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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Wholesale Hosted Communications (WHC) and shall not be published or disclosed wholly or in part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 ot her party without B T & obligations shall noteappiyitos s i o n
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: Final 2.0

1 Added in Flexible Seating Guest

All changes can be seen via Track Changes. If you 16 July 2017
do not want to see the changes you can either
6Accept 6 alll changes or
6No Mar kup©é6.

In support of Release BG+: Final 3.0
1 Updated Voice Portal Feature

All changes can be seen via Track Changes. If you 14 August 2017
do not want to see the changes you can either
0Acceptd all changes or
6No Mar kupbd.

In support of Release BI: Final 4.0

1 Updated Call Forwarding Selective with

Holiday Schedules option.
13 November 2017

General Updates

1 Added in Call Centres (agent) which was

missing.
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1 Minor update to Fax Messaging
1 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

6Accepto all changes or
6No Mar kupbd.

General Updates: Final 5.0
1 Small changes made to Flexible Seating
All changes can be seen via Track Changes. If you 09 December 2017
do not want to see the changes you can either
6Accept 6 all changes or
6No Mar kup©é6.
In support of Release BJ: Final 6.0

1 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

6Accept 6 all changes or

O0No Mar kup©é6.

Please note, this guide has been published ahead

of the release, therefore highlighted changes are
only effective from Saturday 10 February 2018,

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:

1 Company Features i allows control of features that apply company wide
1 Site (Group) Features i sets a policy for a site and users inherit this setting
1 User Features i allows personalization per user

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

1 Ordering Portal (Business Zone)
1 Configuration Portal (Business Portal)
T Feature Access/ Star Codes (FACG6s)

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

1 CP Administrator i Company, Site & User features on Business Zone or Business Portal

1 Company Administratori Company,Si t e & User features on Busines

i Site Administratori Si t e & User features on Business Porta

1 EndUser-User features on Business Portal or via FA
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
isto be used by a CP6s customer then it wildl need to

www.btwholesale.com
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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, SiteandUser f eat ur es. I't does this by providi
in the top right-hand side of each feature.

Group Calling Line ID

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.

Music On Hold
Play Music For Calls On Hold
Play Music For Parked Calls
Music On Hold Source x
Tick this checkbox if you also wish
custom Audio File to play music when calls are
parked.
Mono attributes.
(=]
Current File Jone

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.

13
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Navigation

A User® 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:

Service Offerings &

Clicking on this button will provide the user with an alphabetical list of features available to them.
Pl ease note features that are available in areas of
appear in this list, i.e. Additional Line.

Feature Package

Name Hosled Fusciional Uises

Descnption ¥=al for Lobby Phone o simii

Base Cafiing Featares Authestesition 15an Cab | ogs Call Forwandng Always
Call Foommding Busy Cal Furwiiting No Answer Call Forwating No! Reachabie
Call Retum Flash £ Trangiey Call Wating
Catiog Line 1D Detvery Blocng Chenet Cabk Condeal External Caitng Line 1D Dedvery
Flash Call Hold User intercopt méernai Catng Line 10 Delvery

Las! Numoer Redal Phone Servaces Flash Theee. Way Cal

Optional Add-On Festure Packages

There @e no 20400 fealure pachages

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

1 Features available to configure in the Business Portal
1 Applications to download from the Business Portal
1 Applications to download from other sources

www.btwholesale.com
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Applications available to download from the Business are available from the Applications page on the
Business Portal.

Applications
gowmm lwrere 1A WA QR et on
00 L e Svmert M O VU boe Tabber (e Ofow 1 for Semrt Mo B s UC S48 A3y
PN - faen Tuewt tondionl Fbbran yon=-

: ¢ OFkcn UC bt Devking OMics UC b Dk Res
Gs anguaroe S5 Comancy) Toedbar doss Elitheer Elites

Features are then available to configure from the Features page on the Business Portal.

Company. ORTWalIsLive
Features Employes. Walls, Three

8- Ta—"

O Call Forwarg ng (o )the

O Calling Line 1D Slocking | on |

O External Calling Line 1D Defivery

© Internal Calling Line 1D Delivery [ on |

15
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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.

. ASSIgned

Authentication

Basic Call Logs

Call Forwarding Always

Call Forwarding Busy

Call Forwarding No Answer
Call Forwarding Not Reachable
Call Return

Flash Call Transfer

Call Waiting

Calling Line ID Delivery Blocking

<M< M<M<M<H<M<H<H<

Client Call Control

www.btwholesale.com
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Feature Configuration A-Z
Additional Line

Description
Additional Line is a O6User Typwmsoeatehat i s configured
Function
An additional line can be created to give a device, IP handset etc. a 2™, 34, 4th¢ . c al | appearanc

on spare line keys if supported, for multiple DECT handsets off a DECT base station or to utilise a
2" line on an ATA.

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

1 Employees>Add Employee

anl Add Employee

Employes

Selection

User Detalls
+ * Username user | additionaline
* Rote Employse ™ * Password wenuse
. Language English v LT -
Contact Detasls
Flrst Name User 1 * Country United Kingdam vj
Surname Persanat Line Street
Address
Email
Address Town/City
Phone Numit County Waest Sussex v,
Number
Postal Code

K R T

1 Click Save & Activate

17
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Employee Activations Employee user! additionaline

il

Employes

I Select Site Name

v useri.additionaline
Employee Settings

* Username user1.additionaline
IP Centrex User
* User Type Additional Line * First Name User 1
* Language English * Surname Personal Line
* Caller ID First User 1
Name
* Caller ID Personal Line
Surname

1 Select Additional Line

www.btwholesale.com
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Primary Number

Use Public Number

Area Code +44-203
Number 6510321
* Extension 0321
Feature Package
© BasicUser O PremiumMobilityUser © PremiumUser O SIPTrunkMobilityUser
@ SIPTrunkUser © StandardUser

1 Select Primary Number and Feature Package

19
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Optional Add-On Feature Packages

© Reception Console O Softphone © Toolbar O Voicemail inc Call
Notify

Device Selection

Device Selection \i Existing Device ) New Device
Device ID 0331. SPA 508 (7 ports open, 8 total)
Device Type Cisco SPA-508G
* MAC Address A44C119F0T0A

Authentication

Set Authentication No

| !

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

=2 =4 =4 =4 A4 4 A -4 A

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
User 6s Pri mar y andandistinadiye png patteannscapplied 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

=A =4 = =4

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 U s e rpdmary 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:

1 Employees (select employee) > Features > Alternate Numbers

w Call Control
O Alternata Mumbers

1 If you want to allow each alternate number to have a distinctive ring pattern, select
the "Use distinctive ring patterns" check box.
1 Click6 Savebd
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Features » Alternaie Numbers

Eieghopee Puabu

Alternate Numbers

Iu;-m-m"mmml

Numbers

4 Alwvrave harrtm buns Diaphayng afl Ademiale Hurstery
Alernate Wurrbe:

’,

| Extmnsen

[[L]

Conpany. Branging Test Sustomer
Empoges avery 1eature no assens

g Fatiees

oo

BT |

1 Click6 Addo

Features » Alternate Numbers

EmgEryes Femres

Alternata Numbers

3 Use Disanotrve Ring Fattams

Numbars

L Abirate Ngrster foundd Dhaplapng of Azl Nrstery

ARemane Rumesr

o
’

Estwraios

oo

Corpmry Brascing Test Customer
Evplope avery featere 20.30d0ns

Ring Patter=

Yl

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

number.

1 Type atelephone number extension in the Extension field if required.

New Alternate Number

* alternate Number None
* Extension Extension
* Ring Pattern Normal
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1 From the Ring Pattern list box, select a ring pattern for your new alternate number.
1 Click Save.

www.btwholesale.com



24

User Features Guide i WHC 3.0

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 u s e phorse 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 userdoes not accept calls with the

Configuration/Operation

cal

The User can configure this service through the Anonymous Call Rejection Feature on theUs er & s

Features page on the Business Portal orthe Services tab on the Toolbar
In the Business Portal, navigate to:

1 Employees (select employee) > Features

[E] comparies | Q) Stea & Employees 48 Employee Groups

Wi BnEng Tesl Oattomer
ETpOsee avary 1eature no 390308

¥

==

O Hot Desking Guas! on m

O Hot Desking Host 1

..... Onenss on =
1 Toggle the Anonymous Call Rejection switch
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WV Call Control

O AMternate Numbers

# Contguun
0 Aronymeus Cail Rejection u

i c '’
O Ausomatc Callback Q

OR

1 Inthe Toolbar click Services

@ | %} Call Director vl B | @ ICommPlIot In Office Jl ﬁ | @ 3 fﬁ ['i |
|D|a| Murnber Ik II {fﬂ N ‘ fICaII Lines J

1 Click Anonymous Call Rejection on the left

&5 Toolbar Services *

O |rizaming Callz Anorwmous Call Bejection
Anonyrmous Call Fejection

Anorymous Call Rejection

----- é Call Farnmarding Mo Answer
----- & Call Farwarding Busy
----- @) Do Mot Disturb
..... f} CommPilot Express
- Awailable-n Office
g% Bwailable-Out of Difice
..... .r_&l Buzy
- ﬂoﬂ IInavailable
|58 Extemnal Calling Line 1D Delivery
58 Intemal Calling Line 1D Delivery
@ Simultaneous Ringing
Q- Outgoing Calls
----- Automatic Callback
----- E} Calling Line 1D Delivery Blocking
E Call Cantrol
..€5 Call Directar
ey CallWaiting
- . Remaote Office

Anonymous Call Bejection () On () 0ff

Anonymous Call Rejection: Prevent a caller fram reaching you when the
caller has explicitly restricted hiz/her number.

0k I ‘ Cancel Apply

1 Selectthe 6 O radio button on the right
1 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 i's connec!
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 inthe Mobili t y secti on on the Userds Features i

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:

1 Employees > Features > Mobility
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v Mobility

© Call Director 2 Contgure

© Hot Desking Host (om

i

O Remote Offica (om 2 Contigure
© Sequential Ring jom F Conliguie
O Simultaneous Ring (om Z Coniguie

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:

Simultaneous Ring

Turn On Simultaneous Ring

Settings

@ Don't Ring It 'm Already On A Call
Ring All My Simultanecus Ring Numbers

Simultaneous Numbers To Ring

Fhone Number / SIP URI W N

53] Phone Number | SIP UR| Answer Confirmation Required
07123456789
01256210234
01234567890

27
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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

= =4 4 =

From the Toolbar

1T Select the 6Simultaneous Ringdé icon (Highlighte

g ﬁ & ¥

x @ | &P | @Services | B lCommPiIot-InOfﬁce Ll SaAdd @
X |Dial Number ~] ¢ ol M ¢ [callLines -]

‘U’ Ihcaming Calls ||

6) Anonprous Call Bejection L
. Anonymous Call B ejection
& Il Fonvarding Alwayps

rﬁh Call Farwarding Mo Anzwer Anonymous Call Rejection () On & 0ff
I& Call Fansarding Busy
Ef!] Do Mot Dizturb
& CommPilat Express
/) Awvailable-n Office
/T Available-Out of Dffice
& Busy
Unavailable
EA Extemal Callng Line 1D Delivery
B8 Internal Calling Line 1D Delivery
@ Simultaneous Ringing
-O- Outgoing Calls
{-j Automatic Callback
E} Calling Line |D Delivery Blocking

! Call Contral Anonymousz Call Rejection: Prevent a caller from reaching pou when
# Femote Dffice the caller haz explicitly restricted hiz/her number.

I Ok IL Cancel J

TR ol aibien

Turn on Simultaneous Ring

Using the Add button, add in the numbers you wish to ring
Select Answer Confirmation if required

Click 0O0OK©®

= =4 -4

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 O0Please pre

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
1 Acalls B, who has Simultaneous Ring set to location C and D
1 Locations C and D ring
1 User B answers the call from location C, D continues to ring
1 UserBispresentedwi t h t he prompt 6Pl ease press any key
I User B presses a digit to confirm the call
1 Ais connected to User B at location C. The call to location D is dropped
1 Aand 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:

29
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Sequential Ring
Ring Primary Phone First
Number Of Rings On Primary Phone 3

Skip To Next Number If Primary Phone Is Busy

Allow Caller To Interrupt The Sequential Ringing
Assumes Call Forwarding Or Voice Messaging Is On

Ring List

I T L e e
1 01234567890 4

2 07123456789 3

3 01256310234 3

4 3

5 3

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

User6s primary phone and/or up to 5 Sequential Ring
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 tkeyt heo WBoaenplied e Rlheasea |l groe

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
1 Acalls B, who has Sequential Ring set to location C and then D and then E
1 Location C rings
1 User B does not answer. The sequential ring alerts the next location (D)
T User B answers at | ocation D and is presented w
compl ete the call b

1 User B does nothing (no digit pressed) and the sequential ringing timeout for next location
occurs in the middle of the confirmation procedure

1 Callleg to location D is released and E starts ringing

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

1 Ais 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.

Features » Call Director Employee 0324.demo)

Call Director

Alert All Call Director Locations For Click-To-Dial Calls

Locations

1 Location found. Displaying all Locations

1T Select the 6Phone Numberd you wish to enable 06A
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Edit Location

* Phone Number 071234567890

Description My Mobile
Enable this Location

Require Answer Confirmation

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 pl ayed to the User is OP
key to complete the calld. Until the answering party
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

Deny call pickup request. Continue

From another location . .
confirmation procedure.

Call Park Attempt
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From any side

Deny call park request. Continue confirmation
procedure.

33
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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
itisidle. 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, i T hli@e you are calling is busy. Press 1 if you would
like to be notified whenthelineisav ai | abl eo) .

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:

1 Navigate to:- Employees (select employee) > Features
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u Comrparies | P Stes & Employess . Employee Groups

Clerpinry DIanEng Tesl Oettomer
ETpopee avery 1eature no 300s0y

Features

v Mobiiity
© Cali Drector

O Hot Desking Guast ion # Cusgm

O Hot Deskirg Host 1ca 2 GOt

© Memats Oftce wr w

1 Toggle the Automatic Callbacks wi t ch t o the 60Ond positi

st ureer

B Ananymaus Call Rejection n
€ Automatic Callnack
OR

1 Inthe Toolbar click Services

Eile Edit_ View Favorites Tools Help

@ 8| Woservices |® @) | commpiot - None M AAAS @3 AR sah [VI

Norton AntiVirus & ~

'DiaINumber [Vl\ N&Ed & @ callines

1 Select Automatic Callback in the menu on the left
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& BroadWorks Assistant - Enterprise Services

U Incoming Calls ’\
fr:) Anonymous Call Rejection
é Call Forwarding Always
2y Call Forwarding Mo Answer Automatic Callback Oon & o
‘5 Call Forwarding Busy
@] Do Mot Disturb
1& CommPilat Express
1 Awailablen Dffice
£ Awailable-Out of Office
ﬂ°g| Busy
ﬂ’ﬂ Unavailable
B8 Esternal Calling Line 1D Delivery
A Intemnal Calling Line 1D Delivery
@ Simultaneous Ringing

Q Outaning Calls
E
L

2

Automnatic Callback

tigr Laling Line 1L Uelivery Blacking Autornatic Callback: Allows you to monitor a busy party in your group and
I Call Control automatically establish a call when the busy party iz available.
® Remote Dffice |
TRl sitine ]
o) e

T Select the 60n6 radio button
1 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.
1 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:

1 Answers the call, gathers information from the caller, and then transfers the call to a
dedicated station with the AHR service enabled.

1 Once transferred to the parking station, the call is automatically put on hold and the caller
is played Music On Hold while they wait.

1 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.

I f the calll is not answered within a specified amoun

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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v Call Control

O Alternate Numbers

O Anonymous Call Rogettion
O Automatic Hold'Retneve (om

[ 087
O Automatic Caliback @

1 Select the Configure button next to Automatic Hold/Retrieve which will open up the
configuration options against the feature.

Features » Automatic Hold/Retrieve Employee Fixed.Dummy
Employss F satiies
Automatic Hold/Retrieve
5 Tuen on Automatic Hold/Retries
* Retrieve Calls on Hold After 2 Seconds

o

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

1 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.

1 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:

1 Missed calls
1 Placed calls
1 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:

Empioyee Dashboard

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 allows another user to moni t or another
through Busy Lamp Field LEDG6s, available on an

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 busyl/idle status, pick up a ringing caland 6 ot e u c h
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 f or m ordthe $ulescritibnrddonam e r
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:

1 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.

I n general the colours of the BLF LEDO6s ar e:
1 Green = idle status
1 Red (Blinking) = ringing (alerting)
1 Red = busy
1 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 Usero6s BLF key.

1 The monitored User does not have to be provisioned on the same site as the BLF User
to perform transfers.
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1 The monitored User MUST be provisioned on the same site as the BLF User to enable
the Call Pick Up functionality

1 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 Userds

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 U s e rdévise using the Device
Management Site Feature, navigate to:

1 Sites (select a Site) > Device Management > Devices
1 Check the BLF checkbox for the device assigned to the Employee that requires the Busy
Lamp Field configuration on their device:

[l companies | @ Sites | g Employees | 4P Employee Groups
wTy NECOM
B Dovice Management s Cramiey
Devices “
| o
o [ ox o [omm |10 oo ] ox
PR : e o

1 Click Save at the bottom of the page.

The User, Group or Company Administrator can then configure the Busy Lamp Field list of monitored
U s e thibsgh the U s e IFdatsres 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:

1 Employees (select employee) > Features > Busy Lamp Field
1 Enterthe 6 S URi for Listof Us e in$hé field provided.
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I The SIP URI must be the BLF Us e rDbkin E.164 format.
441234123456@subscription.domain.

For example,

Busy Lamp Field

|ﬂ’L~‘=rI.mO!unn

et bt

Avellatiie Usery

uww
Awwy

woeatente L

w1

T

wu M@ua) e
P00 ST tey
B0 B WIN MAL 1S
"4 11T vt
MTgreators wa

PR tew

1 Select the Users that are to have their busy/idle status to be monitored from the
AVAILABLE USERS list on top.

547 LRI Par List OF Uners

Avaliahie Usars

@z am

X3t *

o0
&
:

s eSSt vl

AwiOarans e

sxtegreedrong wy

TR st b "

Toew Cowg ARGl bl

L

T Click 6 A d dnfovetthem 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

43

www.btwholesale.com


mailto:441234123456@subscription.domain

44

User Features Guide i 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.

1 Click Save.

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

Limiting Conditions

For o6Cal l Pick Upd of a ringing call using th
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.

e BLF

As the BLF key performs an automatic 060One Toucho6 t

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 Userds BLF
Wait until the monitored User answers

= =4 4 =

Pressthe 6 Xfer | ineb6 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
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:

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

Features Eméi-:r,'-:»s 0331.sales

> Mobility

v Call Control
O Alternate Numbers

. ATy
O Anonymous Call Regactior Ex:r.»srd
O Automatic Caliback I:_\“:'E]

O Automatic Hold/Retnove (Of)

O Call Barge-In Exempt

# Conligure
O Cail Centers

T 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
gueue 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

1 IPPhonet if the soft keys have been added by the Site Administrator under Sites>Device
Manager>ACD>0n)
I 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.

¥ Call Corvinas m

1 Click Configure

1 ACD State i select the status from the dropdown from one of the following:
- Sign-In
- Sign-Out
- Available
- Unavailable

- Wrap-Up

www.btwholesale.com
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1 Join Call Centre 1 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 us eerdae ald aeateduar inbound daks ssenilanta 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:

1 Allows users to make calls via the Call Director Portal from any Call Director location and
present their business number
1 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 userods desk

Call move/handover functionality is provided by a Call Director Call Move feature access code. When
dialled from a Userdés device the active calll i
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:

1 Require Answer confirmation 7 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.

1 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:

1 Employees > Feature Settings > Call Director

www.btwholesale.com
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A new Cal l Director Number [/ Location can be

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.

added

Call Director

D Alert All Call Director Locations For Click-To-Dial Calls

Locations + Add

No Locations Found

Available Call Director Portals

1 Available Portal found. Displaying all Available Portals

calldirectorid@demo_sales +442036510323 0323 English

49
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Add New Location

* Phone Number

071234567890

Description

iy Maobile x

Enable this Location

Require Answer Confirmation

Enter the Call Director Phone Number (Location) in national format and optionally enter a Description
for the Number/ Location, then optionally select OReq

T Click 6Saved or O6Save & Add ddaiogneothPEall Direckos 6 t o ad

Service.
To add subsequent Call Director Numbers click the 06A
Cal | Director Number is added Selective Criteria or

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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I nbound calls are forked to the user 6s Ca Directdi
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.

rector

Enabled Call Director |l ocati ons a toetioadndthetakethate n

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
di gits. Once the Userds passcode (same as Voi
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 userds desk.

The process is as follows:

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

1 The Call Director portal handles the incoming call and attempts to identify the user from
the calling number

1 The calling number is then used to look up a Call Director location.

51
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1 If the calling number is not available, then the calling party is prompted for the calling
number.

1 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.

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

- I f the Call Director por t aleuseridentfiedbly the callmg
number must be in the same Customer as the Call Director Portal.

- I'f the Call Director portal scope is set
number must be in the same Site as the Call Director portal.

1 Once the user is identified from the calling number, then Call Director Portal prompts for
a passcode and prompts for a destination address.

1 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.

1 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.

1 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 [-based selective @riseriacape tcansiderad for Clickyte-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

www.btwholesale.com
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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 Useros
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

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
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