for calls from specific numbers, for example, to
screen calls from anonymous numbers, or to give priority to calls from VIP numbers and reject
calls from unwanted numbers (which the subscriber can configure).

Subscribers also have the option to automatically forward calls to a different number or send calls
to voicemail when their line is busy or when they don't answer their phone.
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* The Do Not Disturb profile allows subscribers to send all incoming calls to voicemail. For
example, a subscriber may wish to activate this profile if they are in an important meeting.

e The Forward All Calls profile allows subscribers to forward all incoming calls to their choice of
phone. For example, a subscriber may wish to activate this profile if they are out of the office and
want to forward all calls to their hotel room or to a colleague.

Incoming Call Manager

MetaSphere EAS's Incoming Call Manager (ICM) offers an integrated call handling service, with

a powerful set of configurable rules. For subscribers who want a highly customizable call handling
service, Incoming Call Manager provides more flexible and detailed configuration options than Easy
Call Manager.

Home Messages and Calls(13) Contacls Start-  John Smith -

Phone Status

Rules Weekly Schedule Special Days

When | receive a call Additional options

T apply in all cases where you've chosen fo have

® Ring ny phone

@ Fomward | enteranumber hd Il don't answer:
i . d enier a number hdl
& SBend o voicemail o Fervard o !
Call Manager lets you decide who, how and when callers can reach you. Learn more @ Send 1o woicemail
Setup rules for more advanced control. ® Rejectthe call
Frmin acall:
@ Forwardtn| eniera number - @

@ Send 1o woicemail
@ Rzjzotihe call

What audic should callers hear before their call is answered?

® sz defaultringback

@ Use cusiomringback record

Figure 15: Incoming Call Manager

Subscribers can use the Incoming Call Manager screens in CommPortal to configure sets of rules,
and set schedules for when specific rules should apply to incoming calls.

e Onthe Summary screen, the subscriber can

« view and configure their call-handling options, for example, a subscriber may wish their phone
to ring as normal, or divert all calls directly to voicemail, or apply some of their call handling
rules depending on the time of day

« automatically forward calls to a different number or send calls to voicemail when their line is
busy or when they don't answer their phone

« choose whether to use the default or record/upload custom ringback audio.

This ringback audio is played to the caller while they are waiting for their call to be answered.
When the subscriber chooses to use custom ringback, they will see a recording pop-up where
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they can either record or play the ringback as an audio stream, or upload or download the audio
as afile.
On the Rules screen, the subscriber can configure more advanced Sets of Rules for their incoming
calls. For example, a subscriber might want to forward calls from family and friends to a home
phone, while forwarding calls from the office directly to voicemail, or to screen calls from a
particular number. Up to 20 Sets of Rules may be configured.
On the Weekly Schedule screen, the subscriber can split their week into defined periods, during
which they wish their different call processing rules to be applied.
On the Special Days screen, the subscriber can set dates that are exceptions to their normal
weekly schedule, for example vacations or business trips. This screen includes the option to add
the public holidays for their region automatically at the click of a button.

MetaSphere CFS Call Manager

The MetaSphere CFS Call Manager page provides a summary of how the subscriber's incoming calls

will be handled, according to the MetaSphere CFS services that are currently enabled. This allows the

subscriber to see at a glance how the services combine and interact, and to verify that the settings are

correct.

Phone Status

Farvarding Fallow Me Sereening

Summary of Configured Services
Calls that you receive will be processed according fo the following rules.
* Al calls from anonymous callers will be rejected.
* Calls from (208) 362 2120, (208) 362 2087, (208) 362 2023 and 4 anomymous numbers will be forearded to 1 (301) 203 0002,
* All other calls will be ofiered acconding to youwr Follow Me rules.
* When all Follow Mz targets ars busy, ealls will be foremrded 1o voicemail. &

* [ no Follow Me rgets answer, ealls will be forvarded to woicemail.

Figure 16: CFS Call Manager Page

Subscribers can use the other links on this page to configure and manage their call handling settings.
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On the Forwarding screen, the subscriber can configure the behavior for their call forwarding call
services and manage the telephone numbers used as forwarding destinations.

* From V9.5.40, subscribers whose line is assigned to a Call Service Group (CSG) can choose
to restore immediate and unavailable call forwarding settings to the default settings for the CSG
rather than those that might have previously been set by the subscriber.
On the Follow Me screen, the subscriber can set up rules to ring a defined sequence of additional
phone numbers when a subscriber does not answer an incoming call on their primary line.
On the Screening screen, the subscriber can choose to accept or reject calls from a configured list
of phone numbers, reject all calls from anonymous callers, and set a distinctive ringtone for calls
from selected callers.
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3.3 CommPortal Message and Calls Page

Subscribers can view and manage their calls and messages using CommPortal.

Subscribers can follow the Messages and Calls link to launch a new screen where they can view lists
of calls made, received or missed and, if they have the MetaSphere EAS voicemail service, manage
their messages. If you provide a fax service, subscribers will also see details of any faxes sent or
received.

Home Messages and Calls(13) Contacts A MakeCal  John Smith -

Messages (11 New) Faxes (2 New) Missad Dialed Received Reject=d Deletz=d | =3
ceeen

u (208) 362 2087 1 Sat9/2e,12:43 pm | Artions ¥ | )
Repart Motdelvered 1o Long, Francis - {123) 280 8031 Wed 8/12, 11200 am ¥
u (208) 362 2133 53t7/25,12:52 pm Aptions ¥ | }
Message foo short fo franscnbe
Report: Mo Recipient Fri &0, 3:00 pm ¥
Report Multiple Recipients Th 410, 1000 am | |
O (z08)3622244 | Mon 3/24. 4:13 pm Actions ¥ | )
Unable fo franscribe. This falure has been reporfed
Report: Delvered to Long, Francis - {123) 260 6031 Tue @12, 1100 am | )
u (813) 281 3661 Tus 8121, 2:47 pm Agtions ¥ | )
{T032) 480 8527 Fri 7/20,2.51 prn Aptions ¥ | }
(208) 352 2087 1 Wed 6/13, 10227 am Actions ¥ | )
Missed Remindsr Tue 410,900 prm ¥
Missed Reminder at Tue 471 11:00 am Tue 4110, 12200 am ¥
{208) 352 2087 Tue 2/, 124 pm Actions ¥ L ]
{510) 520 5040 l Sum 204,235 pm Agtions ¥ ¥
(208) 382 2020 Fri 22,941 am Artions ¥ | )
(208) 362 2240 Fri 22, 8:32 pm Actions ¥ | )
(208) 362 2020 Tue 1730, 853 prm Actions ¥ |
{510) 325 5212 Sun 1728, 6.20 pm Aptions ¥ | }
{510) 520 5040 | Sat127.3:21 pm Actions ¥ | )
(208) 282 2244 Sat 127,925 am Actions ¥ | ]

Perzonal Details Security
Johin Smith Change Password

Development Change Call Senices PIN
Dewvices. Change Security Email
Set Emerpency Location

Figure 17: Messages & Calls screen

The Messages screen displays a subscriber's most recent messages, including the time at which the
message was received. Messages in bold have yet to be heard.

Using this screen, the subscriber can

e press the play icon to listen to a message
¢ click on the caller's name or number to launch a pop-up where they can call back, add the caller to
their Contacts or edit existing contact details for this caller
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e see transcriptions of these messages or, if transcription was not possible, the reason why (if you

offer a Speech to Text service)
see whether a message was marked as urgent Lor private

see icons indicating the type of device the message was received on, for example'"" indicates a
desk phone, and mouse over the icon to see the phone number of the device that was called

» use the Action drop-down to reply to the message, mark it as heard, or forward the message
either as an email or a voicemail.

« click the trash icon to delete an individual message or click Delete All at the top of the screen to
delete all their messages

« click the New Voicemail button at the top of the screen to launch a pop-up where they can record
a new message, select the phone number and, if necessary, mark the message as urgent and/or
private.

The following screens are accessed by clicking on the option on the gray ribbon at the top of the page.

* The Faxes screen is very similar to the Messages screen and displays details of any faxes
received by the subscriber.

« The Missed, Dialed, Received, and Rejected screens each show lists of calls in that category.

¢ Asonthe Messages screen, icons indicate the type of device used for the call and mousing
over the icon reveals the phone number of the device.
¢ Each screen has an Export button that launches a pop-up where subscribers can choose to
export call lists of their received, missed, and/or dialed calls in csv format.
e Subscribers with a Call Manager service can mouse over a Show Rule link to see which rule
caused a call to be rejected and follow the link to go to their Call Manager page.
< The Deleted screen displays a list of deleted messages. This only appears if the subscriber has an
account with a Class of Service that stores deleted messages in a trash folder. The subscriber can
use options on this screen to listen to a deleted message, restore or permanently delete individual
messages, and permanently delete all messages.
« The # icon provides a handy link to the Message Settings page described in CommPortal
Message Settings Page on page 39.

3.4 CommPortal Contacts Page

Subscribers can use the CommPortal Contacts page to view and manage their contacts.

Subscribers can click on the Contacts link on the top ribbon of the CommPortal Home page to view
and manage their contacts and, if they have configured them, any contact groups.

The Contacts page displays lists of all the subscriber's contact groups (identified by a group icon)
followed by their contacts, in alphabetical order. The interface includes a powerful search facility,
allowing the subscriber to look up a contact by name, organization name, telephone number or
address, rather than having to scroll through a long list.
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A subscriber can have up to 1,000 contacts.

When the check box alongside a contact is ticked, the existing details for this contact are displayed.
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Figure 18: CommPortal Contacts page

The subscriber can use the Edit button to make changes to a contact's details, or press Delete to
remove the contact.

As well as being a useful way of storing and retrieving contact details, this Contact List is used in other
ways.

* The Messages and Calls page displays the names of any callers who appear in a subscriber's
contact list.

« Call Manager and other services allow subscribers to specify callers by selecting them from the
contact list, without having to type in their numbers.

« Contact lists can be integrated with a subscriber's Outlook contacts. If a subscriber has
downloaded CommPortal Assistant (CPA) and has an Outlook profile, the subscriber can configure
CPA to automatically synchronize any changes made to a contact in CommPortal with the
corresponding entry in Outlook, and vice versa. CommPortal Assistant will perform a contact sync
every hour. Outlook does not need to be open on the subscriber's computer when this happens.

e Subscribers can use the Export All button to download their contacts in csv format for use outside
of CommPortal. Clicking this button launches a pop-up where the subscriber can select Outlook/
Outlook Express compatible, Windows Contact on Vista or Native Format as the export
mode.

e Subscribers can use the Import button to upload a csv file containing contact details for use in
CommPortal. This launches a pop-up where the subscriber can

* select the csv file to import

» choose what happens if a contact in the file already exists in CommPortal, for example to
overwrite the contact or ignore the imported entry

« view the progress of the import. CommPortal will display error messages, for example if the
import file is not in the correct format, or contains badly formatted entries.
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Speed dials

Extensions

Short codes

Speed dials are one or two-digit codes that can be mapped to particular telephone numbers for faster
dialing. These codes are then used instead of the telephone number.

If you offer this call service, the subscriber will see a Speed Dials link at the top of the Contacts page.
This launches a screen where the subscriber can configure and manage their speed dials.

If your subscribers are members of a Business Group, they can use extensions to dial other numbers
in the Business Group.

The Extensions screen displays the extensions that are currently in operation for lines in the
Business Group.

Business Group subscribers can also use short codes to dial common numbers.

The Short Codes screen shows the short codes that are currently in operation.

3.5 CommPortal Groups Page

Subscribers who are members of a MetaSphere CFS Business Group can use the CommPortal
Groups page to view the details of any Multiple Access Directory Numbers (MADNSs), Multi Line Hunt
Groups (MLHGSs) and Call Pickup Groups of which they are members.

Note:

Subscribers will only see the Groups button if they are a member of at least one MADN, MLHG, or
Call Pickup Group.

The Groups button on the CommPortal Home page displays the number of groups that the subscriber
belongs to. Clicking on this button launches the Groups page.
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Groups

Multiple Appearance Directory Mumbers, Multi Line Hunt Groups and Call Pickup Groups you are a member of. For Multi Line Hunt Groups, indicates
logged-in, and += logged-out.

Group Membership Call Pickup Group: Jeffs
Call Pickup Group: Jeff's Department: MetaSwitch
Call Pickup Group: Toms Number of Lines: 4
Sim-Ring Group: 2555454 Mumber Extension Mame
Hunt Group: Accounts (501) 203 0006 454 John Smith
Hunt Group: Sales (501) 901 1201 455 Alice
(501) 901 1202 456 Jack
(501) 901 1229 927 Ann

Figure 19: CommPortal Groups Page

On the left of this page, the subscriber can see a list of any Multiple Access Directory Numbers
(MADNS), Multi Line Hunt Groups (MLHGSs) and Call Pickup Groups that they belong to. If the
subscriber is a member of an MLHG, they will see an icon alongside each MLHG to indicate whether
they are currently logged in or out of that group.

Selecting a group displays full details of the group on the right of the screen. If a subscriber selects an
MLHG, they can see which members are currently logged in or out and, if they are able to, can use a
link on this screen to log themselves out of the MLHG.

3.6 CommPortal My Mobile Page

Subscribers can use the My Mobile page to associate a mobile phone number with their CommPortal
account, enabling them to receive text naotifications on their mobile when they have a new message
in their CommPortal mailbox and optionally use their ComnmPortal mailbox as their mobile phone's
voicemail service.

Clicking on the My Mobile button launches the My Mobile page where a subscriber can enter the
details of their mobile phone so that they can use this phone with their CommPortal account and

e automatically recognize their mobile number when retrieving messages
* receive a text notification when a new message is left in their CommPortal mailbox

« optionally use their CommPortal mailbox as their mobile phone's voicemail service.

Once a subscriber has entered their mobile number, they will see a screen where they can set up and
manage various settings for this service.
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My Mobile

My Mabile Number Fuse My Mailbox

(123) 456 7890 To use your mailbox on {501} 203 0006 to take messages from callers to your mobile, you
will need to set up call forwarding on your mobile. For instructions on how to dothis, please

select your mobile provider from the list below.

L

Mobile Settings

« Send me a text notification when | receive a new message.
I SkipPIN @

Auto-Play Voicemail g
# Auto-Flay Fax €

Voicemail Playback: | Message only r

Save Setfings

Figure 20: CommPortal My Mobile Page

On this screen, the subscriber can

« remove their mobile number, either because they no longer want to use the service or need to
enter a different mobile number

e use the Fuse My Mailbox panel to select their mobile provider and use the instructions that apear
to configure their mobile phone to activate or deactivate call forwarding from their mobile to their
CommPortal mailbox

« configure or modify the configuration of how they receive notifications of new messages and how
they access the messages in their CommPortal mailbox using their mobile phone.

3.7 CommPortal Add Services Page

Subscribers hosted on MetaSphere CFS can use the Add Services page to sign up to call services
simply by clicking on the appropriate option.

Clicking on the Add Services button launches the Add Services page where a subscriber can see a
list of all the CFS call services you offer to which they are not currently subscribed. They can then sign
up to a new call service simply by clicking on the appropriate option - without time-consuming calls to
your helpdesk.
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Home Messages Contacts Joe Smith ~
E Call Message Motifications
b Settings Setlings
Add Services
Available Services Service Description
Immediate Forwarding
Busy Forwarding This service forwards all calls that you receive to an

_ alternate destination of your choice.
Mo Answer Forwarding

After you subscribe, this service can be configured,

Unavailable Forwardin
¢ enabled and disabled through your telephone and on this

Selective Forwarding website.
SimRing New services are available immediately on your phone
Follow Me after you sign up. If you wish to remove services from

) o your ling, you must contact your service provider.
Selective Rejection

Anonymous Rejection
Priority Call

Do Mot Disturb

Reminders

Speed Dials

Call Blocking

Arconint Modac

Figure 21: CommPortal Add Services Page

If you would prefer not to allow this feature, or to restrict which services the subscriber can sign up to
in this way, you can easily disable or restrict it as part of the branding process for the CommPortal Ul.
This process is described in the MetaSphere EAS Customization and Branding Guide.

Note:

When a subscriber signs up to a new service, MetaSphere creates a Self-Subscription Log File.
You should ensure that your operational staff monitor this log to ensure that your subscribers are
correctly billed for the services to which they have subscribed. For more details about the content
and format of this log, see the Appendix: Self-Subscription Log Files for CommPortal section of the
MetaSphere EAS and CommPortal Operational Procedures Guide.

Note the following restrictions to self-subscription.
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« Business Group Line Users and subscribers either hosted on legacy switches or who have a Direct

Inward Dial (DID) line on a PBX cannot self-subscribe to new services. The Add Services tab is
not available for these users.

* Business Group Administrators will use the Add Services tab to subscribe a Business Group
line to a call service when modifying Business Group lines, as described in Business Group
and Department Lines on page 57. You should refer to the Call Services Manual which
accompanies your MetaSphere CFS for more information on the call services available to
Business Group lines on MetaSphere CFS and how to configure them.

« Access to MetaSphere EAS Call Services is controlled through the subscriber's Class of Service,
and cannot be done on a self-subscription basis. Refer to the MetaSphere EAS Subscriber
Administration Guide for more information on using Classes of Service when provisioning
subscribers.

3.8 CommPortal Call Settings Page

Subscribers can use the CommPortal Call Settings page to configure call settings including caller 1D,
call forwarding, call blocking and call jump.

Clicking on the Call Settings button launches the Call Settings page where a subscriber can
configure their call service options.

Home Messages and Calls Contacts Make Call  Whale BG Admin ~
Call Settings Message Nofifications Reminders Account
Setlings Codes
Call Settings
General

The default call transfer number is set to (508) 200 2476
You can overmide the default call transfer number with your own below, or lzave the field blank to use the default number.

Individual call transfer number: | (508) 200 2000

) Withhold caller ID when making calls

¥ Provide caller ID for incoming calls

Call Forwarding

Call Blocking

Choose which types of phone numbers should be blocked.

[ Local

National and Mobile

Intarnational

Premium Rate

Operator

) Directory

Access Codes

Access codes that change configuration

Restore defaulls...

Figure 22: CommPortal Call Settings Page
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The subscriber uses the check boxes and input fields to specify how their calls should be handled.

Subscribers will only see the features they are able to use.

« The General panel allows the subscriber to configure some basic call handling rules, including
setting various caller ID options. Individual subscribers can also set their own call transfer number.

From V9.5.40, Business Group Administrators can allow Business Group subscribers to enter their
own call transfer number that will override the default operator number set for the Business Group
or Department. This number will then be used when a caller who is listening to the voicemail menu
on a subscriber's mailbox chooses the option to be transferred to an operator rather than leaving a
message. For example, a subscriber may want to divert these calls to a mobile device rather than
the office receptionist.

* The General panel may also include an option to disable Call Recording. See Call recording on
page 39 for more information on this option.

* The Call Forwarding panel allows the subscriber to configure whether they need to enter a
phone number each time they turn on the Immediate Forwarding, Busy Forwarding or No Answer
Forwarding options.

< The Call Blocking panel allows a subscriber to bar calls of a particular type, for example they wish
to prevent Premium Rate calls being made from their telephone line.

« From V9.5.40, subscribers whose line is assigned to a Call Service Group (CSG) can choose
to restore call blocking settings to the default settings for the CSG rather than those that might
have previously been set by the subscriber.

e The Call Jump panel allows a subscriber to enter an alternate number (usually a different landline
number) and/or a wireless number that can be used to transfer an established call made or
received using their primary phone number. These numbers need not be associated with the
subscriber's CommPortal account. The subscriber can then enter a short code to make the transfer
to one of these numbers.

This option is only visible if the subscriber has MetaSphere EAS Call Jump and DTMF Control
enabled in their Class of Service. Subscribers who use MetaSphere CFS 3-way calling services
cannot invoke MetaSphere EAS Call Jump on a multi-party call that they have created. In this
scenario, the Call Jump attempt has no effect and the call remains on the subscriber's original
device. However, the other parties in the 3-way call can use Call Jump to transfer the call to
another device.

e The Call Me Buttons panel allow subscribers to enable or disable their Call Me service and to
cancel their existing buttons. For more information on how your subscribers can use this service,
see Appendix: Using Call Me on page 125.

Note:

If you want to stop the Call Me service across your whole deployment, you can use the craft
interface to revoke all Call Me buttons used by your subscribers by following the instructions in the
MetaSphere EAS Operational Procedures Guide. However, if you do this and subsequently want
to reactivate the Call Me service, your subscribers must recreate and redistribute their Call Me
buttons.
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Call Recording

Note:

Many jurisdictions have laws, including wiretapping laws, which regulate the privacy of calls. These
laws and regulations may restrict or prohibit the use of the Call Recording feature. For example,

in some jurisdictions a call participant must provide notice to all other call participants before
recording the call. You are responsible for ensuring that any use of this feature complies with all
applicable laws and regulations.

The Call Recording option is only visible to Business Group Administrators who click through to this
page from the CommPortal BG Admin interface to configure a Business Group line, and will only
be present if this Business Group line is hosted on MetaSphere CFS and is subscribed to the call
recording service.

The Business Group line subscriber will never see this option.

When a Business Group's Persistent Profile enables the Call Recording service, a Business Group
Administrator can use the Enable call recording checkbox to enable or disable Call Recording for
this Business Group line.

Note:

If intra-Business Group Call Recording is enabled for the Business Group, calls made between
two subscribers within the same Business Group (using an intercom code) are recorded. If Call
Recording warning tones are enabled for the Business Group, a warning tone is played at the start
of, and during, all recorded calls.

The BG Admin can also click on the Call Recording Server link to access the default third-party
Call Recording Server's web Ul where they can configure the Call Recording service. In most
cases, this link will be the same as the link which appears in the menu bar in the CommPortal BG
Admin interface, described in Business Group Call Recording on page 77. You will configure

the appropriate URLSs for the Call Recording Server in MetaView Explorer, as described in the
documentation that accompanies your MetaSphere CFS.

3.9 CommPortal Message Settings Page

Subscribers can use the CommPortal Message Settings page to configure message settings,
including message and mailbox access options and controlling voicemail greetings.

Clicking on the Message Settings button launches the Message Settings page where a subscriber
can configure how their messages are handled, how they access their mailbox and what greeting will
be played to callers reaching their mailbox.
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Figure 23: CommPortal Message Settings Page

The subscriber uses the check boxes and input fields to specify how their messages should be
handled. Subscribers will only see the features they are able to use.

« The General panel allows the subscriber to

« enable or disable voicemail transcription, live message screening, and video messaging
« configure and manage autoforwarding of voicemails and faxes
< choosing whether to include action links in the outgoing message that allow the subscriber to
log in to their account, mark messages as read, or even delete them without needing to access
CommPortal or the MetaSphere TUI.
* The Mailbox Access panel allows the subscriber to configure their mailbox settings by enabling or
disabling fast login and skip PIN options and setting message playback options.

e The Voicemail Greeting panel enables the subscriber to

e select their default greeting

« use the edit button to launch the greetings recorder where they can record or upload a new
greeting, or download an existing greeting.
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< record greetings that will be played in particular circumstances, for example when the
subscriber is in a call or outside business hours, or when the caller is in the same Business
Group as the subscriber

< override their default greeting with a temporary greeting for a defined period of time

3.10 CommPortal Notifications Page

Subscribers who have the MetaSphere EAS voicemail or unified messaging services can use the
CommPortal Notifications page to configure Message Waiting Indicators (MWI), email, pager, and
outdial notifications that are triggered when they receive a new message in their mailbox.

Clicking on the Notifications button launches the Notifications page where the subscriber can
expand the panels to enable and configure Message Waiting Indicators (MWI), email, pager, and
outdial notifications and set up an override schedule for their outdial and pager notifications.

Notifications

Message Waiting Indicator

¥ Send phone notification of incoming messages to the following phone numbers

Phone Number All Faxes Urgent Voicemail All Voicemail

(123) 456 7890 Fi 7 [ [ ]
(987) 654 3210 [ [ @ (]
(648) 952 1658 { [ [ ]
(357) 895 1236 @ [ @ (]
(785) 412 3698 [ o [ [ ]

Email
Pager
Qutdial
Override

Figure 24: CommPortal Notifications Page

The subscriber can configure the following types of notification by expanding the relevant panel.
However, the subscriber must first enable the notification type using the check box before they can
make any changes to configuration.

« Onthe Message Waiting Indicator panel the subscriber can configure which of their phone
numbers will be used to alert them to different types of new messages. This screen automatically
includes their primary phone number but they can use the New Entry button to add any of their
additional numbers.

¢ On the Email panel the subscriber can set up one or more email addresses where they will receive
emails alerting them to new messages.

« Onthe Pager panel the subscriber can enter details of an outdial, numeric, or alphanumeric email
pager, set the behavior for how pager notifications are sent and configure a schedule for when
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incoming natifications are sent to the pager, for example during office hours only. The subscriber

can only configure a single pager. If they need to change the pager, they must first use the trash
icon to delete the current entry and then click New Entry to add the new one.

e On the Outdial panel the subscriber can enter a phone number that will be called to alert them to
new messages and set up a schedule for when these outdials are made. They can also configure
a time delay between receipt of a new message and the outdial, and set a retry limit and the delay
between retry attempts until the message is marked as read.

* Onthe Override panel the subscriber can set a new schedule that overrides the schedules they
have set for pager and outdial notifications for a defined period. This enables a subscriber to set up
a different schedule, for example to cover their annual leave, without having to change their regular
schedules for outdial and pager notifications. Once activated, only the override schedule applies
and notifications are only delivered to the specified phone or pager until a configured expiry date
or until it is manually disabled. Subscribers can only activate the override schedule if they have
enabled the outdial or pager notifications service.

Changes in notification behavior

There are a number of circumstances where the behavior of the notifications options will differ
depending on the configuration of your deployment or the subscriber's account.

e Subscribers who have set up CommPortal to auto-forward their voicemails and faxes to an
external email account and to delete these messages from their inbox will not receive any
notifications when new messages arrive in their CommPortal account.

< If any of the telephone numbers used for email, outdial and pager notifications are affected by
an area code split, the subscriber will have to change these manually once the area code split
procedure has been completed, otherwise notifications will no longer be delivered. The MWI
notification configuration is changed automatically during the area code split procedure.

» If your subscribers are using the Speech-to-Text transcription service, any email or SMS
notifications on incoming messages will be suppressed until the transcription completes, which
could take up to several minutes, even if the subscriber configures the Delay for messages as
Immediate. MWI notifications are not postponed.

« If you are using the video messaging service, you should note that there is no distinction between
voicemail and video messages when configuring notifications.

3.11 CommPortal Reminders Page

Subscribers can use the CommPortal Reminders page to set up and manage one-off and recurring
reminder calls.

Clicking on the Reminders button launches the Reminders page where a subscriber can configure
and manage one-off or recurring reminder calls. If you are hosting subscribers on a MetaSphere CFS,
you can choose to enable either MetaSphere's EAS Reminders service or the on-switch Reminders
service available on your MetaSphere CFS. Both options are described here, but you can only
configure one of the service options for any individual subscriber.
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MetaSphere EAS Reminders

Subscribers using MetaSphere EAS Reminders will see the following screen when they access the
Reminders page.

Reminders Clear Lt Apply

¥ Enable reminder calls for this line.

Pheone to ring Description Occurs Time

(123) 456 7890 Dentist Once on 8/15/2018 9:30 am [ ]
(654) 123 9870 Lunch Every weekday 12:36 pm [ ]
(321) 789 6540 Dinner Every day 6:37 pm [ ]

Figure 25: CommPortal MetaSphere EAS Reminders Page

On this page, the subscriber can

« enable reminder calls for the line they are logged in on

« view existing reminders, and click on a reminder to edit it or use the trash icon to delete it

» click the New Reminder button to launch a pop-up where they can set up a new reminder,
including selecting whether this is a one-off or a regular reminder that occurs every week or every
day at the specified time, recording the message that will be played during the reminder call and,
if they have multiple phone numbers associated with their account, choosing the phone number to
which the reminder will be delivered

e click Clear List to delete all their currently configured reminders.

MetaSphere CFS Reminders

Subscribers using MetaSphere CFS Reminders will see the following screen when they access the
Reminders page.

Reminders

Occurs Time New Reminder
Occurs once at next 11:59 pm [ ] ) ) . )

__ You can configure reminders either to occur once in the
Every Monday 12:34 pm ¥ next 24 hours, or to repeat daily or weekly.
Every Tuesday 9:30 am [ ]

__ Occurs: Every day v
Every Friday 6:00 pm [ ]
Every weekday 9:21 am w  Time 9 130 am v

Add

Figure 26: CommPortal MetaSphere CFS Reminders Page

On this page, the subscriber can:
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< view existing reminders, and click on a reminder to edit it or use the trash icon to delete it

¢ use the New Reminder panel to set up a new reminder, either to occur once in the next 24 hours
or to repeat daily or weekly at the specified time

e click Clear List to delete all their currently configured reminders.

3.12 CommPortal Account Codes Page

Subscribers can use the CommPortal Account Codes page to view which types of phone numbers
require a code before dialing.

The Account Codes page displays which types of outbound call require an account code to be
entered before the telephone number. For example, a subscriber may only be able to make calls to
premium numbers by entering an account code first.

If these settings are configured by the Business Group administrator rather than the subscriber, they
are shown to the subscriber in read-only view.

Account Codes

Choose which types of phone numbers require a code before dialing.

Account Code Options Personal

Call types requiring an account code 0123 Test
Local Operator 1234 Personal
Regional Directory 2345 Intemnal
Mational Carrier Dialed
Intemational Local Business Group
Premium Rate Other Business Group

Use validated account codes

Account code length: 4

Max incorrect attempts before account is blocked: | 5

Figure 27: Account Codes

3.13 CommPortal Group Mailbox Page

Subscribers who are members of a group mailbox can use the CommPortal Group Mailbox page
to view the details of the group mailboxes that they belong to and, if they are a primary subscriber,
create a new secondary mailbox.

MetaSphere EAS subscribers can be provisioned either as individual or group subscribers. Group
subscribers use a group mailbox. Each group mailbox has one primary and one or more secondary
subscribers.
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Clicking on the Group Mailbox button launches the Group Mailbox page.

Group Mailbox ew MSilboe m

Directory Number Name Enabled

(123} 456 TEBOD-1 Jane Smith | ]
[123) 456 TRE1-2 Ann Smith - [ ]
(123) 456 TEBZ-4 James Smith =3 | |
{123) 456 TEB3-5 Joanna Smith * [ |
[123) 456 TER4-1T Jake Smith - | |

Figure 28: CommPortal Group Mailbox Page

All members of the group mailbox can view this page, but only the primary subscriber can make
changes.

The primary subscriber can click on either the Directory Number or Name of a secondary subscriber
to launch a pop-up where they can modify the following settings:

 first and last name

< PIN (and Password, if the PIN and password are allowed to be different)

« whether the secondary subscriber is enabled

« whether the secondary subscriber's messages affect the primary's MWI status (if the primary
subscriber may use MWI notification and the secondary subscriber has messaging)

« whether information about the secondary subscriber's new messages are exposed to the primary
subscriber via the TUI (if the primary and secondary subscribers both have messaging and their
class of service allows message count aggregation).

If the group mailbox uses shared access numbers, the primary subscriber can also add or delete
secondary subscribers.

3.14 CommPortal Agent Dashboard

If the CommPortal subscriber is acting as a Call Center Agent using Metaswitch's Integrated ACD
solution, they can access their Agent Dashboard to see information on incoming calls and the activity
of the Multi Line Hunt Group(s) that they belong to

If you have licensed CommPortal's Integrated ACD feature, a BG Line User who is a member of an
MLHG will see an Agent Dashboard button. Clicking on this button launches the Agent Status page
in a new browser window.

On this screen, the subscriber can

« see detailed information on the Queues (MLHGS) of which they are a member and log in or out of
a Queue using a toggle button (where the Queue supports explicit login/logout).
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< view statistics that show real-time information for each Queue, including the number of logged-in
members, the number of calls waiting in a queue to be hunted to an agent and the average call
waiting time before a call is answered.

e access a Current State drop down menu which will allow them to indicate their current availability
for calls (if you are using the Premium ACD service level)

« see if there are currently any incoming calls for any of the Queues (only available if the MLHG
member has Incoming Call Pop-up enabled in their Class of Service.)

3.15 CommPortal Queue Page

Subscribers who are logged in as an MLHG Pilot can configure queuing options for calls coming in to
the Hunt Group (MLHG) Pilot Number.

The Queue button is only visible if the subscriber is logged in as an MLHG Pilot, and allows the
subscriber to configure queuing options for an MLHG Pilot Directory Number.

Groups Call Queue
Settings

Queue

Exit from queue

¥ Caller can exitqueue @

™ Forward to vaicemail

" Forward to number:

Pilot Information Delivery

| Present pilot name with number in Caller ID

Figure 29: Queue screen

The subscriber can

« select whether a caller can choose to exit a Queue by pressing zero and, if so, whether or not they
are forwarded to voicemail or an alternative phone number

¢ choose whether the name of the pilot line is presented alongside the number in its Caller ID.
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4 Features for BG Administrators

The CommPortal BG Admin Ul enables Business Group Administrators to view and manage the
different features of their telephone service using their CommPortal account.

The following sections provide an overview of the features available to Business Group Administrators
on the default CommPortal BG Admin Ul. Your Business Group Administrators may not have access
to all these features, depending on which services you are offering and the administrative permissions
you have granted to administrators.

e« CommPortal BG Admin Home Page on page 48
« Working with Groups

e Hunt Groups (MLHGSs) on page 50

¢ Sim-Ring Groups (MADNSs) on page 51
e Call Pickup Groups on page 52

e Trunk Groups on page 53

e Call Service Groups on page 55

e Supervisor Dashboard on page 57

*  Working with lines and phones

¢ Business Group and Department Lines on page 57
* Business Group Phones on page 62

*  Working with Business Services

¢ Business Group Departments on page 64

¢ Trunk Routing Policies on page 65

e Business Group Short Codes on page 67

¢ Business Group Account Codes on page 69

¢ Business Group Extensions on page 70

e Business Group Call Reports on page 71

e Business Group Call Recording on page 77

¢ N-Series Music on Hold and Auto Attendant on page 77
« MaX Meeting Licenses on page 77

« Business Group Miscellaneous Settings on page 79

From v9.5.30, you can use branding options to hide services that you do not want to expose to your
administrators.

The screenshots in these sections use the CommPortal BG Admin default Ul without any branding. As
described in the MetaSphere EAS Customization and Branding Guide, you can brand the default Ul to
use your colors and company branding.

The CommPortal BG Admin Ul can either be provided at a fixed size or allowed to grow to fit the
screen or surround, and is supported on touch screen and mobile devices. However, you should
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note that using phones and tablets to administer Business Groups with more than 1,000 lines is not
supported because of the slow response times on these devices.

BG Administrators in Business Groups with 10,000+ lines

MetaSphere EAS supports up to 40,000 lines, up to 4,000 Departments, and up to 10,000 Intercom
Code Ranges in a single Business Group. This can be a combined MetaSphere EAS and MetaSphere
CFS Business Group, or a MetaSphere EAS-only Business Group. If you have Clustered CFS, the
limit is 20,000 lines: contact your support representative if you need more than 20,000 lines in a
Business Group in a Clustered CFS deployment.

Any Business Group that either has, or will grow to have, more than 10,000 lines, must have the
Supports >10k lines flag set in MetaView Web.

If a Business Group is designated as having more than 10,000 lines, it must be divided into
Departments and each Business Group line must be in a department. In these Business Groups, you
cannot create lines at the top level of the Business Group that are not in any department.

Each administrator will either be an administrator for the entire Business Group or just for particular
Department(s) or sub-Department(s).

CommPortal BG Admin users whose admin department is the root department must select a
department to view a list of lines in it, or to download call logs for the department. (Alternatively, they
can search for lines by subscriber name or DN instead of selecting from a list.) Non-root BG Admin
users will see only lines in their own department.

4.1 CommPortal BG Admin Home Page

A Business Group Administrator will initially see the Home page when logging in to the CommPortal
BG Admin UI.

The CommPortal BG Admin Ul Home page displays icons of all the services available to the BG
administrator as well as listing them on a scrollable left-hand sidebar, both of which provide links to
screens where the BG Administrator can view and configure each service.
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G Admin -

Business Group Admin Portal

Groups

Groups k Groups can be used to manage how calls are handled for a selection of callers. Hunt Groups will pass calls to the next
available member. Call Pickup Groups allow lines to answer each other's calls. Trunk Groups combine a get of trunks from
the same Trunking Destination.

#«s Hunt Groups (MLHGs)

«w»» Call Pickup Groups

W Trunk Groups
= Call Service Groups }-\l.“l
All Lines

L Users Hunt Groups Call Pickup Trunk Groups Call Service
[MLHGs) Groups Groups
A Trunking Users _
] All Lines
i Atiendants
The All Lines pages provide access to details of all lines in the business group. These can be filtered by User Lines,
122 Group Access Trunking Users, Attendants and Group Access Lines. Manage the phones in your Business Group and assign them fo lines
li Phones from the Phones page.
Services
iR Depariments
= Trunk Routing Policies
##»# Shori Codes .
Users Trunking Users Attendants Group Access
= Account Codes
2 Extensions
</ Music on Hold &2
+ % Auto-Attendant CF
==+ Misc. Seltings
Phones
7 Help
! Send Feedback Services
To g and further busil services on your lines, select an option below.
Departments Trunk Routing Short Codes Account Codes
Puolicies
Exdensions Music on Hold Auto-Attendant Misc. Seftings

Figure 30: CommPortal BG Admin Home Page

Note:

From V9.5.30, if the deployment has at least one DID subscriber configured in the Business
Group, the BG Admin will see the left-hand menu entries and icons for the following SIP Trunking
configuration options: Trunk Groups (under Groups), Trunking Users (under All Lines) and
Trunk Routing Policies (under Services).

From V9.5.40, if you have configured Call Service Groups in your deployment, BG Admins will also
be able to see the left-hand menu entry and icon for Call Service Groups under Groups.

Icons and links that include a [ symbol indicate that clicking this will take you out of the CommPortal
BG Admin interface. For example, clicking that symbol on the Supervisor Dashboard link opens the
Integrated ACD Dashboard Ul.

The left-hand sidebar also includes the following links.

e Help
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« The BG Admin can click on this link to see information about the options on the particular page

they are currently viewing.
* Send Feedback

« The BG Admin can use this link to send feedback if they encounter problems using the
CommPortal BG Admin Ul. For more information, see Sending feedback on CommPortal on
page 17.

4.2 Working with Groups
4.2.1 Hunt Groups (MLHGS)

BG Administrators can view and change the settings for any Hunt Groups (MLHGS) in their Business
Group or Department.

A Hunt Group (also referred to as a Multi Line Hunt Group or MLHG) is a collection of Business
Group lines.

e Calls to a Hunt Group are passed to the first non-busy line in the group, or to all non-busy lines
simultaneously. If all lines are busy, then the caller is added to a queue. A Hunt Group may be
used to create a small Call Center.

* A single Business Group can have a maximum of 1,000 Hunt Groups. If you are using
Metaswitch's Integrated ACD product, you may only configure this service on a maximum of 10
Hunt Groups in a single Business Group.

« An MLHG may also be configured to include external lines that are not part of the Business Group
to which the MLHG belongs. This is not enabled by default and is only permitted for MLHGs that
do not use Integrated ACD.

The Hunt Groups page lists all of the Hunt Groups in the Business Group or selected department (not
including those in sub-departments).

If you are using Metaswitch's Integrated ACD product in one or more Hunt Groups in a Business
Group, this screen will also display the Service Level to indicate whether this Hunt Group can use
either the Integrated ACD Basic and/or Premium service. If there is a limit on the number of licenses
which can be used in the Business Group, the BG Admin will also be able to see how many ACD
Basic and/or Premium licenses are currently available for use in this Business Group or Department.
For more information about using Hunt Groups with Integrated ACD, see the Integrated ACD Solution
Guide.
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Business Group Admin Portal Andy Randall ~

Hunt Groups in Department:| viewai v

A Hunt Group (MLHG or Multi-Line Hunt Group) is a set of lines within a Business Group (members), so that calls to
the group are passed to a non-busy member of the Hunt Group, or may be added to a queue if all members are
busy. Please contact us if you would like to set up a new Hunt Group.

Move selected to: Select department v
" Hunt Group Name Number of Members Service Level Department
O Accounts 6 Premium ACD MetaSwitch
[J  Marketing 2 Premium ACD MetaSwitch
O Sales 3 Basic ACD MetaSwitch
O  Support 1 Hunt Group MetaSwitch

Licenses remaining: Basic ACD 19 of 20, Premium ACD 13 of 15

Figure 31: Hunt Groups screen

On this screen, the BG Administrator can

« select one or more Hunt Groups using the check-boxes and move the selected Hunt Group(s)
between departments using the drop-down

« click on a Hunt Group to access the configuration screen for that Hunt Group.
On the configuration screen for an individual Hunt Group, the BG Admin can

« view details of Hunt Group Pilots and Hunt Group Members and access the configuration options
for the member lines in the Hunt Group.
« add or remove member lines, or change the position of member lines within the group

¢ change settings, including

e the name of the Hunt Group
« whether new members can explicitly log in or log out of it by default

« the call distribution algorithms.
4.2.2 Sim-Ring Groups (MADNSs)

BG Administrators can view and change the settings for any Sim-Ring Groups (MADNS) in their
Business Group or Department.

A Sim-Ring Group (MADN) is a single number that is associated with a number of Business Group
Lines, or even other MADNs and MLHGs. When a caller dials a MADN, all the numbers associated
with that MADN will ring at the same time. The call is connected to the first line that answers.

You can have multiple MADNs within each Business Group, up to a maximum of 1,000 MADNSs in
a single Business Group, and individual Business Group Lines can be members of more than one
MADN.
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The Sim-Ring Groups page lists all of the Sim-Ring Groups in the Business Group or selected
department (not including those in sub-departments).

Business Group Admin Portal Andy Randall ~

Sim-Ring Groups in Department:| viewau v

A Sim-Ring Group (MADN or Multiple Appearance Directory Number) is an external number that can be used to
access multiple lines within a Business Group, so that all free lines associated with the Sim-Ring Group ring
together when the number is dialed. Please contact us if you would like to set up a new Sim-Ring Group.

Move selected to:  Select department v

U Telephone Number Ext. Number of Members

0 (501) 901 1002 656 5 Actions ¥
O  (501)901 1003 657 1 Actions ¥
0 (501) 901 1004 658 3 Actions ¥
O  (501) 901 1005 660 1 Actions ¥

Figure 32: SimRing (MADNSs) Screen

On this screen, the BG Admin can

» select one or more Sim-Ring Groups using the check-boxes and move the selected Sim-Ring
Group(s) between departments using the drop-down

« click on the Actions drop-down alongside a Sim-Ring Group to view the group or individual line
settings.

On these additional screens, the BG Admin can

e add or remove lines from the Sim-Ring group
« view and make changes to the member lines in the Sim-Ring Group

< view the current Call Limit Algorithm used for this Sim-Ring Group.

Note that this setting can only be changed by the Service Provider.
4.2.3 Call Pickup Groups

BG Administrators can view and change the settings for any Call Pickup Groups in their Business
Group or Department.

Incoming calls to a Business Group Line that is a member of a Call Pickup Group can be answered
by any other member of the Call Pickup group, who simply presses a key to connect to that call.

The Call Pickup Groups page lists all of the Call Pickup Groups in the Business Group fragment or
selected department (not including those in sub-departments).
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Business Group Admin Portal Andy Randall ~

Call Pickup Groups in Department:| viewai v

A Call Pickup Group (CPUG) defines a group of Business Group Lines within which the subscribers can use Call
Pickup to answer each other's incoming calls.

Move selected to: | Select department v

[J  Call Pickup Group Name Number of Members Department
Search for...

0O Jeffs 4 MetaSwitch

0 Toms 3 MetaSwitch

Figure 33: Call Pickup Groups screen

On this screen, the BG Admin can

« view all the currently-configured Call Pickup Groups
e add or delete Call Pickup Groups

< click on a Call Pickup Group to access the configuration screen for that Call Pickup Group.
On the Call Pickup Group Configuration screen, the BG Admin can

¢ add or remove lines from the Call Pickup Group
« access the configuration options for the member lines in the Call Pickup Group

e access a Settings screen where they can change the name of this Sim-Ring Group.

4.2.4 Trunk Groups

BG Administrators can use the Trunk Groups page to view and modify Trunking Destinations and
Trunk Groups settings in their Business Group or Department.

Note:

The Trunk Groups page is only visible if the deployment has at least one DID subscriber
configured in the Business Group.

The Trunk Groups page lists the Trunking Destinations in the specified Department. Trunking
Destinations are collections of Trunk Groups that can share configuration and reach a particular set of

subscribers, for example a PBX.

Trunking Destinations are identified in the CommPortal Ul using the icon.
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Business Group Admin Portal Andy Randall =

Trunk Groups in Department:| viewa v

Move selected to: | Select department v

O Name Department v v X

Search for...

o (501) 901 2001 - Alpha MetaSwitch o 2000 o @
TG101 0 2000 O -}
16102 0 500 O -]
TG104 o 100 o @

o (601) 901 2002 - Beta MetaSwitch 0 500 0O -]
TG105 o 10 o @

o (601) 901 2003 - Gamma MetaSwitch / Support o 10 o @
TG103 0 1000 © -]

Figure 34: Trunk Groups Page

On this screen, the BG Admin can

« view all the currently-configured Trunking Destinations and the Trunk Groups within them, and see
the currently configured call limits

* make changes to a Trunking Destination

¢ clicking anywhere on a Trunking Destination launches an Edit Trunking Destination dialog
box that allows the BG Admin to change its name or Calling Party Number
¢ clicking on the Action button on the far right of a Trunking Destination reveals options to
edit the trunking destination and also to view the lines currently assigned to the Trunking
Destination
* make changes to a Trunk Group, either by clicking anywhere on the Trunk Group entry or
expanding the Action button to launch an Edit Trunk Group dialog box where the BG Admin can
change its name
« if Allow BG administrators to control PBX call limits is set in MetaView Web for the Business
Group, use the edit dialog boxes to set call limits for total calls, terminating calls and originating
calls for a Trunking Destination or Trunk Group
« select one or more Trunking Destinations and use the Move button to move them between
Departments.
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4.2.5 Call Service Groups

From V9.5.40, if Call Service Groups are configured in your deployment, BG Administrators can use
the Call Service Groups page to view and modify Call Service Groups in their Business Group or
Department.

A Call Service Group (CSG) can be used to share call service settings between subscribers in a
Business Group or department.

« The Call Service Group can define the behavior for Calling Party Number, Unconditional Call
Forwarding, Unavailable Call Forwarding and Call Barring for the subscribers who are assigned
to it, allowing you to assign different configuration to different groups of subscribers within a
Department or Business Group.

« If a subscriber who is assigned to a Call Service Group can also make changes to any of these call
services, for example to configure a different call forwarding number, this will override the setting in
the Call Service Group.

The Call Service Groups page lists the Call Service Groups currently configured in the Business
Group and allows BG Admins to create and manage the CSGs in their specified Department.

Business Group Admin Portal BG Admin ~

Call Service Groups in Department:| View A v

Move selected to:| Select department v

Delete Selected Add Group

U Name

Search for...

O Sales - Enfield

[J  Sales - Edinburgh

(J  Sales - Coventry

Figure 35: Call Service Groups Page

On this screen, the BG Admin can

< view all the currently-configured Call Service Groups for this Business Group, filtering by
Department if required

« select one or more Call Service Groups and use the Move button to move them between
Departments

» click Add Group to add a new Call Service Group
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< remove a Call Service Group, by ticking the checkbox to select the Call Service Group and then

clicking on Delete Selected to delete it.

¢ BG Admins can only delete a CSG that has no lines assigned to it.

¢ click on the Action button on the far right of a Call Service Group to reveal options to edit the CSG
and view the lines that are currently assigned to it

» click on the Call Service Group name or use the Edit Call Service Group option on the Action
button to launch the following page where they can edit the CSG

Call Service Group Sales - Enfield in Department: None

Unconditional Call Forwarding

¥ Configure Uncenditional Call Ferwarding seftings

Forward calls immediately.

Unavailable Call Forwarding

Caonfigure Unavailable Call Forwarding setfings

Call Barring

¥ Configure Call Bamring settings

¥ Allow override of inherited subscriber-barred call fypes
Choose which types of phone numbers should be blocked.
¥ Local

MNational and Mobile

International
¥ Premium Rate
¥ Operator

Directory

Access Codes

Access codes that change configuration

Figure 36: Editing a Call Service Group

e The Group Settings tab allows the BG Admin to change the name of the Call Service Group.
This name must be unique within the Business Group.

« The Call Services Settings tab allows the BG Admin to configure and define the settings
for Unconditional Call Forwarding, Unavailable Call Forwarding and Call Barring for this Call
Service Group.

If you have set up your deployment to allow BG Administrators to configure the calling party
number (in MetaView Explorer or MetaView Web), the BG Admin can also use this tab to
change the calling party number that is presented on outgoing calls made by the subscribers in
this Call Service Group.

The BG Admin will use options on the Lines page to control which subscriber lines are assigned to
Call Service Group. For more information, see Business Group and Department Lines on page 57.
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4.2.6 Supervisor Dashboard

If your deployment includes Integrated ACD, BG Admins who are also ACD Supervisors can access
the Supervisor Dashboard directly the CommPortal BG Admin Ul.

Integrated ACD (Automated Call Distribution) is a separately-licensed CommPortal component that
provides BG Administrators with detailed information about the activity of the MLHGSs that they are
managing.

If the BG Admin is also an ACD Supervisor, they will see the Supervisor Dashboard link on
the CommPortal BG Admin Ul. Clicking this link launches a new browser window that enables
the administrator to view a range of graphs for all the MLHGs that they administer (Department
Administrators will only see their department and, if configured, sub-departments).

If you are using the Premium ACD service level, BG Administrators will also be able to use this
window to manage a number of additional supervisory features for monitoring MLHG members,
including the ability to listen in on or participate in an MLHG member's call. BG Administrators who
are also ACD Supervisors will also be able to use this screen to launch the ACD Report Scheduler to
generate and schedule reports on MLHG activity.

For extensive information on the statistics and features offered through Integrated ACD, refer to the
Integrated ACD Solution Guide.

4.3 Working with Lines and Phones
4.3.1 Business Group and Department Lines

BG Administrators can view and change the settings for all the lines in the Business Group or
Department for which they are an administrator.

The All Lines page displays all the lines in the selected Department, using icons to indicate lines of a
particular type, for example Auto Attendants, Sim-Ring Groups or Trunking Users.
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Business Group Admin Portal Andy Randall ~

Lines in Department:| viewan v
Move selected to: | Select department v
|-l Phone Number Ext. Name Routing Department
Search for... ‘ ‘ in any field v

[J(601) 901 1000 123 Al MetaSwitch °
[ (601) 901 1001 124 Steve MetaSwitch Admin MetaSwitch °
D (601) 901 1002 125 Sim-Ring Group MetaSwitch -]
[ (601) 901 1003 *126 Dean MetaSwitch Admin MetaSwitch o
[J(601) 901 1004 #127 Sim-Ring Group MetaSwitch °

(601) 901 1006 128 Account's pilot: Andy MetaSwitch o
[ (601) 901 1007 Sans Intercom MetaSwitch EAS o
[J(601) 901 1008 Susan Spencer MetaSwitch EAS °
[ (601) 901 1009 Roy MacGean MetaSwitch EAS °
[0 (601) 901 2001 Alpha MetaSwitch -]
) (601) 901 2002 Beta MetaSwitch °
[0 (601) 901 2003 Gamma support -]
] (601) 901 3001 Alice Alpha MetaSwitch O
] (601) 901 3002 Bob Alpha MetaSwitch o
[ (601) 901 3003 Charlie Beta MetaSwitch °

Figure 37: All Lines Screen

Note:

The Trunking Users option in the left-hand menu, and the Assign Routing button and Routing
column on the All Lines page, are only visible if the deployment has at least one DID subscriber
configured.

From V9.5.40, this screen may also include a CSG column that indicates if a line belongs to a Call
Service Group and an Assign to Call Service Group button at the top that allows the BG Admin
to assign one or more selected lines to a CSG. See Call Service Groups on page 55 for more
information.

The BG Admin can click on links in the left-hand menu to filter the screen to display only lines of that
type.
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All Lines

& Users
A Trunking Users

iy Attendants

132 Group Access

Figure 38: All Lines sidebar menu

Selecting the Users screen displays all individual Business Group lines.
Selecting the Attendants screen displays any lines configured as Easy Attendant or Premium
Attendant lines.

If enabled in your branding, selecting the Trunking Users screen displays any lines assigned to a
Trunking Destination or Routing Policy. The BG Admin can use this filter screen to

< view the Routing configuration for these lines
* use the Assign Routing button to launch a dialog box where they can assign either a Trunking
Destination or a Routing Policy to one or more selected lines

Selecting the Group Access screen displays any lines configured as Sim-Ring or Hunt Group Pilot
lines.

There are a range of options on these pages.
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On the main Lines page, the BG Admin can use the Download all Lines button to download

a CSV file which contains information about all the lines in this Business Group. This CSV file
contains the name, DN and department of each line, ordered by the department to which the lines
belong. There is a brandable option to also include the MetaSphere EAS Class of Service and
MetaSphere CFS Persistent Profile for each line.

On all the pages, the BG Admin can use the Search for text box to search for any value in the
table to find a particular line.

« The search will be restricted to the Department selected at the top of the screen. Selecting
View All opens a drop-down which displays a list of Departments, along with a search facility.
When the View All option is selected, a Department column is shown in the results table so that
the administrator can easily see where the line is located.

« The drop-down box on the right of the search field enables the BG Administrator to specify
whether the search should be applied either in any field or just to a specific column.

« The information of each column will be checked against the characters entered in the textbox,
and just the lines that have matches are shown with the relevant matches highlighted. The list is
updated as the characters are entered.

¢ The BG Administrator can also use the search facility to list all the administrators in the selected
Department, by entering adni n in the search textbox.

The BG Admin can use the Move button to select one or more lines and move them between

Departments.




CommPortal v9.5.40 USER GUIDE

The BG Admin can use the Actions icon alongside a line to launch popups that allow the

administrator to carry out a number of actions. Note that not all of these are applicable to all line
types.

View individual settings for that line.

Edit personal details for that line, including changing the name and, where appropriate,
designating the line as a BG Administrator or, for Trunking Users, setting a Calling Party
Number or DID code.

Assign routing for a Trunking User line.

Assign to Call Service Group to assign the line to a Call Service Group. (See Call Service
Groups on page 55 for more information on using CSGs to define a set of call forwarding

and call barring services.) This option is not displayed for PBXs because these cannot be
assigned to a CSG.

Add services for the line. This launches a pop-up where the BG Admin can subscribe the line
to additional call services, for example Call Blocking.

Reset line. Clicking this link enables the BG Administrator to allocate this line to a different
subscriber. See Resetting a Business Group line on page 61 for more information.

Unlock account. Clicking this link enables the BG Administrator to unlock a line, for example if
a subscriber has incorrectly entered their PIN or password multiple times and been locked out,
or a BG Administrator has previously locked the line so that it cannot be used. This option is
only displayed if the action to unlock an account is enabled in the CommPortal customization.

Large Business Groups

MetaSphere EAS supports up to 40,000 lines, up to 4,000 Departments, and up to 10,000 Intercom

Code Ranges in a single Business Group. This can be a combined MetaSphere EAS and MetaSphere

CFS Business Group, or a MetaSphere EAS-only Business Group. If you have Clustered CFS, the

limit is 20,000 lines: contact your support representative if you need more than 20,000 lines in a

Business Group in a Clustered CFS deployment.

Any Business Group that either has, or will grow to have, more than 10,000 lines, must have the

Supports >10k lines flag set in MetaView Web.
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In these Business Groups, all lines must be in a Department. If there are any lines in the root

department, a warning is shown to prompt the BG Admin to move these into a sub-department.

A warning will also be shown if a Business Group that has not been designated as having more

than 10,000 lines now exceeds 10,000 lines.

A BG administrator for these Business Groups will see lines based on their admin Department.

If they are a BG Admin only for one or more Departments, they will see only lines in those
Department(s).

If the BG Admin's admin Department is the root Department, they will not see a list of all lines
but will be asked to select a Department (which could be the root Department).

If the BG admin is an administrator for the entire Business Group, they will see all the lines
within the Business Group.




CommPortal v9.5.40 USER GUIDE

« BG Admins do not see a Select All checkbox on Move or Assign Routing operations, but can

only select up to 50 lines at a time.

4.3.1.1 Resetting a Business Group Line

How to reset a Business Group line so that it can be used by another subscriber.

Attention:

Resetting an account is a significant change that takes a few seconds to complete, and cannot
be reversed. The existing account is stripped - all messages and contacts are deleted, personal
settings and schedules are removed and service options are returned to the Class of Service
values. Subscribed services are still available, but may be disabled awaiting reactivation by the
new subscriber.

The Reset Line option on the Lines page allows the BG Administrator to allocate the selected line to
a different subscriber. Resetting a line removes all the current data associated with the line, including

any call lists.
Lines in Department:  Accession v
Move selected to: | _Select Department-- v Download all Lines
LI Telephone Number  Ext. Name Department
Search for... in any field View individual settings
Edit personal details
@ (234) 555 0005 005 ICM line
Add services
(234) 555 0838 hunt group pilot
(234) 555 drodp e Reset line
O (234) 555 7241 Accession

Unlock account

Figure 39: Resetting a Business Group Line

To reset a Business Group line:

¢ Onthe BG Admin Lines page, the BG Administrator clicks the Actions menu drop-down alongside
the line, then selects the Reset line.

e This launches a pop-up with the telephone number for the line pre-populated, where the BG
Administrator can enter the following information.

* The new account name.

*  Whether to use the account name as the local calling name (this option is ticked by default).

« Whether to remove the line from all groups (this option is ticked by default). If the subscriber is
a member of a Call Service Group and this option is not ticked, the subscriber is not removed
from its CSG but all call settings that can be inherited from CSGs are restored to the CSG
defaults.
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e The BG Administrator then clicks Apply. They will see a confirmation pop-up warning them that

this action will lose all data for the line and cannot be undone. Clicking Confirm resets the line, or
Cancel aborts the change.

« The BG Administrator then sees a New User Details pop-up showing the new account name,
directory number and all PINs/passwords. These passwords will be set to randomly generated
numeric or alphanumeric sequences.

« The BG Administrator can then copy and paste this information into an email and send it to the
new user.

« The new MetaSphere EAS account will be uninitialized and the subscriber will need to set a new
TUI PIN/CommPortal password and record a spoken name and initial greeting when they log in for
the first time.

4.3.2 Business Group Phones

BG Administrators can assign phones to lines in the Department or Business Group, and click a link
to launch the CommPortal Phone Configurator where they can view and make changes to phone
profiles.

The Phones page lists all the SIP phones in the Business Group or Business Group fragment or
selected department.
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Business Group Admin Porial Johin Smith -

Phones in Department:| viewa .

—-Szlzct Deparment—- -
Entzr numbs=r...

Assign phones io lines using the able below or manage your phone profiles.

| Madel MAC Address Ciescription Assigned o Ciepartment

| Searchfor.. || inanyfekd .
ﬂu_ 0011223344556  SMC'sdesk (501} 801 1112 None Actions ¥
ﬂ 001122334457 MGE'sdesk (501} 801 1112 None Actions ¥
.|ﬂ 00122334400 tesiphone {501} 801 1112 Support Actions ¥
.|ﬂ 00:11:22:33:44:01  festphonei [(G01) 801 1113 MetaSwitch Actions ¥
.|ﬂ 00:11:22:33:44:82  testphone? {01} 801 1113 MetaSwiich Actions ¥
..ﬂ 00:11:22:33:44:83  tesiphoned (501,801 1113 Support Actions ¥
.|ﬂ 00122334404 festphonsd [(G01) 801 1113 MetaSwitch Actions ¥
.|ﬂ 00:11:22:33:44:85  testphoneb (501801 1113 MetaSwiich Actions ¥
il D0:1122:33:44:05  estphoned (501)8011113 |aDp | Change phone
g D0:1122:33:4497  testphone? (501)001 1113 |ap | Configure phone
..ﬂ 001122334488 testphonsB (01} 801 1113 (AD Actions ¥
..ﬂ 00:11:22:33:44:88  tesiphoned (01} 801 1113 (AD Actions ¥
.|ﬂ 00:11:22:33:45:00  festphoneil (G01)801 1113 1AD Actions ¥
.|ﬂ 00:11:22:33:45:01  festphoneid [(G01) 801 1113 MetaSwitch Actions ¥
lEIlLLIJlL 001122334458 Mone Mome

Figure 40: Phones screen

The BG Admin can

» view the status of all the phones in the selected Department - the question mark icon indicates if a
phone is not currently able to be used, for example because the phone has not been authenticated

« use the checkbox to select a phone or click on the phone and then assign it to a department or line
< click on the phone icon to launch a pop-up to change the phone configuration
¢ click on the Actions menu to change or configure the phone

« click on the manage your phone profiles to launch the CommPortal Phone Configurator. For
more information on using this interface, see the MetaView SIP Provisioning Server Guide.
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4.4 Working with Business Services

4.4.1 Business Group Departments

The BG Administrator can make changes to the configuration for all the Departments for which they
are administrators.

On the Departments screen, the BG Administrator can view details of all the Departments for which
they are an administrator, and also add new departments.

Business Group Admin Porfal John Smith -

Departments

Deparments divide your Business Group into separaiely-adminisirable groups. To editor delete a depariment, click on
the deparment in the res view below.

Add Depariment

Department Name Cperator Mumber v L% %
Search for..
a0
MetaSwitch 200
Developmeni 100 50 50

Suppor

Figure 41: Departments Screen

The BG Admin can use the Search for ... box to find a particular Department. If you have a very
large Business Group with a lot of Departments, this search will only show up to 1,000 Department
matches.

The BG Admin can click on any of the existing departments on this screen to launch a pop-up where
they can

e rename the department

Attention:

If you rename a department, you will no longer be able to filter call logs based on the previous
name of the department. You can only access call data from the department prior to its
renaming by selecting department Any when setting the parameters for call activity reports or
downloading call logs. For more information on using Call Reports, see Business Group Call
Reports on page 71.

e enter or change the operator number for the department

< set limits on the number of incoming and outgoing calls that the department can make.
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4.4.2 Trunk Routing Policies

The BG Administrator can edit existing and create new Trunk Routing Policies that are used by Trunk
Groups, in deployments that use the SIP Trunking feature.

Note:

The Trunk Routing Policies page is only visible if the deployment has at least one DID subscriber
configured in the Business Group.

Service Providers can also edit Trunk Routing Policies using MetaView Web.

On the Trunk Routing Policies screen, the BG Administrator can view and manage existing Trunk
Routing Policies, see which Trunks Groups are using them, and create new Routing Policies. When
the Trunk Routing Policies page is open, the left-hand side menu expands to show the names of up
to ten Routing Policies.

Business Group Admin Portal Andy Randall -~

Routing Policies in Department: viewan v
IMove selected to: | Select department v

Delete Selected Add Routing Policy
U Name Summary Department

Search for...
[  ExecutivePolicy TG101, TG102 MetaSwitch -]
0  OtherPolicy TG103 MetaSwitch -]
O  SupportPolicy TG104 Support -]

Figure 42: Trunk Routing Policies Page

The Trunk Routing Policies page also shows up to 10 routing policies, for each one displaying

its name, a brief summary of its contents, and its Department. If the deployment has more than 10
routing policies, the BG Admin can use the Search for ... box to search on the policy name to find a
particular Routing Policy.

The BG Admin can

« click on the Routing Policy in the left-hand sidebar to open the screen described in Editing a
Routing Policy on page 66.
» select a Routing Policy on the Trunk Routing Policies page and

¢ click the Move button to move it to another Department
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« click the Delete Selected button to delete it. Routing Policies can only be deleted if they are
not being used by any Trunking Users. If the BG Admin tries to delete a Routing Policy that is in
use, a warning is shown and the policy is not deleted.

« click the Add Routing Policy button to launch a screen and add a new routing policy

« click the Actions button alongside a Routing Policy and choose from one of the following options:

« Edit Routing Policy - this opens a screen where the Routing Policy can be managed, as
described in Editing a Routing Policy on page 66

* Clone Routing Policy - this opens the Add Routing Policy screen with all fields pre-filled, which
is useful if the BG Admin wants to add a very similar Routing Policy

* View assigned lines - this opens the Trunk Group screen with the search field pre-filled for that
Routing Policy

Editing a Routing Policy

Clicking on a Routing Policy in the left-hand sidebar or selecting Edit Routing Policy from the
Actions button menu launches the Edit Routing Policies page.

Routing Policy Support in Department: Enfield

Clone Routing Policy

Trunk Groups Settings

Remove Selected Change Positions Add Trunk Groups
(0] Position Trunk Group Name Trunking Destination
o 1 PBX SIP LINE 1 (214) 555 1551
o 2 PBX SIP LINE 2 (214) 555 1551
a 3 PBX SIP LINE 3 (214) 5655 1551

Figure 43: Edit Routing Policies Page

The screen opens on the Trunk Groups view and displays the names of the Trunk Groups used

by this Routing Policy and, if the policy uses a lowest available or round robin method, a Position
column showing the order of Trunk Groups to try. If the policy uses the weighted method, the screen
instead displays Priority and Weight columns, ordering the list by priority.

The BG Admin can

< use the Clone Routing Policy button to launch the Add a Routing Policy screen with all the
fields pre-filled

< remove a Routing Policy by ticking the checkbox alongside it and clicking the Remove Selected
button

e use the Change Positions button to launch a screen that has up and down arrows (if the Routing
Policy uses the lowest available or round robin method)

e use the Add Trunk Groups button to launch a screen and add Trunk Groups to a Routing Policy
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¢ click on a Trunk Group to launch a screen and edit its priority and weight within this Routing Policy
(if the deployment uses the weighted method).

The Settings screen displays the settings for the selected Routing Policy, allowing the BG Admin to
edit the name, Trunk Group selection method, Trunk Groups limits and the fallback behavior.

Routing Policy Support in Department: Enfield

o

Routing Policy Name: Support Team
Department: Enfield
Trunk Group selection method: Ordered v
Trunk Groups limit: @ 10
Fallback: @ ® Do nothing
) Forward to

Figure 44: Routing Policy Settings screen

4.4.3 Business Group Short Codes

The BG Administrator can view and make changes to the short codes used in a Department or
Business Group.

Short Codes allow subscribers to call a number by dialing a short code rather than the whole number.

On the Short Codes screen, the BG Admin can see all of the Short Codes in the Business Group
fragment or selected department (not including those in sub-departments).

From V9.5.30, up to 1,000 single short codes and short code ranges that map to Business Group
contacts, for example off-switch extensions, can be configured to include a name to make them easier
to identify. If a short code with a name is configured with a full national or international number, the
Calling Party Name on calls placed from that short code to the BG line will show the short code name.
However, Caller ID on outgoing calls from the short code to a named BG member will be the full
phone number. All named individual short codes will be included as a Business Group contact and
extension in the business address book that is then available to browse in the CommPortal Ul.

855.216.4334 | www.momentumtelecom.com/support



CommPortal v9.5.40 USER GUIDE

Business Group Admin Portal L o R Y

Short Codes in Department:| ViewAl v

Short codes allow your users to quickly dial common numbers. The table below shows the short
codes currently in operation in the selected department.

Move selected to: | Select department v
Delete Selected m Add Range Export All
C ort Code Name elephone Number or Service Access Code epartmen
) Short Code N Teleph Numb S A Cod Depart t
Search for...
(] *2001 Enfield Sales  (555) 111 0001 London
() *2002 Enfield Support (555) 111 0002 London
() *2003 Enfield Acco... (555) 111 0003 London
() *2004 Central HR (555) 111 0004 None
() *2005 Central Help... (555) 111 0005 None

Figure 45: Short Codes screen (after upgrade to V9.5.30)

The BG Admin can

< click on an existing Short Code to launch a pop-up where they can edit it

» use the buttons at the top of the screen to

* move a selected Short Code to another Department
* delete one or more selected Short Codes
e add a single Short Code or a range of Short Codes

< from V9.5.30, export existing short codes and perform a bulk import of new short codes and/or
short code ranges in CSV format.

e This function is only available to root BG Admins and in Business Groups where force
simple matching is set to true in the dialing plan.

e To import new short codes, we recommend that the root BG Admin uses the Export All
button to export a CSV file of all existing short codes in the Business Group to which they
can add new short codes or short code ranges in the same format and then import.

CSV files can be viewed and edited using Microsoft Excel, but any leading zeros will be
removed, large numbers converted to scientific notation, and other characters may be
changed unless UTF-8 encoding is used. To avoid data corruption, root BG Admins must
use the From Text/CSV button to import the short codes CSV file into Excel and select
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UTF-8 encoding and also follow the instructions in Keeping leading zeros and large numbers

on Microsoft's Support portal to retain any leading zeros or large numbers.

4.4.4 Business Group Account Codes

The BG Administrator can configure the Business Group's Account Code settings, and create and edit
a list of Validated Account Codes.

Note:

Only the root BG Administrator for the whole Business Group fragment can access the Account
Codes page.

On the Account Codes screen, the BG Administrator can see which types of call require an account
code to be entered before they can be made, and, if account codes have been assigned, a list of
these account codes.

Business Group Admin Porial Johin Smith -

Account Codes

The following codes are available on all lines when account codes are validated. Individual lines may also have
addifional codes.

Account Code Oplions

Call types requiring an account code

Mational Operator
Intzrnational Diirectony

i Local Carrier Diialed

* Premium Rate Loseal Business Group
Regional # (rther Business Group

# Lis= validaied account codes

Acoountcods length: | 4

Max incorrect atiempts before account blocked: | 10

# Call types may be overridden per line

# Accountoode length may be cusrridden per line
Lines may wiew business group sceount codes

Lines | can wiew and change = | their own validaied account codes.

Assigned Account Codes
1810 Premium Rate
1820 International

Figure 46: Account Codes screen

855.216.4334 | www.momentumtelecom.com/support


https://support.office.com/en-gb/article/keeping-leading-zeros-and-large-numbers-1bf7b935-36e1-4985-842f-5dfa51f85fe7

CommPortal v9.5.40 USER GUIDE

On this screen, the BG Admin can

« edit the list of assigned account codes

« use the checkboxes to mark which call types require account codes

« choose whether or not to use validated account codes (so that subscribers must enter a specific
code before making a call of a particular type)

¢ set the account code length (1-15 characters)

« set the maximum number of incorrect attempts to enter an account code before the account is
blocked (1-100 attempts)

« choose whether or not call types and Account Code length can be overridden on a per line basis

« choose whether or not Business Group Lines can view and change their own account codes
4.4.5 Business Group Extensions

The root BG Administrator can view and configure the extensions that can be used in their Business
Group or Department.

Note:

Only the root BG Administrator for the whole Business Group fragment can access the Extensions
page.

On the Extensions screen, the root BG Administrator can see all the extensions that are currently
configured in the Business Group or Department. These extensions can be used to quickly dial other
numbers in the Business Group.

Business Group Admin Porial John Smith -

Extensions

Extensions allow your users o guickly dial other numbers in the Business Group. The table below shows the
extensions currenty in operation. Addifionally, 1o fransfer calls o voicemail, prefix the extension with 5. @

Delete Seleced Add Range m

Exiension Telephone Number

G54 - BED (501) 801 1000 - (501 801 1026
TOD-T20 (501) 801 1030 - (501) 801 1050
T3z (501) 801 1054

Figure 47: Extensions screen

On this screen, the root BG Admin can

e use the Search for ... box to find the extension they want - if this is a very large Business Group,
this search will only show the first 1,000 matches

+ delete selected extensions
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e add a single extension, or a range of extensions

< click on an extension to launch a pop-up where they can edit it.

4.4.6 Business Group Call Reports

BG Administrators with the appropriate permissions can use the BG Admin Call Reports screen to
view and schedule a range of call activity reports and download call logs in csv format.

Note:

From V9.5.30, Business Group Call Reports is the new name for Business Group Call Analytics.

The Call Reports menu option will only be displayed if you have licensed Call Reports.

The information that a BG Admin sees when they click on the Call Reports menu button depends on
the permissions that they have.

< If the BG Admin can access Call Reports reports, they will see the screen described in Call
Reports Summary and Reports on page 71.

< If the BG Admin only has permission to download call logs as raw csv data, they will only see the
screen described in Download Logs on page 75.

Call Reports Summary and Reports

Clicking on Call Reports on the left-hand menu launches the following Summary screen.
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Business Group Admin Portal Support admin ~

Call Reports

Sales support Summary

Calls
EELLEL
3640

wom Infernal calls unanswered

wom Internal calls answered
mem Outgoing calls

300 LRl
oo Incoming calls unanswered
wo Incoming calls answersd

200

100

0

12:00 pm 4:00 pm 5:00 pm 12:00 am 4:00 am 8:00 am

Average call duration
015 00 o
0:16 — Internal calls

014 ~ ~7 \/ —— Qutgoing calls

—— Incoming calls

012

0:10

.08

0:08

004

0:02

0:00
12:00 pm 4200 pm 8:00 pm 12:00 am 4:00 am 5:00 am

Average alerting duration

0:30

0:25 N~
0:20
0:15
0:10

0:05

0:00
12:00 pm 4200 pm 8:00 pm 12:00 am 4:00 am 5:00 am

Figure 48: Call Reports Summary screen

On this screen, the BG Admin can view summary reports on calls, average call duration, and average
alerting duration for the Department or Business Group that they administer, and click on the Reports
and Download Logs tabs to create or schedule new reports and download call logs.
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BG Admins who are root administrators in Business Groups configured to support more than 10,000

lines will not see the summary graphs on this screen.

Reports

Clicking the Reports tab launches the following screen where BG Admins can create reports.

Call Reports

Manage Reports New Report

Reports provide a way to visualize call activity more easily than via Raw Call Logs. There are several different report
types for analyzing call activity from different angles.

Reports may be viewed directly or may be saved so that they can be automatically generated in the future and
emailed to specified recipients.

Figure 49: Reports Screen

The BG Admin can click New Report to launch the screen where they can create a new report, as
described in Adding a new report on page 73.

BG Admins with permission to schedule reports will also see the Manage Reports button. Clicking
this launches the Report Schedule Manager screen described in Report Schedule Manager on page
75.

Adding a New Report

BG Admins can reach the new report screen either by clicking the Add a new Report button on the
Report Schedule Manager screen (if they have permission to schedule reports) or by clicking on the
New Report button on the Reports screen.

Repors for ness o tats’

Report Tike Data range
Report Scope = ACD U BG Peniog 10062017 iy 10062017
Report Type: Cass by Day v Star of day 00 v = 0o .
Eing of cay 24 5 00 B
Select Data All quenes B
[ ) ] ] () R D
Schedule One Off v

Figure 50: Creating a new report

On this screen, the BG Admin can

« use the Clone button to create a new report that uses the same parameters and filters as a
previous report (if they have already scheduled a report of this type)

e choose a free-form title for their report
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< if they are also an Integrated ACD Supervisor, select the BG radio button to set the Report Scope

e use the drop-down to select the type of report from the following options:

e Account Statistics - outbound call statistics, shown by account codes

e Call Duration Summary - shows the length of incoming and outgoing calls

e Call Log - detailed overview of calls, where DNs and Account codes are links when viewed in
the CommPortal BG Admin Ul to filter the report by that DN or Account code

e Frequent Caller Summary - the DNs of callers who made the most incoming calls

* Frequently Called Summary - similar to Frequent Caller Summary, but grouped and ranked
using the target DN rather than the source DN

« Location Analysis - shows the location of incoming and outgoing calls, based on DN and
location information configured in the CommPortal customization used by the BG Admin

« The Location Analysis report is not included by default but must be explicitly enabled in the
CommPortal customization.

« Long Ringing Time - contains any incoming calls that rang for longer than a configured
threshold

e Missed Calls Summary - shows a high level summary of incoming calls that were not
connected (calls answered by an automaton, for example voicemail or an auto attendant count
as connected)

« Missed Calls Detail - shows all incoming calls that were not connected (calls answered by an
automaton, for example voicemail or an auto attendant count as connected)

e Short Calls - shows answered incoming calls that were shorter than a customizable threshold,
set by default to 5 seconds, for example to indicate when a caller was connected to an auto
attendant or a voicemail service and hung up without taking any further action

e Top Talkers - call data for BG lines including total and answered calls and data on call
duration, ordered by total call duration

» Traffic by Day - call data arranged by day
e Traffic by Hour - call data arranged by hour

e Unreturned Calls Detail - this is the same as Missed Calls Detail but minus any calls that were
subsequently connected during the period of the report

e User Statistics - data on calls and call duration by Business Group line

« filter the data by Department, Line, or Account Code

< if using a Line filter, the full DN must be used

« if the BG Admin enters both a Department and a Line, and the Line is not in that Department,
then this will match calls between that Line and anyone in the Department

« if the BG enters both a Department and an Account Code, this will match all calls from that
Department using that Account Code - if the Account Code relates to a single customer, then
this report would collate all outgoing calls from different lines to that customer.

* set a data range for the report.

If the BG Admin does not have permission to schedule reports or wants to view the report on screen,
they will then press the Update Report button at the foot of the screen to see the report on screen.
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Some of the reports have links that allow the admin to drill down further into the detail of the report, for
example to filter the report by DN or account code.

If the BG Admin can schedule reports, they will see additional fields where they can choose either to
generate a one-off or scheduled report, and enter one or more email addresses for recipients who
should receive a copy of the report in pdf and csv format, before pressing the Update Report button
to schedule the report.

Report Schedule Manager

BG Admins with permission to schedule reports can use the Report Schedule Manager screen to see
details of all their existing scheduled reports.

Report Schedule Manager Send Feedback Add a new report

Welcome "Accession BG Line 17,
Your scheduled reports are listed below. Schedule a new report with the button in the top right.

Call Duration Report to 31/08 For mlhg 1 Scheduled One Off

mihg_1 - Call Duration Sumemary Period: 09/21/2013 - 09/30/2013 m

Figure 51: Report Schedule Manager

« The sub-title for each report shows the scope and will be built up from [department] [line] [code].

e The BG Admin can click the Edit button to view the report.

« The BG Admin can click the Clone button to create a new report that uses the same parameters
and filters as the previous report of that type.

« If this BG Admin is also an ACD Supervisor, this screen will also display any reports generated on
ACD activity and will identify which reports apply to the BG and which to the ACD.

Download Logs

Clicking the Download Logs tab launches the following screen.

As noted above, BG Admins who can download call logs but do not have permission to access Call
Reports will see this screen as soon as they click on Call Reports on the left-hand menu.
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Business Group Admin Portal Support admin ~

Call Reports

Summary Reports Download Logs

Download CSV report of all calls to and from lines in your administration domain.

Date Range:
Start date: et
month day year
End date: e
month day year
Department:
Sales support v

Note, the data will include the chosen department and all sub departments.

Figure 52: Download Logs Screen

On this screen, the BG Admin can

e request a report in CSV format containing the logs of all calls made (up to a month at a time) to
and from lines within their administration domain (whole business group or department and sub-
departments), including calls to MLHGs within the Business Group or department

« filter call logs specifying a date range, and/or by department domain if the Business Group has
them.

Error messages are displayed if any of these filters are set to incorrect values. The Ul will validate
these filters once the Download button is clicked, and then display a dialog box while the report
downloads. The BG Admin cannot access the main page or navigate to another page during this
process, although they can cancel the operation.

Attention:

If this Business Group has over 10,000 lines, the BG Admin must filter the call logs by selecting
a Department. It is not possible to download call logs for the entire Business Group in a single
operation.

Once downloaded, the csv report files can be opened in a spreadsheet application such as Microsoft
Excel.

The downloaded report contains the date and time of each call made or received, in the configured
time zone of the administrator requesting the download. Note that, unlike Reports, the call duration
shown includes any alerting time.
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4.4.7 Business Group Call Recording

The BG Administrator can click on the Call Recording menu button to access the default Call
Recording Server where they can configure their call recording service.

Note:

The Call Recording tab is only visible if you have a MetaSphere CFS and Call Recording is enabled
for the Business Group via the Business Group's Persistent Profile.

If intra-Business Group Call Recording is enabled for the Business Group, calls made between
two subscribers within the same Business Group (using an intercom code) are recorded. If Call
Recording warning tones are enabled for the Business Group, a warning tone is played at the start
of, and during, all recorded calls.

The BG Administrator can also use the CommPortal BG Admin interface to enable or disable Call
Recording for a Business Group line, as described in CommPortal Call Settings Page on page 37.

Attention:

If you enable call recording for a Business Group line, you must ensure that you are complying
with any regulatory requirements, for example to play an announcement as soon as the call is
connected to tell a caller that their call is being recorded.

For more information about Call Recording, please refer to the documentation that accompanies your
MetaSphere CFS.

4.4.8 N-Series Music on Hold and Auto Attendant

If you deploy any N-Series Music on Hold and/or Auto Attendant servers, the BG Administrator can
access configuration pages for these servers directly from within the CommPortal BG Admin Ul.

The BG Administrator can click on the Auto Attendant and Music On Hold links to configure these
N-Series services. This will open a new window containing the appropriate configuration interface.

For more information on using these N-Series configuration interfaces, please see the N-Series Auto
Attendant User's Guide or the N-Series Music On Hold User's Guide.

4.4.9 MaX Meeting Licenses

If you deploy MaX Meeting for Large Meetings and/or Meeting Webinars, the BG Administrator can
use the CommPortal BG Admin Ul to allocate licenses to lines within a selected Department.

On the Meeting Licenses screen, the BG Admin can see how many licenses for Large Meetings and
Webinars are available in the selected Department and where these are currently allocated.

| Note:
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This screen only shows the license allocation for Large Meetings and Webinars.

You may have subscribers in this Business Group who are only permitted to create small Meetings
of up to 4 attendees. This setting is controlled by the subscriber's Class of Service. You cannot
allocate a license for Large Meetings or Webinars to any subscribers using this Class of Service.

Meeting Licenses in Department:| viewai v
Unallocated large meeting licenses: |;i;200 |;.‘,; 300 H|;.; 500

B - (I iw
Assign licenses to lines using the table below. Manage selected Licenses

A 10

Unallocated webinar licenses:

L) Name Number Department Licenses
Search for... in any field v
[ Jim MetaSwitch Admin (501) 901 1001 MetaSwitch Large Meeting 200, Webinar 1K
Jim MetaSwitch Admin (501) 901 1003 MetaSwitch

Figure 53: Meeting Licenses screen

The BG Admin can change which licenses are allocated to which lines in the following ways.

 The BG Admin can use the checkboxes on the left to select one or more of the lines in the
Department and then press Manage selected Licenses.

« The BG Admin can click on an individual line.

Both these actions launch a pop-up where the BG Admin can use the radio buttons to make changes
to Large Meeting and/or Webinar license allocation for one or more lines. Selecting None removes all
licenses of that type from a line.
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Modify Licenses

Unallocated licenses:
Large meeting | 200 |3 300“ |3 500
Webinar 2%, 500 Sl | 5. 1K 23K 2 5K

Modify the license assignments for the subscriber using the table below.

To remove licenses from this subscriber, select "None".
Large meeting licenses

g 200 ) 300 U500  ® None
Webinar licenses

© 100 © 500 O i1K O :3K O :5K O 10K ® None

Cancel

Figure 54: Modify Licenses Pop-up Screen

The MaX Meeting Deployment Guide available on the Metaswitch Support Community (https://
communities.metaswitch.com/manuals/latestindex/3525) contains full instructions for using
CommPortal BG Admin to manipulate Meeting licenses.

4.4.10 Business Group Miscellaneous Settings

The BG Administrator can use the Misc. Settings screens to view a range of settings for their
Business Group or Department.

On the Misc Settings screen, the BG Admin can see the following screens.

¢ Number Blocks on page 79
« External Calls on page 80

e Trunk Calls on page 80

e This screen is only visible if the deployment has at least one DID subscriber configured.
« Call Natifications on page 81
e Other Settings on page 82

Number Blocks

On the Number Blocks screen, the BG Admin can see a list of the Telephone Number Blocks in their
Department or Business Group, and the number of lines that are currently allocated in each block.
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Business Group Admin Porial Johin Smith -

Misc. Settings
External Calls Call Nofifications Cther Sefiings

Mot 3ll ofthe lines in each felephone numbsr block may have been allocated yet Please contset ws ifyou would like o
ressrve more numbers or o allocate more lines.

Telephone Number Block Mumber of Lines Allacated
{501y 801 1000 - (501} 201 1000 10

{S01) 801 1100 - (501) 901 1180 i

{501y 801 1200 - (501} 801 1200 15

Figure 55: Business Group Misc Settings Number Blocks screen
External Calls

On the External Calls screen, the BG Admin can see if there are any limits on calls made outside of

the Business Group or Department as well as the codes set for local, long distance and international
carriers.

Business Group Admin Porial

Misc. Settings
Number Elocks Call Nofifications Other Setlings

The table below shows any limits on exizrnal calls, iogether with the defaul carmiers that ars used when making calls.
Fleass contaat us if you would like o change these setlings.

Settings

External Calls Unlimied
Incoming Calls Uinlimiied
Owrigoing Calls Limited
Mazimum number of simultaneous cuigoing calls 12

Lozal earrier code 0123
Laong distance carrier code 1455
International carrier code 3456

Figure 56: Business Group Misc Settings External Calls Settings screen

Trunk Calls

The Trunk Calls screen displays read-only information about enterprise call limits for SIP Trunking.
Note:

The Trunk Calls screen is only visible if the SIP Trunking feature is enabled in the CommPortal
branding and the deployment has at least one Trunking Destination (for example, a PBX)
configured. It can only be seen by a root administrator.
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Misc. Settings

Number Blocks External Calls Trunk Caills Call Notifications Other Settings

The table below shows any Trunk Group call limits on the Business Group. Please confact us if yvou would like 1o
change these settings

Settings

Trunk Calls Limited
Maximum number of simultaneous trunk calis 0

Incoming Calls Lirnited
Maximum number of simultaneous incoming calls 5000
Quigoing Calls Mot Permitted

Figure 57: Business Group Misc Settings Call Limits Screen

Call limits for individual Trunk Groups and Trunking Destinations can be edited on the Trunk Groups
page described in Trunk Groups on page 53.

Call Notifications

The BG Administrator can use the Call Notifications screen to enable or disable Emergency Call
Notifications and, if these notifications are enabled, configure the targets who will receive either an
email or outdial notification whenever an emergency call is made by one of the lines in the Business
Group

Note:

The Call Notifications tab is only visible if the Business Group is subscribed to the Outgoing Calls

Notifications service.

Business Group Admin Portal John Smith -

Misc. Settings

MNumber Blocks External Calls Call Nofficaions Criher Settings

Select contacts fo recene notifications when emergency calls are dialled within their deparment Nesisd depariments
wiill contact both the emengency contacts of their own depariment and those of its parents.

Disable Emergency Call Nofifications

Department Emergency Contacts
MetzaSwitch L, Jame Taylor Actions ¥
Suppor Joan Clarks Actions ¥

' Jamet Browm

Figure 58: Business Group Misc Settings Emergency Call Notifications screen

The root BG Administrator can click Disable Emergency Call Notifications to turn call notifications
off. When Call Notifications are disabled, this button displays Enable Emergency Call Notifications.

855.216.4334 | www.momentumtelecom.com/support



CommPortal v9.5.40 USER GUIDE

On this screen, the BG Admin can

« view the Call Notifications which are already configured

e use the Add New button to launch a pop-up illustrated below, where they can select a Department
and add details for the recipients who should receive either an email or a telephone call whenever
a line in that Department makes an emergency call

« use the Actions drop-down alongside a Department to edit the existing lists for that Department or
to clear them. Clicking on Edit launches the same pop-up as the Add New button.

Attention:

After making a change to the Call Notification configuration for a Business Group, you may see no
change in behavior for up to 5 minutes.

Other Settings

Business Group Admin Portal Whole BG Admin ~

Misc. Settings

Number Blocks External Calls

Restricted Subscriber Messaging
I Prevent the forwarding of voicemail messages to subscribers outside of the Business Group.

Internal Operator Number

Business Group operator number: | (508) 200 2476

¥ Allow subscribers in the Business Group to set their own operator number.
Use Internal Extensions

) Display internal Business Group extensions rather than external directory numbers where possible.

Figure 59: Other Settings Screen

On the Other Settings screen, the BG Admin can configure the following options.

* Restricted Subscriber Messaging - set whether members of this Business Group can send
voicemail and fax messages only to other members of the same Business Group.

« Internal operator number - enter the number used to access this Business Group's operator.

e The Allow subscribers in the Business Group to set their own operator number checkbox
controls whether Business Group subscribers can use the Call Settings page in the
CommPortal Web Ul (described in CommPortal Call Settings Page on page 37) to enter an
individual call transfer number.

From V9.5.40, Business Group Administrators can allow Business Group subscribers to enter

their own call transfer number that will override the default operator number set for the Business
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Group or Department. This number will then be used when a caller who is listening to the

voicemail menu on a subscriber's mailbox chooses the option to be transferred to an operator
rather than leaving a message. For example, a subscriber may want to divert these calls to a
mobile device rather than the office receptionist.
e Use Internal extensions - choose whether or not CommPortal displays the Business Group
extension number associated with a directory number where possible.
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5 Features for PBX Administrators

Note:

From V9.5.30, you can enable the SIP Trunking feature in your branding so that PBXs can be
managed using the CommPortal BG Admin Ul, as described in Features for BG Administrators on
page 47. In the BG Admin Ul, any PBXs are shown as Trunking Destinations and the DID lines as
Trunk Groups, alongside other lines in the Business Group.

If your deployment offers PBXs, you can deploy a customized CommPortal Ul and make it available to
users who log in to your PBX using its main number, also referred to as the Listed Directory Number
(LDN). These users will typically be your PBX administrative staff.

This CommPortal PBX Administrator Ul allows your administrators to change the settings for the PBX
as a whole, and also to view and administer the DID (Direct Inward Dial) lines within the PBX.

Subscribers with DID lines will use their DID number to log in and will also see the CommPortal Ul for
individual lines.

For more information, see Using the CommPortal PBX Administrator Ul on page 84.

5.1 Enabling Access to the PBX Administrator Ul

Access to the PBX Administrator Ul is disabled by default, and you must enable it for each of the
CommPortal customizations that should provide this access using the branding process described in
the MetaSphere EAS Customization and Branding Guide.

You can also use this branding process to control which of the CommPortal screens are displayed to
your PBX users. For example, you may wish to hide the options that a PBX administrator cannot use
but still show them for your regular subscribers.

You will also need to update your customizations following the procedure described in the
MetaSphere EAS Operational Procedures Guide before your administrators can access this Ul.

5.2 Using the CommPortal PBX Administrator Ul

If you have enabled the CommPortal PBX Administrator Ul, PBX administrators who log in using
the Listed Directory Number (LDN) for the PBX can use CommPortal to view and change the
configuration for the LDN line and the DID lines associated with the PBX.

Viewing and Changing Configuration for the LDN

When the CommPortal PBX Administrator Ul is enabled in a deployment, a PBX Administrator who
logs in to CommPortal using the LDN for the PBX will see the subscriber Home page described in
CommPortal Subscriber Home Page on page 18.
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On this screen, the PBX Administrator can view and make any changes to the configuration of the
LDN line. Your PBX Administrators will only be able to configure the services that you have enabled
for the PBX, and there will typically be fewer services than are available to regular subscribers. The
availability of these services is defined by the PBX's CFS / EAS configuration (particularly its CFS
Persistent Profile and EAS Class of Service), or by specific CommPortal branding customizations.
You can customize this CommPortal Ul so that the administrator can only access the services whose
configuration they can change.

The PBX Administrator will also see a Direct Dialing button in the Your Services panel on the
CommPortal UL.

Direct Dialing

Figure 60: Direct Dialing Button

Clicking Direct Dialing launches the page described in Viewing and Configuring Direct Dialing (DID)
Lines on page 85.

Viewing and Configuring Direct Dialing (DID) Lines

PBX Administrators can use the Direct Dialing screen to view all the lines in the PBX and make
changes to individual lines.

Direct Dialing

PBX lines can be accessed through ranges of external directory numbers using Direct Inward Dialing (DID). They can be administered here.

Lines inrange:| (201) 203 1363 - (201) 2031372

Search for..
Telephone Number Mame
(201) 203 1363 Jimi Hendrix Actions ¥
(201) 203 1364 Jimmy Page Actions ¥
(201) 203 1365 Wiew individual settings
(201) 203 1366 Chuck Berry Reset ling
(201) 203 1367 Jeff Beck Unlock account
(201) 203 1368 Joe Satriani T Actons ¥
(201) 203 1369 Eddie Van Halen Actions ¥
(201) 203 1370 John Petrucci Actions ¥
(201) 2031371 Actions ¥
(201) 2031372 Eric Clapton Actions ¥

Figure 61: PBX Direct Dialing screen

Your administrators can carry out the following actions on DID lines.
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« Use the Lines in range: drop-down list to select the range of DID numbers that they would like to

view.

The screen then displays the directory number and name of each DID line that falls within the
specified DID range. This range can contain up to 1,000 lines.

¢ Use the Search for text box to enter text to match on the contents of any of the columns to find a
particular DID line.

Search matches are highlighted with a yellow background.

» Expand the Actions drop-down alongside a DID line and carry out various administrative tasks.

e Select View individual settings to launch the standard CommPortal Ul for that line to view
and, if permitted, change the configuration of the DID's EAS and CFS services. The PBX
Administrator cannot view a DID Line User's password or PIN, or listen to their voicemail.

« Select Reset line to launch a pop-up where they can assign this DID line to another subscriber.

e Select Unlock account to allow the DID subscriber to access their account, for example if they
have entered an incorrect PIN or password multiple times and been locked out of their account.
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6 Features for Easy Attendant and Premium Attendant Lines
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Note:

For information about setting up Easy Attendant and Premium Attendant Lines on MetaSphere
CFS, see the Call Services and MetaSphere EAS Operational Procedures Manuals.

Easy Attendant and Premium Attendant are both automatic call answering services that deliver an
interactive menu to callers. They can act as an immediate answering service for the business, as an
out-of-hours receptionist, or can simply answer the phone whenever no human operator is available.

« Easy Attendant offers a very simple automated TUI menu. Callers to a business are directed to
the automated TUI, providing key options to transfer to specific departments or individuals in the
business, to transfer to a voicemail account directly, or to listen to a recorded announcement.

You can choose to have either a single menu that plays when Easy Attendant is turned on, or two
different menus for business and non-business hours that are used according to a pre-defined
schedule. When Easy Attendant is turned off, you can either forward callers to another telephone
number or play a message informing the caller that your business is currently closed.

The Easy Attendant Ul is described in Overview of the Easy Attendant Ul on page 88.

* Premium Attendant, aimed at small and medium business subscribers, offers an increased level
of service compared to Easy Attendant. In addition to all the features offered by Easy Attendant,
Premium Attendant allows multiple menus with a finer scheduling control. It also includes more
call handling options, such as Voicemail by Name and Voicemail by Extension, as well as greater
control over the actions taken for any given key press.

The Premium Attendant Ul is described in Overview of the Premium Attendant Ul on page 94.

Once you have set up the Easy Attendant or Premium Attendant line on the telephony switch, and
provisioned a subscriber for the line, the subscriber or Business Group administrator must then create
the Easy Attendant or Premium Attendant menu using CommPortal. The CommPortal Ul enables
your subscribers to configure the schedules and menus to be used on the line, including making the
necessary recordings for the announcements.

The CommPortal Ul is accessed in one of the following ways:

e The subscriber can log on directly as the Easy Attendant or Premium Attendant line.

« If the deployment uses Business Groups, the subscriber can click through to CommPortal from the
BG Admin interface, as described in Business Group and Department Lines on page 57.

Note:

Subscribers can also turn Easy Attendant and Premium Attendant on and off and record
announcements using the self-care TUI, as described in the MetaSphere EAS User Guide. Note
that if the call tree is being edited in a concurrent GUI or TUI session, it may not be possible to
save a recording.
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6.1 Overview of the Easy Attendant Ul

The Easy Attendant subscriber will see the following screen when they log in to the CommPortal Easy
Attendant Ul for the first time, or if no configuration has yet been set up.

Note:

If you have enabled the CommPortal Initialization Wizard (as described in CommPortal Initialization
Wizard on page 13) and the Easy Attendant subscriber's account has not yet been initialized, the
subscriber will see this wizard before the Easy Attendant welcome message.

Easy Attendant subscribers will only be required to update their PIN and password to complete the
wizard. They will not need to record any greetings.

Welcome to Easy Attendant

Easy Attendant answers your calls and plays an automated menu with options that you
define. To start using the service please select from the following two options:

_ Use a Schedule
Different options during business hours and non-business hours.

~ Use a Simple Menu
Same options at all times.

Note: you can switch between these options later if your requirements change.

Figure 62: Easy Attendant welcome message

This welcome message prompts the subscriber to select how they want to set up the Easy Attendant
line.

« When Use a Schedule is selected, callers hear different options during business and non-
business hours.

e Selecting Use a simple menu means callers are always offered the same options when the Easy
Attendant service is turned on. As part of setting up Easy Attendant, the subscriber also configures
what happens to calls when the service is turned off, either by specifying the number to which
calls should be forwarded, or playing an announcement that informs callers that the number is
unreachable.

It is possible to switch between schedule and simple menu mode once Easy Attendant has been set
up, should requirements change.
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« If the subscriber has already set up the Easy Attendant line in simple menu mode and now wishes
to switch to using a schedule, they will be able to use the existing Easy Attendant menu as either
their Business or Non-Business menu.

« If the subscriber switches from schedule mode to using the simple menu mode, they will be
prompted to select one of their existing menus to use as the basis for the menu in simple menu
mode, and will see a warning that the other menu will be deleted.

Selecting one of the radio buttons and clicking on Continue will bring up the Easy Attendant Ul for
that menu mode.

6.1.1 Easy Attendant Menu Tabs

Once a subscriber has completed the Easy Attendant initialization described in Overview of the Easy
Attendant Ul on page 88, they will see the Main menu for Easy Attendant.

This screen will indicate whether the Easy Attendant call tree is currently turned on or off, and,
for schedule mode, which schedule is being used. In single menu mode, the screen will show the
forwarding number to be used when the call tree is turned off.

Home Messagesand Calls(13) Contacis  MakeGall  John Smith -

Line Status

“ Schedule Business Hours Menu MNon-Business Hours Menu Extensions

Your Easy Atiendantis currently of and callers are being forvanded fo (123) 455 TEDD.

Configurs the menu your callers will

Business Hours Menu
Schedule , .
Configure your hear during business hours.
business hours
Mon-Business Houwrs Menu
% Configure the menu your callers will
hear during non-business hours.
Switch o wsing a single menu

| o] Stop using your schedule - callers will always hear the same menu.

@

Figure 63: Easy Attendant Main menu

To set up their Easy Attendant in schedule mode, the subscriber should use the Schedule tab to
set the business and non-business hours to determine when the different menus will be used. The
subscriber can also configure special days, for example public holidays, when the non-business
hours schedule will be used.

The subscriber will use the Business Hours Menu and Non-Business Hours Menu tabs (if they are
using schedule mode) or the Easy Attendant Menu tab (if they are using the same menu at all times)
to set up the Easy Attendant call tree menu(s).

It is a good idea to sketch out the operation of the menu on paper first to see exactly how the Easy
Attendant should work before allocating actions to key presses and recording the announcements that
will be used as the initial greeting and on key presses.

The subscriber clicks record or listen/change alongside keys that have announcements to launch
the audio recorder pop-up where they can either record these announcements using a microphone on
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their computer or upload a pre-recorded announcement. Existing announcements can subsequently
be downloaded for re-use or back-up using this pop-up.

Key 5 announcement

Record / Play Announcement
Loading. .. 00:00 ¢ 00:00
® » 9) L o
If your computer dees not have a microphone, click here.

Upload announcement

Figure 64: Easy Attendant announcement recorder pop-up

The subscriber can also dial in to the MetaSphere EAS TUI and record announcements. See the
MetaSphere EAS User Guide for instructions on how to record announcements using the TUI.

Extensions tab

The Extensions tab will only appear if the Easy Attendant subscriber's Class of Service permits the
Dial by menu options, where callers can enter an extension number to be transferred to, and is used
to configure the extensions that should be included in the Dial List for the call tree.

The Dial List includes all the extensions that callers can enter when performing Dial-by-Extension,
Voicemail-by-Extension, Dial-by-Name or Voicemail-by-Name actions within the call tree or, if you
enable the feature, can dial using the Dial By Extension At Any Time option.

There is only one Dial List for each Attendant, and this is used for all Dial-by-* and Voicemail-by-
* menu options within the Attendant (subject to the presence of name recordings for *-by-Name as
noted below).

Selecting the Extensions tab will bring up the following screen.
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Home Messages and Calls (13) Contacts - -

Line Status

Main Schedule Business Hours Menu Non-Business Hours Menu

Include Selected | Exclude Seleced

Exiension MName Telephone Numbsr Cepartment Included? Spoksn Name
= Sans Intercom 501} @01 1007 MetaSwich EAS Q) record

il Jim {501} 801 1003 Meta Switch Q record

354 Miks 501) 801 1000 Meta Switch Q wveride

G55 Jim {501} 801 1001 MetaSwitch ¥ Q listenichangs

Figure 65: Easy Attendant Extensions Menu

The extensions that can be used in the Dial List will either be Business Group Extensions (if the
Easy Attendant is a member of a Business Group) or Additional Extensions. On both of these tabs,
extensions that are already included in the Dial List are shown in bold. These tabs are described in
more detail below.

¢ Business Group Extensions on page 93

« Additional Extensions on page 93
Dial by Extension At Any Time

Note:

You can only enable this feature if the Easy Attendant subscriber's Class of Service permits dial by
extension.

An Easy Attendant can be configured to allow callers to dial an extension humber at any point in the
Easy Attendant menu, rather than having to navigate to a Dial By Extension menu option.

Attention:

This feature is disabled by default. You should note that enabling this feature means the TUI will
be slightly less responsive because there will be a delay of 800ms after a caller selects an option.
You should also note that pressing several keys at once to navigate through multiple menus will
no longer work. This delay also applies after dialling an extension. Pressing # to end the extension
digits will not work.

We do not recommend enabling this feature if you have any single digit extensions. If an extension
matches a menu option, the menu option overrides the extension and therefore the feature will not
work for any extensions that clash with menu options.

If the Easy Attendant subscriber's Class of Service permits dial by extension, you will see the link at
the bottom of the Extensions screen which enables you to toggle between allowing Dial By Extension
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At Any Time and only permitting this from a Dial By Extension menu option. The link shows the
current setting and you can click on it to change it.

If you enable the option for a caller to dial an extension number at any point in the call tree menu, you
should include this in the initial announcement which callers hear when entering the Easy Attendant
menu.

This link appears on both the Business Group Extensions or Additional Extensions tabs and its
state is kept consistent across both screens. You cannot choose to use a different setting for different
types of extension.

Spoken Name recordings

If the subscriber's Class of Service permits Dial by Name actions, the subscriber can use the links
under the Spoken Name column to launch the recording interface, where they can record or upload a
new spoken name recording for that extension, listen to or change an existing recording, or download
a recording for re-use or backup.

A spoken name is required for Dial-by-Name and Mailbox-by-Name actions, so that it can be played to
callers to confirm they have selected the right person. Even if an extension is in the Dial List (shown in
bold), it can only be selected by Dial-by-Name if a spoken name recording is present.

The Spoken Name column displays one of the following links to indicate the current status of the
spoken name recording:

« Extensions that have no spoken name recording have a red record link in the Spoken Name
column. Click on this link to upload a spoken name recording, or record one though your computer.

< If you or any other Easy Attendant user in the Business Group has recorded or uploaded a spoken
name for an extension, the Spoken Name column will have a green listen/change link. Once
such a Business Group recording has been made, it will be used in preference to the subscriber's
own Spoken Name recording even if they add one later. If you know they have their own name
recording you can choose to use that instead. Click on the listen/change link and then delete the
Business Group recording.

« If the subscriber has recorded their own spoken name, and no Business Group recording exists,
their own name recording will be used. Extensions in this state have a green override in the
Spoken Name column.

Note:

The lists of available extensions may include phone numbers that belong to additional devices
configured for a subscriber on MetaSphere EAS, where an extension number has been configured
for this device. However, you can only record or use spoken name recordings on a subscriber's
primary number, so the speaker icon will be grayed out alongside these additional device numbers.

If the primary device is marked as included and is a non-dialable group mailbox with a number of
the form 'number-X', e.g. 12345-1, then dial-by-name will transfer to any additional device which

is also marked as included, and will play the primary's recorded spoken name. If the primary
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is marked as excluded, then the subscriber is excluded from dial-by-name even if there is an
additional number marked as included.
Business Group Extensions

Note:

This tab will only be visible if the Easy Attendant line is a member of a Business Group.

The Business Group Extensions tab shows the members of the Dial List that are automatically
included because they are in the same Business Group as the Easy Attendant. The tab will display
up to 1000 extensions configured for the Business Group. In Business Groups with more than 1,000
lines, the Easy Attendant subscriber may need to configure a display filter, for example a Department
name, to display the extensions they are interested in. There is no limit on the numbers of Business
Group lines included in the Dial List - all lines in the Business Group are included by default.

The extensions include

« all dialable primary lines of subscribers in the MetaSphere EAS Business Group

< any additional numbers configured for a mailbox that have been allocated a Business Group
extension

« all secondary group mailbox nhumbers which are non-dialable and cannot be assigned extensions
but can be used for Dial by Name actions, providing the secondary mailbox has an additional
number configured.

Subscribers cannot add Business Group Extensions using this tab: these are managed by the
Business Group Administrator. However, subscribers can use the New Business Group Extensions
will be automatically excluded/included option at the foot of the screen to opt to automatically
include or exclude in their Dial List any new Business Group extensions that might be added by an
administrator. Changes may take up to 15 minutes to be visible in the Easy Attendant Ul after an
extension is configured in the Business Group.

The subscriber should use the checkbox alongside each line to exclude any extensions that should
not be available in the Dial List, for example to prevent callers being able to dial the extension number
of the CEO. Any extension that is excluded will no longer be shown in bold.

If visible, the subscriber can use the link at the foot of the screen to configure whether the Easy
Attendant permits Dial By Extension At Any Time or only allows Dial By Extension from a Dial By
Extension menu option.

Additional Extensions

The Easy Attendant subscriber should use the Additional Extensions tab to add any non-Business
Group extensions that should be available in the Dial List for their call tree.

< If the Easy Attendant is not part of a Business Group, then the subscriber should use this tab to
configure virtual extensions for use in their Dial List.
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< If the Easy Attendant is in a Business Group, additional extensions may not be required because

all the Business Group extensions are automatically included, but the subscriber may wish to use
additional extensions to provide rapid access to numbers outside the Business Group, for example
to allow callers to reach someone's cell phone.

The subscriber must ensure that Additional Extensions are configured correctly on this screen.

e There is a limit of 30 Additional Extensions in a Dial List for an Easy Attendant menu, and
these must be different from any Business Group Extensions. The following icon is used to flag
where the same extension number exists in both the Additional Extensions and Business Group
Extensions tab to prompt the subscriber to resolve this clash.

< If the Easy Attendant has the Dial by Extension At Any Time option enabled, you must ensure that
these additional extensions use the valid extension format of a string of 1-7 digits, which can be
prefixed with a single * or # character. We recommend using extension numbers with more than a
single digit to avoid potential conflicts with menu options: if an extension number matches a menu
option, the dial by extension at any time feature will not work for that extension.

If visible, the subscriber can use the link at the foot of the screen to configure whether the Easy
Attendant permits Dial By Extension At Any Time or only allows Dial By Extension from a Dial By
Extension menu option.

6.1.2 Changing Easy Attendant Settings

The CommPortal Ul for an Easy Attendant subscriber is similar to that used by an Individual Line, but
many of the settings there are not used by an Easy Attendant line and so will not be visible.

In most cases, the Easy Attendant subscriber will only use the CommPortal Ul to change the
password and/or PIN for accessing the Easy Attendant Ul, as described in CommPortal Subscriber
Home Page on page 18.

6.2 Overview of the Premium Attendant Ul

The Premium Attendant subscriber will see the following screen when they log in to the CommPortal
Premium Attendant UI.
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Line Status

m Schedule Menus Announcements Extensions Advanced

= Configure your weekly schedule and holidays, so that different menus can be
= played based on time and day.

Activation Status o

Define the menus that your callers will be offered, and the actions they can

forwarded to (123) 456 7599, choose from.

Your Premium Attendant is currently off and callers are being a

Service Status Record the announcements your caller will hear.

Mo menus are currently being played to callers, as your

Premium Attendant is turned off. = Manage the extensions your caller can transfer to.

Configure the advanced settings that apply across all your menus.

FER0E

There are no schedule perods configured.
1 referenced menu is empty or contains errors.
1 referenced announcement is missing audio.

Figure 66: Premium Attendant Main Menu

The Main tab provides the following information.

« The Activation Status panel indicates whether Premium Attendant is currently turned on or off
and, if it is turned off, whether calls are being forwarded to another number.
The subscriber can use the button to turn Premium Attendant on or off and click on the link to
change the forwarding number or set Premium Attendant to play a recorded message instead.

« The Service Status panel shows which schedule and menu are currently in force and reports if
there are any errors in the configuration of your schedules, menus or announcements.

« The panel on the right-hand side provides a suggested workflow for setting up Premium Attendant
using the Schedule, Menus, Announcements, Extensions and Advanced tabs, all of which are
described in Premium Attendant Tabs on page 95.

6.2.1 Premium Attendant tabs

The subscriber will use the Schedule, Menus, Announcements, Extensions and Advanced tabs to
configure their Premium Attendant. It is a good idea for the subscriber to sketch out the operation
of their Premium Attendant on paper first to see exactly how this should work before setting up their
schedule and menus, allocating actions to key presses or recording announcements.

On first accessing each of the following tabs, the subscriber will see some introductory text explaining
what they can set up using this tab.

Schedule tab

The Schedule tab allows your subscriber to configure a schedule with up to ten periods during which
a different Premium Attendant menu can be played. Eight of these periods are user-defined, and two
are pre-defined.

e Onfirst use, the subscriber can choose whether to use an example schedule or a blank one as a
basis for creating their first schedule.

< Each period within the schedule uses a different color so that the subscriber can easily see which
period applies to which time.
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Two periods are already created

¢ an 'out of hours' period that will play a menu during any times not specified in any of the other
periods

« a'special days' period that will play a different menu on public holidays and other specified
dates when your business is closed.

Each period must be associated with a menu, and will display an error until the subscriber has

set this up. Additionally, Premium Attendant can only be turned on if the menu associated with a

period has a menu announcement. The menu announcement is the recording played to introduce

the menu and describe the options available to the caller.

Menus tab

The Menus tab allows your subscriber to configure the menus to be associated with the schedule

periods that have been created. It offers the following options.
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The General tab allows the subscriber to add a new menu, or edit the name, description and menu
announcement of an existing menu.

The Keys tab allows the subscriber to define the action for keys 1-9, 0, #, and * for a selected

menu. These key actions can be any of the following, some of which are only available if the

subscriber's Class of Service permits.

« Use Default (which is selected by default for all events for new menus)

e Transfer to Phone

e Transfer to Voicemail (CoS controlled)

< Dial by Extension (CoS controlled, including whether an announcement is automatically played
giving initial instructions when this key is pressed, or whether these instructions must be
recorded by the subscriber in the menu announcement)

« Dial by Name (CoS controlled)

¢ Voicemail by Extension (CoS controlled)

¢ Voicemail by Name (CoS controlled)

« Transfer to Operator (CoS controlled, and only available for Premium Attendants in a Business
Group)

* Intercept mailbox (CoS controlled)

e Selfcare by Extension (CoS controlled)

*+ Goto Menu

* Return to Previous Menu

« Replay Menu

* Announcement - Return

e Announcement - Hang up

e Hang up

The Timeout tab allows the subscriber to override the default value for timeout on a selected menu

and specify the action that Premium Attendant will take if the caller does not press a key within this

time. The default values, that apply to all menus unless specified under this tab, are set using the

Advanced Tab on page 98.
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« The Reference tab allows the subscriber to see whether the selected menu is referenced by
any other menu or schedule in Premium Attendant. The subscriber cannot delete a menu if it is
referred to in another schedule, unless the Premium Attendant is not currently active.

Announcements tab

The Announcements tab allows your subscribers to create the announcements that will be used in
the Premium Attendant menus.

The subscriber uses the Announcement Recorder dialog to set up, review and modify their Premium
Attendant announcements. Each announcement is given a name and description and the subscriber
then uses the drop-down to choose whether to record/play the announcement, upload a pre-recorded
announcement or use their phone to dial in to the Premium Attendant TUI to record announcements.

Opening hours

Mame: COpening hours

This office is open from 9am to 6pm every

o weekday,
Description:

Record / Play Announcement ¥

Loading... 00:00¢ 00:00
e » Q) L o

# Download Announcement
e

Figure 67: Premium Attendant Announcement Recorder

The subscriber can also download announcements that they have previously recorded or uploaded so
that these can be re-used or backed up.

Extensions tab

The Extensions tab will only be visible if your subscriber's Class of Service permits this type of call
transfer. This tab allows the subscriber to

* manually configure up to 200 Additional Extensions for use in Premium Attendant menus
» select the Business Group Extensions that they want to include (if the Premium Attendant
subscriber is a member of a Business Group.)

The Premium Attendant subscriber can select any extension for use in their Premium Attendant
menu Dial List. The Business Group Extensions tab will display up to 1,000 lines. In Business
Groups with more than 1,000 lines, the Premium Attendant subscriber may need to configure a
filter, for example a Department name, to display the extensions they are interested in. There is
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no limit on the numbers of Business Group lines included in the Dial List - all lines in the Business

Group are included by default.

If the subscriber's Class of Service permits dial-by or voicemail-by name transfers, the subscriber will
also be prompted to record or upload a spoken name for each extension if the extension corresponds
to a subscriber's primary number and one has not already been recorded. You should note, however,
that the lists of available extensions may include phone numbers that belong to additional devices
configured for a subscriber on MetaSphere EAS, where an extension number has been configured for
that device. However, you cannot record or use spoken name recordings on these extensions.

The Premium Attendant Extensions tab is identical to the Easy Attendant Extensions tab, as
described in Easy Attendant Menu Tabs on page 89.

Advanced Tab

The Advanced tab allows your subscriber to change some of the default values in their Premium
configuration.

« The Default keys tab allows the subscriber to change what a key should do if it is set to "Use
default” on a menu. This can be one of the following actions:

< Do Nothing
e Transfer to Phone
« Transfer to Voicemail (CoS controlled)
e Transfer to Operator (CoS controlled)
¢ Intercept mailbox (CoS controlled)
« Dial by Extension (CoS controlled)
* Return to Previous Menu
* Replay Menu
e The Error handling tab allows the subscriber to configure the default behavior of Premium
Attendant in the following scenarios. In each case, the subscriber can use drop-down menus to

select the default behaviour and choose either how long the timeout should be or how many times
a caller can attempt to carry out an invalid action before the default behaviour is used.

« Timeout. A caller fails to press a key within the specified timeout.

¢ Unknown Input. A caller presses a key that is not configured in the Premium Attendant menu
for a specified number of times.

e Call Transfer. A call transfer fails within the specified outdial timeout.
¢ Invalid Extension. A caller selects an invalid extension for a specified number of times.

« The Other Settings tab is only visible if the subscriber has a Class of Service that permits one or
both of these call transfer options. The tab allows the subscriber to

« choose whether dial by name transfers are matched on first and last name, or first name, or last
name

» set the telephone number for the voice mailbox to be used on the ‘Intercept mailbox' action.
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6.2.2 Premium Attendant Settings Tab

The CommPortal Ul for a Premium Attendant subscriber is similar to that used by an Individual Line,
but many of the settings there are not used by a Premium Attendant line and so will not be visible.

In most cases, the Premium Attendant subscriber will only use the CommPortal Ul to change
the password and/or PIN for accessing the Premium Attendant Ul, as described in CommPortal
Subscriber Home Page on page 18.
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7 SIP Phone Applications

Phone Applications are tools which run on a subscriber's SIP phone, using the phone's own display
and keys, offering convenient access to some of CommPortal's most-used features.

CommpPortal Phone Applications are supported on a range of SIP phones from a number of
manufacturers including Cisco, Aastra and Polycom, with the set of applications available depending
on the capabilities of the phone and the firmware version being used. Some SIP phone models
support all of the CommPortal Phone Applications whereas some models only support the Subscriber
Login / Logout of Phone applications described in Subscriber Login / Logout of Phone Applications on
page 102. The full application set is not available for these phone models because of their limited
screen size, or, in the case of some Aastra and Polycom models, because of firmware limitations.

The full range of phone applications is only available to Business Group subscribers. However,
subscribers with individual lines where the phone is provisioned using an Endpoint Pack may be able
to use the login phone application.

The MetaView SIP Provisioning Server Guide provides more information on how to deploy, manage
and customize your SIP Phone Applications.

These Phone Applications are available by default in US English. You can also offer them in UK
English, Canadian French and Latin American Spanish by carrying out some simple customization
steps after installing your system. Further languages are also available by installing the relevant EAS
language packs. Your subscribers will then use these applications in the same language as they view
the CommPortal interface.

Phone Applications are not delivered by default, and Administrators or, for Business Group
subscribers, a Business Group administrator, can control which business groups are able to use
which application(s).

You can also customize the on-phone text shown by the Phone Applications using the procedures
described in the MetaView SIP Provisioning Server Guide, for example you may wish to change some
of the strings once you have applied the language you want.

Note:

Note that these applications do not appear on CommPortal itself - rather, they are presented on the
phones themselves. The subscriber need not have access to CommPortal using a PC to use these
phone applications.

7.1 Network Contacts Application

The Network Contacts Application allows subscribers to use their SIP phone to

« view their CommPortal contacts, and the list of extensions and line names in their business group
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< search the lists, matching against contacts' names, nicknames, organizations, email addresses

and telephone numbers
e sort by first name or last name

< view the detail of a specific contact, including their full name, title, organization, telephone
numbers, postal addresses and email addresses

< call a contact, either on their preferred number or a specific number

« add a new contact, providing name, nickname, organization, number or number preference of a
contact

« paste a number from call lists or voicemail into a contact's number field. Numbers can be pasted
by pressing the Contact key that appears when viewing a number in an application, for example
the voicemail or call lists applications) and choosing to add the number to an existing contact, or
creating a new contact.

Subscribers cannot edit or delete Business Group contacts using the Network Contacts Application.
The following actions can only be carried out on contacts added through CommPortal or phone
applications:

* modify the name, nickname, organization, number or number preference of a contact
» delete a contact.
Note:

Any change that is made on the SIP phone is updated immediately in CommPortal and on next poll
in CommPortal Assistant (or immediately if you use MetaView Director).

7.2 Network Call Lists Application

The Network Call Lists application allows subscribers to use their SIP phone to

« view combined or separate lists of missed/dialed/received/rejected calls, including who (was)
called and when

« view more details, including the duration of the call

< jump from the identity of the sender to the corresponding contact in the contacts application (or
create a new one if no such contact exists)

e return (or retry) a call.

7.3 Network Call Lists - Dialed Calls Application

This is functionally the same as the plain Network Call Lists application, but it starts on the Dialed List
page of the subscriber's list of calls.

This application is intended for assignation to the phone's redial button so that the subscriber can see
a list of recent dialed calls from which to choose to call. The subscriber can still navigate from that
point to missed/received/rejected calls as with the Network Call Lists applications.
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7.4 Message List Application

The Message List application allows subscribers to use their SIP phone to

< view a list of voicemails, including who sent them, when, whether they are urgent and whether they
have been heard

e play voicemails
» read transcripts of their voicemails, if Speech-to-Text is available
« view more details, including the duration

< jump from the identity of the sender to the corresponding contact in the contacts application (or
create a new one if no such contact exists)

¢ return the call
* mark voicemails as heard or unheard

* delete voicemails.

Note:

Any change that is made on the SIP phone using this application is updated immediately in
CommPortal, and on next poll in CommPortal Assistant as well as in the TUI.

7.5 Services Application

This application provides a menu listing all the applications available to the subscriber on this SIP
phone. Subscribers can then start the application by selecting it from the menu.

Note that if the Services application is deployed for a subscriber, the subscriber loses the ability to
access on-phone details of the directory, call lists and voicemail services via the services menu.
However these features are replaced by the other Phone applications available to subscribers using
SIP phones.

7.6 Subscriber Login / Logout of Phone Applications

Note:
Subscriber Login/Logout of Phone Applications do not work over HTTP for Aastra SIP phones.

The Subscriber Login Phone Application may be supported for subscribers with individual lines
where the phone is provisioned using an Endpoint Pack. You should refer to the documentation
accompanying each Endpoint Pack for full information on what phone applications are supported.

Subscribers must log in to these applications using their directory number. Email login is not
supported even if subscribers have enabled this for their CommPortal account.
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These applications are different to the other Phone Applications as they are present on the phone

before it is registered. These applications change the way a subscriber logs in to their phone, and
changes the way the phones are registered with the SIP Provisioning Server.

These applications require the subscriber to enter their CommPortal password. CommPortal
passwords must contain special characters. Due to firmware limitations, subscribers will not be able to
enter any bracket characters ( ){ }[ ] when logging on to Aastra or Polycom phones. Subscribers
should make sure that they can enter their CommPortal password using the phone keypad. If a
subscriber's CommPortal password is too difficult to enter using the phone keypad, or it contains

any unsupported characters, they will need to change it using the Change password option on their
CommPortal Home page before they can log on to the SIP phone.

The following sections detail these applications in full.

7.6.1 Hot Desking

This feature allows a subscriber to log in to a phone not already associated with a subscriber - as long
as it has been configured in the SIP Provisioning Server.

The subscriber is asked to enter their directory number, and CommPortal password. This associates
the phone with their account, which then delivers the application set and features associated with their
account.

Once the subscriber has finished using the phone they should log out. The Hot Desking feature
consists of both Login and Logout applications.

7.6.2 Service Provisioning

This feature allows you to give your subscribers phones without needing to pre-configure them on the
SIP Provisioning Server in advance. Instead, when the phone is connected and initiated, it asks the
subscriber to log in using their directory number and CommPortal password.

This then triggers the configuration of their phone on the SIP Provisioning Server, which subsequently
delivers the application and feature set associated with their account.

The Service Provisioning feature consists of a single login application; there is no logout feature.

7.6.3 Mixed Hot Desking and Service Provisioning behavior
You can mix these features to provide the login and configuration features you desire.

« Hot Desking only - In this mode, only those phones you have configured on the SIP Provisioning
Server will accept login credentials; if a subscriber attempts to associate any other phone it will
be rejected. This allows you to keep control over which phones your subscribers can use. In this
mode, you should deploy both the Hot Desking Login and Logout applications.

e Service Provisioning only - In this mode, you can give your subscribers phones without pre-
configuring them on SIP Phone Provisioning Server. When a subscriber logs in to a phone, that
phone is then always associated with that subscriber. In this mode, you should deploy the Service
Provisioning Login application only.
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This means that it is not possible to re-use the phone for a different subscriber without using the

Business Group Administrator's CommPortal Phone Configurator to de-register the phone.

« Hot Desking with Service Provisioning - In this mode, you gain the benefits of both features. You
do not need to pre-configure phones on the SIP Provisioning Server and you can re-register
phones without administrative interaction.

In this mode, you should deploy the Service Provisioning Login application and the Hot Desking
Logout application. You should not deploy the Hot Desking Login application, as the Service
Provisioning Login application provides the necessary functionality.

7.6.4 Feature availability

Note that, if you choose to use the Subscriber Login / Logout applications, you must make them
available to all of your subscribers (who have SIP phones). However, you can combine Hot Desking
and Service Provisioning in various ways. Your options are as follows.

¢ You can deploy Hot Desking (only) to all your subscribers.

* You can deploy Service Provisioning (only) to all your subscribers. However, you can still use
Managed Devices provisioned through MetaView if you deploy Service Provisioning.

* You can deploy Service Provisioning (only) to some subscribers, and both Hot Desking and
Service Provisioning to the remainder of your subscribers.

Note:

You cannot deploy Hot Desking (only) to some subscribers and Service Provisioning (only) to
others. That is, if you choose to use Service Provisioning, all your subscribers will have access to
that feature; some may additionally have access to Hot Desking.
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8 Appendix: CommPortal Assistant

Note:

CommPortal Assistant is an advanced feature. It may be available only with certain types of
account, or may require an additional fee. Consult your telephone company for further details.

The instructions in this appendix are written from the subscriber's perspective. If you wish, you
can use them as the basis for your own information for your subscribers. However, they are not
designed for direct distribution to end-users.

CommpPortal Assistant runs on your own PC, offering a convenient and fully-integrated route into
your MetaSphere account. Using the toolbar you can carry out a number of tasks, all from your PC:

* enable a pop-up that appears when you receive an incoming call on the telephone number you
used to log in to CommPortal - if you do not want to answer the call, you can use the pop-up to
either decline the call or redirect it to another telephone number

« see when you receive new messages in your MetaSphere mailbox and, if you have the Speech-to-
Text (STT) service, see when the transcript of a message is available

e search your contact lists and place calls to those contacts
* make instant changes to your call settings, for example to send calls to voicemail
< synchronize your CommpPortal contacts with your Microsoft Outlook contacts

» place calls with one click from inside Microsoft Outlook.

Before you can make use of the features of CommPortal Assistant, you must first install it on your
computer, as described in Installing CommPortal Assistant on page 105.

Configuring CommPortal Assistant Settings on page 111 describes various configuration tasks that
you may need to perform to ensure that your CommPortal Assistant Settings are correct. However,
your Service Provider may already have done this for you.

Once you have installed, and if necessary configured, CommPortal Assistant, Using CommPortal
Assistant on page 117 summarizes the features available to you. To explore these features in more
detail, refer to CommPortal Assistant's online help.

8.1 Installing CommPortal Assistant
You can download and install CommPortal Assistant from within MetaSphere's web-based tool,
CommPortal.

8.1.1 System Requirements

The PC onto which you want to download CommPortal Assistant must have at least 8MB of disk
space for installation and be running

*  Windows XP (Service Pack 2 or later), Windows Vista, Windows 7, Windows 8 or later
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« Note that CommPortal Assistant is not supported on Windows 2000

Internet Explorer 11.0 or above, or Firefox 3.0 or above.

e If you are still using the default CommPortal Ul available prior to V9.3.20, this is supported on
Internet Explorer 8 and above.

CommpPortal Assistant also requires . NET 3. 5, a component of the Windows operating system. Most

PCs already have . NET 3. 5, although it is disabled by default if you are using Windows 8 or later. If

you do not have . NET 3. 5 installed on your computer, the installation process will provide you with a

link to download it from Microsoft and install it on your PC. This download is free.

You also need administrator privileges to install CommPortal Assistant. You will usually have these

privileges if you are installing the software on your own computer, but you may need to contact

your network administrators if you are using a company-owned PC or are in a similarly controlled

environment.

8.1.2 Downloading CommPortal Assistant
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Log into your account using CommpPortal.

« Your service provider will have given you the URL (web address) for logging into your account.

e Log in using your telephone number, and your PIN or password (whichever you normally use to
access CommPortal).

Click the Downloads link on the CommPortal home page to launch the Apps screen.

If you have the option to choose between apps on different platforms, click on On your Computer;

otherwise, skip this step.

You are then taken to the list of apps available for your personal computer. Normally, the

CommpPortal Assistant page is displayed by default and you can download the application from this

page. If the CommPortal Assistant page is not displayed by default, you can select it from under

Computer on the menu on the left of the screen.
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@ Apps
Summary
Computer Apps on your
Combuter
Accession p
Dialler CommPortal Assistant
Woicemail (Recommended)
Call Lists CommPortal Assistant offers instant
Conference access to your most frequently used
QuickDial features and settings. You can

search and dial contacts right from
Mobile / Tablet your desktop, just like you would

from your mobile phone.

Notifications tell you when you have

A InCOming Call OF & e e ]

© Vista / Windows 7 / Windows 8 /
Windows 10

Figure 68: The CommPortal Assistant Download Page

¢ Click the link to download the installation package Tool bar | nst al | er. exe. You will see a pop-

up dialog box similar to that illustrated in Figure 69: Security Warning on Download of
CommPortal Assistant on page 107.

De you want to run or save toolbarinstaller.exe from commpapps.metaswitch.com?
'@' This type of file could harm your computer,

Bun Save - Cancel

Figure 69: Security Warning on Download of CommPortal Assistant

¢ Click Run to install CommPortal Assistant immediately, or Save to download it and install it at a
later date.

8.1.3 CommPortal Assistant Installation Wizard

Once you have downloaded CommPortal Assistant, you can use the CommPortal Assistant Setup
Wizard to install the toolbar on your computer.
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| CommPortal Assistant Setu
; Welcome to the CommPortal

Assistant Setup Wizard

The Setup Wizard will install CommPortal Assistant on your
computer.

WARMING: This program is protected by copyright law and
international treaties.

To continue, dick Next.

< Back I Mext = I [ Cancel ]

Figure 70: The CommPortal Assistant Installation Wizard

» If you chose Run when prompted by the dialog box in Downloading CommPortal Assistant on
page 106, the installer will launch automatically. If you chose Save, when you are ready to
begin installing CommPortal Assistant, open the location you saved it to and double-click the
ToolbarlInstaller icon.

* You may see a security dialog, asking you to confirm that you wish to install the new software.
Confirm that you wish to proceed.

* The CommPortal Assistant Setup Wizard then begins.

e Click Next, then read the End User License Agreement. If you accept it, select | accept the terms
in the License Agreement and click Next again.

« If your computer supports multiple users, you must then select whether you want to make the tool
available to all users, or only to you. This choice is illustrated in Figure 71: Selecting the users on
the computer for whom CommPortal Assistant is available on page 109.

Even if you choose to make the tool available to all users, your MetaSphere account remains

secure. Each user must enter their own login details to access their mailbox on MetaSphere.
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. fep CommPortal Assistant S ..

Installation Options

Please select installation options

Install this application for;
(@) Everyone who uses this computer {all users)

©) Just for me

InstallAware

[ < Back ]I Mext = ] [ Cancel ]

Figure 71: Selecting the users on the computer for whom CommPortal Assistant is available

¢ You are then asked whether you want to install the complete package or a custom package, as
shown in Figure 72: Selecting a Complete Setup on page 109.

P )

Choose Setup Type
Choose the setup type that best suits your needs

@ Complete
All program features will be installed. {Requires most disk
space)

(") Custom
Allows users to choose which program features will be installed
and where they will be installed. Recommended for advanced
users,

InstallAware

[ < Back ]E Mext > | [ Cancel

Figure 72: Selecting a Complete Setup

< If you are an experienced user, you may wish to select custom options. Otherwise, we suggest you
install the complete package. Select Complete and then click the Next button.

* Finally, you are asked to confirm your settings, as shown in Figure 73: Initiating the installation on
page 110. Select Install to continue.
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- 1
) CommPortal Aszistant Set LE.L

Ready to Install
The Setup Wizard is ready to begin the Complete installation

Click Install to begin the installation. If you want to review or change any of your
installation settings, dick Back. Click Cancel to exit the wizard.

InstallAware

[ < Back ][ Install | [ Cancel

Figure 73: Initiating the installation

* CommPortal Assistant is then installed on your PC using the settings you configured.
« Once complete, click Finish, as shown in Figure 74: Installation Complete on page 110, to exit
the Setup Wizard and start using the feature immediately.

5! CommPortal Assistant Set
; Completing the CommPortal
¥

Assistant Setup Wizard

Click the Finish button to exit the Setup Wizard.

Figure 74: Installation Complete

Note:

If you have Microsoft Outlook 2003 or later installed on the same computer as CommPortal
Assistant, the first time you launch the toolbar you will see a balloon message alerting you to
CommPortal Assistant's synchronization feature described in Synchronizing CommPortal and
Outlook Contact Lists on page 122. This feature enables you to automatically synchronize your
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CommPortal Assistant and Outlook contacts once you have set up the necessary configuration, as
described in Outlook Contacts Sync tab on page 115.

< Finally, verify that CommPortal Assistant appears in your Windows Taskbar and Notification area
(usually towards the bottom-right of your screen), as illustrated below.

Enterana IEm

Figure 75: The CommPortal Assistant and Notification areaicons on the Taskbar

< If CommPortal Assistant is not visible, right-click on your Windows Taskbar, select Toolbars, and
then click CommPortalAssistant.

This completes the installation process for CommPortal Assistant.

8.1.4 Switching Between Versions in Microsoft Office 2010 or Microsoft Office 2013

Note:

This section only applies if you are using Microsoft Office 2010 or Microsoft Office 2013.

Microsoft Office 2010 and Microsoft Office 2013 both have 32-bit and 64-bit versions. When
CommPortal Assistant is launched, it detects which version of Office is running and whether that has
changed since it was last started.

If it detects a change in the Office version (including it having been added to, or removed from, the
system) then you will need to restart CommPortal Assistant. This ensures that CommPortal Assistant
is using the same bit version as Microsoft Office.

8.2 Configuring CommPortal Assistant Settings

If you want to alter your CommPortal Assistant settings, for example to display a pop-up when a
message transcript is ready, you will have to configure your settings manually as follows:

* Right-click on the CommPortal Assistant notification icon.

e Select Configure to launch the Settings menu.
The dialog box shown in General Tab on page 111 appears.

The Settings dialog boxes display the details that CommPortal Assistant uses to access your
account. The General,External Contacts andOutlook ContactsSync tabs are each described
below.

8.2.1 General Tab

The General tab allows you to view and make changes to some of your general CommPortal settings.
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CommPortal Assistant Settings

General | Estemal Contacts | Outlaok Contacts Syne |

Login

Mumber: || |

Pazsword: | |

CommPartal wl: | |

Dptions
Open automatically when *windows starts

Dizplay a popup when your phone rings

Set up phone numbers that you can farward calls to. I_ Forwarding Murmbers

Display a popup when a new voicemail arives
Display a popup when a transcript is ready
Check for updatesz automatically

Prosy

Chooze pour proxy settings

[ oK ][ Cancel ][ Apply

Figure 76: CommPortal Assistant Settings Menu

This screen is split into a number of sections.
The Login section contains the following fields.

* Number - this is the phone number you use to access your CommPortal account.

e Password - this is the password used to access your CommPortal account. Depending on your
service provider, this may be the same as your PIN, or may be a separate password you use only
for CommPortal.

e« CommpPortal url - this is the web address used to access your CommPortal account. This may be
hidden if your Service Provider provides this by default.

The Options section allows you to alter the behavior of CommPortal Assistant.

¢ Open automatically when Windows starts - check this if you want the toolbar to open each time
you turn on your computer.

» Display a pop-up when your phone rings - check this if you want an on-screen dialog box to
pop-up each time your phone rings.
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If you have more than one phone number associated with your account, you will only see a pop-up
when you receive an incoming call if you have logged in to CommPortal Assistant using your main
phone number: you will not see incoming call pop-ups if you logged in to one of your additional
lines.

* You can use the Forwarding Numbers button to open up a new window that allows you to
configure up to 5 phone numbers that you want to forward calls to. This window is described below
under Forwarding Numbers on page 113.

» Display a pop-up when a new voicemail arrives - check this if you want an on-screen dialog box
to pop up each time a new voicemail is delivered to your account. This pop-up will display details
of the caller leaving the voicemail message, and the date and time the message was left.

- Display a pop-up when a transcript is ready - check this if you want an on-screen dialog box
to pop-up each time a new voicemail transcript arrives in your account. This pop-up will display
details of the message, as for voicemail messages, but will also either show the first line of the
transcript or an error message explaining either that the transcription failed or that the message
was too short for transcription.

You will only see this checkbox if you have the Speech-to-Text (STT) service. If you check both
this box and the one above for voicemail notifications, you will get two pop-ups each time a new
message arrives: firstly, when the message itself is left and secondly when the transcript of the
message is delivered.

e Check for updates automatically - check this if you want CommPortal Assistant to find out and
tell you if there are updates available.

The Proxy section contains information used to access your account. Your service provider will tell
you if you need to make any changes. You can access and change your proxy settings by pressing
the Configure button.

Once you have completed all these fields, you should either select one of the other two tabs - for
example if you want to enable Outlook Contact Synchronization as described in Outlook Contacts
Sync tab on page 115 - or click OK to save your changes and close the Settings tab.

8.2.2 Forwarding Numbers

Clicking on the Forwarding Numbers button on the Settings page launches the screen shown in
Figure 77: Call Forwarding on page 114.
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Call Forwarding

Set up phone numbers that you can forward incoming calls to.

Marme [Optional] Mumber

[ Delete all ]

o (o]

Figure 77: Call Forwarding

This screen allows you to configure up to 5 numbers to forward incoming calls to. When you receive
an incoming call, the pop-up alerting you to the call will include all the numbers that you enter here
and allow you to forward the call with a single click.

¢ You may enter up to 32 characters in the Name field, or leave the field blank.

* You may enter any common number punctuation in the Number field including * and # to allow you
to use Business Group short and intercom codes. The numbers can be in any form that would be
valid to dial from the telephone, for example national numbers, local numbers, or extension codes.

¢ You cannot leave this field blank if you enter a value in the Name field.

« Delete all empties all the text fields.
Once you have entered all the information, press OK to save it and close the window and return to the
Settings tab. You will see an error message if you have completed any of the fields incorrectly.

8.2.3 External Contacts tab

The External Contacts tab allows you to change from using your Active Directory to use a different
directory for your external contacts.
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CommPortal Assistant Settings

General |; | tS| Outlook. Contacts Sync|
(%) Use my Active Directany _
. . est connection
() Use a different directary

tarual zettings

Server | |

For

Uze default part

Authentication method: Anonymous
Simple
Secure

Uze my windows login details

Ilzername: | |

FPazsword: | |

Use 55L (LDAPS]

Search settings

Search baze: Autornatically detect w

[ oK ] [ Cancel Apply

Figure 78: External Contacts Tab

By default, CommPortal Assistant uses your Active Directory.

If you need to change this to use a different directory, select the radio button alongside Use a
different directory. You will now be able to make any necessary changes to the fields under Manual
Settings. Contact your Service Provider for more information about the values you should be entering
here.

You can use the Test connection button to check that CommPortal Assistant can access the
directory you have selected.

8.2.4 Outlook Contacts Sync Tab

If you have Microsoft Outlook 2003 or later installed on the same machine as CommPortal Assistant,
and have configured at least one profile within Outlook, you will also see the Outlook Contacts Sync
tab illustrated in Figure 79: Outlook Contacts Sync tab on page 116. This enables you to configure
the options for synchronizing any changes made to your Contacts in either Outlook or CommPortal.

m 855.216.4334 | www.momentumtelecom.com/support



CommPortal v9.5.40 USER GUIDE

CommPortal Assistant Settings

| General || External Euntacts[ Outoak Contacts Spnc l
[] Enable Synchronization
Synchronization Options
Direction In Bath Dirgctions
Folders to Sync: Cortacts
Chooge
[ oK ] [ Cancel Apply

Figure 79: Outlook Contacts Sync Tab

This tab has the following options:
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Enable Synchronization - this will be disabled by default on installation or upgrade of
CommPortal Assistant, and all the other settings will be grayed out. You should check this box to
enable synchronization and make the other settings on the tab editable.

Select Profile - if you have configured multiple profiles within Outlook and have not set a default
profile, the dropdown box will display an alphabetically sorted list of all profiles. You must select a
profile before synchronization can occur, and you will see a validation error if you attempt to submit
the page without selecting a profile.

If you have only one profile or have configured a default profile, this option will not be shown.
Direction - this allows you to specify the direction in which you want the synchronization to occur.
The options are Both directions, From Outlook only, and To Outlook only. The default option is
Both directions.

Folders to Sync - this indicates which Outlook folders will be included in the synchronization. The
default is Contacts. Note that you cannot deselect this Contacts folder.




CommPortal v9.5.40 USER GUIDE

You can use the Choose hutton to display a tree-view list of possible folders within your Outlook
mail store, each with an associated checkbox to indicate whether this folder should be included in
the synchronization.

Note:

If you change your Outlook profile using the Select Profile button described above, the Folder list
is reset to include just the default Contacts folder. You cannot use the Choose button if you have
not selected a Profile.

Once you have completed the configuration, select OK to submit your changes.

If you have enabled synchronization, you will then be prompted to either synchronize immediately,
or disable synchronization.

If you choose to synchronize immediately, synchronization will start, as described in Synchronizing
CommPortal and Outlook Contact Lists on page 122.

CommPortal Assistant will then perform a contact sync every hour to pick up any changes. You do
not need to have Outlook open for this to happen.

8.3 Using CommPortal Assistant

CommPortal Assistant includes the following components to help you manage your account from your

computer desktop.

Incoming Call Pop-up - allowing you to see details of incoming calls as they arrive and optionally
decline the call or redirect it to another number.

The Notification Icon - found in the notification area (usually at the bottom right of your screen
next to the clock).

The toolbar - embedded in the Windows taskbar (usually at the bottom of your screen).

Outlook Integration - allowing you to make calls from within Microsoft Outlook.

These components are described in more detail below.

8.3.1 Incoming Call Pop-up

Note:

CommPortal Assistant requires IE 11 when used with the new default CommPortal Ul available
from MetaSphere EAS V9.3.20.

As described in General Tab on page 111, you can configure CommPortal Assistant to display

a pop-up each time you receive an incoming call on the telephone number you used to log in, as

illustrated below.
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I Incoming Call: . W

Unknown number
(606) 300 0508

A Forward to:
James (555) 606 3456
Home (555) 798 5672

I Send to voicemail

Figure 80: Incoming Call Pop-up

This pop-up
< displays the number of the caller, or shows Unknown nunber if this has been withheld by the
caller
< displays the name of the caller, instead of the number of the caller, if this can be determined
« allows you to decline the call by pressing
« Send to Voicemail, if you have the Voicemail service
« Decline call, if you do not have the Voicemail service, when the caller will then hear a message
that you are unable to answer the call
< allows you to forward the call to one of the pre-configured telephone numbers shown on the pop-
up:
< if you have not yet configured any call forwarding numbers, you will see a link to the page
where you can configure these

indicates whether this is a Live Message Screening call.

Note:

If you use Live Message Screening, as described in the MetaSphere EAS User Guide, you will
see a pop-up for both stages of the LMS call - first for the original incoming call, and then for the
subsequent LMS service call. You cannot use Call Forwarding on LMS calls.

8.3.2 The Notification Icon

The Notification Icon indicates

» whether you have unheard messages
< that you have unresolved conflicts between your Contacts Lists in CommPortal and Outlook

« whether or not you are connected to your account.
You can access CommPortal directly from the Notification Icon, without needing to visit a login screen.
* The Notification Icon shows the following possible conditions.

* @ _when you have unheard voicemails

* @ - when you are connected to your account, but you have no unheard voicemails

* @ - when there is an error connecting to your account
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* Fﬁ - when there are unresolved conflicts between your CommPortal Contact Lists and your
Outlook contacts following synchronization.

Double-clicking the Notification lcon opens CommPortal on the Dashboard display.

Right-clicking the Noatification Icon brings up the following menu.

View Messages (4 new)...
Go To CommPortal...

Place Calls From » | (555) 203 5590

Enter Mumber .

Outiook Contact Sync
Settings

Check for Updates
Help

About

Exit

=

Figure 81: Right-click menu of the Notification Icon

You can choose from the following options.
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View Messages - opens CommPortal at the Messages display. This option also indicates the
number of new messages in your account.

Go To CommPortal - opens CommPortal at the Dashboard display.

Place Calls From - allows you to choose the number to use when making a call. Hovering over
this option presents a second dialog where you can either select a pre-configured number or enter
a new one.

Outlook Contact Sync - takes you to the Outlook Contact Sync tab described in Outlook
Contacts Sync tab on page 115 where you can enable synchronization between your Contact
Lists in CommPortal and Outlook.

You will not see this option if you have already enabled synchronization between your CommPortal
and Outlook Contact lists.

If you have already synchronized your Contacts and you have unresolved conflicts between
entries in your Contact Lists, you will instead see the option Resolve Contact Synchronization
Conflicts. Synchronizing CommPortal and Outlook Contact Lists on page 122 describes how to
resolve any conflicts.

Configure Settings - opens the CommPortal Assistant Settings page where you can make
changes to the behavior of CommPortal Assistant. For a full description, see Configuring
CommPortal Assistant Settings on page 111.

Check for updates - looks for software updates.

Help - opens the online help in your default web browser.

About - gives details about CommPortal Assistant, and includes buttons to generate diagnostics.
For a full description, see the online help.

Exit - closes CommPortal Assistant (which closes both the Notification Icon and the Toolbar).
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8.3.3 The CommPortal Assistant Toolbar

Note:

If the CommPortal Assistant toolbar does not appear despite installing CommPortal Assistant, right-
click on your Windows Taskbar, select Toolbars, and then click CommPortal Assistant.

The CommPortal Assistant toolbar allows you to control your status and to initiate outgoing calls.

The icon to the right of the toolbar displays your current phone status. Hover over the icon for more
information. To change your status, right-click on the status icon to select from the options presented.

For example, if you have the default set of available settings, the icons, and the corresponding menu
options, are as follows.

- Ring My Phone- your phone will ring as normal.
[E - Do Not Disturb - all calls will go to your voicemail and your phone will not ring.

[:. - Forward All Calls - will forward calls either to voicemail or to another number you can select
or specify, rather than making your phone ring.

[E? - Sim Ring - will redirect calls to multiple numbers that you can specify; all the numbers will
ring simultaneously and you can answer the call from any of the ringing devices.

Note:

If you also subscribe to the Incoming Call Manager, Easy Call Manager or FMFM services, you will
see more icons and have a greater range of options to select from. See online help for full details.

The following screenshot shows the call services settings for a subscriber with Easy Call Manager, but
who has not configured any Sim Ring numbers.

4 Available
B Do mot Disturb
\E| Farward ko 3

Go ko Call Manager. ..
Figure 82: Setting Your Call Services

Making Calls from CommPortal Assistant

You can also use the toolbar to make an outgoing call. To start a call, begin typing the name or
number of the person you wish to call in the text entry box inside the toolbar. As you type, the toolbar
will automatically offer suggestions from your contact list, as shown in Figure 83: Finding a contact to
call on page 121.
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Sallie Enfield {Ext) - (5013)

Sarah (Home) - (555) 334 5952
Sarah (Work) - (555) 114 2424
Search external contacts...

53 -
Figure 83: Finding a contact to call

If you are a member of a Business Group, these suggestions will include the names of any Business
Group Line contacts as well as your personal contacts.

You can also enter a telephone number in the text entry box, whether that number is in your contact
list or not. You should either enter the telephone number of the person you want to call (including the
area code) or, if you are a member of a Business Group, you can enter an extension number.

« Click on the name or number of a contact to initiate a call to this contact, or press Return once you
have entered a phone number.

e Your own phone will then ring. When you pick it up, MetaSphere places the call to the chosen
contact. You will hear a ringing tone (or other tone) as though you had dialed the number yourself.

* You will see a pop-up that displays the status of the call for the first 15 seconds (unless your
Service Provider has configured a longer timeout period), and allows you to end the call at the
press of a button. Once the pop-up disappears, you can end the call by hanging up the phone.

Note:

Some models of phone, designed for use with a headset or speaker, support "auto-answer". If you
are using one of these phones, you do not need to pick up your own phone. Through your headset
or speaker, you will immediately hear the system placing your call to your chosen contact.

8.3.4 Making Calls from Outlook

If you use Microsoft Outlook, after you have installed CommPortal Assistant, you will find a new @
button on each Contacts page in Outlook.

To place a call to the contact, click the @ putton. The following dialog opens, and you will need to
enter relevant details in each field. You can either enter the name of a contact or the number directly.
If you enter the number directly, you should either enter the telephone number of the person you
want to call (including the area code) or, if you are a member of a Business Group, you can enter an
extension number.

To make the call click Start Call.
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IE“ Open Contact

Mumber: |E|| [ Dialing Properties...

[ create new Journal Entry when starting new call

Call status: On hook

Start Call End Call Dialing Options...

Figure 84: Outlook Call Contact Page

See the CommPortal Assistant online help for full details of this feature.

8.3.5 Synchronizing CommPortal and Outlook Contact Lists

If you use Outlook 2003 or later on the same PC as CommPortal Assistant, you can configure
CommPortal Assistant to synchronize your Contact lists - so that a change made in one application
is applied to the other. Refer to Outlook Contacts Sync tab on page 115 for instructions on how to
enable this synchronization.

Once it is enabled, synchronization takes place automatically in the background. When this
synchronization is happening, you will see the screen shown in Figure 85: Synchronization Progress
Window on page 122 describing the progress of the synchronization operation.

Contact Synchronizaticn

0 conflicts detected

Wwinting back changes to Outlock and CommPortal

Figure 85: Synchronization Progress Window

« This window shows the progress of the synchronization process, including the number of conflicts
detected.

» Selecting Cancel will abort the current synchronization. Changes made up to the point at which
Cancel was clicked will still be applied.

* You can use the minimize button to close the dialog and allow the synchronization to continue in
the background.

« Once synchronization is complete, the window will either close automatically or, if there are errors,
remain open and indicate what the problem is.

« If there are any synchronization conflicts, the window shown in Figure 86: Conflict Resolution
Window on page 123 below will open automatically as soon as synchronization completes.
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Resolving Synchronization Conflicts

A synchronization conflict occurs if you have made changes to both the CommPortal contact list and
your Outlook contacts since the last synchronization that conflict with each other.

If there are conflicts, you will see an exclamation mark next to the notification icon (usually
at the bottom-right of your screen next to the clock). You can then select Resolve Contact
Synchronization conflicts to open the Conflict Resolution Window.

You may also see a balloon appear next to the icon when an automatic synchronization completes.
You can click on this balloon to open the Conflict Resolution Window.

The Conflict Resolution Window, shown in Figure 86: Conflict Resolution Window on page 123,
displays details of a single conflict. Once you have resolved this conflict, the window automatically
changes to display the next conflicting contact until all have been resolved.

CommPortal’s Version of this contact: Outleok’s Viersion of this contact:
John Doe (John) John Doe (John)

wlork: (555) 555 0110 Vaork: (555) 555 0110
Mobile: Mabile:

Fax: Fax:

Home: (555) 555 0108 Home: (555) 555 0108
Other: (555)203 1042 Other:

Email: john_doe@example.com Email: john.doe@example.com,

Job Title: Job Title:
Organization: Organization: Generic Corp

*) Keep CommPortal Version ©) greate separate coniBets I ) Keep Outlook Version

(] Apply this choice to all Conflicts I Finish ] [ Stop Synchronization J

Figure 86: Conflict Resolution Window

e The dialog title indicates how many conflicts require resolution.

* The CommPortal and Outlook Contact List entries are displayed side-by-side, with the conflicting
fields clearly indicated. In the example above, there is a small difference in the two email
addresses.

« You can select one of the following buttons to resolve the conflict. This option will then become
the default option for subsequent conflicts, even if the next conflict occurs during a later
synchronization.

* Keep CommPortal Version - the Outlook field is updated with the information in the
CommPortal field.

« Create separate contacts for the two versions - the conflict is unresolved.

« Keep Outlook Version - the CommPortal field is updated with the information in the Outlook
field.
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* You can also apply this option to all the conflicts in your lists by checking the radio button

alongside Apply this choice to all conflicts. This will resolve all outstanding conflicts in the same
manner.

« Select Continue to apply any changes and move on to the next conflict, or Stop Synchronization
to leave this and any subsequent conflicts unresolved.

When you run the synchronization process for the first time, you may have multiple potential
matches in CommPortal for a contact in Outlook, or vice versa, and these will be indicated as the
synchronization proceeds.

If multiple matches are found, you will see a similar screen to that shown in Figure 86: Conflict
Resolution Window on page 123.

* The Outlook contact's details are displayed on one side of the screen with all the possible matches
within your CommPortal contacts on the other side of the screen.

« Using the radio buttons, you can either select one of your CommPortal contacts as the contact
details you want to synchronize, or import the Outlook entry as a new Contact.

« Once you select a match to use and press Continue, CommPortal Assistant will attempt to
synchronize the selected CommPortal contact with the Outlook contact.

* You should select Stop Synchronization to close the window and leave the conflict unresolved.

Outlook/CommPortal Account Changes

If you have enabled synchronization and subsequently make any changes to your Outlook or
CommPortal account - for example to change your default Outlook profile or your CommPortal
account username - you will be prompted to confirm whether synchronization is still required with the
new account.

If you do not wish to synchronize with the new account, select Disable Synchronization. You can
later re-enable synchronization, or change your settings, using the Settings dialog described in
Outlook Contacts Sync tab on page 115.

Account Details Changed

The credentials you use to connect to CommPortal, or your Outlock Profile
settings, have changed since the last synchronization. Please confirm that
you want to synchronize with the new settings. You can enable / dizable
synchronization at any time from the settings menu.

Synchronize new account to'from CommPartal

Disable Synchronization

Figure 87: Account Details Changed
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9 Appendix: Using Call Me

Note:

The instructions in this appendix are written from the subscriber's perspective. If you wish, you
can use them as the basis for your own information for your subscribers. However, they are not
designed for direct distribution to end-users.

The Call Me feature allows you to create buttons and links that you can embed in a website or email

that invites people to initiate a call with you. When someone clicks on the button or the link, they are

taken to a website where they are prompted to enter their phone number. Once they have entered a

number their phone will ring; when they answer, your phone starts ringing.

This offers essentially the same service to your contacts as a toll-free number (although some users

may be charged as for an incoming call), but allows you to control and manage the service from

CommPortal.

CommPortal includes full instructions on how to create the buttons, but Creating a Call Me button on

page 125 provides a quick overview for creating a Call Me button.

9.1 Creating

a Call Me Button

To create a Call Me button:
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Log into your account using CommPortal.
« Your service provider will have given you the URL (web address) for logging into your account.

e Log in using your telephone number, and your PIN or password (whichever you normally use to
access CommPortal).

Click on Download link on the CommPortal Home page.

If you have the option to choose between apps on different platforms, click on On your Computer;
otherwise, skip this step.

Click on Call Me under Computer on the menu on the left.

You will then see the following page.
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Summary

Computer

Assistant

Call Me

Mobile / Tablet

Apps on your
Computer

Call Me Buttons

Make it easy for people to reach you by using
graphical buttons that you can add to a
webpage or email signature. When someone
clicks the button, they just enter their phone
number and we automatically connect the call
when you answer. Your account will be charged
for the cost of the calls made using Call Me
buttons.

o

© webpages or Emails

© call Me settings

Figure 88: Download Call Me Page

< Click on Webpages or Emails to create a button that you can use on webpages and emails.

« Ifthe Webpages or Emails option is grayed out, click on Call Me Settings and ensure that you

have enabled Call Me buttons.

e This will launch the Wizard within CommPortal that will lead you through the process of configuring
a Call Me button that you can then embed in webpages and emails.
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Call Me Button: Specify Options

To create a Call Me Button, please provide the following information.

Step 1

Enter the telephone number you would like to be called on when a user clicks your
Call Me Button.

555 5555 5555

Step 2
Do you want to create a Call Me Button or a Call Me link?

- o Can be used in web pages and HTML e-mails

'_' Call Me Can also be used in non-HTML e-mails

« Enter the number of the phone you want to be called on when people click your Call Me button.

Figure 89: Call Me button creation wizard

» Choose whether you want to create a graphical button to embed in a website or HTML email, or a
text-based link for use in non-HTML emails.

¢ Click Next.
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Call Me Button: Choose Button Style

Step 3
Please choose your preferred button style

O @ call us )

(®

O Call Us O o

Figure 90: Call Me button selector

« If you are creating a graphical button, select which style of button you want to use.
e Click Next.
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Call Me Button: Ready to Usel

To add to an HTML email:
You can copy and paste the button below into a web page or email signature, e.qg.

right-click it and choose 'copy', drag and drop it, or select it by dragging across it
then press Ctrl-C.

CALL ME

To add to a webpage:
Paste this HTML into your website.

<a href="http:/r= 2 "8 l/CommPortal/callme.html?

Figure 91: Call Me Button Presentation Page

« This screen displays the detail for the button you have just created.
* Copy and paste the image or HTML text as required.
* Click Close to exit the Wizard.

9.2 Managing Your Call Me Buttons

Once you have created them, you can manage your Call Me buttons using the options available on
the Calls Settings page of your CommPortal account.

* You can control whether or not the Call Me service is active.
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« When inactive, your existing Call Me buttons will not connect to your chosen phone. Instead
when your potential callers click your Call Me button they are presented with a message stating
that they should try again later.

¢ You can reinstate the service at any time using the same selection button.

* You can also completely revoke all your existing Call Me buttons. This will permanently deactivate
any existing Call Me buttons even if your service is currently active. If you subsequently want to
start using the Call Me feature again, you must create new buttons.

9.3 Call Me Experience

When a potential caller clicks your Call Me button the following page opens in their default browser.
The caller can click on the Charging Info link to see whether they might be charged for this call.

Call Me

Erter vour telephone number, We'll call wou right away, Once wou
answer your phone, we'll connect wou,

Charges maw apply, especially for cell phones - Charging Info

Enter wour telephone number. .. Call Me

Privacy Policy

Figure 92: Call Me Link - Active

The page itself includes clear instructions on how to use the button. The potential caller simply enters
their contact number in the field (they are prevented from entering a premium-rate number) and
presses the Call Me button. Their phone then rings; when they pick up, your chosen number will then
ring.

If you have temporarily suspended your Call Me service, the potential caller will see the following page
instead.

Sorry, this service is not currently active. Please try
again later.

o] 4

Figure 93: Call Me link - Inactive
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10 Appendix: MaX UC Desktop

Note:

From the v2.31 release, the Accession Communicator for Desktop and Mobile clients are renamed
as MaX UC Desktop and MaX UC Mobile, and are collectively known as the MaX UC Clients.

MaX UC Desktop provides soft phone and Instant Messaging functionality on Windows and Mac
computers.

Once MaX UC Desktop has been downloaded, subscribers have access to a comprehensive set of in-
app Help file that describes how to use the MaX UC Client features and troubleshoot common
problems.

MaX UC Desktop subscribers can also use Meetings to set up web conferences with one or more of
their contacts. See Appendix: MaX Meeting on page 133 for more information.
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11 Appendix: MaX UC Mobile

Note:

From the V2.31 release, the Accession Communicator for Desktop and Mobile clients are renamed
as MaX UC Desktop and MaX UC Mobile, and are collectively known as the MaX UC Clients.

MaX UC Mobile is a VolP soft client that you can download from an app store onto iOS and Android
mobile devices.

< Depending on the type of account you have, MaX UC Mobile enables you to:
e use your existing phone number to make and receive calls from the MaX UC Client app on your
phone, in addition to other devices which have the MaX UC Client app installed onto them
« use CommPortal features including Easy Call Manager, Visual Voicemail, and Click-To-Dial on
the MaX UC Client Ul
» seamlessly uplift calls to video at the touch of a button and without disrupting the call
« jump calls between landline, smartphone and tablet devices

e use Instant Messaging and/or SMS messaging.

If you have previously deployed CommPortal Mobile, you may have a voiceless MaX UC Mobile
client that enables you to access various aspects of your CommPortal account including Easy Call
Manager, Visual Voicemail, and Click-To-Dial on the MaX UC Client Ul, but does not allow you to
make calls (other than by using Click-To-Dial) or use Instant Messaging.

Once MaX UC Mobile has been downloaded/intstalled, subscribers have access to an in-app
tutorial that describes how to use the MaX UC Client features on their mobile device.
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12 Appendix: MaX Meeting

MaX Meeting is part of the MaX UC Client solution. It provides audio and video conferences over the
web, including web collaboration features such as screen sharing, whiteboard annotations, and
presentation capabilities. Although you have to be subscribed to MaX Meeting to set up a meeting,
non-subscribers can join a meeting by accepting a meeting invitation.

Meeting is an audio and video conferencing solution that offers many advanced collaboration tools
including online meetings and webinars.

Subscribers can create a Meeting by clicking the Start link on the CommPortal dashboard and
selecting Start Meeting. If the subscriber has a license to create Meeting Webinars, they will also see
a Manage Webinars link here.

€ Back Messages&Calls(13) Contacls

Groups My Mobile Call Settings Message Motifications Reminders Account Group Mailt
Settings Codes

Group Mailbox

Directory Number Namz Enabled

{123) 455 TEQD-1 John Smith L ]
[123) 455 TEO1-3 Jane Wilson - w
(123) 455 TBOZ-4 Tom Jones L]
[123) 455 TEO3S Ann Smith - w
(123) 455 TEQ4-1T Susan Wilson o L]

Personal Details Security
John Smith Change Password

Devices. Change Call Services PIN
‘Set Emengency Location Change Security Email

Figure 94: Creating a Meeting from the CommPortal dashboard
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