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Confidentiality  

All information in this document is provided in confidence as per the terms and conditions of 

Wholesale Hosted Communications (WHC) and shall not be published or disclosed wholly or in part 

to any other party without BTôs prior permission in writing.  These obligations shall not apply to 

information which is published or becomes known legitimately from some source other than BT. 

 

Version Control 

This document is controlled and issued by the BT Wholesale (BTW) Product Manager.  Please ensure 

that you have the latest version of this document, existing Communications Providers (CP) can 

download this from the WHC Document Centre, and new customers should check with their Account 

Managers.  

Description of change Issue Date 

Published version for launch Final 1.0 04 July 2017 

In support of release BG: 

¶ Added in Flexible Seating Guest 

All changes can be seen via Track Changes.  If you 

do not want to see the changes you can either 

óAcceptô all changes or change Review option to 

óNo Markupô. 

Final 2.0 

16 July 2017 

In support of Release BG+: 

¶ Updated Voice Portal Feature 

All changes can be seen via Track Changes.  If you 

do not want to see the changes you can either 

óAcceptô all changes or change Review option to 

óNo Markupô. 

Final 3.0 

14 August 2017 

In support of Release BI: 

¶ Updated Call Forwarding Selective with 

Holiday Schedules option. 

General Updates 

¶ Added in Call Centres (agent) which was 

missing. 

Final 4.0 

13 November 2017 
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¶ Minor update to Fax Messaging 

¶ Minor update to Automatic Callback 

All changes can be seen via Track Changes.  If you 

do not want to see the changes you can either 

óAcceptô all changes or change Review option to 

óNo Markupô. 

General Updates: 

¶ Small changes made to Flexible Seating 

All changes can be seen via Track Changes.  If you 

do not want to see the changes you can either 

óAcceptô all changes or change Review option to 

óNo Markupô. 

Final 5.0 

09 December 2017 

In support of Release BJ: 

¶ Added in Shared Call Appearance 20 and 

Multiple Call Arrangement 

All changes can be seen via Track Changes.  If you 

do not want to see the changes you can either 

óAcceptô all changes or change Review option to 

óNo Markupô. 

Please note, this guide has been published ahead 

of the release, therefore highlighted changes are 

only effective from Saturday 10 February 2018, 

Final 6.0 

07 February 2018 
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Introduction 

The following document type provides a comprehensive user guide on how to use BTW WHC 

features.  Where appropriate the guide will be backed up by screenshots to support the recipient of 

this guide. 

We provide a number of features within the WHC proposition which are split into three categories: 

¶ Company Features ï allows control of features that apply company wide  

¶ Site (Group) Features ï sets a policy for a site and users inherit this setting 

¶ User Features ï allows personalization per user 

Most of which can be configured by any of the following means: 

¶ Ordering Portal (Business Zone) 

¶ Configuration Portal (Business Portal) 

¶ Feature Access/Star Codes (FACôs) 

Administrators can make changes based on their profile using the portals/methods detailed below: 

¶ CP Administrator ï Company, Site & User features on Business Zone or Business Portal 

¶ Company Administrator ï Company, Site & User features on Business Portal or via FACôs 

¶ Site Administrator ï Site & User features on Business Portal or via FACôs 

¶ End User - User features on Business Portal or via FACôs 

 

Overview 

This document describes the basic functionality of each User Feature and provides an explanation of 

how the Feature is used and configured by administrators or Users.   

 

Audience 

This document is intended for a WHC CP and their order entry and support personnel (CP 

Administrator), as it contains elements of provisioning, installation and configuration.  If this document 

is to be used by a CPôs customer then it will need to be rebranded and altered to suit that audience.  
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Contextual Help 

This functionality is deployed on the Business Portal and provides a guided tour to all users on how 

to configure Company, Site and User features.  It does this by providing an óAssistanceô button located 

in the top right-hand side of each feature.   

 
When the assistance button is clicked on it will guide the user, step by step, on how to configure that 

particular feature.  It does this by providing onscreen pop-ups against each of the key parameters 

with key written information.  It also enables the user to move to the next step, go back to the previous 

step or exit the tour. 

 

Contextual Help supplements this user guide and provides onscreen help as you go.  This user guide 

provides more detail than the portal, but for some the Contextual Help will negate the need to use the 

guides so often.   
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Navigation 

A Userôs feature pack and assigned features can be displayed from Business Portal once the user 

has been selected.  The full feature list can be seen by an Administrator and the User from within the 

Business Portal by selecting the Service Offerings button: 

 

Clicking on this button will provide the user with an alphabetical list of features available to them.  

Please note features that are available in areas of the portal, other than the óFeaturesô page will not 

appear in this list, i.e. Additional Line.  

 
 
Any chargeable add-ons/extras will be displayed when added to the License pack. These add-ons 
will either be: 
 

¶ Features available to configure in the Business Portal 

¶ Applications to download from the Business Portal  

¶ Applications to download from other sources 
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Applications available to download from the Business are available from the Applications page on the 

Business Portal. 

 

 

 
Features are then available to configure from the Features page on the Business Portal.  
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If an administrator does not want a User to have access to a feature then it can be removed for that 

User.  Simply click on the Feature Assignment button from the Business Portal and removing the 

feature by unticking the box. 
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Feature Configuration A-Z 

Additional Line 

Description 

Additional Line is a óUser Typeô that is configured when a new User is created. 

 

Function 

An additional line can be created to give a device, IP handset etc. a 2nd, 3rd, 4thé. call appearance, 

on spare line keys if supported, for multiple DECT handsets off a DECT base station or to utilise a 

2nd line on an ATA. 

 

Configuration/Operation 

To provide a User with an additional line in the Business Portal navigate to: 

¶ Employees>Add Employee 

 

 

 

¶ Click Save & Activate 
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¶ Select Site Name 

 

 

¶ Select Additional Line 
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¶ Select Primary Number and Feature Package 
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¶ Select Optional Add-On Feature Package (if required) 

¶ Select Device 

¶ New Device:- If  you wish to create a new device for this service 

¶ Define a new device ID 

¶ Select the device type from the dropdown box 

¶ Enter the device MAC address 

¶ Existing Device 

¶ Select the existing device in the Device ID dropdown box. 

¶ Click Activate 

The additional line will be added to device. If the additional line is on an existing device the device 

will reboot and the additional line will appear under the first spare line key. 
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Alternate Numbers  

Description 

The Alternate Numbers feature allows Users to specify the Alternate Numbers they can use with their 

phone service. Users can configure up to ten Alternate Numbers. The Alternative number will call the 

Userôs Primary Line appearance and a distinctive ring pattern is applied to differentiate the call. 

 

Function 

Normal ringing is provided for incoming calls to the primary phone number and Users have the option 

of selecting from 3 distinctive ring patterns for calls to their subsequent alternate numbers.  The 

distinctive ring patterns available are: 

¶ Normal 

¶ Long-Long 

¶ Short-Short-Long 

¶ Short-Long-Short 

Only numbers that are Reserved for the Site but unassigned to Site features or Users are available 

in the dropdown list for assigning as Alternate Numbers.  Alternate Numbers will appear in the CDR 

billing files. 

For outgoing calls from the User, the Userôs primary phone number is the calling line identity. 

 

Configuration/Operation 

The User can select the feature setting Alternate Numbers in the Business Portal on their User 

Features page. 

In the Business Portal, navigate to:   

¶ Employees (select employee) > Features > Alternate Numbers 

              

¶ If  you  want  to  allow each  alternate  number  to  have  a  distinctive  ring pattern, select 

the "Use distinctive ring patterns" check box. 

¶ Click óSaveô 
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¶ Click óAddô 

 

 

¶ From the Alternate Number list box, select a telephone number for your new alternate 

number. 

¶ Type a telephone number extension in the Extension field if required. 
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¶ From the Ring Pattern list box, select a ring pattern for your new alternate number. 

¶ Click Save. 
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Anonymous Call Rejection 

Description 

This service enables a user to reject calls from anonymous parties who have explicitly restricted 

their identities. By activating the service, callers who have restricted their identities are informed 

that the user is not accepting calls from restricted callers. The userôs phone does not ring and 

the user does not see or hear any indication of the attempted call. 

This service does not apply to calls from within a group. 

 

Function 

Anonymous Call Rejection enables users to instruct WHC to reject incoming call attempts from callers 

not within the same group, who have blocked their identity (phone number) to the user, with a calling 

identity delivery blocking feature. When this feature is active, the user receives no alerting indication 

for external calls from callers with their identities blocked. Instead, the caller is connected to an 

announcement stating that the user does not accept calls with the callerôs identity blocked. 

 

Configuration/Operation 

The User can configure this service through the Anonymous Call Rejection Feature on the Userôs 

Features page on the Business Portal or the Services tab on the Toolbar 

In the Business Portal, navigate to:   

¶ Employees (select employee) > Features 

             

 

 

¶ Toggle the Anonymous Call Rejection switch to the óOnô position 
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OR 

¶ In the Toolbar click Services 

               

¶ Click Anonymous Call Rejection on the left 

                      

¶ Select the óOnô radio button on the right 

¶ Click Apply 
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Answer Confirmation 

Description 

This feature enhances the existing Simultaneous Ring, Sequential Ringing and Call Director features 

to (optionally) prompt the called party to enter a digit to confirm the acceptance of the call. 

 

Function 

These enhancements allow us to better deal with situations in which a find-me-follow-me destination 

rolls over to voice mail, thus ending the find-me-follow-me functionality and preventing real parties 

from answering the call (for example, when a mobile phone is off or unreachable). The Answer 

Confirmation feature ensures that the call is connected to a live party, or rolls over to the userôs WHC 

voicemail inbox. As such, the answering party will be prompted to enter a confirmation digit (any) 

before getting connected to the calling party.  

Alerting continues for all other destinations until the successful collection of a confirmation digit.  

Upon collection of a successful confirmation digit, the call is connected and other find-me-follow-me 

destinations are released as usual. 

 

Configuration/Operation 

Configuration of Answer Confirmation for the Simultaneous Ring, Sequential Ringing and Call 

Director services is found in the Mobility section on the Userôs Features page on the Business Portal  

For Simultaneous Ring you can configure via the Toolbar application, see below, and from the UC-

Office application, Desktop and Smartphone. 

In the Business Portal, navigate to:   

¶ Employees > Features > Mobility 
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Answer Confirmation for Simultaneous Ring 

Answer Confirmation is available to configure in the Simultaneous Ring Features page in the 

Business Portal. There are check boxes to turn Answer Confirmation On or Off for each Simultaneous 

Ring Phone Number: 
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¶ Turn on Simultaneous Ring 

¶ Using the +Add button, add in the numbers you wish to ring 

¶ Select Answer Confirmation if required 

¶ Click Save 

From the Toolbar 

¶ Select the óSimultaneous Ringô icon (Highlighted below) 

 

                    

¶ Turn on Simultaneous Ring 

¶ Using the Add button, add in the numbers you wish to ring 

¶ Select Answer Confirmation if required 

¶ Click óOKô 

 

When Simultaneous Ring is enabled, calls to the user are presented to their devices and all 

Simultaneous Ring phone numbers simultaneously. The user can then answer the call on any of their 

devices or Simultaneous Ring numbers.  

When enabled, the Answer Confirmation option provides a prompt to the User (the answering party) 

to enter a digit to complete the call when answered by one of their Simultaneous Ring numbers. Any 

digit can be dialled to confirm the call.  
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The default prompt played to the User is óPlease press any key to complete the callô.  

Until the answering party successfully dials a confirmation digit, the service continues to ring all 

Simultaneous Ring phone numbers.  

If a confirmation digit is not pressed within 5 seconds of answering the call then the call leg is released 

and the other phone numbers continue to ring.  

Upon successfully confirming the answer with a digit, the call is connected and the other destinations 

are released as usual. 

Example 

¶ A calls B, who has Simultaneous Ring set to location C and D 

¶ Locations C and D ring 

¶ User B answers the call from location C, D continues to ring 

¶ User B is presented with the prompt óPlease press any key to complete the callô 

¶ User B presses a digit to confirm the call 

¶ A is connected to User B at location C. The call to location D is dropped 

¶ A and B are now talking 

 

Answer Confirmation for Sequential Ring 

Answer Confirmation is available to configure in the Sequential Ring Features page in the Business 

Portal. There are check boxes to turn Answer Confirmation On or Off for each Sequential Ring Phone 

Number: 
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The Sequential Ring feature uses the Answer Confirmation feature in a way that is very similar to 

Simultaneous Ring. However, for the Sequential Ringing feature there is only one alerted location at 

a time. A failed confirmation at a given Sequential Ring phone number (due to sequential ring timeout, 

confirmation timeout, user hang-up, and so on) results in the service automatically ringing the next 

location. 

A confirmation is never requested for a sequential ringing location that corresponds to the userôs 

primary phone number. When Sequential Ring is enabled, calls to the User are presented to the 

Userôs primary phone and/or up to 5 Sequential Ring phone numbers one after the other. The Users 

configures how long each location should ring for before moving on to the next. 

When enabled, the Answer Confirmation option provides a prompt to the User (the answering party) 

to enter a digit to complete the call when answered by one of their Sequential Ring numbers. Any 

digit can be dialled to confirm the call. 

The default prompt played to the User is óPlease press any key to complete the callô. 

Until the answering party successfully dials a confirmation digit, the service continues to ring all 

Sequential Ring phone numbers in turn. 

If a confirmation digit is not pressed within the timeout of answering the call then the call leg is 

released and the next location is alerted. 

Upon successfully confirming the answer with a digit, the call is connected and the next locations are 

not alerted. 
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Example 

¶ A calls B, who has Sequential Ring set to location C and then D and then E 

¶ Location C rings 

¶ User B does not answer. The sequential ring alerts the next location (D) 

¶ User B answers at location D and is presented with the prompt óPlease press any key to 

complete the callô 

¶ User B does nothing (no digit pressed) and the sequential ringing timeout for next location 

occurs in the middle of the confirmation procedure 

¶ Call leg to location D is released and E starts ringing 

¶ User B answers at location E and presses a digit to confirm the call 

¶ A is connected to User B and location E and A and B are now talking 

 

Answer Confirmation for Call Director 

Answer Confirmation is available to configure in the Call Director Features page in the Business 

Portal. 

 

 

 

¶ Select the óPhone Numberô you wish to enable óAnswer Confirmationô for 
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When Call Director is enabled, calls to the user are presented to their locations and all the Devices 

Ring dependent on the rules in place. See the Call Director Section for further information. The user 

can then answer the call on any of their devices.  

When enabled, the Answer Confirmation option provides a prompt to the User (the answering party) 

to enter a digit to complete the call when answered by one of their Simultaneous Ring numbers. Any 

digit can be dialled to confirm the call.   The default prompt played to the User is óPlease press any 

key to complete the callô. Until the answering party successfully dials a confirmation digit, the service 

continues to ring all Simultaneous Ring phone numbers.   If a confirmation digit is not pressed within 

5 seconds of answering the call then the call leg is released and the other phone numbers continue 

to ring.  Upon successfully confirming the answer with a digit, the call is connected and the other 

locations are released as usual. 

 

Answer Confirmation Interactions 

The following table shows different actions that can be attempted whilst a call is waiting for 

confirmation and the result of the attempted action: 

Event Action 

Pickup Attempt  

From another location 
Deny call pickup request. Continue 

confirmation procedure. 

Call Park Attempt  
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From any side 
Deny call park request. Continue confirmation 

procedure. 
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Automatic Callback 

Description 

The Automatic Callback (ACB) service allows Users to monitor a busy party and automatically 

establish a call when the busy party becomes idle.  Upon reaching a valid ACB busy condition, the 

User will hear an announcement asking if they would like to monitor the line and be called back when 

it is idle.  The ACB service can only be activated against a destination/number that resides on the 

WHC platform. 

 

Function 

Automatic Callback is an outgoing call feature that allows a User to place a call to another User in the 

same group. If the called User is busy, the call originator can activate Automatic Callback to be 

notified when the called User is idle. 

When notified, a new call setup attempt to the now idle User is initiated automatically and the 

originating User is not required to redial the phone number. The new call attempt is treated as an 

originating call attempt; it may receive busy treatment or be redirected. For the new call setup to be 

attempted, both parties must be idle. 

When a User originates a call to another User on the WHC platform, if the called party is unable to 

receive the call because of a valid ACB busy condition, a prompt is played giving the originator 

the opportunity to activate ACB, (for example, ñThe line you are calling is busy. Press 1 if you would 

like to be notified when the line is availableò). 

After activating ACB, the Originating User goes on hook and is notified with special ringing 

when both parties are idle. If the User answers special ringing, call setup is automatically initiated 

towards the other party. 

 

Configuration/Operation 

A User can activate or deactivate Automatic Callback via the toggle switch in their Feature page on 

the Business Portal or through the Services Tab on the Toolbar. 

In the Business Portal: 

¶ Navigate to:-    Employees (select employee) > Features 
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¶ Toggle the Automatic Callback switch to the óOnô position 

           

 

 

OR 

¶ In the Toolbar click Services 

 

              

¶ Select Automatic Callback in the menu on the left 
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¶ Select the óOnô radio button 

¶ Click Apply 

 

Limiting Conditions 

Terminating Users are considered busy, or unavailable, if they cannot receive a call at their primary 

locations. This means that if a terminating feature redirects the call and the new location is busy, 

ACB is not activated. 

ACB is disabled if the call is handled by any of the following terminating services, but is not limited to 

these service interactions. 

¶ Selective Call Rejection and Selective Call Acceptance 

The length of time ACB remains active and the numbers of retry attempts etc. are not configurable, 

they are controlled by the system. 
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Automatic Hold/Retrieve 

Description 

Automatic Hold/Retrieve (AHR) provides users with the ability to automatically hold and retrieve 

incoming calls without having to use a feature access code or flash key.  It is useful for users who 

manage a large volume of incoming calls as it enables them to hold calls by simply transferring them 

to dedicated parking stations.  A dedicated parking station is a separate user license reserved for 

holding or retrieving calls. 

 

Function 

This service is commonly used by receptionists operating attendant consoles. When a call terminates 

on the attendant console, the receptionist typically: 

¶ Answers the call, gathers information from the caller, and then transfers the call to a 

dedicated station with the AHR service enabled.   

¶ Once transferred to the parking station, the call is automatically put on hold and the caller 

is played Music On Hold while they wait.  

¶ The receptionist then communicates with the person who should handle the call, and 

provides them with the extension against which the call is held. That person calls the 

extension and retrieves the call. 

If the call is not answered within a specified amount of time, it is recalled to the receptionistôs device.   

The parking station with the AHR service assigned should not have any device associated with it due 

to the calling limitations. For example, calls cannot be made or received and services that put calls 

on hold cannot be invoked from such a device. The emergency and maintenance calls cannot go 

through and feature access codes (for example, Music-On-Hold activation, or Call Pickup requests) 

are blocked.  Emergency calls made from a device with the AHR service activated receive a busy 

signal. 

 

Configuration/Operation 

This is not a regular user service and needs to be treated differently.  This feature should only be 

enabled on a dedicated user account, so a Functional User Account or above, dedicated as a parking 

station.  That dedicated user license, as explained above, should have no device associated with it 

and no other features should be configured.  Likewise this number should not be used in conjunction 

with Group Calling Line ID otherwise any returned call will automatically be placed on hold.   

To turn this on please navigate to Features within the Business Portal. 
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¶ Select the Configure button next to Automatic Hold/Retrieve which will open up the 

configuration options against the feature.  

.  

¶ Click in the small box where it says Turn on Automatic Hold/Retrieve.   

¶ Type in the number of seconds that the call should be held for before being automatically 

returned to the attendant, the default is 20 seconds. 

¶ Select Save to enable the feature. 

 

Please note, only one call can be held at a station at any given time.  
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Basic Call Logs 

Description 

Basic Call Logs provides users with call logs for received, missed, and placed calls. 

 

Function 

The basic call logs are all accessible from the Business Portal, phones and applications.  It provides 

the user with the following: 

¶ Missed calls 

¶ Placed calls 

¶ Received calls 

Note that for SIPT users, logs will not contain any internal calls between PBX users that do not pass 

through the WHC platform. 

 

Configuration/Operation 

No configuration is required to use this feature as it is an inherent feature.  Operation of the feature 

is dependent on the device or application being used.  The screenshot below shows Basic Call logs 

being accessed from the Business Portal: 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The screenshot below is from a Yealink T48G IP Phone and demonstrates the options available on 

the left-hand side of the screen. 
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The example below is taken from the Toolbar. 
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Busy Lamp Field 

Description 

The Busy Lamp Field (BLF) feature a l lows  another  user  to  monitor another userôs call state, 

through Busy Lamp Field LEDôs, available on an IP Phone or IP Phone attendant console (sidecar).  

Users can be subscribed to a list of Users to monitor, and receive notifications of the busy/idle state 

of the monitored Users. 

For a full list of supported IP Phones and devices, please refer to the Product Handbook. 

               

Function 

The Busy Lamp Field feature supplies the ability to use the "busy lamp" fields on an IP phone 

or  attendant console phone to monitor the busy/idle status, pick up a ringing call and óone touchô 

transfer a call for a specified set of Users. This feature is particularly useful to operators and 

receptionists who need to handle and distribute calls on behalf of a group of Users. 

BLF is a User level feature that supports the provisioning of an ordered list of monitored Users. This 

list of monitored Users requires a unique identifier in the form of a SIP URI.  The list SIP URI 

addressing must be in the form of the BLF Userôs DDI in E.164 format and the subscription domain 

of the Customer. This ensures the list of monitored Users will operate correctly and be recognized 

by the system.  The list SIP URI must be in the following format: 

¶ 441234123456@subscription.domain 

The signalling for the Busy Lamp Field feature is carried via TCP, (not UDP). Please take this in to 

account when advising your Customers on firewall configuration. 

The initial NOTIFY for the subscription contains the full state of all the Users in the order specified 

in the BLF configuration file. The monitored Users are automatically populated in the configuration 

file.  If the customer requires changes to the monitored User list they can alter the Busy Lamp Field 

list in the Business Portal by adding or removing members until they appear in the order the customer 

requires. Rebooting the device may be required to reorder the keys to match the configuration file. 

In general the colours of the BLF LEDôs are: 

¶ Green = idle status 

¶ Red (Blinking) = ringing (alerting) 

¶ Red = busy 

¶ Orange = configuration error 

The BLF User is able to pick up a ringing call and transfer an active call to any monitored User using 

the monitored Userôs BLF key. 

¶ The monitored User does not have to be provisioned on the same site as the BLF User 

to perform transfers. 



 

 

42 www.btwholesale.com 

User Features Guide ï WHC 3.0 

 

¶ The monitored User MUST be provisioned on the same site as the BLF User to enable 

the Call Pick Up functionality 

¶ Location Dialling Codes do not need to be configured to enable this functionality. If 

Location Dialling Codes are configured the Location Dialling Code plus the extension 

number will display on the destination Userôs phone. 

 

The maximum number of Users that can be provisioned and monitored in the system is 

limited to 50 in the Busy Lamp Field list. 

 

Configuration/Operation 

The BLF add-on will need to be added to the User from with the Business Zone Ordering portal before 

it is available to configure in the Business Portal.   

The Group or Company Administrator will need to customise the Userôs device using the Device 

Management Site Feature,  navigate to: 

¶ Sites (select a Site) > Device Management > Devices 

¶ Check the BLF checkbox for the device assigned to the Employee that requires the Busy 

Lamp Field configuration on their device: 

 

 

¶ Click Save at the bottom of the page. 

The User, Group or Company Administrator can then configure the Busy Lamp Field list of monitored 

Userôs through the Userôs Features page in the Business Portal. The list should contain the Users 

whose busy/idle status you want to be able to monitor using a supported IP Phone or attendant 

console phone.  Navigate to: 

¶ Employees (select employee) > Features > Busy Lamp Field 

¶ Enter the óSip URI for List of Usersô in the field provided. 
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¶ The SIP URI must be the BLF Userôs DDI in E.164 format.   For example, 

441234123456@subscription.domain. 

 

 

¶ Select the Users that are to have their busy/idle status to be monitored from the 

AVAILABLE USERS list on top. 

 

 

¶ Click óAddô to move them to the ASSIGNED USERS table at the bottom. 

The order of Users in the list you create will correspond to the line appearance order on the supported 

device.  In other words, the first User in the list on the Busy Lamp Field page is listed on the first 

available line appearance for BLF on the device and so on until all the Users appear on a key or all 

mailto:441234123456@subscription.domain


 

 

44 www.btwholesale.com 

User Features Guide ï WHC 3.0 

 

the available line appearance keys are used. You can control this order by using the up/down buttons 

next to each Assigned User. 

¶ Click Save. 

Please note a reboot of the IP Phone may be required to download the new BLF configuration file. 

 

Limiting Conditions 

For óCall Pick Upô of a ringing call using the BLF key of the monitored User, the Users need to be 

configured in a Call Pick Up Group. 

Call Pick Up is only supported for monitored Users provisioned on the same site as the BLF User. 

As the BLF key performs an automatic óOne Touchô transfer, if the BLF User needs to perform a 

Consultative transfer to a monitored User the process is different to the standard Consultative transfer 

to a user not on the BLF Monitored User list. 

For the BLF User to perform a Consultative transfer to a monitored User the process is: - 

During an Active Call: - 

¶ Press Hold 

¶ Press the required monitored Userôs BLF key 

¶ Wait until the monitored User answers 

¶ Press the óXfer lineô soft key 

 

The Feature Access Code for Call Pick Up, *98, will pick up the longest ringing call of the users 

configured in the Call Pick Up Group. The FAC for Call Pick Up can be configured in the phoneôs 

directory if a key is available. 

Directed Call Pick Up, *33, must be manually dialled to pick up a specific call. 
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Call Barge-in Exempt 

Description 

Call Barge-in Exempt is used by Users wanting to stop other users from baring in on an active call. 

 

Function 

Block barge-in attempts from other users with Directed Call Pickup with Barge-in. 

 

Configuration/Operation 

In the Business Portal, navigate to:  

¶ Employees > Features > Call control > Call Barge In Exempt 

 

 

¶ Use the slider switch to Enable/Disable the feature. 
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Call Centres (Agent) 

Description 

The Call Centres employee feature is for use by users whom have been assigned to a Call Centre 

queue to set their status in a queue, and log in an out of queues if permitted.   

 

Function 

This feature will only appear if the user has been assigned to a Call Centre by an administrator from 

within the Site features page.   

The feature control in the Business Portal will allow an agent to sign in and out of the Call Centre and 

set their status.  Alternatively an agent can do this via the other following means 

¶ IP Phone ï if the soft keys have been added by the Site Administrator under Sites>Device 

Manager>ACD>On) 

¶ Office UC Applications 

 

Configuration/Operation 

This section describes how a user/agent can manage their Call Centre status using the Business 

Portal.  Once logged on, Navigate to Employees>Features>Call Control>Call Centres. 

 

¶ Click Configure 

¶ ACD State ï select the status from the dropdown from one of the following: 

- Sign-In 

- Sign-Out 

- Available 

- Unavailable 

- Wrap-Up 
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¶ Join Call Centre ï select a queue/s to add or remove yourself.   However please note 

an agent can only choose to add or remove themselves from these queues if the 

administrator has allowed this option from the Site feature setting. 
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Call Director 

Description 

Call Director is a fixed-mobile convergence (FMC) solution that allows users to make and receive 

calls using one number on any device and move calls between devices. 

Call Director must also be configured as a Site Level Feature. For guidance please refer to the 

Site Features Guide. 

The Call Director user feature allows the user to define one or more phone number locations e.g. a 

Mobile Phone (also referred as Call Director locations in this document) that can be used as 

extensions to the userôs account. These numbers are all alerted for inbound calls, similar to the 

Simultaneous Ring/Remote Office feature. Call Director supersedes the Simultaneous Ring feature. 

There is also the Call Director portal, which is a Site level Feature that: 

¶ Allows users to make calls via the Call Director Portal from any Call Director location and 

present their business number 

¶ Move calls from their device/locations to any Call Director location 

The Call Director portal allows Users to make outbound calls from any phone using their WHC service. 

Once the passcode and destination digits are collected by the Call Director Portal, the call proceeds 

as if the call originated from the userôs desk phone. 

Call move/handover functionality is provided by a Call Director Call Move feature access code. When 

dialled from a Userôs device the active call is moved to that device. This feature access code can also 

be dialled via the Call Director Portal to move the call to a Call Director Location. 

Call Director User Feature  

The Call Director User Feature allows the user to configure Call Director locations. A Call Director 

location is a phone number in national format e.g. 07123456790. A Call Director location can be 

enabled or disabled from the Business Portal or by using the Location Control Feature Access Codes. 

The following attributes are also configurable for each Call Director location: 

¶ Require Answer confirmation ï This attribute determines whether the user is prompted 

for answer confirmation when a call leg is extended to the Call Director location and is 

answered by the user. 

¶ In addition to these options, the user can configure Call Director locations to be alerted 

for Click-to-Dial calls. The Alert all locations for Click-to-Dial call attribute applies to all 

configured Call Director locations. 

The Call Director User Feature is available to configure in the Business Portal under: 

¶ Employees > Feature Settings > Call Director 
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A new Call Director Number / Location can be added by clicking the óAddô button.  

Multiple Call Director Numbers can be added and configured separately. All Call Director Numbers 

are alerted simultaneously, when enabled, for inbound calls. Call Director Numbers can use the Call 

Director Portal to make calls and use the Call Director Call Move Feature and Feature Access Codes. 
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Enter the Call Director Phone Number (Location) in national format and optionally enter a Description 

for the Number/Location, then optionally select óRequire Answer Confirmationô. 

¶ Click óSaveô or óSave & Add More Detailsô to add this Number/Location to the Call Director 

Service. 

To add subsequent Call Director Numbers click the óAddô button and follow the above steps. Once a 

Call Director Number is added Selective Criteria or óRulesô can be added to the Number to specify 

when the Call Director Number should be active and the Number alerted for inbound calls. 

Call Director Numbers can be modified e.g. Enabled/Disabled, Answer Confirmation 

Enabled/Disabled as required.  Disabled Call Director Numbers are not alerted for inbound calls, 

Click-to-Dial originations etc.  Call Director Numbers can be deleted by selecting the Number and 

clicking the Delete button.  Once a Number has been added to the Call Director User Feature, other 

Users will be forbidden from using the same number. 

For SIPT users this feature will not work for internal inbound calls between PBX users that do not 

pass through the WHC platform. 

 

Configuration/Operation 

Call Director Inbound  
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Inbound calls are forked to the userôs Call Director locations. The user may have multiple Call Director 

locations configured. Each Call Director location is configured individually with optional selective 

criteria that determine whether a Call Director location can be alerted for a given call termination.  

Each Call Director location can also be enabled or disabled for call terminations in the Business Portal 

or by using the Location Control Activation or Deactivation (default *12 and *13 respectively) Feature 

Access Codes. 

Enabled Call Director locations are alerted in parallel to the userôs primary location and the alternate 

locations configured via the Shared Call Appearance feature. To alert a Call Director location, the 

platform uses the Call Director phone number configured for the location. 

If the user answers from a Call Director location that has the Answer Confirmation Required attribute 

enabled, then the platform connects the Call Director location to an Interactive Voice Response (IVR) 

session and prompts for confirmation. This capability of requiring answer confirmation is introduced 

in Release SDAB of the Service Delivery Platform in the context of the Simultaneous Ringing and 

Sequential Ring services. This capability is extended to Call Director locations through a configuration 

option of the Call Director user feature. The behaviour of this capability is the same as it is for the 

other forking services. If the user confirms by dialling a key, then the Call Director location is 

connected to the calling party; otherwise the Call Director location is released. Note that the Answer 

Confirmation Required attribute may be configured for more than one Call Director location. In this 

case, the first Call Director location to confirm on answer always gets connected, while the other 

locations are released. 

Call Director Outbound  

The user originates a call from a Call Director location through a Call Director Portal or using a call 

client (that is, Click-to-Dial). Click-to-Dial originations are processed in a similar way as call 

terminations (Call Director Inbound) and are described in the above section.  

This section describes the behaviour when the user originates calls from the Call Director location by 

dialling through a Call Director Portal. 

The user dials into the Call Director Portal, which is primarily responsible for collecting the destination 

digits. Once the Userôs passcode (same as Voice Mail PIN) have been entered and the destination 

digits are collected, the Call Director portal resumes the call origination through a redirection 

mechanism, as described in the sub-section that follows. The call origination is resumed as if the call 

was originated from the userôs desk. 

The process is as follows: 

¶ The user calls the Call Director portal from the Call Director location. 

¶ The Call Director portal handles the incoming call and attempts to identify the user from 

the calling number 

¶ The calling number is then used to look up a Call Director location. 
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¶ If the calling number is not available, then the calling party is prompted for the calling 

number. 

¶ If the Call Director portal prompts for the calling number, then the entered digits are 

resolved and a Call Director location is looked up from that number.  

¶ The Call Director portal validates the scope of the calling number. 

- If the Call Director portal scope is set to ñenterpriseò, then the user identified by the calling 

number must be in the same Customer as the Call Director Portal. 

- If the Call Director portal scope is set to ñgroupò, then the user identified by the calling 

number must be in the same Site as the Call Director portal. 

¶ Once the user is identified from the calling number, then Call Director Portal prompts for 

a passcode and prompts for a destination address.  

¶ The user enters the same passcode used for the voice portal (Voice Mail) and the Call 

Director Portal. The passcode is configurable from the Business Portal via Service 

Settings >Service Passwords, or from a Voice Portal menu. If the entered password is 

invalid, locked, or expired, then the call is released and an appropriate message is played 

to the caller. If the user enters an invalid calling address or an invalid password, then the 

user is allowed to retry twice. 

¶ The Call Director Portal prompts for destination digits. If the user fails to enter the 

destination digits prior to the digit-collection timeout, then the call origination proceeds 

with no destination digits, and the caller eventually hears the dial tone timeout treatment. 

¶ Once the user is identified and the destination digits are collected, the call to the 

destination party is connected. 

If the user is already active on a call from a different location and attempts to originate a call from a 

Call Director location, then the call origination is rejected unless the destination number is for the Call 

Director Call Move FAC. In the latter case, the Call Director Call Move FAC is handled as described 

in the section Call Director Call Move and Location Control below. 

Click-to-Dial Calls 

Call Director locations are alerted for Click-to-Dial originations if the Alert All Locations for Click-to-

Dial Call attribute is set. A call leg is created for each Call Director location similar to an inbound call 

termination, and Auto-Answer is disabled for the call leg to the primary location. Auto-Answer is a 

function that allows a Click-to-Dial origination to proceed from the primary location without ringing the 

phone.  

The Call Director locationôs optional time-based selective criteria are considered for Click-to-Dial 

originations. In addition, if the Call Director location is disabled, then that Call Director location is not 

alerted. The Request Answer Confirmation attribute operates in the same way as an inbound call 

termination to the Call Director location. 

Call Director Call Move and Location Control 
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Call Director Call Move is performed by dialling the Call Director Call Move Feature Access Code 

(FAC). The default FAC is *11. 

The Call Move FAC can be dialled from a Userôs Primary or Shared Call Appearance device to move 

the call to the device. The User can also dial the FAC through the Call Director Portal to move the 

call to a Call Director Location. 

 

An example of each scenario is shown below 

Moving a call from a Call Director Location to a Userôs Primary or SCA Device 

User A is on a call with Party B using a Call Director Location and the call was made via the Call 

Director Portal.  

 

                                          

        User A        Call Director Location                               Party B                     

              

 

User A decides to move the call to their desk phone by dialling *11 from their desk phone 

  

   
  

        User A                Primary or SCA Device                                      Party B    






















































































































































































































































































































