MY CLOUD SERVICES PORTAL
Administrator Guide

YV EXUS

FIBER™

UC_21Q3-9.9




MY CLOUD SERVICES PORTAL ADMIN GUIDE

Copyright © 2021 Vexus Fiber All Rights Reserved.

Any other products and services mentioned herein are the property of their respective owners
and are hereby acknowledged.

Any technical documentation that is made available by Vexus Fiber is proprietary and
confidential and is considered the copyrighted work of Vexus Fiber.

This publication is for distribution under Vexus Fiber non-disclosure agreement only. No part of
this publication may be duplicated and/or distributed to other parties without the express prior
written permission of:

Vexus Fiber. C/O Marketing Department
4006 W Loop 289
Lubbock, TX 79407

Vexus Fiber reserves the right to make changes to and update documentation at any time and
without prior notice to ensure that the latest information is always available.




MY CLOUD SERVICES PORTAL ADMIN GUIDE

CONTENTS
WELCOIMEL......cuiuiiiiiiuiiuiieiireieiasiasiassesessessassassassssssssssssssstassasssssssssssssssssssesssssssesssssssssssssssssssssssssssssssssssssssassassassnsanss 8
INTRODUGCTION «..uuutttteeeeeseseurtreeesessasusaseseeesssasssssaseeessassssssseeesssnssnssssssesssssasssssssesssssanssssesessessassssessssssssssssseeesessssssssseessessssnssssenseessnnnns 8
ACCESS THE PORTAL . iittuiiittieiitteeeetneeereseeeeetteeeraneeerasaseesssneessssnsesssasessssneesssnsersssneesssnsesssnsessssssesssnesesssnsesssnneesssnessssnnsesssneeesssneeersnnsens 9
K] TN PR PUPPPRNY 9
L T Lol 8 g o 14 o XSS 9
ADIVMIIN TOOLS ... cuieiiiiieiieiiiiitiieitattastesteseesessassssssssssssssssssssssssssssssssssssssssssassssssssssssssstsssessesssssssssssssssssssesssssssassassassnns 10
DASHBOARD . cteutiteusettaescrsssierasseressssssssssssssersssssssssssssssssssssrssssssssssssssssssssssssssssssssssssssesssssssassssssssssssssssasssssnssssnsssssnssssasssnsnssssnnses
Site Search
AGMUN INFOIMIGEION ...ttt ettt ettt ettt et e as e e at e bt e st e st e st et e e ateeae e bt e b e easeeuseaueeabeenseeseeaneeaes
Admin Dashboard Sections
Billing Profile .....cccccvevueeuneee.
FAVOITE SEIVICES ..viiuieiitieiiieteeste sttt sttt s e st e et e st e st e e be e s bt e sab e st e e s beesabeesbeesbeesaseesbe e beesaseesbe e beesaseeabe e baesbseesbe e beesbsess b e e baesaseeabeenbaesasesnsean
QUUICK VIBW....evieeiete ettt ettt et et e et et et e te e bt et e e teeaeesseeseeseeaseaseeseesseaseeaeesseaseeseesseaseessenseeseessesseeseesseaseeseesseaseebeessessesseessesseeseessensenseessensesseeseenss
CAIL ACTIVITY 1.ttt b et b et b et st h et e b e st e e b e st e e e b e R s e b e s e A e b e R e e A e b e R e e A e h e R AR e R A e bR R R AR b e b e b et e e b et e b et et ebe e enene
DIBVICES .. utieteetiectee ettt st e te e st e st e e e e s bt e sab e e b e e beesab e e s be e bt e s aa e e R b e e bee e h s e e A bt e be e e aa e oA be e bt e eh e e oA be e bt e eat e oA be e beeeha e e R be e beenheeea b e e b e e naa e e be e baenaeeeareen
ACTIVITY HISTOMY ciutiitiiiieieeste sttt ettt et e st et e s bt e st e e b e e sbaesa b e e beesbee s st e e s ba e bt e saseesbeesbeesaseesbe e beesaseesbeesbeesaseesbeesbeessseenbeesbsessseenbeessnenas
LOCATIONS & GROUPS ...ccetiireeensssssssssssssssnssnnmmmeessssssssssssssssssssssssssssssssssssssssssssssssssssstsssssssssssssssssssssssssssssssssssssssssssssssss wreeseennniinens
Emergency Call Notification Email
YL N N o Lo [ X PP
Access Group Settings by Location
Account / Authorization Codes.............. .
Add an Account or Authorization Code............. .16
Account / Authorization Code Administration. .17
Edit an Account / Authorization Code............... .17
View Account / AULhOTIiZation COOE REPOITS......cicuiieuiierieriirieriiesiereeste et st e e st e se s e be e s ese e sebe e besesssbesesessebessssesessesesessesesessesesesseseseaseseseasesas 17
ANNOUNCEMENT REPOSITONY ....eoveeeeeieeeeee ettt e ettt e e e ettt et e e e st e e e e e s ss st ittt e e e essaassateaeaeessasssstaneasasssaussteaesessssassnses 18
Add an Announcement File............... .18
Download an Announcement File.... .18
Edit an Announcement File............ .18
Delete an Announcement File ... .18
WY oY £ 01T [o [ 1 ST SRRUPRRN 19
Edit AULO ATtENAANT BASIC SEEINES.c.viiuiiiiiiiieieseeee ettt et b e st b e s b e et e s be s b e et e be s bt e st e be s bt e s b e sbesae e st esbesaeensenbesaeenbenbesaeennans 19
Edit Auto Attendant Business Hours Prompts.. .20
Edit Auto Attendant After Hours Prompts..... .20
WYL oYt =da Lo o[ L Al I =TSSR 21
Edit Auto Attendant Tre@ AdVANCEA SEELINGS ....cciiiiiiieeeeeree ettt b e s bt et be s be et e s besbe s st e s besae e s b e sbesaeesbesbesaeesbenbesaeensans 21
Set Auto Attendant Tree BUSINESS HOUIS PrOMPS......coiiiiiiiiririeiiesent ettt sttt sttt sbesae e besbe e st e besbe s st e besbesssebesbesssenbesbesnsenbesbesnnanee 21
Set Auto AtteNdant Tree ATLEr HOUIS PrOMPLS .....cccviirieieiriiieteieriestecste sttt sttt st sttt et sb e s b e se s b s te st eaesbe st e e esesbe st eneesesbeneenessessensenees 22
Set Auto AtteNdant Tree HOLIAAY PrOMPLS ...coiviiiiiriieieeriere ettt ettt sttt et e st s b e st s s b st e e ese s b et e e e sesbe st enesaesbeneenesbessensenees 22
Add AULO ATEENAANT TIrEE SUDMENUS ..ottt ettt a e et st e ese s b et e s e e sessesseseesessesseseasesessesess et ensesesse s aneesessessenensessensanens
Edit Auto Attendant Tree Submenus ......
Delete Auto Attendant Tree Submenus
(00 11oTe 10 [ o e 1 L=1 5 SR
Y T T=d O U1 d Yo T U] o I 1T | OO OSSOSO
R =14 123 0o g T L= 1 Lo SR
Yo Lo IRY=Y =T @foT a4 o =T o o T TSRS
Lo A =T = 0 Yo oY 1 1= 4 e oIS
DElEte SEITES COMPIETION ettt sttt ettt e s bt et s be st e e e b s b et et e b e s b e e e st s be st e st e aeebe st e st eaesb e e eneeae s b et eneebesaenaenesaenseneens
(00010 =T =T g o= 2] 4 Lo o = Y SR
MaNAZE CONFEIENCE BIIAZE LiST...ccuirieuieuirieieiriirieieertere ettt sttt sttt st b et et s b s b et e sbe s b e st e st s be st et eae s b et e neeaesbe st e neebesaeneesesaeneenenis
Instant Conference..............cccueeuue....

Manage Instant Conference




MY CLOUD SERVICES PORTAL ADMIN GUIDE

(000 || e T (e TV <Xy S SRR
Manage Call Park Group Default Settings
Add a Call Park Group.....c.cccceeveeuevereeeeicninnene
Eit @ Call PArk GrOUP ....ceiieeieieieertsee ettt et b et e b e h e e bR e e b e s d e b bt e e b e b e e e b e st e e b e st s e b e st e e b e et e bene s ebe st s
DEIELE @ CAll PAIK GIOU .vecuvetictieiieieiieeieteeteet et s ettt e et e st e s be et e st e e beesb e besbeesb e besbeessesbeebeass e beebeess e beebeessesbeebeessesbesbeessesbeeseensesbesbeessebesseensans

Call Pickup (Groups) .................

Add a Call Pickup Group
MANAEE CAll PICKUD GIOUPS ...cueviiirieierietetrte ettt ettt b et b ettt b et sttt b et e b e st e e bR e e b e s e b e b e h e e e b e s e e e b e s e e e b e st s e b e st b e b e et e b e st s ebene s

AGVANCEOA HUNTING ...ttt ettt at ekt ekt et e at e e ut e bt e ae e st e st e at e e uteeae e be et e eateeuseaueeabeeaseenseeaneeaes
Manage AdVanCed HUNTING SETLINGS ...coveueerieieirieie ettt sttt b et b et s bt s e b b et b e b et e b e e e b et b e b e e e e b e e e e b e st e ebe s s

L1 TR (ol O - Lo = RSP
MANAZE IMUSIC ON HOIG ..ttt ettt sttt s b e s bt e bt s bt e e b s b et e st e b e s b et e st s be s b e st e bt s be st e st sae s b et e st ebe s b et eneebesbenaenesaesseneens

(VX 1o R @le g1 (o [0t il ) [Tt (o) o VPP PEPP
Add @ CUSTOM CONTACT DIFECTOIY LiSt..uiiieiiiitiiieiieitieieitestieteite st et et e st e s teestesbe et ebesbesbeessesbesasasbesbessaessesbeesaasbesbeessesbesbeessenbesbaessesbesbeessesbesbeessanen
Edit @ CUSEOM CONTACT DIFECLOIY LiST...cviueuirieueierieteerieteese ettt ettt et b et b et e bt b et d b e b e e b e s e e e b e s e e e b e e e e b e se s e b e e s e b e st s e b s s
Delete @ CUSTOM CONTACE DIFECTONY LISt .....cvuiuiirieieirieieeseeteert ettt ettt b et b et b et b bt b et e bbbt e e b e e b et eebene s

[0 =] oo [ g T=T 1 XS PRt
AT @ DEPAITMENT ...ttt ettt ettt b st b et st b et s e e b et b e b e st b e b e st s b e b e st e b e b e a e b e b e R e s b e b e A e b e b e A e e A e R e A e e b e R e e R e R e e e b e R e e b e be e b e be et b et et e b e ean
ECIT @ DEPAITIMENT ..evieiiitieiieteeteet ettt ettt et e st e st e e e st e s be e b e s besbeess e beebee st e besbeessesbeebeess e besbeassesbeebeess e b e eseess e beebeess e beebeessesbeeseessesbeebeessebenseessans
DEIELE @ DEPAITMENT c..veeeriieieieteert ettt ettt ettt b et b et b et h et s e b e e b s e e b e s e e e b e s e e e b e s e e e b e s e e e b e ae e e b e st e e b e st e e b e st e e b e st b e b e et e b e ne b bene s

=T o =0 D [Tt (o o VPP PPPUPPRE
Print Enterprise Directory Summary ...
Print Enterprise Directory Details....

THME SCREAUIC. ... et e e e et e ettt e e ettt e e ettt e e e st a e e e tse s e e e assaaeesssaaeastasaeaassaaeasssaseatsssaenssssessssses
A @ SCREAUIB....eeteeeeeee ettt st b e bbbt s b st et e bt sbe st e st e bt s b et e st e be s b e st e st s b e s b e st e bt e be s b e st e bt e b e st e st e be s b e s e st ebesbe s eneebenbesenees
Delete a Schedule.

Add an Event..........
Edit an Event .....
DEIETE AN EVENT...uiiiiriiieieieeiesieteeste ettt ettt sttt b s bt e e b s b et e bt ebe s b et e bt e b et e st e be s b e b e st e b e e b et e Rt e b e b e st e h e e b b et e he e b et e Rt e ae b et e R e e b s b e e ebeeae e e e eas

1Y Lo T oo L= I [ 1= R UPP S PPPUPPRN:

Manage USErs .......cuueeeeeeeeeeeeeeeeeeeeeeeeeeeannn,

Manage User Password and RECOVETY EMail......c.coeiiiiiiiiiiiiiicieiectceet ettt ettt st b e sbe et e b s be e st e s b e sbeesaesbesbeessesbesbeessesbesseessenbesseessans
AT USEIS T0 GrOUPS. ....cueeueueieueierietestsieteestetesesae st st se e st ebe st s s ebe st s e eb e st st e b e st s b e be st s b e b e st s b e b ea e e e b e R e e b e b e s e e b e b ea e e A e b e A e e b e b e e s b e b et e b e b e st et ebe st s b ebe st et e b et nbebeneeen 32
[ L A O LY =T Nl =T o N =3 G =Y £ o T SRR 32
AsSigN AdMINISTratiVe RIGNTS 10 @ USEI ..ccuviiiiiieieiiciietestesttete sttt sttt s b e s be e b s b s ae e b e s beeaaesaesbeebeabesbeessesbesbeessenbesbeessesbesbeessesbesbeessanes 33
Assign Contact Center Manager RIGHES £0 @ USEI.......ciiiiiieieiicieieeeetee sttt sttt s be e e b b e e e b e sbeeae e besbesssenbesbeessesbeebeesnesbesbeessanes 33
Set AdVanCed AdMiNiStrator PeIMISSIONS. ....cciiierieeririeceereree st sest et s e ste st e e s teste e e s esse s e e e sessessesessesseseesessesseseesessessensesesseseneesessenseneesessensenens 33
[T 1= UL =T R 34
MANAGE GroUP CAIlING LINE ID........c..oocueeeeieee ettt ettt ettt et ete et ekt et e as e s atesueesbe e st eteeateeueesaeenseenseans 34
SERVICES & USERS.ceeeeuusuusssssssssssnsnnnnnneessssssssssssssssssssssssmsssssssssssssssssssssssssssssssssssssssssssssssssssssssssessssssssssssssssssssssssssssssssssssssssssssssss 35

IMONAGE SEIVICES & USEI'S ...ttt ettt ettt et e sttt e et st e st e s aae e st e s bt e s ateesase e s st e saseenateesaneenanes 36
USEE PrOFil@...eeieeicieeteeee ettt ettt et s bbbt s b s b et e bt s bt e st e b s bt e Rt e h e A et e Rt e R e b e Rt e Rt e R e E et e Rt b et e Rt e bt b et e s e e b s b e e ebeeae e e e eas 36
VOICEMAIL .ttt ettt ettt s h et et s b s b et e bt s b e s b et e bt s b et e Rt e h e e b et e Rt e b e A e s e Rt e bt ek e R e Rt e b A e Rt e Rt e b et et e henhe b e Rt e benhe s eneebenbetenees 36
CAI1 LOZS .. eueveuereeeeiereeie ettt ettt bttt b et b et b et e bt e e b e s A bR A e b e R AR e R e e AR R A SRR e A e b e R e A e h e R AR e R A e R AR e R e R e A e b et e b et e e be et e b et et e bt e enene 36
APPIICATIONS. ...ttt ettt b et b et b et e b s e b e b b e A b e A b e R A b e R e A b e R e AR e R AR e A e A e R e e E e R e Ao Rt e e heRe A e be b b et b et e b e een 36
BaSIC FEATUIES ....cueitieieteeteetet ettt h et b e bt et e b s bt e a s e b e s bt e s e e b e e bt e s b e b e e bt e R b e b e e Rt e s b e bt e Rt e e b she e R b e b e e Rt et esbe s bt et e b eae et 36

oY Lo I I =T g Y =4 1 4 o 1SS 37

W Yol ol =X R 1 o L= Y=d a1 o o [ [ SRR 37

VIEW / Edlit USEI FEATUIE SETLINGS .......eueeueeiieiesie ettt ettt ettt e ettt tt e at e st et et et s e ke s te e bt e st eateat et e seasesteeseeaeeseensansansens 37

TRUNKING ... ttteeeesiiirrenesisirsnesssstirnnssssstrrassssssressssssssssssssssstsssssssstessssssssssssssssssssssssssssssssssssteensssssssessssssssssssssssssensssssstssnsssssssennes 38
COI FOrWEAIT AIWQYS ...ttt ettt ettt ettt ekt et e as e e ut e bt e st e tt et e e at e e at e st et e et e easeeaseabeeabeeaeeaeeaeeeaes 39
UNTEACNADIE DESTINALION...........oveeeeeeeeeeee et e et e e et e e ettt e e e et e e e ettt e e e staa e e e etseaeeeassaaeatssaa e stssaeaasssaeasssaseassssaenssssessssnes 39

ENTERPRISE SETTINGS ...uvireennnsiserennnssssnnnns

Enterprise FQDN Setup
Add a Fully Qualified Domain NameE (FADN) ......ccueviiieieieeiierteeee st eee e st ste e s tesse e esesbesse e esessesesassessessesassessessesessessessesessesessesessessessesessenseseas 40
Delete a Fully Qualified Domain Name (FQDN).......ccccirierieerririeieestesteeeteste st eessesseaesessesseaesessessessesessessessesessessessssessessesessessessesessessesessessesseses 40

=T o = D =T o 1 1 =] ¢ XU PUPPRNE 41
Ad @ DEPAITMENT ..c.veeviiiiiiieiieiteeteete st st e te st e et e st e e te et e sbesbeessesbesbeessasbeaseessesbeeseessesbeeseasseabeeseassesbeessassesbeeseasbesbeessenbesbeessenbesbeessesbeebeesnesbesbeessenea 41




MY CLOUD SERVICES PORTAL ADMIN GUIDE

ECIT @ DEPAITIMENT c..euieiiiteeiieteeteet ettt ettt et e st e st e b e st e s be e b e s besbeess e beebeessesbeebeessesbeebeess e beeseessesbeebeess e beeseess e beebeessesbeebeessebeebeessesbeebeessebesseesseas 41
Delete a Department .......coeeeveveeerereeenereenennes A1
Enterprise Emergency Call NOtIfiCAtION EMQUl ............ccooeeiueeiieiieieeeeet ettt ettt sttt sae et ettt esaeenaeenieeas 42
ENTEIPIISE DIFECTOIY..c...uvvviiiiiiiiiiieiit ettt sttt ettt e sttt e st e s sttt e s s ata b e st a e e s sttt e e s stseesaibaeessanseassnns 43
Print Enterprise DIr@CtOrY SUMIMAIY ....cociiiiiiiiiiiiicece bbb bbb bbbt s s e b e s b s b e b e s b s s e b e s ae s b e b e s be s 43
Print ENTEerprise DIrECTONY DELAIIS ...ccuiiieieitiiticieiteseeteste ettt ettt e et e b e s b e s beesa e s b e e beesb e beebeess e beebeess e beebeessesbesbeessesbeeseessesbeeseessasbenseensens 43
L L =d g T Y= T A T= Yol 1 L= LV =X SRt 43
AT @ SCREAUIE.......eiiiit bbbt b e bbb bbb bbb bbbt 43
DEIELE @ SCNEAUIE ...ttt h e e bt b et e bt e b e s e e b e R e e b e s E e b e h e e e b e st e e b e st e e b s et e b e bt s e b e et e b ne e ae st s 43
AT QN EVENT .ttt h et h et b et b b A bR E bR A bR A b oA A b e R e A e R A A SRR e heRe A e R e h e R e e b e be e bt e b et ebe e e 43
EQIT @N EVENT ..ottt bbb b e bbbt b et b ettt b s 44
DEIELE @N EVENT..oiiviiiiitiiiieiet ettt b e bbb bbb bbb bbb s 44
ENterprise AGENT DEfQUIL SETEINGS ........oveeeeeeeeeeeeeeeeee et et e e ettt e et e e e sttt e e st e e e asseaassasseaeasteaeasssaaaasseaessasseaessseasasssenannnns 44
Manage Enterprise AENt DEfault SETLINGS .....cccvv ettt b et b ettt e b e bt e b es 44
Enterprise AGent UNQVGIIADIE COUES ...........ooreeuieiieiieeeeee ettt ettt ettt ettt ettt saeenaeeae s .45
Enable Agent Unavailable Codes.......... .45

Add Agent Unavailable Codes.... .45
Edit Agent Unavailable Codes......... .45
Enterprise Call DiSPOSItION COUES .........oeeeeueeeeseieeeeeeteeeee e e st e e ettt e ettt e e e steeeessteaessaeaeesstesesassaaeassessasstesaesnseasassnanas .46
Add Call Disposition Codes............. A6
Edit Call Disposition Codes...... .46
Delete Call DISPOSITION COUES ......ccuevuiruieiiiiiieiesteseet et st et e st e s te et e st e e be e b esbesbeessesbesbeessesbesseass e besbeess e beeseess e beebeessesbesbeessesbeebeessesbesseessesbesseensens 46
Enterprise Contact Center ROULING POIICIES ............cccoeueeeeieeeeeeee ettt ettt ettt ettt s sttt e st ettt e et e saeanaeenieaas 47
Manage Enterprise Contact Center ROULING POLICIES .....ccciviiiiiiieieiicectesestt ettt ettt ettt st sbe e s e sbesbeesbesbesbeessesbesbeessesbesseensens 47

K CONTACT CENTER.uuureeeessssansessssssssssssssssssssesssssssnsessssssssssssssssssssesssssssssessssssssssesssssssssssssssssssssssssssssssssssssssssesssssssnsssssssssnsesssssse 48
EClt CONEACE CONLEE QUEUES.........eeeeeeeieeeiieeiee et ettt ettt e st e st esate e s bt e st e s st e s ateesasaesateesabaesateesabeesataesasaesateessaesateessaenases 48
EQit CONTACT CONTEE BASICS c.veuveuiiuirieieiieierieieitetestet et st sttt s bt e et sbe st et s be st et e bt sbe b e st e b s be b e st e b e s b et e st e be s b e st e bt e be s b et e bt s be b e st ebesbe st eneebesbenaenesaesaenaenes 48
Edit CONtact CENTEr GrOUP POLICY SEELINGS. ...cueiriiuiiieteeriete ettt ettt b et b et b bt b et b bbbt e b e e bt e b st s 48
Edit Contact Center Bandwidth and QOS SEHINGS. .....c.cceiurueiririeirieic ettt sttt b et b et b et es 49
EQit CONTACT CONTET SELLINGS ...vicveeiiiiiitieieieeeeteste sttt ettt et e st et e b e s besbe e st e b e sbeessesbesbeass e beebeess e beebeess e beebeessesbesbeesbesbesbeessesbeebeessesbessaennens 49
Edit CONTACT CONTET REPOITING ...vecuvitiiiiiieitiiieeteste sttt st et e st e bt et e st e e be et e s besbeesbesbesbeessesbesbeass e beebeessa b e eseess e beebeessesbesaeessesbeeseessesbeeseensasbesseensens 49
Edit CONTACE CENTEN AZENT SELLINES ...cueieueiirieieertete ettt ettt b e bt e bt s bt e e b bt e b s et e b e st e e b e et e b et e e b e e s e b e st e e b ne s 49
Reset CoNtact CENEr QUEUE PASSWOIT .......ccceirierieieierieieeeseteeetesteseesessesteste e ssestesessessesseseesessesseseesessessesessessesessessesseseesessenseseesessensesessnsenenses 49
Configure Contact CENEr QUEUE FEALUIES ...........ocueeieeseeeeee ettt ettt st sat e ae e tt e st st e s atesae e bt e st easeeaseaaeeabeenseenaeeaseeaes 50
CONEACT CONTEI AZENTS ..eviiieiiieiieeie ettt sttt e st e st e st e e st e e sab e e beesbaesabeesbe e beesaseesbe e baessseesbe e beessseesbe e baesaseenbaenbeesaseesbaenbeessseenbeenbeesaseenbeansen 50
CONTACT CENTET STATUS & STATISTICS ...cviruiiiiiiitieie ettt e bt b s bt st et e s b s bt e e s b e s bt et e s bt sae e b e s b e ebe e b e b e ebe e b e sbesaeennes 51
(0o gk Lot A @ =T g =T Y DT o T= Y o] TP 51
(Ofo]q) - Tol AL @< o} LTy Y g g Lo TU g ol=Y 4 =T o | £ PSR U VSRR URUSONY 51
ENEraNCE IMIBSSAEE..c.uuiiiuiiiiiiiiestt ettt e et e st e st esbe e st e et e e be e saaeesbeesbeesa b e e beesbeesabeesbeesbeesas e e s beesbaesa b e e beesaseeabe e baesaseesbeenbaesaseenbeenbaesaneenbaeben 51
ESTIMATEA WAt IMIESSAEE ...ecueeuiiitieiieiiitiettete sttt ettt et et e st e s bt et e s b e sbe e st e s besbeess e besbeess e besbeessasbeebeeasesbeebe e st asbesbeessasbesbeessesbesbeessensesbeessansesbeeseansas 52
COMFOIT IMIBSSAZE....vuereeteieiete ettt sttt ettt b et b st s et s b bt b e bbb et b e b e e e b e b e e s b e b e A e e b e b e e b e b e s e e b e b e A e e A e b e R e e b e b e st e b e b e st b e b e st et ebe e s s e b e st b ebe st st ebent 52

1Y BT ol @ T a N o o] o SR 53

Call WNISPEE IMESSAZE ...veveeeeeniiitieiieiesieetetesteettesteste st ebesbesbsesbesbesbeessesbesssass e baebeassasbeeseass e beebeass e beebeessesbeebeessasbeebeessebeebeessesbesbeessenbesseesnanns 53
Contact Center ANNOUNCEMENT REPOSITONY ....ciuiiiiiiiiiiii e e bbb s sb e s 53
Contact Center DIStINCHIVE RING c..coiiiiiiici e s bbb s b e bbb s 53
Contact Center Bounced Calls — Queue .. .54

Contact Center Overflow — Queue........... .54
Contact Center Stranded Calls — Queue.. .54
Contact Center Distinctive Ring.......cccoceeunee. .55
Contact Center Queue Status Notification .... .55
Contact Center DNIS ......ccovveevievvieinienierieens ...56

Manage DNIS Display Settings.. .56
ManNage DNIS Priority SEEHINGS....ciiiiiiiiicie bbb s s b e s b s e a e s bbb 56
AT DNIS .ottt b bbb bbb bbb bR bbb bbbttt 57
CONFIGUIE DINIS ...ttt ettt et e et e et et e s be et e b e s beebeessesbeebeessesbeessessesbaebeess e beebeess e beebeess e beebeessesbeebeessasbeebeessebeebeessesbeebeensenbessensnanes 57
DINIS ENTranCe IMIESSAEE ....c.ueiuiiiiiiiiiien bbb bbb s bbb e s b s s e b e s b e e e s e b e s b e e ab e b e s b s as e b e s b s as b e b b s 57
DINIS ESIMATEU Wit IMIESSAEE.....cueveueuirieteirieteirte ettt sttt sttt sttt b et b b e bR e e b e bbb e bt e e b e st st e b e st b e b e s et e b e st e e b et neebe e s s ebenentenne 58
DINIS COMTOIT IMIESSAEE ..euveeueeiiiiiiiieieiteeteite st st ete st e st estesbesteessesbesbeessesbesbeess e besbeassasbesbeessesbeebeessanbeebeessasbesbeessasbesbeessenbesbeessensesbeessansesbeessaneas 58
DINIS MUSIC ON HOID IMIESSAEE.....cueeuiitieiieieiteeitete st et et e st st et e sbeste et e s besbeesbesbesbeess e besbeessesbeebeeasenbesbeessasbesbeessesbesbeessenbesbeessensesbeeasassesbeeseansas 59




MY CLOUD SERVICES PORTAL ADMIN GUIDE

DINIS Call WHISPEI IMIESSAEE ....veveueeureiieiieiesteeeeite st st etesbesteesbesbesbeessesbeebeessesbesbeess e besbeessasbeebeeasasbesbeessasbesbeessasbesbeessesbesbeessensesbeeasansesbeeseensas 59

oo L TSR 60

[ 12T 1= T 1SR 60
Contact Center Call DiSPOSITION COUES ......cc.eiiiiiiriiiieieitieeeteste et e e st st et e st e e te et e s beebe e b e s besbeesbesbesseessesbeessessesbeeseessesbeesaassesbeesaessesbessaensesbesseensas 60

Manage Call DiSPOSITION COUE USAZE ......cccuiruiruiiiiiiiieiieiesieseete st st et e st e st et e sbesbeessesbesbesssesbesbeessasbesbeessasbesbeessasbesbeessenbesbeessensesbeessassesbesssansas 61

Add a Call Disposition Code.................

Activate a Call Disposition Code

Edit a Call Disposition Code.........

Delete @ Call DiSPOSITION COUE ....cc..iiiiitiiieieiticteiese ettt ettt ettt e st e e be et e s b e sbe e s s e besbesss e besbeessesbesbeessasbesbeessesbesbeessenbesbeessensesbeessessesbeessansas
CONLACt CONTEN ROULING POIICIES ....ueiteiirieteieiete ettt ettt b et b et e b e e b st e b et s e b e st s e e b et st e b et e b et e e b et neebe e neenne
FOICEA FOMWATTAING — ACD......oiiitieiieiiiteetete ettt st et et st e st e s b e sbe e st esbeebeess e besbeess e besbeass e beebeass e beebeess e b e ebeess e beebeessesbesbeessesbeebeessesbeebeensebesseessans
HOIIAAY SEIVICE — ACD.....ccuiiietiitieiecte ettt ettt et e st et e st e s bt et e s besbeesb e beebeess e beebeess e besbeesse b e e seaab e beebeess e b e ebees s e beebeessesbesaeess e beebeessesbeebeensebesseessans
INIZNT SEIVICE — ACD ..ttt ettt ettt ettt b et b e bt e bt h et e b e e e b e s e e b e R e e e b e R e e b e R e e e b e ae e e b ea e e e b e s e e e b e s e e e b e s et e b e se e e b e et e b e st e ebene s
L2 Lo YU Lot =Te I @] | el LH =TT TR
CoMTOrt MESSAZE BYPASS — QUUEBUE .....ccueeueitietieeieteeteete it ete et e stesteestesbesbeesbesbeebeesaesbeebeessebeebeassesbeeseessesbeeseessesbeeseessesbeeseesbesbeeseessesbeesaensesbesseenss 65
OVEITIOW — QUUEBUE....c.eenieeteieieieeterte sttt ettt ettt sttt s b e st e bt s b st et e bt s b et e st s be s b et e sesbe s b e s e e bt s be b e st e bt e b et e st e bt s b e st e st e bt s b e st enesbesbe st eaesbenbe st ebenbensennne 66
SErANAEA CAllS = QUEBUE ...ttt b et b et b et b bbbt s e e b st b e b e s e b e b e A e b e b e A e e A e b e A e e b e b e e e b e b et st e b et et ebe e b ebe et e b et b ebeneean 67

FBILLING veveeeeeesssaaassssssssnsnnnseesesssssssssssssssssssssssnnnsesssssesssssssssssssssssssnnnnssessssssssssssssssssssssssnnnseeessssssssssssssssssssssnnnnnnes nnes ....68
=2 A O Yy (e 11Tl = e ) =3RS 68
VIBW BIllS ..ottt et e et e st e st e st e st e ekt e et e e et e bt e et e e be e e ate e e bt e e bt e e bt e e be e e be e e abe e e ba e e beeebeeeteeen 68
= =Tol=] L A Vo o 1V R UPPP R PUPTR 68
VieW CUITENTE BilliNG MEEROM ............ooeeeeeeeeeee ettt ettt e e ettt e et e e et e e e st a e e e asteaeasseaeasteaaeaastaaesnssasaassanannnsenanssees 68
Lo Y 1V =SSRt 69

SEtUP @ Credit Card PAYMENT .....ccouiueirieieirieic ettt b ettt bbb b s b b et b e b e s s A e b e e et e b et s b e b et e b e b et et ebe e b ebe e e b e b et st ebeneeen 69
SEtUP @ RECUITING BANK DIaft.....cirieiiirieieieieicee ettt ettt b et b et E bbbt b bt b e b et e b et b e be et e b et st ebe e een 69
FGERVICE CHANGES ...uuueuussnnnnnnmeeeessessesssssssssssssssssnnnssssssssssssssssssssssssssssnnssesssssssssssssssssssssssssnnnnssssssssssssssssssssssssssnnnnneeesssssssssssssssss 70
(0 o= It =T [V =Xy KT PP .71
VieW OPEN REQUESES DY LOCATION c....euiiiiiieicieieteerie ettt ettt b et b e bbbt b b et s b bt b bt n b e b et b e be e b e b et b e b e e b ebeneeen 71
SOOIt OPEN REOUESTES ..cuvveeiieeitiesieiieesite st et e st e ste e st e st e saseesbeesbeesase e beesseesasessbeesssessseesbaesssesaseesbaesbeessseesbeenbeesaseesbeesbeesaseesbeesbsessseenbeesssessseenseessnenas 71
FIIEEI OPEN REQUESTES ...cuviiveiiietiiteeieitesteetest e st et e st e st e e esbeste et esbesbeessesbeebeessesbesbeessesbesbeessesbeeseassasbeebeessasbeeseess e beebeess e beebeessebeebeesbesbeebsensebenseensans 71
L1 Yl =TSRSS 71
VIEW G SEIVICE CRONGE OF UL ...ttt ettt et st ettt et et eeat e e bt e s bt e ae e st e st e sataeae e st eseeateeaseeaneaueen 72
Edlit 0 SEIVICE CRONGE OFUEL ...ttt ettt et ettt e at e et e bt et et eeas e e uteeue e bt eseemte et e eutesaeanseeseeas 72
Delete G SErViCe CRANGE OFGEN ...........cceeieeieeeeeeeeee ettt ettt ettt e at e et et et et e e asesue e s ueeabe e st eseeateeueesaeenseenseans 72
Terminate @ Service CRANGE OFUEr ...........cc.coeueeiieieeeeeeee ettt ettt ettt ettt et e st e st esbeenaeeaeeae s w72
Y [0 IR Y= 4V Tol =X PSSR w73
Add @ SEIVICE CNANEGE OFUEN ...ttt ettt b et b et b et b bbbt b e b e s s b e b e s e b e b e s e s A e b e e b e b e e e b e b et s b e b et s b e be e b ebe st b e b et st ebeneeen 73
Print SErvice Change CoNTIrMatioN.......ccciiiiiieiieiiieciestese ettt ettt et b et e s b e sbe et s e s be s beesbesbeebeess e beebeess e beebeessesbesbeessesbeeseensesbesbeessesbenseensans 74

MANAGE USEI AGG-ONS ...ttt ettt et ettt et e et e ae et et eas e s st e s bt easeense e st satesaeanseenseeas .75
ASSIZN @ USEE LEVEI AQTU-ON ..ottt sttt s et e s b e et e e e e s beebeesbe s b e sbeesbesbeeaeesbesbeeseesbesbeeseasbesbeessesbesbeessenbesbeessesbesbeesnesbesbeesnenes 76
UN-ASSIZN @ USEI LEVEI AGU-ON .ottt ettt ettt ettt st e e e e s st e e e sesae st e e ese s s e s eneese s s e s eseese s esseseesessesesaessesseneesessenseneesessensesenaessenennes 76

View All Service Changes................ 77
VieW Service Change Order DELAIIS .......c.corueueririeieerieietrt ettt ettt ettt bbbt e b et b b et s b e b et s b e b et s e e bt e s b e b et b e be e b e b et et e b et e ebeneeen 78
Edit @an ACLIVE SEIVICE ChaNGE OFUEN .....uevueieeieeerteeeeeter e et e et e e ste et sae st et e e s ae st e e e se s s e seneesess e aeseese s eneesensesseseesess e s eneesessenseseesesseneesesaessanenses 78
DElete @ SEIVICE ChaNGE OIUEN .......coviiuieieiieieeiesteee ettt ettt et et e et e et e st e sbe et e s b e sbesssesbesbeesb e beebeess e beebeess e beebeessesbesbeessesbeebeessesbeebeessebesseensans 78

RY=0o [ A - PP PPPP 78

Caller ID (CNAM) .79

1] ool R TPPOUPPPPP 79

[ =1 (Y (o) PSPPSR PPUPPPRTOt 80

F L= Y/ -2 PP PPPPPPRE 80

L1 o RPNt 81

Virtu@l TErMINQEING NUIMDEL ........c..ooueinieeet ettt ettt sttt ettt e at e e at e s ut e e bt eae e st e atesateeueeaateaseeaseeaseauneaueen 82

IP Trunking Call Path

¥DEVICES.ceeeeeeseessssssnnnnnnnennannns
View Device Lists
Group VLAN Settings
Group FQDN Settings




MY CLOUD SERVICES PORTAL ADMIN GUIDE

WY [0 o D T3 ol -2 TSP OPP PRSP 86
Export Device Setting/Configuration INfOrMOEION ..............cvecveeeeireeieeieeieeereeeseeiteeseeeseeeseesseesseessessessesssessseassesssessssssseesseens 86
VI@W DEVICE ACTIVIEY HISTOIY c....eevveeeeeeeeeeeeeeee ettt e ettt e e e e e ettt e e e e es et e e e e essasteeeaassassassateaaessssanssenaaassessassstanasennsas 87
CRECK REQGUSTIATION SEALUS......c.eeeeeeeeeeee ettt ettt ettt et e at e e ut e bt e ae e st e st s at e eat e st e bt et e easeeuseabeeabeeseenaeeaneeaes 87
CONFIGUIE G DBVICE..........eeneeeeeeee ettt ettt ettt ettt et et e e as e e ue e bt e st e st e st e at e e at e st et e et e easeeuseabeeabeeseeaeeaeeeaes 87
RY e D=3 Lol PP 87
MOdify CUIrent DEVICE VLAN SOt 10 TCP........covue ettt ettt ettt et ete et et et e e as e s atesut e bt eseeseeataeueesaeenseeseeas 88
Set DeVice FOQDN ASSIGNIMENT ..........oveiiviiiiiiiiii ittt ettt ettt s st e et e sttt e s st e e s sta e e s tne e s sttt e s sssaneesssnees 88
St DEVICE LINE ASSIGNIMENLS .....oeeieiiiiiiiiiietie ettt ettt ettt e e sttt e s et a b e st e e s s bbb e s s satn b e s satne e s satsesessstneessasnees 88
MOIfY DEVICE CONFIGUIGLION ...ttt ettt ettt e at ettt et et eeas e s ue e s ut e bt e st eteeatesutesaeenseeseaas 89
L= o0 Lo e I L1 (ol -3 SRR
Unassign a Device
UNGSSIZN ONIY .ttt ettt b et b et b et b e e b e b e e e b e s e e e b e R e e e b e s e e b e R e e e b e R e e e e b e a e e e b e b e b e b e Rt e e b e R et e b e st b e b e se e b e ne e b ne s
Unassign and Remove a Device from POrtal INVENTOIY .......c.cciiiiiiriiiicieceiteet ettt sttt te et sve et e st e sbeesaesbesbeessesbesbeessesbesseessesbesseessans
MANAGE UNGSSIGNEU DOVICES.........coeeeeeeeeeeeeeeeeeeeeee e e e tte e ettt e ee sttt e e asseeeeaateeasasteaeaassseasassesaaasssaeasssasaassesesasseaessseasnsssenannnns
Edit Unassigned DeViCe INVENTOIY DATQ ..........c..eeeeeeueereeeieeeeiieeeesteaeeette e ettt e e s steaesassaaassssssaeassssaesasseasasssssesassesesssseasssssenannnns
Remove an Unassigned Device from POIrtal INVENTOIY ...........c.ooueeueiieieeeee ettt ettt sttt et ettt ettt e s e nieenieeas
FIP TRUNKING «.veeeeeeeeeeeseesssssesasssssssssnsnssssssssssesssssssssssssssssssssssssesssssssssssssssssssssssssssnssesssssssssssssssssssssssssnnnnsesessssssssssssssssssssnnnnnnnnes
TEUNKING INOIMQLION ...ttt ettt ettt s at ettt e a st e at e e us e e bt e bt eae e st e st e sataeae e st easeeateeaseeuneaueen
TEUNK GEOUD TP COUNL ..ottt et ettt ettt ettt et s at e s at e e ae ekt et e as e e ut e e bt e e bt e st e st e at e sataese e st enteeaseeaseasneauean
MANAGE ASSOCIALEA DIDS........c..ooeeeeeeeeee ettt ettt ettt ettt et s at e e at e e ae e bt et e eat e e asesutesue e bt enseeteeateeutesaeanseeseans
VIEW TIUNK GPOUPD CAII LOGS ......eueeeieieeeeee ettt ettt ettt ettt et e e at e e bt e e bt e st e st et e sateeseeaateateeaseeaseeuseaueen
EXPOITE CQIILOGS ...ttt ettt ettt et ettt e et bt et e st et s at e e ae e e st e bt et e et e e us e e ue e e ut e bt e st emteeateeutesaeenseeseaas
MANAGE TIUNK GIOUD SELLINGS ..ottt ettt ettt et et s et eat e et e st et e e st e asesueeaut e bt eseemteeatasutesaeanseenseaas
MANAGE IP TEUNK COI PALAS ...ttt ettt ettt e at e et et et et e e as e e ueeeue e bt e st e st eateeutenaeanseeseaas
FENTERPRISE TRUNKING «cvvveeeereeeessssasssssssssssnsnnssssssessssssssssssssssssssnssssssssssssssssssssssssssssssnsssssssssssssssssssssssssssssssnnnsssssssssssssssssssssssnnnns
Enterprise TrunKing INFOIMQLION ............oceeiuieiueeiieeeeeee ettt ettt ettt ettt et et e e at e s ut e s bt e st e st e st eutesaeanaeenseens
Manage Enterprise TrUuNKING ROULING ..........oeecueeeeeeeeseeecieeeeetteeeettea e et tte e e sttt e e s steaesasseaasassssaeastsaeaasssasaassesessssesansssessesssenannnns
ASSIQN ENTEIPIISE TIUNK GIOUD «...veeeeeeeeeeeeeeeeeeeetee ettt e e et e e et e e e st e e aaasseaasasseaeaasseaeassesaeansseasansseaaassesassssseassssnasesssensnnans
MOANAGE ASSOCIALEOU DIDS.........oceeeeeeeeeeeeeeeeee e ettt e et te e e sttt e e ettt e e e asseeaeaasesassasteaaassseasassesaaaasseaeaasseasassesanaasseaenssessasssenennnns
Manage ENterpriSe TrUNK GIOUD PIiOIItY ........cuueeeeeeeeeeeeeeseeeeeeeettte e e tee e ettt e e st aesasseaasaasteaeaasteaesasssaaasssesessssaaesssseasesssenannnns
Manage Enterprise Trunk GroUD WEIGAT ............eeeeueeeeeeeeeeeeeee e eee et e ettt e e et a e ettt e e e sttt e e easteaesasssaaaasseaasssseasassseasesssenannnns
Manage Enterprise TrUuNK GIOUD SETLINGS ..........ueeeeeueeeeeeeeeeecieeeesteaeeetee e e st ee e e s steaesasstaassasssaeasstsaeaasssasasssesessassesesssseesssssenannnns
KIVIICROSOFT TEAMS «.eceueereneeereesessessnesessessnsesssessssessasssssesssssssssssssessasssssessstessssssstessasssssessasssssessseessasssssessasssseessnsessaessssessanss rene
USBE LIST ..ottt ettt e ettt e e e et e e et e et e e e st e e s sneeenanneeeennesenane
Search Teams User List
EXPOrt List..cccceeveeeeeeenieeeeeene
IMPOrt List ...ooviiiiiiiiiieecs
Manage Teams User TN Assignment.........
Manage Teams User - Direct Routing
(06T e T T=Tor (o 1Y Lol Ko ) A 1Y SRR
Add Microsoft Teams Account Admin Access Credentials
Edit Microsoft Teams Account Admin Access Credentials
SELUP DOMQIN ...ttt
View Domain Information for Direct ROUtING......ccccecvevvereevieninecieceeeeeeseeeenen
F0 L A e g o 0 L[ SR
Create DNS CONTIGUIATION TICKET ..c..ciiiiiieieeriete ettt ettt ettt sttt s b et b e s b et e bt s b st et e b s b et et s bt st et esesbesbe st enesbenbeneenesbenseneene
SBC CONFIGUIGLION. ..ottt s ettt et s e st e st e s st e s et asabeesate e s abe e s ateesaseesateesasaesabeesaseenateasasaenateesasaenateesaseenases
SEUUD TOIMP USCI'S.ccceoeneieeieeeeeeeeetteee e ettt e e e e e ettt et e s e ss sttt eaeesssaasteseaaeesssassteteaeaesssassateaasasssanssstaaasessssssstaaasesssssssteneees
[0 =Tot e V1 [ Lo PSP PPPPRN

LU 0 S 106

TRAINING. .cui ittt esa st ea e s ea s ea s s ea s s aa s s aasssaassssassenassesassesasserssseassstssssensssensssensssensssenssnnns 107
CONTACT MOMENTUIM ... .ccuiiiiiiiiiiiiiiiiiie et et e era s era e st eaa s s e aaas s e esassseassssssessssssesnsssssennsssssennssssernsssssennnes 108




MY CLOUD SERVICES PORTAL ADMIN GUIDE

WELCOME

Welcome to the Vexus Fiber family. We are thrilled to be working with you!
We also want to welcome you to the My Cloud Services Portal.

The Vexus Team is constantly developing ways to improve your experience and offer new
communications management tools that increase your productivity and make it easy to do what you do.

At Vexus, we understand the critical nature of communications services to businesses and to people,
and we take our responsibility seriously. It is our mission to make certain that you have the ultimate in
state-of-the-art communications, unparalleled network reliability, and a consistently superior customer
experience to ensure that you and your company are able to thrive.

Thank you for letting us help you communicate!

Sincerely,
Vexus Fiber Telecom Team

Introduction

This guide is a convenient, go-to resource for Administrators getting started with the My Cloud Services
Portal to manage communications accounts and services online. It provides an overview of the
application website sections that may be available when a user with Administration level access logs
into the Portal, and it offers instructions and tips for working with the tools in the portal for
administration of communication features and services provided by Vexus Fiber.

We encourage you to take some time to review this document and keep it handy for future reference.
Should you need further assistance, please reach out to us. We are always here to help you with fast,
courteous, and professional support. The entire Vexus Team is committed to doing everything possible
to deliver an exceptional experience, and we strive to improve every day.

Please note that this document describes all features and some of the features described here may not
be included in your subscription, necessary for your system, or offered to all users by your organization.

Contact your Supervisor or your organization’s IT group to determine the features and services you will
manage.
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Access the Portal

Vexus Fiber offers an intuitive web Portal that makes it easy for Admins to customize and manage enterprise
and subscriber account features and settings online. It is currently optimized for desktop usage, although the
portal is accessible from any Internet-enabled device — desktop, laptop, tablet, or smartphone — so you can
manage your services, whether you are in the office, at home, or on the go.

Sign In
To Access the My Cloud Services Portal:

1. Open a web browser and enter the URL (web address) provided for online account management.
Example: www.telecloud.vexusfiber.com
In most cases your initial Admin sign

in credentials will be provided via email. -

If you need assistance for initial sign in W

(first time login), please contact your /EXl!EESR
System Administrator or Account Manager

at the Service PrOVider. Sign in with your existing account

2. Enter the Admin Account Username
and Password credentials.
Use the Forgot Password? link to
retrieve portal sign in credentials.
3. Click the Sign In button and My Cloud
Services Portal opens.

Terms and Conditions

The first time an Admin accesses the portal an E911 Dialing Terms and Conditions acknowledgment
dialog displays that must be completed to proceed.

1. Use the tools to review or save the r

document, as desired. E911 DIALING TERMS AND CONDITIONS
2. Click to place a check in the
acknowledgment check box.
3. Click the Save button to submit
and close the dialog.

Toolbar
Pages 1/3
- I+ Font Size
Reset Font Size
Download PDF
Print to PDF/File
More View Options

Note: Once submitted, this dialog

will not be presented at login o
again, unless these Terms and o
Conditions are updated. o dnemnint

Once you sign into the My Cloud
Services Portal the first time and

acknowledge the terms andconditions, e

access tO the tOO|S and features you g;":":‘;‘:""‘:‘m SR [ By cicking, you acknowledge that you have read and agree fo be bound by the E911
need to eaSIly manage your Dialing Terms and Conditions.

communications features are right at e

your fingertips. Click Save T
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ADMIN TOOLS

The Vexus Fiber My Cloud Services Portal provides useful resources to help with all Administrator-level tasks.
Administrators can sign in and instantly locate account information, setup and manage individual user
accounts, define universal settings for Groups or Locations, create and update Auto-Attendants, Hunt Groups,
Enterprise Time Schedules, and much more — quickly and easily online.

When Administrators log into the portal, they see the Admin Tools section of the Menu Navigation Panel
which provides authorized users with access to manage the related settings and services, as well as locate

and manage individual accounts within the organization. This menu displays only those areas the Admin is
permitted to view and access to work with features and tools in these sections may require additional permissions.

The Admin Tools are user specific. The Navigation Menu Panel can include the following optional sections:

NOTE: Your role and/or authorization level determine the sections and features you may access, review, and manage.

\\/EXlJS +« Dashboard — The home page for Administrators

FIBER™

Locations & Groups — Location and Group level feature management

Admin Tools

2 Dastoary «  Services & Users — User Account list and access to individual user settings

Trunking — Review and manage SIP Trunk settings

% Devi

= T «  Enterprise Settings — Manage enterprise-level services and features

+h Enterprise Setlings

El Contact Center

*Contact Center — Limited Access. Administer Contact Center setup

*Billing — Restricted Access. Advanced Billing information and payment
management.

*IP Trunking — Restricted Access. Advanced specialized Trunk
Group management

*Enterprise Trunking — Restricted Access. Specialized Enterprise Trunk
Group configuration management for specially trained/authorized Admins

*Devices — Restricted Access. Advanced access to manage device
inventory on the account. Requires additional training prior to access.

*Service Changes — Restricted Access. Advanced service change order
management tools. Requires additional training prior to access.

*Microsoft Teams — Restricted Access. Advanced Teams User TN/
Direct Routing assignment management tools for MS 365/Teams Admins.

Restricted sections and their tools only display to specially trained
and authorized Administrators with sufficient access permissions.

Each menu option opens the main page to begin working with the related settings or services where included
on the account. Only the features and services the organization or service provider authorizes the Admin to
view will be available for review within the portal. Advanced features should not be authorized for Admin use
until well after the system is fully implemented and the Admin is well versed in the use of all basic tools.
Additional training is required for advanced/restricted access tools.

For your security, the connection to the portal will automatically close and
return to the Sign In page if it is idle for more than 10 minutes.
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Dashboard

This page is the Home page for Admins. The Dashboard provides at-a-glance information about the activity
of the accounts and services the Admin may view, site-wide search functionality, and access to all work
areas the Admin needs within the portal. Note: The tools and sections you see may differ from this example.

VEXUS
— Mount Green Logistics, LLC
S u

Quick View Call Activity

10

4 Gere

308
—

Activity History

Devices

Regetinss

Manage
23 Support Tickets
[ -

Starred Tickets 1

View Escalated

M Tetets

Site Search

The Search field at the top of the application offers site-wide search functionality within the areas the

e may aecess | G - b

Admin Information

The [FTEVEREENES area at the top of the application opens a drop-down
list of quick access links to view your current user profile dashboard, go to the
Support or Training pages, and to Log Out.

Admin Dashboard Sections

Each section and widget (card) featured within the Admin Dashboard provides useful information, tools, and
filtered access links to the relevant work areas. Unfiltered access to those ares is offered in the Admin
Tools Navigation Menu Panel.

Billing Profile

This card at the top of the Dashboard offers account information, and for authorized Billing Admins -
the current balance, the latest invoice information, and a direct access link to the Billing page to make a
payment.

Best Company, Inc

Total Dus: $6,042.5¢
GAINESVILLE, GA 30301 Current Balanos: §15668.71

Account No- 567654321 Due Date: 33172018 View Invoice
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Favorite Services
This card allows the Admin to create a list of favorite * accounts or Favorile Services
services to keep on the dashboard for quick access, a search tool, and
a link to the Services & Users page to review the entire list of individual
user / service accounts.

Cal Contor

Quick View —
Up-to-date information about the account, including the number
of Locations & Groups, Services & Users, and NEPS registered

Devices in inventory, with links to the pages where those items can be ek View

managed. R —
10 )
3689‘5 Manage
24

Call Activity

This section provides a quick graphical view of call data, with filtering tools
to select specific call data for review by location, call type, date range,
etc. This dashboard section offers useful ‘mouse-over’ details of the
statistics within the dashboard and a Call Details link to review filterable
call log data, plus the ability to Export Call Logs to a .csv spreadsheet
format for reporting. Note: To reduce the number of very large database =z
searches that would slow response times in the portal when viewing |
Call Details logs, if the call log list grows to over 10,000 records
returned, the system will display a message that the Export Call Logs
tfool should be used to allow for off line review of such a large request

Call Activity

for data.
Devices Regisiration status updated: 4-22-2010 05,3543 PM Usdaie

Devices —
The Devices card displays the current counts for the NEPS and o
BroadSoft registered and/or provisioned devices that are in the account's —
inventory within the portal. Access is provided to filter the information 3 =
per Location, check registration status information, and review the i
Registered, Unregistered, or Provisioned devices assigned to the
selected Locations & Groups.

L. i Activity History
Activity History Exec DID (708321483 2 s 0

. . . . . Collab Bridge (4706321400) & ago
This section shows the most recent Administrator-level activity on Basic Mefered (4706921482) 19 eurs s
the system for user or service accounts (that the admin may access) and, S S
when an account displayed in the list is clicked, provides direct access E’;Tﬁ‘““ffii;fim

links to open and review User Dashboard. ) e

Brandon Hagood (4703770007) 2 days a0
Brandon Hagood (2055088031) 2 days =0
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Locations & Groups

The Locations & Groups page provides a searchable list of the Locations or Groups currently
configured on the account to which the Admin has access. Authorized Admins may search for terms

within the list using the Section Search tool above the list, use the column headers to sort the data
alphanumerically, manage €911 Address and Notification data, and Edit features used by each

location or group.

VEXUS

DevOgs Test 6

SeanDev0gsTes

SeanDavOpsTest

SeanDavOpeTost

SeanDevOpsTest

SeanDevOpsTest

SeanTestHouse

Seantesthiouse

SeantestHouse

Seantestiiouss

NewSeanTest

Section Search

b

Locations & Groups ss

Location ID

310000215208

3100002152-07

310000215208

3100002152-08

3100002152-10

3100002152-14

3100002152-12

310000215213

3100002152-14

1100002152-15

1100002152-16

}100002152-17

1100002152-18

Enter terms to locate data

specific to the Locations

& Groups section.

Services  Users SVC Street s city SVC State
] 404 W MARKET ST LEESVILLE ow
° 404 W MARKET ST LEESVILLE oH
] 49 W MINER ST COALDALE P
(] 49 W MINER ST COALDALE Pa
(] 40 W MINER ST COALDALE Pa
] 40 W MINER 5T COALDALE PA
] 40 W MINER ST COALDALE Pa
(] 40 W MINER ST COALDALE Pa
] 49 W MINER ST COALDALE Pa
] 49 W MINER ST COALDALE Pa
0 49 W MINER ST COALDALE PA
] 49 W MINER ST COALDALE PA
] 890 MONTCLAIR RD BIRMINGHAM A

3

Column Links

The link under Name opens
the Group Settings view.

The links in the Location ID,
Services, and Users columns
open new filtered views within
the Services & Users page.
The Emergency Call
Notification Email and See
911 Address List links open
views for management of the
€911 call notification email or
registered address changes
for the relevant Location or
Group.

£
Emergency Call Notification Email 3t Edit
EwESINOG@ECoNS Com 60 911 Aress List ’ i
ot hamhome@momentumislsco com So0 911 Adaress List 7’
cody hawihomeq@momentumlslecor corm S0 911 Addross List ’
oty hawthome@momentumielacor corm 86 911 Adtress List 7
codyhawthome@momentumislocorm <o See 911 Address Lict 4
cady hawthome @momentumielecom corm See 911 Address List ’
cody hawthoms(@momentumtelecor com See 811 Address List ’
cody hawihame@momentumislecor com 8ee 811 Address List rs
eady hawthame@momentumtelecom com See 911 Adaress List ’
cody hawthome(imomentumielecom com Ses B11 Address List s
oy hawthome@momenfumielecom com See g1 Agorass List 7
€00y hawmame@momentumtelecom com 88 911 Agoress List ’
cady hawthame@momentumieiesom com See 811 Adtress Uist ’

Edit
4

The Edit icon for each Location
opens the Group Settings page
for Feature maintenance and
administration tasks. The link
under the Name column also
opens the Settings dialog for
group level feature
management of a selected
Location or Group.
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Emergency Call Notification Email

The Emergency Call Notification Email sends an email to the address on file when 911 is dialed from
a phone within the system. The Locations & Groups page provides access for Admins to view the
current notification email address on file for the Enterprise or a Location. Where authorized, Admins
may also change the Emergency Call Notification Email address to be used by one or more Locations.
This feature is a requirement of the FCC. See: FCC.gov - Kari’'s Law/Ray Baum’s Act

Note: Permission to edit this information at the location/group level is managed at the Enterprise level.
See also: Enterprise Settings - Emergency Call Notification Email.

While viewing the Locations & Groups page:

1.

Click on the link under the Emergency Call Notification Email column next to a Location within the
list to open the Edit Emergency Call Notification Email dialog and view the current
information. This is a read-only view if the Enterprise level email is in use for all locations and
editing at the Location/Group level has been disabled.

If authorized to make any changes to the email that is on file at the Location/Group level:

2.

Emergency Notification Email Address: Enter
one (1) complete email address to which
notifications will be sent when 911 calls

are made from system phones assigned to this
location. A distribution email address may be
used.

Optional: Apply Setting to Other Locations: In
this section, authorized Admins may elect to
use the notification email address entered in
this dialog for multiple locations.

Click to place a check in the box M next to the

Locations that will also use this email address

to receive email notifications when 911 calls are
made from assigned system phones.

Click Save when finished to update the system
with the new information and return focus to the
Locations page view.

Edit Emergency Call Notification Email

3100001951-01 - Hosted IP PBX

Emergency Netification Email Address:  guthenzedconfaci@email.com

Test Email

Apply Setting to Other Locations:

[J  Lecation

310000185102 SIP Trunking
ﬁk 310000195103 Hosted IF PEX 2
3100001851-04 Service Office
3100001951-05 Erandon Ent SIP Trunk Test
2100001951-08 IPTrunking test location
3100001851-07 IP Trunking Test2
3100001951-08 location gama

g ca = e |

Save Close

Note: Synchronization is usually quick, but it can take up to 15 minutes to fully update all necessary
areas within the service provider system with the email address information defined here when it is
saved.

Optional: Test Email: Click on the Emergency Call Notification Email link within the Locations list again
and click on the Test Email button to send a validation email to the address to confirm that an email will
be received at the address entered. No further action is needed or required when the email is received.
Note: The Test Email button may not provide a useful confirmation until after the Email address has been
saved and propagated throughout the provider system.

Optional: Repeat the single email steps (1, 2 and 4 above ) as needed for the Locations/Groups
that should have an alternate Emergency Call Notification Email address defined.
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See 911 Address List

The €911 column offers access to review the current €911 address information for numbers assigned to
a Location or Group via the See 911 address List link. Each number listed displays either Active and the
current address information on file for review or Not Active with the address fields awaiting correct
information to be entered. It is important to ensure that each line has an address entered. The €911
address information entered/displayed here is used by emergency services to locate the origination of a
call to the Public Safety Answering Point (PSAP) system. Every organization should ensure that a detailed
and complete description of the location (full street address along with building, floor, etc.) is provided for
each device / telephone number in use in their system at all locations.

Note: Any €911 address entered/modified by an Admin or User from this
portal and successfully updated in the Public Safety Answering Point
(PSAP) system is used by Emergency Services and should include
details that will help first responders to quickly find the location of the
person who placed a 911 call from a system device that is registered
to your organization and the Service Provider. €911 address
information may be edited/managed at the Location level or User level.

Ref: FCC.gov - Kari’'s Law/Ray Baum’s Act

While viewing the Locations & Groups Page:
1. Click on the See 911 Address List link adjacent to a Location listing.

E911 List
Phane Nuribers
adaress Stanus
450 MONTCLAIR RO BLOG 4 FL
BIRMINGHAM, AL 38213
20STHITTHE 520 Mortln KD BIRMINGHAM, AL 35213 M A

2057917764 580 Maniclar RD BIRMINGHAM, AL 35211 ane | S

2. Click onthe Edit - icon adjacentto a desired listing to make changes.

3. Perform one or more of the following actions:

2052646121

Reset: Click this link to clearthe fields and enter correct information
below.

Reset to Primary Address: Click this link to apply the Location's
Primary Address information as this user's €911 address.

Enter the correct information in each field (as needed) to update or
add new €911 address information for the user assigned to the TN.
Note: Complete the specialty fields for unit type, floor, building,
etc. to enhance the details of the €911 address on file and ensure
that there is a Dispatchable Location delivered to the PSAP
with a 911 call from that line that consists of the validated street
address of the calling party, plus additional information such as
suite, apartment, building, floor, or similar information necessary
to adequately identify the location of the calling party for first
responders and speed up response time during emergencies.

4. Click Save to update the system with the new information or click Close
to collapse the view without making changes.
Once saved, the PSAP system will validate the new address information
and update. This validation process takes approximately 10 minutes to
complete for an address. A success message displays when that
process completes and the address is registered to the phone
number.

2015000560 850 Mentclsir RD BIRMINGHAM, AL 35213 Abe | S

2056397395 890 Marsctar KD BIRMINGHAM, AL 3213 [

2054887742 890 Monicto Rl

2057815476 080 montclan oad BIRMINGHAML AL 35213 Actve /7

2059816332 50 Moniclair RO BIRMINGHAM AL 35213 A A

208177445 550 Merncsae B

2053032504 090 Moriklair RD BIRMINGHAM, AL 35213 Mg

5. Click Close when finished or click outside the dialog to exit the €911
List and return focus to the Locations & Groups list.

Some €911 address management tasks require intervention by the Service Provider to complete.

An Authorized Contact for your organization should communicate with their assigned Service Provider
contact (AM/PM or the Customer Support team) to request assistance with those changes that are
not self-managed and, where applicable, to discuss any potential additional PSAP registration costs
per Location that may be incurred by such changes. The Service Provider is standing by to assist.
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Access Group Settings by Location

The Locations & Groups page provides easy access to manage the group or location’s feature settings.

1. Click on the Editicon 7 adjacent to a Location (far right column) to open the Location’s Group
Settings dialog. Any features or services the Group uses are displayed for management in this page.

2. Once in the Group Settings page, click on the » arrow under the View/Edit column
adjacent to a setting in the list to open its Edit view.

FIBER™

Hosted IP PEX 3100001951-01

Group Feature Setfings View/Edit
o .h Account/Authorization Codes >
Announcement Repository -
Series Completion >
el L Conference Bridge List -
‘ Auto Attendant >
Auto Attendant — Tree >
Call Park >
‘Call Pickup >
Advanced Hunting >
Music On Hold L
Group Services View/Edit
‘Custom Contact Directory >
Departments
Enterprise Directory >
Time Schedule L
Group Administration View/Edit
Manage Lines -
& Manage Users
Manage Group Calling Line 1D -

Admins may have access to work with multiple feature settings in Locations & Groups.

At least some of the following features may be available for management:

Account / Authorization Codes

Manage setup and usage of Account and Authorization Codes. Only one type of code may be used
at a time per Location. Basic Instructions for setup are provided via the link.
+ Account Codes organize calls for e .

expense tracking and accounting oo s g o s e ade. Contoiong i S S——
purposes. e

Authorization Codes control long
distance access and secure your
phone lines.

Iﬂl!@lm Page[T]ol1

Add an Account or Authorization Code
1. Click the Add Code button.
2. Enter a Code and a Description (name).

3. Click the Save button to submit the new code and retumn the focus to the Account/Authorization
Codes Edit view.

4. Click to place a check in the box M next to the code to enable usage.
5. Click the Save button to update the system and close the Edit view.
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Account / Authorization Code Administration
In the Administration section of the Account/Authorization Codes Edit view:

1. Type: Click within the radial button to turn ON
® Account or ® Authorization Codes.
2. Number of Digits: Define the required code

O Y oV i W eV S i A .

Type ®Account Cods On @ Auhorizaton Code On @ OF

length using the drop-down menu. et

3. Allow Local and Toll-Free Calls without e
Account/Authorization Code: Optional -Place
a check in the box M to enable
this functionality.

4. Set Restricted User Types: Click to
select desired SIP Trunk Users within
the Non-Restricted list and use the
arrows » 4 to move them to (or from)
the Mandatory or Optional fields.

5. Click the Save button below when finished to [

update the system and return to Group
Settings.

ooBsE ooAan

Edit an Account / Authorization Code

A. Enable/Disable: Click within the check box M next to a code to enable or disable the code and
click Save within the Code list section to update the system.

B. Modify: Click on the Edit link next to a Code in the list to change the name or code numbers and
click the Save buttons in each area to submit the changes and update the system.

View Account / Authorization Code Reports
1. Click on the Click here to view Acc/Auth Code Reports link.
Select the Bill Date.

2
3. Select the Report Type. B ow 2D16515 ¢ Faor on St Dt Aot
4

Click the Run button to
create and review the

e

selected re port Click here to view Acc/Auth Code Reports
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Announcement Repository

Manage the announcements and greetings that are available for selection by the group. This feature
offers the ability to upload and store announcements and messages. Files uploaded and stored in the
group Announcement Repository are available within selection lists when setting up Voicemail greetings
and announcement messages.

While in the Settings page, click on the adjacent » arrow under View/Edit to open the Edit view.

Anncuncement Repository ¥
Total Size of files:15 KB of 1 GB usad

] Description Type FieSize Download
‘oice Portal 2017-11-02 =
20:04:48.778_001 Wi 18 IE‘j't |

The repository offers up to 1 GB of storage space. The total amount of storage that has been used displays for review.
Maximum file size for audio announcements is 5 MB in CCIT u-Law 8kHz, 8-bit Mono format.

Basic Instructions and file size requirements are provided via the [i JEASuct=TUEIN /ink in the Edit view.

Add an Announcement File

1. Click on the Add button to begin.

2. Type the Name to be displayed in file selection lists.

3. Click on the Choose File button to select a local audio file to upload into the repository.
4. Click the Save button.

Download an Announcement File
1. Click on the Download link.
2. Select the local folder you wish to use to store a copy of the file.

Edit an Announcement File
1. Click on the Edit link next to an Announcement to view its Settings.
2. Change the Name or,

3. Click the Choose File button to navigate to and select a new file to upload/replace the
announcement.

4. Click on the Save button to submit changes and exit.

Delete an Announcement File
Caution: This action is immediate and cannot be undone.

1. Click to place a check M in the box next to an Announcement.
2. Click on the Delete button. The removal action is immediate and cannot be undone.
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Auto Attendant

Manage the basic settings for the automated receptionist line(s) that answer the phone with a personalized
message. Each Auto Attendant offers up to twelve (12) options for connecting to various people,
departments, etc., and will be assigned its own extension or directory number.

Basic instructions are provided via the See Instructions link in the settingsdialog.

While in the Settings page, click the adjacent » arrow under View/Edit to open the Edit view.
Edit Auto Attendant Basic Settings
1. Click on the Edit link next to the Auto Attendant listing to review the current settings.

2. Make the following changes, as needed:

Auto Attendant v

¢+ Active: Click within the check box t0 set | frome you customers an sutomsted eceptionisttat anmwers the hone it 2 prsonaies mesage provisng upte

to M Active or to O disable the Auto e
Attendant. P =

Name: Type a name that displays in B2
lists for selection.

Calling Line ID First Name / Last Name: Type _

the name that will show on Caller ID for this e At 1958571 N 03770008

Edit

Auto Attendant @ acsve
. o Neme
Time Zone: Select the appropriate time zone o j— _
! iog Line 1D FstMame: Produsbont | CatmgLine DLmstame: [l |
where the Auto Attendant (or Location/Group) B —
resides. Business Hou Se] ¥ Hoday Schedule

. . . Scape of ext Enterprise O Grouy
Business Hours: Select the appropriate option : R
from the drop-down menu.

Holiday Schedule: Select the appropriate option I T
from the drop-down menu.

Scope of extension dialing: Select ® Enterprise or ® Group.
Scope of name dialing: Select ® Enterprise or © Group

3. Click Save to submit the changes and return the Auto Attendant list.
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Edit Auto Attendant Business Hours Prompts
1. Click on the Edit link next to the desired Auto

Attendant listing to review the current settings. === -
2. Click on the Set Business Hours Prompts button. custom Grsting upload
. H I extension dialiny
3. Select ® Standard Greeting or ® Custom Greeting, —
;
upload and choose a greeting from the drop-down 7
menu. (] [test : | [Transfer To Operator ¥ 8878
4. Enable first-level extension dialing: Click within the ! :; :;:“D'il":“ -
checkbox to ¥ enable. 5 [ | (5 v
5. Add Auto Attendant Prompt Descriptions and Actions : : ::i .
for each line (up to 12), as needed. o = v
6. Click the Save button to submit the changes and - = i
return to the Edit Auto Attendant dialog. J : :'” ™l
2 = ia|
7. Click the Save button to update the system with the + 1= g
new Auto Attendant settings and return to the Auto )
Attendant list. -

Edit Auto Attendant After Hours Prompts

1. Click on the Edit link next to the desired Auto P ————T——
Attendant listing to review the current settings. © Startard Gesting

2. Click on the Set After Hours Prompts button. [ Gt e

EI extension dialing
3. Select ® Standard Greeting or ® Custom Greeting
upload and choose a greeting from the drop-down
menu.

4. Enable first-level extension dialing: Click
within the check box to & enable.

5. Add Auto Attendant Prompt Descriptions and
Actions for each defined line (up to 12), as needed.

6. Click the Save button to submit the changes and
close the pop-up dialog.

7. Click the next Save button presented to update the .
system with the new Auto Attendant settings and
return to the Auto Attendant list.

Auto Attendant Prompt Descriptions

Description Action: Telephone Number

0 | [Transfer To Operator __¥ Jjgor8

2 ] [Exdension Dialing v

E ] [Name Dialing v

[ | = il

| = v

| = v

| = v

| = v

| = v

| = v

| = v

| = v
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Auto Attendant — Tree

Manage the advanced settings for Auto Attendant lines and create one or more sub menus to handle
additional lines, multiple calling schedules, individual departments, etc.
While in the Settings page, click the adjacent » arrow under View/Edit to open the Edit view.

Edit Auto Attendant Tree Advanced Settings
1. Click on the Edit link next to the Auto Attendant listing to review the current settings.
2. Make the following changes, as needed:

Active: Click within the check box to set to Active or to disable the Auto Attendant.
Name: Type a name that displays in lists.

Calling Line ID First Name / Last GLzmaT= T L
Name: Type the name that will show R e e e
. number.
on Caller ID for this Auto Attendant
. Phone Number Exiension
Department: Choose an option from arsn21472 e Eat
the drop-down menu. s kvl i
Language: English is the default in the
menu. m—
Auto Attendant 1360264 Number: 4708321472
Time Zone: Select the appropriate time zone where 7 e
the Auto Attendant (or Location/Group) resides. Caw__wmm A
Network Class of Service: Choose an option using e ¥ s [Exgien v
the drop-down menu.
[ Enable video support
Enable video support: Click within the check box Sepe s versen sy O Srmrse © S O Dopams

Scope of name dialing © Enterprise ® Group  © Depanment

to enable M or disable 1.
Scope of extension dialing: Select ¥ Enterprise or
Group.

m%m
Scope of name dialing: Select M Enterprise or
Group.

Name Dialing Entries: Select the display type option for names.
Transfer to the operator after seconds of inactivity: Enter an amount of time (in seconds).

Name Dialing Entries: ® LastName + FirsiName © LastName + FirstName and FirstName + LasiName

seconds of in

actity
¥ Hairs Prompis il Set Holiday Prompts | Submenus |

= Transfer to the ogerator after

Set Business Hours Prompts )| Set Afte,

3. Click Save to submit the changes and return the Auto Attendant list.

Set Auto Attendant Tree Business Hours Prompts

1. Click on the Edit link next to the Auto Attendant - Tree T ——
listing to review the current settings. [ —— 2
2. Click on the Set Business Hours Prompts button. !*ﬂ'm“w
3. Select ® Default Greeting or ® Personal Greeting Desriton ot Tepene e
i O | [Transfer To Operator ¥ |[g&Te
upload and choose a greeting from the drop-down menu. : .
4. Click within the check box to M Enable first-level z =1

| = vl

] = v]

extension dialing.

5. Add Auto Attendant Prompt Descriptions and Actions
for each line (up to 12), as needed.

] = v]

| = v

] = v]

] = v]

6. Click the Save button to submit the changes and return
to the Edit Auto Attendant dialog.

7. Click the Save button to update the system with — T
the new Auto Attendant settings and return to the
Auto Attendant list.

| = ¥l

] = v
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Set Auto Attendant Tree After Hours Prompts

ADMIN GUIDE

1. Click on the Edit link next to the Auto Attendant - Tree listing to review the current settings.

2. Click on the Set After Hours Prompts button.

3. Select ® Default Greeting or ® Personal Greeting upload
and choose a greeting from the drop-down menu.

4. Click within the check box to ¥ Enable first-level extension
dialing. :
5. Business hours: Choose an option from the drop-down :
menu. :
6. Add Auto Attendant Prompt Descriptions and Actions for :
each line (up to 12), as needed. ;

7. Click the Save button to submit the changes and return to i
the Edit Auto Attendant dialog. .

8. Click the Save button to update the system with the new
Auto Attendant settings and return to the Auto Attendant
list.

Set Auto Attendant Tree Holiday Prompts

®Defauit Greeting

©Personal Greeting upload

Description: Action:

EE— . .

=2 | [Extension Dialing v

Telephane Number

B ] [Mame Dialing v

[ | = v]

| = ¥

| = il

| = ¥l

] = il

[
[
[
[ | = ¥
[
[
[
[

| = v]

| = v]

1. Click on the Edit link next to the Auto Attendant — Tree listing to review the current settings.

2. Click on the Set Holiday Prompts button.

3. Select ® Default Greeting or ® Personal Greeting upload
and choose a greeting from the pre-defined list in the drop-
down menu. (These greetings were uploaded previously into the
Announcement Repository).

4. Click to place a check next to ¥ Enable first-level extension
dialing, to allow callers to dial an extension or a phone
number.

5. Holiday Schedule: Optional. A Personal Greeting upload
required. Choose the schedule from the drop-down options.
Note: The Personal Greeting upload will be overridden by the Start
Announcements defined in each holiday schedule event as they
trigger.

6. Enter up to 12 Auto Attendant Prompt Descriptions, Actions,
and where Play Announcement is the selected Action, choose an
announcement, as needed.

Set Holiday Prompts for Auto Attendant 706321472

ODsfsuttGrasting
®Personal Greeting upload

F
Enable frst level extension diali
Holiday Schedule [None v

Auto Attendant Prompt Descriptions

Deseription Action:
—
: | [Fares Dl v

| [= v]

Telephone Number

| [= v]

| [= v]

| [= v]

| = v

| = v

| = v

B oW M N B b R W W e &

| = v

| = v

Click the Save button to submit the changes and return to the Auto Attendant Edit view.

Click the Save button to update the system with the new Auto Attendant settings and return to
the Auto Attendant list.
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Add Auto Attendant Tree Submenus

The advanced settings in Auto Attendant — Tree offer the ability to create one (1) overall Auto
Attendant PLUS multiple Auto Attendants under it that can be set up to handle calls or specific
work for locations, groups or departments, and more.

1. Click on the Edit link next to the Auto Attendant -
Tree listing to review the current settings.

2. Click on the IEIIEINE button to open the Set
Submenus for... dialog.

3. Click on the Add button to begin creating a new -%
Auto Attendant Submenu.

4. Define the following, as needed:

Set Submenus for Auto Attendant 4706321472

®  Submenu id

Submenu ID: Type a name that displays in lists.

Select ® Default Greeting or ® Personal Greeting upload and choose a greeting
from the drop-down menu.

Click within the check box to ¥ Enable extension dialing at any time.
Add Auto Attendant Prompt Descriptions and Actions for each line (up to 12), as needed.

5. Click Save to submit the changes and return the Auto Attendant list. Repeat to add more Auto
Attendant - Tree Submenus.

Edit Auto Attendant Tree Submenus

1. Click on the Edit link next to the Auto Attendant - Tree listing to o ]
review the current settings. hﬁ“f
2. Click on the BRI button to open the Set Submenus for... Ema
dialog. Click on the Edit link next to the Submenu. o o e
P — b T T " i S|
3. Modify the settings or prompts, as needed. o= 5 T
4. Click the Save button to submit the Submenu changes and return : ) Y
to the Auto Attendant Tree setting view. ; = =
. [ —
5. Click the Save button in the Settings view to update the system . = -
with the new setup and close the dialog. . = .
== ]
[ sive ] caneer |

Delete Auto Attendant Tree Submenus
Caution: This action is immediate and cannot be undone.

1. Click on the Edit link next to the Auto Attendant - Tree listing to review the current settings.
2. Click on the m button to open the Set Set Submenus for Auto Attendant 4706321472
Submenus for... dialog.

3. Click within the check box M next to the Submenu you |l
wish to delete from the list.

4. Click on the Delete button to remove the selection and
close the Set Submenu for... dialog.
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Outbound Caller ID

Manage the Caller ID that is shown for outbound calls from users/devices assigned to the Trunk
Group. While in the Settings page, click the adjacent »
arrow under View/Edit to open the Edit view. stbound Caller 10 v

Outbound Caller ID information: ®ES11 DID ODID © Custom

Note: When an outhound Emergency (e911) call is made, Caller ID will show your Billing Telephone Number

Manage Outbound Caller ID e

1. Click to select ®E911, ®DID, or ® Custom.

2. Click the Save button to submit the information and close the dialog.
If €911 is selected, the primary billing number on the account is displayed.

Series Completion

This service provides key Hunt Group functionality by allowing the Admin to assign users’ lines. The
system will hunt through this set of lines according to the pre-defined order and availability.
While in the Settings page, click the adjacent » arrow under View/Edit to open the Edit view.

Series Completion ¥

Series Completion provides key system functionality by hunting through a set of lines according to a pre-arranged order.

o See instruclions

Add Series Completion

1. Click on the Add button to open the setup dialog.
2. Enter a Name to display in lists.

Add Series Completion

3. Highlight Available Users and use the hame: 1

arrows to move them to the Assigned ($705521452 Gy et ) U e .
4. Click the Save button when finished to st o (a0 O

submit the data and close the dialog. e
Edit Series Completion —

1. Click on the Edit link adjacent to the Series you wish to modify.

2. Make changes to the Name or Seies Compiation v
ASS |gn ed Use Is. Series Completion provides key system functionality by hunting through a set of lines according to a pre-amranged order.

3. Click the Save button to submit the o
changes and close the dialog. J

LI

Delete Series Completion
Caution: This action cannot be undone.

1. Click on the Delete option adjacent to the
item you wish to remove from the system.

Series Completion v

Serios Completion provides key system functionality by hunting through a set of lines according to a pre-arranged order.

The selected item is immediately removed.
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Conference Bridge List

Assign Conference Hosts and Moderators for your Conference Bridge(s).
While in the Settings page, click the adjacent » Confersncs Brde Lis v
arrow under View/Edit to open the Edit view. Asson Cnfeance HostsModsrators o onfeance Brsges

Maat-Me CNF 1399795 2055585492 5492 Edit

Manage Conference Bridge List

1. Click on the Edit option adjacent to the

Conference Bridge you wish to modify. o, —|

2. Make changes to the Name, Calling Line g e e |
names, Operator Phone Number or i [
Conference Moderators. T g R -
Click the Save button to submit the ch e o) E:;::g;g::;gm Eoom
3' IC e ave . u on 0 Su ml e C anges 205502‘9‘7@!";""]".\15([\"0 User) nl?ﬂSDB]Zﬂ?Gm\mﬂm us(g:g 3:3)
and close the dialog. 42 (00 0I)
n 4 us (DID DID)
470509327 3@mymtm us (DID DID)
us (DID DID)
n 20566610 us (Loc2 Exec)
4705093277@mymtm us (DID DID)
4705093784 us (DIN NINY ked

[=S3ve T caneer |

Instant Conference

Manage this feature for use with the Push To Talk service to create hands-free intercom conferencing
for Groups. Once defined, users may dial the Instant Conference to Call Group number or use the
intercom by dialing *50 followed by the instant conference extension.

While in the Settings page, click the adjacent » arrow under View/Edit to open the Edit view.

Manage Instant Conference
1. Click Add or Edit Instant Conference to manage the Instant Conference group.
2. Enter or modify the Name for the Instant Conference.

3. Maximum Time for Unanswered Calls: Click within the check box to ¥ Enable / [ Disable
and specify a time in Minutes.

4. Enter the appropriate 10-digit phone
number(s) to be added to Instant
Conference (define the group).

5. Click the Save button to submit the data o0 e
and close the dialog.
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Call Park (Groups)

Manage the settings for Call Park Groups and enable people within your organization to park and
retrieve 1 call at a time.

While in the Settings page, click the adjacent » arrow v
under View/Edit to open the Edit view.

Anemate Recall User

Recall To

Manage Call Park Group Default Settings

1. Select or Enter the following: bt =
Settings for Call Park: e
Alternate User Recall To: ©® Choose a user type.

Dispiay Timer [0 ] ssconos

[35 ] Sesonss (30- 800)
[50__ | secanas (30- 80n)

Settings for Group Call Park: T

Set Display Timer (in seconds).
Click to O Disable/™ Enable Parked Destination Announcement.

Settings for All Parked Calls:

Ring Pattern for Recalled Calls: Select an option from the drop-down menu.
Recall Timer: Set an amount of time (from 30-600 seconds).
Alert Alternate Recall User Wait Time: Set an amount of time (from 30-600 seconds).

2. Click the Save button to submit the default settings and close the dialog.

Add a Call Park Group

1. Click the Add button. S
2. Accept the default or enter a Group Name. I et et e st et »
Growp NameNew_Group_28_3 2019 9 34 27
3. Choose the group’s Recall To: ® user type. . e e
P : T [ | el
4. Use the » < arrows to move highlighted Assigned S
Users to/from Selected Users. i B
(¢ , /3raapu)2055060405@mys 1%
. . . . (Stevie. Nix) 2056233000 @mymim ug
5. Click the Save button to submit the information and oo R
close the dialog. (o 1eai20565056 17 mprar
(CC. Test)2056661011Qmymim u3
m test21)2057917734Gmymim us. =
T I RN

Edit a Call Park Group

1. Modify the Call Park (Group) Default Settings.
2. Click the Save button to update the call park group default settings.

Optional: Click the Edit option next to a Group in the list.

1. Modify the Group Name, Recall To, or User assignments.
2. Click the Save button to submit the changes.

e

park and retri Call Park on by Admi:

for an extension to parkiretrieve calls.

ervMameLew Group_21_3 2019_16_58_43
Delete a Call Park Group R tnzgsgnzmwsmm,
Caution: This action is immediate.
1. Click the Edit button next to a Group in the list.

2. Click the Delete button to remove the Group listing
and close the dialog. The selected Call Park Group
is_immediately removed.

Enter search Crieteria Below.
1]
Avsilsble Users Selacted Usars
(Smarl, Number)4703770105@mymim us 7 (Basic Metered, Vimail}4706321535@mymim.us ~
(Voicemail, Only TN)6782939529@mymim us

(Exec, DID)4706321468@mymim.us

(Gopi, Veleswaraapu12055060405@nmymim.us
(Stevie, No)2056233090@mymim.us

l(Apri, R}2058763089@mymim us

(test, est1205604817 @mymim.us
(GG, Test)2056651011 @mymtm.us
st tes21 20579177 H@mymImus
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Call Pickup (Groups)

Assign and Allow users to answer any ringing line within their call pickup group.
While in the Settings page, clickthe adjacent P arrow under View/Edit to open the Edit view.

Call Pickup v
Add a Call Pickup Group I

1. Click the Add button.

2. Enter a Group Name.

3. Click the arrows to move highlighted Available S v e st b s

Users to/from Selected User Order. :::....
AR VA | Mhred B

4. Click the Save button to submit the new group and e o e st
close the dialog. prerripicfier ey

AR 14 (A (Tl 00
b ol (B S0

Manage Call Pickup Groups I T I

1. Click on the Edit option next to a Call Pickup Group.

a. Make Changes to Name and/or Selected Users and click the Save button.
Or

2. Use Caution: This action is immediate and cannot be undone.
Click the Delete button to instantly remove the group from the system and close the dialog.

Advanced Hunting

Utilize all your lines and prevent unnecessary busy signals. When a call is generated to a line that is busy,
the call automatically rolls to the next number in the Hunt Group.

[
Manage Advanced Hunting Settings s ]
Catiog Lo DLssttame:  [Grom ]
1. Click on the Edit option next to the Hunt Group listing. e
2. Make changes to the following settings and options: T g T
i in I =cz 10 a
Name: Enter a name that displays inlists. :13:%:3:3::3; o =
Calling Line ID (First/Last): Enter the Caller ID name. ﬁ%%s’if:":;:’m a
Hunt Style: Select a hunt style from the drop-down e e
menu options. E:_T:;m_s_.m

koo st sgent e dngs [ 7] ogn

Allow Call Waiting: Click to M Enable / O Disable.

Highlight and use arrows to move Available g

Users to/from Selected User Order and/or Sy
Directory Number Hunting. =
Note: When a user is assigned to Directory Number Hunting B e
and the user receives a call, the call is presented to the user
first. If this Directory Number user is busy or unavailable, the
service then applies the Hunt Style policy that has been configured for the Hunt Group. If a number is
included in the Directory Number Hunting field, it essentially becomes a pilot number for the Hunt
Group if busy or not answered.

Department: Select the appropriate department from the drop-down selection list.
Time Zone: Select the appropriate time zone for the group/location.
Allow Members to control Group Busy: Click to M Enable / [ Disable.
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Enable Group Busy: Click to 4 Enable / [ Disable.
Apply Group Busy When Terminating Call To Agent: Click to M Enable / O Disable.
Skip to next agent after x rings: Click to O Disable / M Enable and select the amount of rings.

Forward call after waiting x seconds: Click to [ Disable / M Enable and select the amount of
seconds.

Enable Call Forwarding Not Reachable: Click to 4 Enable / [ Disable.

Calls forward to: Enter the 10-digit phone number/SIP URI.

Make Hunt Group busy when all agents are not reachable: Click to M Enable / O Disable.
Use system default CLID: Click to ® Enable / O Disable.

Customize the CLID for this Hunt Group: Click to ® Enable / O Disable.

Include the Hunt Group Name in the CLID: Click to M Enable / [0 Disable.

3. Click the Save button to submit the new data and close the dialog.

Music On Hold

Manage the music or greeting files played to callers when placed on hold. Basic Instructions and
file size requirementsare provided via the link.

While in the Settings page, click the adjacent » arrow M liod '
under View/Edit to open the Edit view. Hay recondige o callers on hold.
) [ ON [l
Manage Music On Hold )
© Standard Hold Music

1. Click to turn ON or Off ® Custom Hold Music

2. Select ® Standard Hold Music or ® Custom Hold Music.

3. Optional: Choose a pre-uploaded ‘custom file’ from the ———

drop-down menu.(see: Announcement Repository)

4. Click the Save button to submit the change and close the dialog.

Custom Contact Directory

Create and manage customized contact groups within the directory.
While in the Settings page, click the adjacent » arrow

under View/Edit to open the Edit view. C———
Managers Edit
Add a Custom Contact Directory List
1. Click on the Add button to create a custom contact list. T
2. Type a Name for the list. [ ——
3. Select from the Available Users list and use the L E—
arrows 4P to move them to/from the Assigned oo e e
Users section e | g,
. . . . (Collaborate - Audio 3100001951-03-Default) 3100001
4. Click the Save button when finished to submit the (o) e et
. . (E211 DID) 678367 4584@mymtm.us
list and close the pop-up dialog. I |
(CC Test) 205631011 @mymtm.us
ﬁbﬁ;ﬁ:@g?&::zﬂl 18575TE19_14E n
(DD DID) algfﬂraé?@nymtm,m =

Edit a Custom Contact Directory List
1. Click the Edit option next to a Contact List.
2. Make changes to the list Name or Assigned Users, as needed.

3. Click the Save button to update the list and close the pop-updialog.
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Delete a Custom Contact Directory List
1. Click the Edit option next to a Contact List.
2. Click the Delete button to immediately remove the list from the system and close the dialog.

Departments

Manage Departments for the Group/Location.

Enterprise

Add a Department e ———
1. Click the Add button to create a new Department. T i =
-%m

2. Type the Department Name. :
3. Select the Parent Department from the drop-down menu

options. [ Add |
4. Click the Save button to submit the changes and close

the dialog.

Department Name: | |

Edit a Department DeDanmemCa:\ar::':::?s::::; [ ]
1. Click on the Edit link next to the Department. gy i Dhtac e 4

[=Sive ] cance |

2. Make the changes you wish to make.

3. Click the Save button to submit the changes

and close the dialog. Depariment Name: Wi
Parent Department: _I!:!]

New Department Name: [

Delete a Department [“save | verte | cancor |
Caution: This action is immediate and cannot be undone.

1. Click on the Edit link next to the desired Department.

2. Click the Delete button to remove the selected department from the system and close the dialog.
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Enterprise Directory

The Enterprise Directory feature offers an online listing of all phone service information within

the Enterprise directory for the account. — -
While in the Settings page, click the adjacent » s Doy Summary e Orecory e’

arrow under View/Edit to open the Edit view.

mail

- obje E-Mai —
Extension Depariment Mobile .12 Group ID

3100001051~
02

3100001951
03

Print Enterprise Directory Summary

1. Click on the Enterprise Directory Summary Link
to view and even Print the abbreviated Phone List
using your browser features.

3100001051~
o4

3100001951~
o8

4708321472 1472 J10000taes-

ndant 1380371 (AUlS  7oaooce  pope T

BroadWorks Anywhere 1300257
el

T 3100001851
(BroadWorks Anywhere) SO o1

Collaborate Bridge 1380262 et 3100001081~
Print Enterprise Directory Details T —— S
1. Click on the Enterprise Directory Details link to e preesseeege e
view a detailed Phone List that is ready to print o= Eii
using your browser features. = pesalolian

Time Schedule

The Location / Group Time Schedule feature allows Admins to set the group or location's schedules for
business hours and holidays and define all events that are needed.
Calls that fall within these times can be sent to voicemail or receive a pre-defined greeting.

Time Schedule ON v

| Business Hours Schedule Edit
@ Enterprise Test Edit
[~Cancel | Add | Delefe ]

| Holiday Schedules

@ Thanksgiving Edit
(] Christmas Edit
[Scancer | —Add ] Delete |

) See instructions

Add a Schedule

1. Click to place a check mark M next to the preferred option (Business Hours or Holiday Schedule).
Click the Add button under that option.

2
3. Enter a unique Schedule Name.
4

Click the Save button when finished.

Delete a Schedule
Caution: This action is immediate and cannot be undone.

1. Click within the check box M adjacent to a Schedule to select it.

2. Click on the Delete button within that section to immediately remove the Schedule and any
events that have been defined within it.
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Add an Event

1. Click Edit next to the preferred schedule option in either ¥ Business Hours or ¥ Holiday Schedule.
2. Click Add Eventto define the following options for a specific event type:

Event Name: Required - Type a short
title for review in lists.

Start Date/End Date: Select the day the s

event begins and ends. - =B e oo, o—— ]
1 dayevent =Jan 3 - Jan 3

2 day event = Jan 3 - Jan 4 - srsmeersnians

Select the All Day Event check box 4,
or Start Time, End Time.
Time = HH:MM

Optional: Recurs — (Never, Daily,
Weekly, Monthly by Day, Monthly by Week, Yearly by Day, Yearly by Week)

Optional: Recur every x (Months or Year and/or the Numerical day of the month).

Optional: End — Never, After (x # of occurrences), or Date (set the end date).
3. Click Save when finished to submit the data and close the dialog.

Edit an Event

1. Click on the Edit option next to the desired Time Schedule option.

2. Make changes to the event name, date, times, announcements, or recurrences.
3. Click Save when finished to submit the changes and close the dialog.

Delete an Event
Caution: This action is immediate and cannot be undone.

1. Click within the check box M adjacent to a Schedule to select it.
Click the Edit option next to the selected item to review the schedule’s list of Events.

2

3. Click within the check box M adjacent to an Event listed within the dialog to select it.
4. Click on the Delete Event button.
5

Click on the Save button to update the data for the Schedules and close the dialog.

Manage Lines

.....................

Manage the names and numbers associated with lines on
the account.

While in the Locations > Settings page, click the adjacent
» arrow under View/Edit.

You may use the Search tools at the top to locate a listing by
the data displayed within the Last Name, First Name,

Phone Number, or Extension columns.

Click a column header to sort in ascending/descending
alphanumeric order. The Close button exits the view.

e E l}
— I
-4 Line Descripti Basic

v cate 0 [FTRTEGZY |
: [ save | caicer]

1. Click the Edit link next to a number to modify the listing.

2. Make changes to the Name (first/last), Line Description,
and Outbound Caller ID, as needed.

[OF=- =]

3. Click on the Save button to submit the changes and close
the Edit Line dialog.
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Manage Users
Manage user access rights and extension assignments.
While in the Settings page, click the adjacent » arrow under View/Edit to open the Edit view.

Manage User Password and Recovery Email

1. Locate the user you wish to modify within the list. _

2. Click the Edit option next to the selected user. T
Passwors Ra-snier Passuzs

Password Recovery Email: testerl@gmail.com

3. Enter the following, as needed:

Password: Type the new Password and again in 8 e st I D
Re-enter Password to confirm. Avaiabie Graugs ssigned Grou

. . HDSIedIP_PBX - Service Office -
Password Recovery Email: Type the full email in_ R |
name@email.com format. This is where the BEmionlEa SEli

system will send the recovery information.

4. Click the Save button to submit the change.

E%IMI

Add Users to Groups
1. Click the Add User button.

2. Enter or define the following:
User Name: Type the name or designation (phone number, device type, etc.) you
wish to display in lists.
Password: Enter and reenter the password assignment for the user.
Password Recovery Email: Enter an email address for password recovery notifications.
Group Admin: Click to enable/disable this as the initialassignment.
Contact Center Manager: Click to enable/disable this as the initialassignment.

Highlight item(s) in the Available Groups section and use the arrows to add to the Assigned
Groups.

3. Click the Save button to submit the change and close the dialog.

Edit User Access and Extension
1. Locate the user you wish to modify within the list.

2. Click the Edit option next to the selected user.

UserName: [ogs7z1g488

3. Make changes to the following, as needed: Passusrs Re-snierPassuord
Password Recovery Email: :|
* Password (and repeat) MACD and Device Provisioning Permissions
Password Recovery Ema" Enter a hew ema” ® Assign Administrative Rights [ A=sign Contaet Canter Manager Rights
address. Extension Assignment:
. L. . . Auziatis Numbars. User Extensions

M Assign Administrative Rights to Enable, as needed. -

I Assign Contact Center Manager Rights to Enable as | s a
18438

needed. oes [ «]

Extension Assignments: Select from the Available ceos

Numbers and use the arrows <€4» to move to or from oo7100852

the User Extensions box.
4. Click the Save button to submit the changes and exit.

(Sive | “Caneer |
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Assign Administrative Rights to a User

1.

2
3.
4

Locate the user you wish to modify within the list.
Click the Edit option next to the selected user.
Click within the M Assign Administrative Rights to enable.

Click the Save button to submit the changes and close
the dialog.

Assign Contact Center Manager Rights to a User

1.

2
3.
4

Locate the user you wish to modify within the list.

Click the Edit option next to the selected user.

Edit User

UserName: [ps7a10488
(- S
Femmiteomindts |

MACD and Device Provisioning Permissions

¥ Assign Administrative Rights

Extension Assignment:

Available Numbers. Jser Extensions.

[erre 7 -
|200z

|4097 -
1660

|9438

lo8gs n
|63

|T203

los0z

l5408

[2057100552

057210367 i i

O

53 Assign Contact Cnter Manager Rights

Click within the M Assign Contact Center Manager Rights to enable.

Click the Save button to submit the changes and close the dialog.

Set Advanced Administrator Permissions

Additional Administrator permissions required for access to review and manage the information and
tools within the restricted access sections such as Service Changes, Devices, and Billing sections and
Dashboard views may be defined for an Admin User by an Authorized Administrator. Each enabled
assignment provides access to view or manage specific features or tools in the restricted areas
when logged into the Portal as an Admin. By default, all restricted area features are not enabled for use
by any Admin and these permissions must be enabled by the provider and setup manually by an
Authorized Admin or the Super Admin after training has been completed. Contact your organization’s
Super Admin who must work with the Service Provider for assistance.

While working in Manage Users:

Locate a User in the list with the Admin column set to Yes.
Click on the Edit option next to the selected user.

Click on the Advanced Admin Permissions link to review
and edit theAdvanced Admin Permission settings.
Service Changes Permissions -

(MACD) RESTRICTED ACCESS

Click within the listed check boxes to M enable or

[ disable appropriate Service Changes section and feature
access.

Devices (Provisioning) — (RESTRICTED ACCESS)

Click within the listed check boxes to M enable or [J
disable appropriate administrative device management
access in the Devices section.

Billing — (RESTRICTED ACCESS)

Note: This option only displays in systems that have

Location level Billing enabled for use by the provider and the

selected Admin has permissions as a Location/Group level Admin.

Edit Usar

User Name- | billingadmin2
Prners i

Advanced Administrator Permissions

MACD Permissions

¥ MACD Name

#_Change Elock

@ Change Extension

@ Assign UserAddons

@ Unassign UserAddons

@ _Change CNAM

@ Change Listing

#ChangeVN TeminatingNumber

@ _Add Senvices

@ Change LineType

¥ Change SeatType

Device Provisioning

@_Change IPTrunking CallPathPlan and Count

O _Provision action name

J Setup FODN

J_Setup NewDevice

[ _Setup GrouplLevelFODN

[J_Set GroupVLANID

J_Delete ExistingDevice

[J_Swap Device

Billing

[ &illing Admin

Cancel

Click within the listed check box to M enable or O disable this Admin as a location level billing admin
with the ability to review and manage bill payments for specifically assigned locations.

Click the Save button to submit the changes, close the dialog, and return to the Edit User view.
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Delete Users

Caution: This action is immediate and cannot be undone.

While working in Manage Users:

1. Click within the check box M adjacent to a User in the list to select that individual.

2. Click the Delete User button to instantly remove the user from the list.

Manage Group Calling Line ID

Important: If your system uses extension-only seats (without associated telephone numbers) along with
Call Recording assigned, changing the Group CallingLine ID here will cause the Call Recording feature
to stop working.

If you are unsure about your setup, please contact your Service Provider's Customer Support to request assistance to
complete the appropriate Call Recording configuration changes.

Manage Group Calling Line ID v

[ Use group name for Calling Line Identity

Calling Line id Group Name _
Calling Line Id Group Number | 2056661011 ¥
® Use user phone number for Calling Line Identity

O Use configurable phone number for Calling Line Identity
' Use group/department phone number for Calling Line Identity

WARNING: If you have i Iy seats, without i telephone numbers and with Call
Recording assigned, changing the Group Calling Line ID will cause Call Recording to stop. Please have
your administrator contact the service provider and make the appropriate Call Recording configuration
changes before changing the Group Calling Line ID.

1. Define or select from the following options, as needed:
Use Group name for Calling Line Identity: Click within the check box M to Enable

2. If set to Enabled, make selections from the following, as needed:
Calling Line ID Group Name: Enter the group name that displays in Caller ID
Calling Line ID Group Number: Select the number option from the list.
Use User phone number for Calling Line identity: © Click to enable, as needed.

Use configurable phone number for Calling Line identity: ® Click to enable, as needed.

Use group/department phone number for Calling Line Identity: ® Click to enable, as needed.
3. Click the Save button to submit the changes and close the dialog.
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Services & Users

The Services & Users section lists the individual accounts within the enterprise (or area the admin
reviews). The data is searchable and sortable and includes all important information ‘at-a-glance’.
Admins may also set users or services as Favorites * in this page, Check / Update the Registration
Status, or go directly to a specific account dashboard to review and manage settings.

FIBER™

Services & Usersss

T eies Typa First Kawa T Lot M Sarvien D Extincin uac Loeaton Dot Hacigrad Ta

W Anywom e Cowd  anwhinn o zTaBREsT w81 Cal Camtar angubus sonval

Section Search Check Registration Status Favorites * Service ID & Ext
= BroadSoft provisioned allows Admins to service ID and Ext
Locate any data found  device registration set Favorites x for (L:Joslg:ngesr\?izirs] the
within the table below.  status and update. easy Dashboard
access. Dashboard for the

selected account.
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Manage Services & Users

Locate an item in the list and click on the link under the Service ID or Ext column to open the
individual User Dashboard to review the current information for the account and access all
account features for administration:

Carln Smith casing Line i Voicemall o Call Logs 917
WOMENTUM TELECON s, Vosaman o) oz weas Lax 3002y
Ty
it Dieion  CallD P o T
201 NO recent voicemails S zosa A
[r— crowpim:
e 2001, At O 2180827 SOTOT M
Cam - ‘Vaoscemad Sefings Manags Grechings: Reset Vocemai Pin . i’ T e
il G it o et wiemzr sssoeew
P
Motk Classof o st
— AGroments mimiecom o Basic Features » Mt
Pager r———— o) [
Yoot
" o e
Esty e Locsien o ©
MCMENTU TELECOM S o i
—— - . Sk
groviy Cornincad Lira 10 Ressictons i fe |
a P>
Mao Adress: Lanzsane: B0 hox Dsurs & s ] e c
e ==
TomeZone: Dutoounc Gates 10 ok § e 1 "
Arrcation_ ok —
Tormpoy i Conrd 311 [ —
Sarvien Addrsis. P — e ke

Whew Al Fasturs

" a sara Hrosis macmAn
Applications 12 ]

Sabek me0ete 233INEPM

No appiications are available. Vs A8l Call Logs & Datads

User Profile

This dashboard card displays the current profile information and the View Profile button
provides access to manage temporary €911 locations, change the password, manage
notification emails, and update directory information.

Voicemalil
This card displays recent un-deleted voicemails to play, delete, forward, or block callers.

A red dot ® indicates un-played messages. The View All Voicemails link provides access to
review and manage all undeleted voicemails if there are more available than can be displayed
within the dashboard card.

Call Logs

This dashboard card displays the latest calls to/from the user’s device and View All Call Logs
button opens a new page to display up to 1000 calls within the past 90 days, with filtering
tools and a link to Export Call Logs to a spreadsheet report format.

Applications
This card provides direct links to the landing or Sign In page for add-on applications assigned
to the user, if applicable.

Basic Features

This card displays the On/Off feature settings for easy access and the View All Features &
Services link offers direct access to the user’s Settings page to manage all assigned services
and features on their account.
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Working with User Settings

Click on the View All Features link at the bottom of the Basic Features Dashboard Card to open
the Settings page, which lists the features and services that are available to the userin an
easy to readtable format, and provides access to View and to Edit the settings for each feature
listed.

Satiings
| e . vewu |

Profile

Anbouncement REpoanon

3
Anonymeus Call igechon 2 -
.
ol ek .

Colley ID N
Cal Wity ; E
Conmaeng ’ .
Conracted Ling idsatheamca Ragscnon ad -
Do Mot Disturd on -
Hotng Guest o >
Hoteding Host an
Outtoune Cate 10 Bk on .
ioiity A .
Privacy -
Selectren Caill Aczeptance on -
»

S [l

Cal Fermareing Sehective -
i M - Satansous Fing on =
1 M — Sl K L .
Sush 1 Taik ON -

Woicemail (L] -

Hpen Wy iceman an -
[ VIEWUELDIT
[T

Features are generally grouped by type to make similar or related features easy tolocate.
On/Off features show their current status within the table.

The arrow » under the View/Edit column (far right) for a feature opens the Edit view.

While viewing a feature’s setting details, the icon at the bottom of the view
provides access to helpful information about setup and/or interactions with other features.

Many of the On/Off features shown in this list and the individually enabled settings shown here
may also be managed via the Basic Features Dashboard Card and through the user’s device
using phone codes, AKA: Star Codes, when set to Enabled. (ex: *77).

,E Your account type and/or role defines the users, features, and services you may access.
' Some features shown in this document may not be available to all users or all organizations.

Access the Settings Page

In the Dashboard: Click on the View All Features link in the Basic Features card on the User’s
Dashboard to open the Settings page.

View / Edit User Feature Settings

In the Settings page: Click on the arrow » under the View/Edit column next to a feature to open its Edit
view and modify the feature setup.
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Trunking

The Trunking page offers a searchable view of the current SIP Trunk Group(s) on the account
and offers access to review and manage individual services or users assigned to a SIP Trunk
Group. The data displayed here includes Location ID, Trunk Group ID, Pilot DID, Call Paths, and
the trunk group Service Number count.

WEXUS o
"""" Trunking 4
Section Search Column Links Edit
. The link in the Location ID column y,
i provides access to review the list
o of Services & Users assigned to The Edit button opens the
Locate data found within - the Trunk group. The Pilot DID SIP Trunk Group settings for
the table below. link opens the User Services review and maintenance.
Dashboard and Profile for the
account.

Click on the Edit icon' 7 adjacent to the Trunk Group listing (far right column) to open the
Trunk Group Features page and manage the call forwarding settings and usage.

General settings might include any features defined for organizational use. For Example:

6783674584

Trunk Group Features ON/OFF VIEW/EDIT
Call Forward Always »

Unreachable Destination
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Call Forward Always

This feature defines the overall behavior of Forwarding and Routing for the SIP Trunk.
The default action for Call Forwarding Always is None.

1. Click on the arrow » under the View/Edit column

to open the Edit view for this service. Call Forward Atways Y
Call Forwarding Always Action: ®None
2. CIic_k to enable one of the following alternate R e R
options, as needed: 2058675309
Forward to Phone Number/SIP-URI: and enter IO RTET
the 10-digit number (no spaces or special ()
characters).

Reroute to Trunk Group and select the group using the drop-down menu.
3. Click the Save button when finished to submit the data and close the settings dialog.

Unreachable Destination

Manage the behavior for calls when the dialed destination is unreachable. The default action is None.

1. Click on the arrow » under the View/Edit column next to
a feature to open its Edit view.

Unreachable Destination v

Unreachable Destination Timeout: Seconds

Unreachable Destination Action: ONone

2. Click to enable one of the following alternate options, as

needed: .
Forward to Phone Number/SIP-URI
Forward to Phone Number/SIP-URI: and enter the PR
10- digit number (no spaces or special characters). (e =D ol

Reroute to Trunk Group and select the group using [save |
the drop-down menu.

3. Click the Save button when finished to submit the data and close the settings dialog.

Note: Any Trunk Group settings are made available for administration per organizational requirements.
For more maintenance instructions, refer to the sections in this guide that describe these other features.
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Enterprise Settings

The Enterprise Settings menu option opens that section for review and administration of the global
feature settings.

In this section simply click on an » arrow under the View/Edit column adjacent to the desired
Enterprise Service or the Contact Center feature to view the Edit dialog and manage the settings.

WVEXUS
FIBER™
FQDN Setup Vi
Enterprise
Enterprise Services View/Edit
Departments >
Emergency Call Notification Email >
Enterprise Directory >
Time Schedules >
Contact Center
Giobal Contact Center Setfings View/Edit
E P Trunking Agent Default Settings >
it Ui ilable Cod >
& Support Ticksts oshi o e
Call Disposition Codes >
Service Changes Contact Center Routing Policies -

Enterprise FQDN Setup

Manage the default Fully Qualified Domain Names (FQDNSs) to be used by the Enterprise’s
devices that are in inventory on the account. Any FQDNSs that are defined here may be
assigned to devices at the Location or group level, as well as individual devices. See: Devices.

Add a Fully Qualified Domain Name (FQDN) x
In the Enterprise Settings view: REIBRSSp

1. Click the Edit icon adjacent to FQDN Setup. b S

2. Enter a new Fully Qualified Domain Name in the text field.

3. Click Save when finished to update the list of available

FQDNSs and close the dialog.

4222

Delete a Fully Qualified Domain Name (FQDN)
Use caution. This action is immediate and cannot be undone.
Any devices setup to use the deleted FQDN must be edited to ———

select an existing FQDN.
In the Enterprise Settings view:

1. Click the Edit icon adjacent to FQDN Setup.
2. Click the Delete button adjacent to an existing FQDN listing.

3. Click Save when finished to update the system and close the dialog.
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Enterprise Departments
Super Admin-level access to manage departments for the entire organization.

Add a Department
In the Departments edit view:

1. Click the Add button to create a new
Department.

2. Type the Department Name.

3. Select the Parent Department from the =t S
drop-down menu options. g e

4. Click the Save button to submit the changes and
close the dialog.

Edit a Department
1. Click on the Edit link next to a department.

2. Make the changes you wish to make. R W_

MNew Department Mame: |

3. Click the Save button to submit the changes and
close the dialog. [save | Detete | cancer |

Delete a Department
Caution: This action is immediate and cannot be undone

1. Click on the Edit link next to a department.

2. Click the Delete button to remove the selected department and return to Enterprise Settings.
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Enterprise Emergency Call Notification Email

Manage the main (default) email address for notifications when a 911 call is made from a number/device
within the Enterprise account. Administrators may review the current email address used for 911 call
notifications if one has been defined for the Enterprise, add or modify the address, send a test email to
the address, and allow this default address to be overridden at the Location level by authorized Location/
Group Admins.

See also: Locations & Groups - Emergency Call Notification Email

In the Enterprise Settings view:

Enterprise

1. Click on the View/Edit drop-down arrow
adjacent to Emergency Call Notification e A r e b
Email to review, add, or edit the default SE——- -

Enterprise email address that will
receive notifications of 911 emergency
calls from system users:

#iOvermide Email for Groups/Locations

- -

2. Emergency Call Notification Email: Enter one (1) email address that will receive emergency call
notification messages when a user dials 911 from within the Enterprise system. This address is
the default email address on file for receipt of these messages for the Enterprise.

< Optional: Override Email for Groups/Locations: Click to place a check in the box to allow
Location/Group Administrators to override the Enterprise level email address and define
alternate email addresses that will receive the notifications when calls to 911 are made
from system phones assigned to the location. You may also click to remove the check mark
and disable the override option in Locations. This also reverts all locations to use the
Enterprise default email for 911 Call Notifications. Note: This check box disables the use of
the Enterprise level email address. If all emails should go to the email entered here at the
Enterprise level, do not click to enable this functionality.

3. Click the Save button when finished to submit the changes, update the system (and auto-populate
the Locations email addresses) and close the Edit view. Synchronization is generally quick, but
it can take up to 15 minutes to fully update all necessary areas within the system to display the
email address defined here.

Optional: Test Email: Return to the Emergency Call Notification Email Edit view and click on the
Test Email button to send a test email from the system to the address listed in the Emergency Call
Notification Email field. A validation email is sent by the system to the address on file. No further
action is needed or required when the email is received.

Note: A test email may only be sent after the address has been saved.

Tip: As a simple way to ensure that appropriate parties are notified via a single default email
address, consider entering a distribution email address here at the Enterprise Level that includes
all the management and supervisory staff in the organization who should be informed and leave
the override option unchecked.
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Enterprise Directory

The Enterprise Directory feature offers an online listing of all phone service information within the
Enterprise directory for the account. T v

Enierprise Directory Summary  Enterprise Directory Detsils

Print Enterprise Directory Summary

1. Click on the Enterprise Directory Summary Link to
view a summary listing of the Phone List to print
using your browser feature.

Print Enterprise Directory Details

ol
Cosaborate Bridge 1360262
Ausio)

1. Click on the Enterprise Directory Details link to view i s =

a detailed Phone List that is ready to print using your |ew= prm—— T
browser feature. e

om0 aTosomazee 3284 oJ1oa00nas-

Enterprise Time Schedules

The Enterprise Time Schedule feature allows Admins to setup and manage the global business or
holiday schedules that users can select for features that modify call behaviors, like Call Forwarding and
Call Forwarding Selective.

Add a Schedule
1. Click to place a check mark next to the preferred option (M Business Hours or ¥ Holiday Schedule).

2. Click the Add button under that option. Tivo Schodulo on v

3. Entera unique Schedule Name. = erepen o
eancer]—sed—]verero |

4. Click the Save button when finished. Holiay Schedules

=] T Edit
[5] Christmas Edit

Delete a Schedule
Caution: This action is immediate and cannot be undone.
1. Click within the check box M adjacent to a Schedule to select it.

2. Click on the Delete button within that section to immediately delete the Schedule and
any events attached to it. This will affect any features that have selected this Schedule
to trigger call behaviors (for example: Call Forwarding, Call Forwarding Selective, etc.)

Add an Event

1. Click to place a check mark i next to the preferred option (Business Hours or Holiday Schedule)

2. Click Add Eventto review and define the following options, as needed for a specific
event type:

Event Name: Type a short title for review in lists.
Start Date: Select the date the event begins.
Select the All Day Event check box M, OR define the Start Time, End Time, and/or End Date

Recurs: (Never, Daily, Weekly, Monthly by Day, Monthly by Week, Yearly by Day, Yearly by
Week).

Recurevery x (Months or Year and/or the Numerical day of the month).
+ End: Never, After (x # of occurrences), or Date (set the end date).
3. Click on the Save button when finished to submit the data and close the pop-up dialog.
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Edit an Event
1. Click on the Edit option next to the desired Time Schedule option.

2. Make changes to the Event Name, Date(s), Time(s) or recurrences.

3. Click Save when finished.

Delete an Event
Caution: This action is immediate and cannot be undone.

1. Click within the check box M adjacent to a Schedule to select it.

Click the Edit option to view the Time Schedule Edit dialog and the list of Events.
Click within the check box M adjacent to an Event to select it.

Click on the Delete Event button.

Click on the Save button to update the Schedule and close the dialog.

ok w0 DN

Enterprise Agent Default Settings
Define and manage the default level Contact Center settings for agents to handle Guard Time settings
and Agent Unavailable behaviors.

Manage Enterprise Agent Default Settings

1. Select and define the following settings for Agents assigned to the Contact Center:
Use Guard Time Settings: Click within the radial button to enable either ® Default or ® Enterprise.

Click within the box ¥ to Enable guard T v
time and select the amount of time in e T S e e

Seconds using the drop-down menu. \se Agent Ul Setge: @petadt Orirrse

Use Agent Unavailable Settings: Click B et et on ot

within the radial button to enable either W8Forms Akt ittt ster (5] concts b

© Default or ® Enterprise. Lo

Click within the box M to enable Force Agent to unavailable on do not disturb activation.
Click within the box M to Force Agent to unavailable on personal calls.

Click within the box ¥ to Force Agent to unavailable after x consecutive bounces and
specify the number of bounces using the drop-down menu.

2. Click the Save button when settings are defined to submit the changes and close the dialog.




MY CLOUD SERVICES PORTAL ADMIN GUIDE

Enterprise Agent Unavailable Codes

Enable, add, and manage activation and usage of the codes that agents will use when unavailable
for Contact Center calls. Click on the arrow » under the View/Edit column next to this feature to
open its Edit view.

Enable Agent Unavailable Codes
1. Select and define the following settings, as needed:
Click within the box ¥ to Enable Agent Unavailable Codes.

Choose the Default Code on Do Not Agent Unavailable Codes v
Disturb using the drop-down menu. (e s Ui oo

Choose the Default Codes personal calls DefaU Cote 0 Do ot DD actiaion

USII’]g the drOp—down menu. Default Codes personal calls: [None ¥

Default Codes on consecutive bounces:

Choose the Default Codes on consecutive For s of Agent Codes Unavatabl wih deaut code: [z ]
bounces using the drop-down menu. e Toode Jpesergmon st
Click within the box 4 to enable Force use of . 71— s =
Agent Codes Unavailable with default code e =
and select a code using the drop-down menu. [Tsave | ae ]

2. Click the Save button to submit the data and close the dialog.

Add Agent Unavailable Codes
Click on the Add button to begin adding a new code. gt

Click within the Active check box M to enable the new code for usage.

@ Active

Type the new Code in the field provided. scode:| |
Description:| ]

Ii%

Type a Description / title that will be displayed for review in lists.

Click the Save button and close the dialog.

o o & w =

Optional: Review the list of codes and click within the boxes
adjacent to each to Activate M or Deactivate O individual . — —
items.

7. Click the Save button to submit the changes and close the Agent Unavailable Codes edit
settings dialog.

Agent il Codes A\

[JIEnable Agent Unavailable Codes
Edit Ag ent Unavailable Codes Defaut Code on Do Not Disturb actvation
Default Codes personal calls:

1. Make changes to the following, as needed: et Codes an conocuive hounoss: (g5

Click to Enable/Disable Agent Unavailable Codes (all). [ Rz L e AL TS
Choose alternate default code selections. Aéw ERC Esﬂfn
Click to M Activate or O disable individual codes. » iz ey ot =
Click on the Edit link next to a Code in the I
list to change the code or the description, or -
to Delete it. - 1
. . # Active
2. Click the nge button(s) to submit the changes and e
close the dialogs. Descrption: fssistng Ohes |

lmm@
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Enterprise Call Disposition Codes

Add and manage the enterprise level Call Disposition codes that are used for your organization’s
Contact Center(s). Click on the arrow » under the View/Edit column next toa feature to open its
Edit view.

Call Disposition Codes v |

Active  Code Description Edit Select

[=sve 0 Has I votots |

Add Call Disposition Codes
1. Click the Add button to create a new Call Disposition Code.

2. Click within the Active check box to Enable M (default) or Disable O the new
code.

Enter the new Code in the field provided.

4. Type the Description (name) in the field provided.
5. Click the Save button to submit the new data and close the dialog.

Edit Call Disposition Codes
1. In the Call Disposition Codes Edit view, you may make the following changes:

+ Activate/Deactivate Call Disposition Codes: Click
within the Active check box to Enable M or Disable O
the selected code.

@ Active

Edit Call Disposition Code information: Click on the Edit Dms;’d
option next to an item in the list to review and modify the -

Code and Description information.
2. Click the Save button(s) to submit all changes and close dialogs.

Delete Call Disposition Codes
Caution: This action is immediate and cannot be undone.

1. Click within the check box M in the Select column next to a listed code.
Example: Agent Unavailable Code.

2. Click on the Delete button to remove the code from the system.

3. Click the Save button(s) to submit all changes and close dialogs.
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Enterprise Contact Center Routing Policies

Administrator access to define and manage the type of call routing and/or the call priority level(s)
to beused for each of your organization’s Contact Center(s).
Click on the arrow » under the View/Edit column next to a feature to open its Edit view.

Routing Policy- ©'Longest Wait Time ® Priority Order

Contact Center Name Priority
Call Center Renamed2

Manage Enterprise Contact Center Routing Policies
1. Select an overall Routing Policy:
2. Click the radial button next to ® Longest Wait Time (default) or Priority Order.

3. If Priority Order is selected, define the order of priority (1, 2, 3...) for each of the listed Contact
Centers.

4. Click on the Save button to submit the changes and Exit.
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*Contact Center

The Contact Center page provides authorized Admins with access to manage call flow and queue
configurations and edit Contact Center settings. Simply select a Contact Center in your list and click
theadjacent Edit link to manage its settings, or click the Configure link to define the Basic, Advanced,
and Routing Policy features.

Contact Center Location List

3100000028-01 Louie's Famous Chicken Edit
3100000028-08 Testz Eﬂ&

Edit Contact Center Queues

The Edit option for a listing in the Contact Center page opens the Contact Center Queue List Edit
view where the fundamental activation, call behavior, Quality of Service, queueing, reporting, and
log in requirements are defined.

Contaet Senier Gare Lot
Edit Contact Center Basics il atiall
: e iy e e S A S T
1. Make changes to the following, as needed. o R !
Name: Type the name of the Contact Center that will s
display in lists and reports. “bams GG LocT
o : a2 pren R e !
Calling Line ID: Type the Last Name and the First Deptaint. [HE% v Langioge: [Exgi— ¥
Name Tirve Zarm: [(GRAT 05 0] (5] G enirsl i o
Department: Choose the appropriate department r.....mg:»f;::"‘::,":::m__ e v ot
from the drop-downmenu. S e
Language: Select a language from the drop-down Perleered ammomcemerdf s catee. o inermal b [GF ¥
menu. E::::I;:::-I E,__ ey  Enabiv wder supgarl
Time Zone: Choose the appropriate option for the T o T i
location of the contact center. 5-3".“.;:.‘:;"..".:':.".”,1“.....,.,“
2. Click the Save button or continue to the next section. B i
_Alml'.ﬂllﬂ.!hn‘tgmnulm;
Envabihs calbe b aguely 1= weap ap 3 laly
Faable musisun ACC g Srar [l | iminwsescascondal
Edit Contact Center Group Policy Settings A O
Group Policy section: ™

1. Define as needed:
® Circular: hunt agents in order listed on queue profile, starting where the last call left off.
©® Regular: Send calls to first available agent on list, always beginning at the top of the list.
® Simultaneous: Ring all agents at the same time; first user to answer handles the call.
® Uniform: Send calls to the agent that has been idle the longest.

® Weighted Call Distribution: (enables Skills-based routing) Distribute calls to idle
agents per their Contact Center profile skill percentage assignments.

2. Click the Save button or continue to the next section.
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Edit Contact Center Bandwidth and QoS Settings
1. Select from the following setting options, as needed:

Preferred announcement / music codec for external calls: Use the drop-down menu to
select from None, G.711, G.726, G.729 or AMR

Preferred announcement / music codec for internal calls: Use the drop-down menu to
select from None, G.711, G.726, G.729 or AMR

2. Click the Save button to submit all changes and close the dialog - or continue to the next section.

Edit Contact Center Settings

1. Select and/or define the following Setting options, as needed:
+ Queue Length calls: Enter the minimum number of calls for the queue to trigger.
Enable video support: Click within the check box to M enable/ Cdisable
Play Ringing when offering call: Click within the check box to M enable/ O disable.

+ Allow callers to dial to escape out of queue: Enter the digit(s) a caller may dial to exit the
queue.

Reset caller statistics upon entry to queue: Click within the check box to M enable/ [ disable.

2. Click the Save button to submit all changes and close the dialog - or continue to the next section.

Edit Contact Center Reporting
1. Select or define the following Reporting options, as needed:
Enable Contact Center External Reporting: Click within the check box to M enable/ [ disable.
+ CCRs: Choose an option from the drop-down menu.
2. Click the Save button to submit all changes and close the dialog - or continue to the next section.

Edit Contact Center Agent Settings
1. Select or define the following Agent Setting options, as needed:
+ Allow agents to join Contact Centers: Click within the check box to M enable/ O disable.
- Allow Call Waiting on Agents: Click within the check box to ¥ enable/ COdisable.
Enable calls to agents in wrap-up state: Click within the check box to M enable/ Cdisable.

Enable maximum ACD wrap-up timer_MM_: SS_: Type the ADC wrap-up time limit in
Minutes and/or Seconds

> Automatically set agent state to after call: Click within the check box to ¥ enable/ Odisable.

2. Click the Save button to submit all changes and close the dialog.

Reset Contact Center Queue Password
Manage the password for the Contact Center.

esct CallCenter Queue Password

1. Click on the Reset Contact Center Queue Password link at the bottom |, o

of the dialog. Retype Password[ |
Type a new Password. fsave ) Cancer |

Retype the new Password.
4. Click the Save button to submit the change to the Call Center queue password.




MY CLOUD SERVICES PORTAL ADMIN GUIDE

Configure Contact Center Queue Features

The Configure option for a listing in the Contact Center page opens the Contact Center Queue List
where the Basic, Advanced and Routing Policy feature settings may be managed. Activation for
usage of many of these features must also be defined in the Edit Contact Center Queue section.

Contact Center Queue list = S3@mymtm us
Configure Contact Center Queue

Agents >
Contact Center Status & Statistics >
Supervisors [
Announcemen its »>
Announcemen it Repository »

Advanced VIEW/EDIT

Night Ser

Bounced Calls - Queus

Comfort Message Bypass - Queue
Overflow - Queue

Stranded Calls - Queus

1. Click on the Configure link for a Contact Center listing to open the Configure Contact
Center Queue dialog and review the features that may be administered.

2. Click on the arrow » under the View/Edit column next to a feature to open its Edit view.

Contact Center Agents
Configure the list of agents that belong to the selected Contact Center. Users are available for
selection if they have been assigned an appropriate Contact Center feature level.

= Users with a Contact Center - Basic license may be assigned to Basic Contact Centers.

= Users with a Contact Center - Standard license may be assigned to Basic or Standard
Contact Centers.

= Users with a Contact Center - Premium license may be assigned to any Contact Center.

1. Use the «€» arrows to move selected Available Agents to/from the Assigned Agents section.
2. Use the A V¥ arrows to select and reorder the agents in the Assigned Agents list.
3. Click the Save button when finished to submit the data and close the dialog.

Agents Y
Configure the list of agents that belong fo this Contact Center. Users are available if they have been assigned an appropriste Contact

Center feature. Usars with Contact Center - Basic may be assigned to Basic Contact Centers. Users with Contact Center - Standard may

be assigned to Basic or Standard Contact Centers. Users with Contact Center - Premium may be assigned to any Contact Center.

Avilable Agents Assigned Agents

(CC Test) 2056661011 @mymim us =
(Exect DID) 4706321466 @mymim us
(CC Test) 2056561008 @mymim.us




MY CLOUD SERVICES PORTAL ADMIN GUIDE

Contact Center Status & Statistics
Configure how the status and statistics of this Contact Center's activity are viewed and setup the email
recipient(s).

1. Select or enter required information for the following options for statistics and reporting, as

Contact Center Status and Statistics allows you to view the status and staistics of this Contact Center's activity and, as required,
reporting.

Daily Report: Click to enable/disable. Sonfgars sl sttt
+ Statistics Source: Select the ——

Contact Center Status & Statistics v

CDaily Report
appropriate option from the drop- Staitics Source: Fppliatonterier 3]
. Reporting Period:
down menu list. SO I
[saie ]

Reporting Period: Select the
appropriate number of days from
the drop-down menu list, as needed.

> Email Addresses: Enter email addresses in the fields provided, as needed.
2. Click the Save button when finished to submit the data and close the dialog.

Contact Center Supervisors
Manage the Supervisors and Agent assignments for this contact center.

1. Select Available Supervisors and use the arrows to move the selections to the Assigned Supervisor’s
section.

Supervisors v
2. Click on the Assign Agents tab. S ot e e
Supervisors  Aszign Agents
Choose a Supervisor from the drop-down menu. i i
s TS G a
. (Voicemail, Only TH)S782939529@mymim.us
4. Select from the Available Agents and use e g o
. o e
the arrows <« » to move the selections to the e e )
Assigned Agents section. S

5. Repeat steps 3+4 for other Supervisors.

6. Click on the Save button when finished to update the system and return to the Configure Contact
Center Queue dialog.

Contact Center Announcements
Basic and Premium. Define the Announcement types and audio file selections for the Contact Center.

Entrance Message
1. Select and define the following Entrance announcement options, as needed:

< M Play Entrance Message S : et e i i e !

< M Entrance Message is mandatory
when played.

% Audio: Select desired option:

© Default —play the system
message.

@®© URL - enter the URL(s) in order
of play. e

® Custom - select File(s) in order of play.

2. Click the Save button when finished to submit the data and close thedialog.
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Estimated Wait Message
1. Select the Estimated Wait Message tab and define the following setting options:

0,

< Enable estimate message for queued calls: Click to place a check in the box M to enable
Estimate Wait Messages.

‘Announcements \]
o g Announcements allows you to customize the Contact Center voice prompts that are played to callers while waiting in queue.
% Announce Queue Position.

Entrance Messsge | Estimated WaitMessage  GComfortMessage  Music On Hold Message  Gall Whisper Message

= Play message for callers in
queue positions: X (or lower):
Enter the highest number in queue

[DEnable estimate message for queued calls

queue positions: (o lower]

that will hear the queue position +Play message fo caters with 3 wait e o 100 | minuts orower
@ Play high volume mes:
announcement. P —— n
< Play high volume message: Click to save

place a check in the box M to enable.
< Announce Wait time: Click to ® enable/ disable

o,

< Play message to callers with a wait time of X (minutes or lower): Enter the highest number
of minutes a caller will be waiting when the wait ime message will be allowed to play.
< Play high volume message: Click to place a check in the box 4 to enable.

< Default handling time: X (minutes per call): Enter the default handling time per call.
2. Click the Save button when finished to submit the data and close the dialog.

Comfort Message

1. Select the Comfort Message tab and define the following setting options:
< Play Comfort Message: Click to place a check in the box to enable Comfort Messages.
< Time between messages X (seconds): Enter at least 10 (seconds) in the field.

% Audio: — _ - v
= Default: Click to ® enable the use of —— C—— G Ce— Cy—
system messages.
e betveen Hesssges: 10 ssconds ot Ganto st 0 3ecants
= URL: Select to enter specific URLs for oo
audio files which will be played to callers [ —
. L
in the order shown (1, 2, 3, 4) N —
I
= Custom: Select to enable and choose e Hioe—%]
from the files in the Announcement s )
repository which will be played to callers e
in the order shown (1, 2, 3, 4) -

2. Click on the Save button when finished to submit the data and close the dialog.
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Music On Hold
1. Select the Music On Hold tab and define the following setting options:

% Enable Music or video on hold for e ey o ettt sl e i !
queued calls: Click to enable ®
Music On Hold.

% Audio

= Default: Click to ® enable the
use of system messages.

= URL: Select to enable and enter
specific URLs for audio files or video
which will be played to callersin the
order shown (1, 2, 3, 4)

= Custom: Select to enable and choose from the files in the Announcement repository
which will be played to callers in the order shown (1, 2, 3,4).

ComfortMessage | Music On Hold Message Call Whisper Message

®,
X4

= Extemal Source: Click to select and enable external source.
2. Click on the Save button when finished to submit the data and close the dialog.

Call Whisper Message
1. Select the Call Whisper Message tab and define the following setting options:
% Play Call Whisper Message: Click to enable Call Whisper Messages.

% Audio e —
= Default: Click to enable the use of e e = GRS
system messages.
= URL: Select to enable and enter
specific URLs for audio files which o E—
will be played to agents in the order _i%
shown (1, 2, 3, 4) P
File2:[None v
= Custom: Select to enable ® and choose e
from the files in the Announcement -
repository

2. Click on the Save button when finished to submit the data and close the dialog.

Contact Center Announcement Repository

Manage the announcements and greeting files used by this Contact Center. As with the
Announcement Repositories for any Locations, Groups or Departments, the file requirements and
current usage amounts for the Contact Center’'s announcement files are displayed to the

Admin, and basic instructions for uploads and management are provided via the See
Instructions link. See:Announcement Repository

Contact Center Distinctive Ring
Manage distinctive ringing policies for Contact Center calls routed to agents that have Distinctive
Ring setup for use.

1. Click to 4 Enable distinctive ringing for Contact Distinctive Ring v
Configure the Contact Center distinctive ringing policies for calls routed to the agent.
Center Calls.
. . . [Enable distinctive ringing for Contact Center calls
2. Ring Pattem: Select the desired ring tone pattern g et

from the drop-down menu options.
3. Click the Save button when finished.

Save
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Contact Center Bounced Calls — Queue
Configure the Contact Center routing policy for unanswered calls.

1. Enable the following options, as needed:

M Bounce Calls after x Rings: Enter the T Els- @ v
n umber Of rlngs |f enabled Configure the Contact Center routing policy for calls unanswered by

. agents.
M Bounce Calls if agent becomes unavailable “Bounce Calls after§__|Rings
Wh'le rOUtIng the Ca” CIBounce Calls if agent becomes unavailable while routing the call
M Alert Agent if call is on hold for longer than | herasqiLl Sy isoniedjortenae ihen32_seconds e
X SeCOndS Enter 30+ SeCOndS If enabled DBuu;ce Calls after being on hold by agent for longer than [50 |

seconds

M Bounce Calls after being on hold by agent e |

for longer than x seconds. Enter an
amount of time in seconds.

2. Click the Save button when finished to submit the data and close the dialog.

Contact Center Overflow — Queue
Configure the Contact Center routing policy, includingannouncements or videos for unanswered

calls.
1. Select and define the following action and file options, as E:::Z.’ffé:mc.“.mm,mm....g.....m...;.‘.... !

needed: ';'::;Iidrfn:-hldwcnlllhln been waiting longer than a configured
® Perform busy treatment. s s i v
® Transfer to phone number SIP URI. fj:e«»:wmw; o
© Play ringing until caller hangs up. ©Play ringing un cale hangs up.

Enable Overflow after calls wait 30  Seconds

M Enable Overflow after calls wait x Seconds and Select, e smoumcumen btos et pocessing
amount of time (seconds) from the drop-down o, 1)
menu. g
4 Play announcement before overflow 2]
processing and define the audio file(s)/types .
below. Ocuem

. Audio: Select desired option: e
® Default - Use the default BW announcement _——
® URL and enter the URL(s) in order of play

©®© Custom and select File(s) in order of play

2. Click Save when finished to submit the data and close the dialog.

Contact Center Stranded Calls — Queue
Configure the Contact Center routing for calls stranded in queue when all agents are signed-out.

1. Select one of the following action options, as needed for the Contact Center Queue:

@ Leave In queue Stranded Calls - Queue A\
© Perform busy treatment St s e i T .
© Transfer to phone number SIP-URI: Click to enable |
and enter the appropriate 10-digit number to which P
calls will be forwarded. Perform busy treatment
2. Click the Save button when finished to submit the data SE—E—
and close the dialog. ‘ﬂ%
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Contact Center Distinctive Ring
Basic and Premium. Configure special ringtone policies for calls routed to the agent(s).
Click on the View/Edit arrow adjacent to this setting to begin.

1. Select the following setting options, as needed:

Enable distinctive ringing for Contact Center Distinetive Ring v
Ca I IS CI ICk to en ab | e @ d IStIn Ctlve rl ng I ng . Configure the Contact Center distinctive ringing policies for calls routed to the agent.

. . . [DEnable distinctive ringing for Contact Center calls
Ring Pattem: Choose a ring pattern option Ring Pattern:
from the d rop_down list. Ring Pattern for forced delivered Contact Center calls:
Ring Pattern for forced delivered Contact Save

Center calls: Choose a ring pattem from the
drop-down list.

2. Click Save when finished to submit the data and close the dialog.

Contact Center Queue Status Notification
Turn on/off queue volume status notifications sent to agent devices and control the thresholds
forhigh volume notifications.

While working in Contact Center > Edit > Configuration, click on the View/Edit link adjacent to Queue
Status Notification to begin.

1. Select the following setting options, as needed:

< Enable notification of queue status to agent devices: Click to enable M or disable [1the
setting.

< High volume notification thresholds: Click to enable M the volume threshold type you
wish to agents to receive a notification about and define the value as needed.
The options are:

= [J Number of calls in Queue: Click to enable M (as needed) and enter the number of calls in
the queue that will trigger a notification.

= M Longest waiting time: Seconds - Click to enable (as needed) and enter the
amount of time (in seconds) that a call waiting in queue the longest will automatically
trigger a notification.

2. Click Save when finished to submit the data and close the dialog.

Queue S$tatus Notification v
t to agent devices and control the thresholds for high volume notifications

usue status to agent devices
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Contact Center DNIS

Authorized Administrators may have access to manage the Contact Center DNIS configurations.
DNIS, or Dialed Number Inbound Service, refers to the called or dialed number. Within the call
centerapplication, it is used only to refer to the case where multiple dialed numbers have been
associated with a single queue or call center. The system allows configuration of up to 64 DNIS
numbers to a single queue. When they are configured, someone calls into a call center and is
ultimately directed to a particular DNIS number within a queue. They hear entrance messages
associated with that DNIS and the agent receiving the call sees (and/or hears) that DNIS name
when the call is delivered so they too know where the caller. DNIS configurations and settings
take precedence over related Contact Center Announcement settings.

See also: Contact Center Announcements

While working in Contact Center > Edit > Configuration, click on the View/Edit link adjacent to DNIS
to begin.

DNIS v
Configure the Contact Center DNIS to distribute calls to agents.

DNIS Display settings:
ElDispIay DNI5S Number to agent when presenting call instead of calling number
[CIpisplay DNIS name to agent when presenting eall instead of calling name

DNIS Priority settings:
¥ Automatically promotes calls with Priority 1 to Priority 0 after waiting Seconds
¥ Automatically promotes calls with Priority 2 to Priority 1 after waiting Seconds
¥ Automatically promotes calls with Priority 3 to Priority 2 after waiting Seconds

[Name [Fhone Number [ [Friority [Edit [Select |
[ cal center 2430485(Primary) | 2089187200 [7200 [0 - Highest | Eait | |

Save Add Delete

Manage DNIS Display Settings
1. Select and define the following DNIS Display settings, as needed for DNIS numbers:

] Display DNIS Number to Agent when presenting call instead of calling number —
Click within the adjacent box to enable M or disable .

[ Display DNIS name to agent when presenting call instead of calling name — Click
within the adjacent box to enable ¥ or disable [J.

2. Click Save when finished to submit the data and close the dialog.

Manage DNIS Priority Settings

1. Enable M and define the following DNIS Priority settings, as needed for DNIS numbers:
Automatically promotes calls with Priority 1 to Priority 0 after waiting X Seconds.
Automatically promotes calls with Priority 2 to Priority 1 after waiting X Seconds
Automatically promotes calls with Priority 3 to Priority 2 after waiting X seconds.

2. Click Save when finished to submit the data and close the dialog.
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Add DNIS

While working in the Contact Center Configuration — DNIS Edit view:
1. Click on the Add button to

begin creating a new DNIS listing. ™ :
The DNIS Edit view offers tabs for
defining multiple setting
options.

Cluse o
Daliow outg

m DNIS announcement settings
cing Contact Center call

Save

Configure DNIS
1. Enter or select the following settings options, as needed:
< DNIS Name (required): Enter a name in the field.
< DNIS Phone No: Select a phone number from the drop-down list.
< Extension: Enter an extension that is defined in your system.
% Priority: Select an option from the drop-down list.
% Calling Line ID: Enter the display information.

< Use custom calling line name settings: Click within the check box to enable ¥ and
enter the following:

= Calling Line ID Last and First Name: Enter the custom last and first names to be
displayed for this line (caller ID)

< Use Custom DNIS announcement settings: Click within the check box M to allow
the setup and use of settings found in the other tabs at the top of the view.

% Allow outgoing Contact Center Call: Click to enable and allow agents to dial out
using this DNIS.

2. When finished, click on the Save button to update the system with the new information
and close the view, or continue on to define additional settings in the other tabs where
their use is enabled or available.

DNIS Entrance Message

1. Select and define the following Entrance announcement options, as needed:

< [ Play Entrance Message: Click within
the check box to enable or disable 1. e . = SR —
. Configure DNIS: Call Center 2430485(Primary)
< M Entrance Message is mandatory when k e

played: Click within the check box to enable
or disable [1.

< Audio: Select and define the desired
option(s):

= © Default — Select if you wish to use the
system’s default message.

= © URL - Enter the URL(s) in the fields — these define the order of play(1,2,3,4)
=  © Custom - Select the custom file(s) to be played in the order shown (1,2,3,4).

2. Click the Save button when finished to submit the data and close the dialog or continue on
to define additional settings in the other tabs where their use is enabled or available — as
needed.
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DNIS Estimated Wait Message
1. Select the Estimated Wait Message tab and define the following setting options:

< Enable estimate message for queued calls: Click to place a check in the box M to
enable Estimate Wait Messages.

< Announce Queue Position: = x
Cl ICk Wlth | n the rad ia | b utton to Configure IS~ Entrance Message | Estimated wmmm% ComfortMessage  Music On Hold Message  Call Whisper Message
d . DNIS Name: Call Center 2430485(Primary)
. gs:
® enable and define Use custom DNIS announcement setings: False
Cinmanes Gosas basan20C o7 ueued cll
= Play message for callers in @':l?'hu:‘."’““m“‘ fonen
q ue ue pOS|t|o n S X (Or rgg:;sﬁg;zuﬁreﬁ!:;:u:nh a wait time of: {minutes or lower)
lowe r): Enter the h Ighest * Default handling time: [5__| (minutes per call)
number in queue that will
hear the queue position T b
announcement.

< Play high volume message: Optional. Click to place a check in the box ¥ to enable.
< Announce Wait time: Click to ® enable/ O disable and define:

= Play message to callers with a wait time of X (minutes or lower): Enter the highest
number of minutes a caller will be waiting when the wait time message will be
allowed to play.

®,
o

Play high volume message: Click to place a check in the box M to enable and define:
= Default handling time: X (minutes per call): Enter the default handling time percall.

2. Click the Save button when finished to submit the data and close the dialog or continue
on to define additional settings in the other tabs where their use is enabled or available —
asneeded.

DNIS Comfort Message

1. Select the Comfort Message tab and define the following setting options:
% Play Comfort Message: Click to place a check in the box to enable Comfort Messages.
% Time between messages X (seconds): Enter at least 10 (seconds) in the field.

< Audio: DNIS x
= Default: Click to ® enable the use of system
messages. Configure DNIS ~ Enfrance Message  Estimated Wait Message cunmnmgm I
= URL: Select to enter specific URLS for audio files | | giscmous smoimcansnt sense: e
which will be played to callers in the order shown Time Detween Messages: 10_] seconds Nte: Cafseles thn 10 seconds.
(1’ 2, 3, 4) ggeffult
1
= Custom: Select to enable and choose from the z
files in the Announcement repository which will Clusiom
be played to callers in the order shown (1, 2, 3, E;:Eli@
4) Fies: o
2. Click on the Save button when finished to save the
data, close the dialog, and return to the DNIS list s
view.
3. Click Save to submit the new list information and ' '

update the system.
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DNIS Music On Hold Message

1. Select the Music On Hold tab and define the following setting options:
< Enable Music or video on hold for queued calls: Click to enable ® Music On Hold.
% Audio DNIS

= Default: Click to ® enable the use of

system messages. Music On Hold Message

Configure DNIS: Call Center Zﬁmﬁ(Prin'l.ary]
* URL: Select to enable ® and enter ClEnabie music o video on ol for quened £ais
op . . . Audio:
specific URLs for audio files or video ©Deaut
which will be played to callers in the order :
shown (1, 2, 3, 4) 3
4
= Custom: Select to enable ® and choose Ocustom
from the files in the Announcement File2: [None v
repository which will be played to callers Filed: [None v
OExternal Source

in the order shown (1, 2, 3, 4).

= External Source: Click to select and
enable ® external source.

Save

4 3

2. Click on the Save button when finished to save the data, close the dialog, and retum to the
DNIS list view.

3. Click Save to submit the new list information and update the system.

DNIS Call Whisper Message
1. Select the Call Whisper Message tab and define the following setting options:
< Play Call Whisper Message: Click to enable Call Whisper Messages.
< Audio
= Default: Click to enable the use of system messages.

= URL: Select to enable and enter specific URLs for audio files which will be played to
agents in the order shown (1, 2, 3, 4)

= Custom: Select to enable ® and choose from the files in the Announcement repository

2. Click on the Save button when finished.
The Add DNIS dialog closes and the DNIS list displays.

3. Click Save to submit the new list information and update the system.

DNIS x

Call Whisper Message

Configure DNIS: Call Center 2430485(Primary)
Use custom DNIS announcement settings: False
EPlay Call Whisper Message

Audio:

@Default

CURL

<l<<)¢
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Edit DNIS

While working in Contact Center DNIS settings view:

Note: The primary DNIS listing cannot be edited and is read only to protect that configuration.
Contact your Account Manager or Customer Support if the primary DNIS configuration requires
changes.

1. Click on the Edit link adjacent to the desired non-primary DNIS in the list to open the edit view.

2. Make changes to the available settings and options, including any message options, as needed.
3. Click on the Save button to submit the changes and return to the DNIS list view.

4. Click on the Save button to update the system with the new information and close the view.

Delete DNIS

Use Caution. All related underlying settings for the selected DNIS number are deleted as well and
must be recreated if deleted in error. Note: The primary DNIS listing cannot be deleted in the
Portal and is read-only to protect that configuration. Contact your Account Manager or Customer
Service for assistance if the primary DNIS configuration requires changes.

While working in Contact Center DNIS settings view:

1. Click to place a check mark in the Select box adjacent to the desired DNIS in the list.

2. Click on the Delete button and click OK when prompted to remove the selection from the list.
3. Click Save when finished to update the system with all changes and close the view.

Contact Center Call Disposition Codes
Premium. Manage the Call Disposition Codes used to identify things like marketing promotions or
special characteristics pertaining to the call. The disposition codes contain two elements: an
identification value and a description.
Disposition codes can be used to address multiple scenarios, for example:

+ Capturing the result of the call (“Requires Follow-Up”, “Issue Resolved”, “Contacted Sales Rep”),

+ Capturing customer comments (“Angry”, “Happy”, “Called Multiple Times”)
% Capturing marketing campaign feedback (“Print Advertisement”, “Web Site”, “Direct Mailing”).

Disposition codes may be entered by the call center agent while the call is in progress or once the call
has been finished and the call center agent is in Wrap-up state.

Call Disposition Codes can be entered at the Contact Center queue level and at the Enterprise level.
See also: Enterprise Call Disposition Codes

To access this setting while working in Contact Center go to Edit > Configuration, click on the View/
Edit link adjacent to Call Disposition Code to begin.

Call Disposition Code L

Add or Modify Call Dispesition Codes. Disposition Codes are atiri applied to a call to identify marketing promotions or other topics
pertaining to a call.

MNote:Add or modify call disposition codes are attributes applied to a call fo identify marketing promotions or other topics pertaining to &
call.

CEnable call disposition codes
Buse group codes in addition to Contact Center codes

OForce use of call dispesition codes with default codes

[Bctive [Code |Description JLevel [Edit | |

| \ new one | testing | Enterprise | Edit [ o ]
Save Add Delete




MY CLOUD SERVICES PORTAL ADMIN GUIDE

Manage Call Disposition Code Usage
1. Select and define the following basic service usage setting options, asneeded:

Enable call disposition codes: Click within the box to enable ¥ / disable [ the use
of Call Disposition codes.
Use group codes in addition to Contact Center Codes: Click within the box to
enable M/ disable [ the use of Group Codes along with Contact Center Codes.
Force use of call disposition codes with default codes Click to enable M and select the
default code that will be entered automatically if for some reason an agent does not
enter one manually from the list of options provided in the drop-down menu.
2. Click Save to update the system with the new information for Call Disposition Codes.

Add a Call Disposition Code
Authorized Admins may create a custom call disposition code at the Contact Center
Queue level while working in the Call Disposition Code Edit view:

Call Disposition Code x

1. Ensure that Call Disposition Codes are Enabled.

DActive

2. Click on the Add button. Code ]
3. Select and define the following: Descipion ]
Active: Click to place a check in the box M to set se

this new code to Active when saved.

Code: Enter a code in the field provided.

Description: Enter a concise description of the purpose of the code -e.g., ‘MKTG
Campaign 6.20’

4. Click the Save button when finished to add the custom disposition code to the list in the Edit
view and close this dialog.

Activate a Call Disposition Code
The system offers several ways to manage whether call disposition codes are active and may be
used by call center agents.

Enable Call Disposition Codes: Click to place a check in the box to allow call disposition
codes to be used.

Click to place a check in the Active check box that is offered when Adding or Editing a call
disposition code. Note: Always click the Save button after making changes.

Edit a Call Disposition Code
The list displayed in Call Disposition Codes offers access to Edit individual code description and
activation information. The code cannot be edited.

1. Click on the Edit link adjacent to a Call Disposition Code within the table list.
2. Make changes to the Description or to the Active setting.
3. Click Save when finished to update the system with the changes.

Delete a Call Disposition Code

Caution! This action is immediate and cannot be undone. While working in the Edit view for Call
Disposition Codes, an Admin may delete a contact center queue level Call Disposition Code.
Please note, the codes defined at the Enterprise level cannot be deleted at the Contact Center level.

1. Select the code you wish to remove by clicking to place a check in the box M in the far
right column adjacent to the code.
2. Click on the Delete button to immediately remove the code from the list.
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Contact Center Routing Policies

Call Centers temporarily hold calls in the cloud when all users assigned to receive calls from the queue
are unavailable. Call Centers provide an automated “answer” with customizable greetings, comfort
messages, and hold music for the caller to listen to.

Queued calls are routed to an available agent when he/she is no longer on an active call. Each call queue
is assigned a lead number, which is a telephone number outside callers can dial to reach the agents
assigned to thecall queue. Call Centers are also assigned an internal extension, which can be dialed
internally toreach the agents assigned to the call queue.

The following sections offer examples of the types of routing policies that may be managed.

Forced Forwarding — ACD
Premium. Configure the Contact Center to temporarily divert new incoming calls to a different route

independent of the Night Service route. Enabling Forced Forwarding does not affect calls already in the
queue.

Note: The URLs/files for audio or video that are
defined will be played in the order they are listed.

While working in Contact Center > Edit >

cess codes to configure forced forwarding

Configuration, click on the Edit/View drop- o o e

Audio:

down to open this setting for management. S

OurL

1. Select and/or define the following Ocust
setting options as needed for Forced s
Forwardlng ACD usage: iy

Forced Forwarding On | Off: Click

within the appropriate radio button

to turn on ® or O off.

Call Forwards to phone number/SIP URI: Enter the phone number or SIP-URI in

the field provided.

Allow feature access codes to configure forced forwarding: Check this box if you would like

the Call Center Supervisor to use their phone to activate (*51) and deactivate Redirect (*52)

through the use of a star code / feature access code.

Play announcement before forwarding: Click to enable M and complete the following setting

options as needed for the audio to be played...

Audio:

= Default - Click to set as the default system message.

= URL - Click to use specific files and enter up to 4 URLs in order of play.

= Custom: Click to use custom files that have been entered into the system and select up to 4 in
the order of play from the drop-down selection tools.

2. Click Save when finished to update the system with the new information.

Save
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Holiday Service — ACD

Premium. The Holiday Service - ACD allows an optional message to be played and a different
routing treatment for special days and Holidays where workers may not be present. To access while
working in Contact Center > Edit > Configuration, click on the Edit/View drop-down to open this
setting for management. Select or define the following actions andsetting options, as needed:

Holiday Service - ACD v
Configure the contact center to route calls differently during holidays.

Nose: The URLsfiles for audio video will be played in order they are listed
Action:

@MNone

CPerform busy treatment

Ovanster o phone number SIP-URH ]

Holiday Schedule: DPlay announcement before holiday service action
®Default
CURL

Audio:
L —
1
1
D —
OCustom

File1

FileZ

Filez:

Files

1. Select and define the following:
Action:
+  © None: Calls are left in queue.
©®© Perform Busy Treatment:Click to use the busy treatment.
® Transfer to phone number/ SIP-URI: Click to route calls to an alternate phone number/
SIP- URI and enter the correct destination information.

Holiday Schedule _ : Select a schedule from the drop-down list. This list displays the Holiday
Schedules defined in Enterprise Time Schedules.

© Default: Click to use the default announcement, which is “Your call is very important to
us, but you have reached us on a scheduled holiday. Please call back during normal
business hours or wait to leave a message.”

® URL: Click to use an alternate audio or custom message and select accordingly below.

Audio:
If URL was selected above, choose from the following and define as necessary:

= URL: Click to use specific files and enter up to 4 URLs in order of play.

= Custom: Click to use the custom announcement files that have been entered into the
Announcement Repository and select up to 4 in the order of play via the drop-down
selection tools.

2. Click the Save button when all changes are complete to update the system and close the dialog.
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Night Service — ACD

Premium. The Night Service option configures the routing,treatment, and announcement behaviors for
calls received after normal business hours (Night service).

1. Select and define the following setting options for Night i Servce ACD v
. . Conhigure the Contact Center bo route calls drfferently during hours when the queue is NoLIn service.
Service actions, as needed: B e o Lt v chdi ot oo ot P 1+ 01 W s

nonight service shall be provided,

@© None: Default. Calls are left in queue. M T L. i o i i

O Perform busy treatment: Click to select this iy i

. . OTran: & numbser SIF- 3

option and set the service to perform busy seeph e Ao

treatment for calls during non-business hours. s s i s P
(IPiay announcement before nignt SevIce action

O Transfer to phone number / SIP-URI: Click to fnoscwmst 3y e e i Wl O

select this option and route calls to an alternate .

CuRL

phone number/SIP-URI then enter the correct
destination information in the adjacent text field.

x

Force night service regardless of business hour =
schedule On O |Off ® (default) g
Click within the ® On radio button to enable this o
option and allow the supervisor or administrator to | s
override the Business Hours schedule (defined o
below) and manually initiate Night Service for the g
queue. This manual override can also be activated %

by a Call Center supervisor using their phone i
interface if the feature access code option is e
enabled below, as well. O —|

Business Hours: Select the appropriate schedule
from the drop-down to define business hours.

Allow feature access codes to manually override night service: Click to enable and
allow Call Center Supervisor(s) to use their phone to activate (*53) and deactivate
(*54) the Night Service via star code/FAC.

Play Announcement before night service action. Click to enable for use with busy
treatment or transfer actions. This option can be configured to play an announcement
prior to proceeding with the action Night Service. In this case, the announcement is
played once to completion before the action is processed.

Announcement to play in manual override mode: Click to enable either © Normal
announcement or O Manual mode announcement and continue to define the setting
options in the corresponding section below for audio behaviors:

Audio Mode sections: Based on the selection made for Announcement to play, make
option selections in either Normal Mode Audio or Manual Mode Audio for the
following:

= Default: Click to use the default messaging - “Your call is very important to us, but
you have reached us outside of business hours. Please call back during normal
business hours or wait to leave a message.”

= URL: Click to enable the use of URLs and enter up to 4 URLSs for the files in the
order you wish them to play (1, 2, 3, 4.).

= Custom: Click to enable and use the selection tools to choose up to 4 files
from the Contact Center’'s Announcement Repository in the order they will
play (1,2, 3, 4).

2. Click Save when finished to update the system with the changes for Night Service - ACD.




MY CLOUD SERVICES PORTAL ADMIN GUIDE

Bounced Calls — Queue

Standard. Configure the routing policy for calls that are sent to an available agent but go unanswered by
the agent in this queue. To access while working in Contact Center > Edit > Configuration, click on the
Edit/View drop-down adjacent to this setting to open the Edit view.

1. Select and define the following setting options, as needed:

1 Bounce Calls after _x_ Rings: Click Hounced Calls - Queue w
tO enable and entel’ thg n_umber Of Configure the Contact Center routing policy for calls unanswerad by agents.
rings to allow before thecall is bounced.

OEounce Calls if agent becomes unavailable while routing the call

IZ TranSfer to phone number : SIP- URI Olalert Agent if call is on hnldfallonperﬁan@sewnds Note: Cannot be less than 30 seconds.
. Click to select this Option androute CBounce Calls after being on hold by agent for longer than [B2_| seconds

calls to an alternate phone number/SIP-
URI then enter the correct destination
information in theadjacent text field.

M Bounce Calls if agent becomes unavailable while routing the call: Click to enable this
option to bounce calls being sent to an agent if the Agent transitions to an unavailable state
while the call is en route.

M Alert Agent if call is on hold for longer than __ seconds: Click to enable this service option
if you wish for the system to notify the Agent if a call sent to them from the queue was put on
hold for longer than the time defined here (in seconds). Note: 30 or more seconds are
required here.

M Bounce Calls after being on hold by Agent for longer than __ seconds. Click to
enable this service option if you want the system to automatically bounce a call that has
been on hold for longer than the time defined here (in seconds).

2. Click Save when finished to update the system with the changes made for Bounced Calls — Queue.

EBounce Calls after(5_ | Rings
OTransfer to phone number ISIPURIC____——— |

Sawve

Comfort Message Bypass — Queue

Premium. This service policy offers the use of an alternate audio message if calls are expected to be
answered quickly. When enabled, the usual comfort/Music-On-Hold treatments are bypassed, and the
settings defined here are used. Note: This policy applies after the entrance message has finished playing
(if applicable). While working in Contact Center > Edit > Configure, click on the View/Edit drop-down
arrow adjacent to this setting to open the Edit dialog:

Comfort Message Bypass - Queue v

1. Select and/or define the following setting Configure the Contact Center o piayringing andora ierent message insiead of music and conor
. messages if the call is expected to be answered quickly.
options, as needed: o , , ,
jote: The URLsffiles for audio video will be played in order they are listed.
o Comfort Message Bypass O On | @ off Comfort Message Bypass: OOn ®Off

* Bypass comfort message when estimated wait time is less than: seconds

(default): Click within the ® On radio button
to enable this service.

CPlay announcement after ringing for Seconds

Audio:

M Bypass Comfort message when St
estimated wait time is less than L E—
seconds: If the wait time is less that the B —
amount entered here, the Bypass Comfort I
Message will be used. Enter the desired Fron o]

wait time in seconds. e

M Play announcement after ringing for e E—
Seconds: Click M to Enable and set the number save

of seconds to allow ringing before the alternate
message will be presented to the caller, then set the message Audio source below.

= © Default: Click to use “Please hold while we transfer you to an agent.”

= O URL: Click to select the use of URLs and enter up to 4 URLs in the order you wish
them to play (1, 2, 3,4.).

= O Custom: Click to select and use the selection tools to choose up to 4 files
from the Contact Center's Announcement Repository in the order they will play
(1,2,3,4).

2. Click on the Save button when finished to submit the changes and close the Edit dialog.
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Overflow — Queue

Basic, Standard, and Premium. Overflow treatment is applied to calls when the Call Center
reaches its size limit or when callers have been in the Call Center for a specified amount of time.
For example, if the Call Center queue size limit is set to 20, the twenty-first caller will be
routed to the overflow destination. Likewise, if the overflow timer is setto two minutes, after
two minutes, callers will be routed to the overflow destination. Use this section to define the
routing policy and/or message behavior when a large number of calls have been received or calls
have been waiting longer than a configured threshold.

. . . . Overflow - Queue v
Whlle WO rklng In ContaCt Center > Edlt > Configure the Contact Center routing policy when a large number of calls have been received or calls
Conﬁgure, CIiCk on the d rOp-dOWI’I arrow have been waiting longer than a configured threshold.
adj acent to OveFﬂOW _ Qu eue to open the :'odr;nme URLsffiles for audio video will be played in order they are listed.
ed |t d ia |Og . ®Perform busy treatment

. ) OTransfer to phone number SIP-URI: I:
1 . Se|eCt and/or def'ne the fO||OWII’Ig OPlay ringing until caller hangs up.

options as needed for Overflow routing: =~ DEnable Overflow after calis wait (30_] seconds
OPlay announcement before overflow processing

Action: e
« © Perform busy treatment: Click to ®Detautt

OURL

select this action — the callerhearsa ——

fast busy tone when Overflow ]
treatment is in effect. L]
® Transfer to phone number SIP- ~ *L—————
URI: Click to select this option and Filet: [Nane ]
route calls to an alternate phone Filez:[None v
number/SIP-URI when Overflow g —

treatment is in effect, then enter the Fileti [None v

correct destination information in the | sse

adjacent text field. This entry can

be an extension,another phone number/queue, or even an external number.

®© Play ringing until caller hangs up: Click to select this option and callers will hear ringing until

they disconnect when overflow treatment is in effect.

M Enable Overflow after calls wait __ Seconds: Click to select this option and apply

overflow treatment to queued calls after a certain amount of time. Enter the amount of time

in seconds. If the maximum number of queued calls is met, the next call to be presented to the

queue is treated with the Overflow actions that are also defined in this area once the call has

waited the specified amount of time.

M Play announcement before overflow processing: Click to select and then define the audio

selection that will be played prior to performing the overflow action setting(s) defined

above.

Audio:

=  © Default: Click to select and use the default system message - “Your call is very important
to us, but due to the high volume of calls we cannot answer your call. Please hold while we
transfer you to Voice Messaging so that we can help you as soon as possible.”

= O URL: Click to select the use of URLs and enter up to 4 URLs in the order you wish
them to play (1, 2, 3,4.).

= O Custom: Click to select and use the drop-down tools to choose up to 4 files from the
Contact Center's Announcement Repository in the order they will play(1, 2, 3, 4).

2. Click on the Save button when finished to submit the changes and close the Edit dialog.
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Stranded Calls — Queue

Standard and Premium. Configure the processing / routing policy for any calls that are left stranded in
queue when there are no agents currently signed in. (An agent is said to be staffing a queue if the
agent has joined the queue and is not in the Sign-out state.) If the last agent staffing a queue “unjoins”
the queue or signs out, then all calls in the queue become stranded and will be handled as described
by the settings defined here. If an incoming call is received by a queue with no agents staffing the call
center, then the call is initially put in the queue.

Once the queued call should be offered to an agent, and if there are no agents staffing the queue,
then the call is processed as a stranded call. In particular, if the Entrance Message is mandatory ...
option is enabled or the queue elsewhere, then the entrance message is played to completion before
the call is handled as a stranded call. See also: Entrance Message; DNIS Entrance Message

Stranded Calls - Queue v

‘Configure the Contact Center routing policy for calls stranded in queue when all the agents are
signed-out.

While WOI"king in Contact Center > Edit > Note: The URLsfiles for audio video will be played in order they are listed.
. . Action:
Configure, click on the drop-down arrow ®Loave in queve
adjacent to Stranded Calls — Queue to open e e xema e 94—
the Edit dlalog ONight Service
CPlay ringing until caller hangs up.
OPlay announcement until caller hangs up.
Audio:
®Default
CURL
I ——
1. Select and/or define the following actions L
options, as needed for Stranded Calls: ::
COCustom
Filet:[None  ~|
H . H Filez:[None |
© Leave in Queue: (default) Click to v
select this action option. Files: [Nore ]

Calls will simply remain in the queue.

© Perform busy treatment: Click to
select this action option, and calls will be removed from the queue and receive a fast busy tone.

® Transfer to phone number/ SIP-URI _: Click to select this action option and enter
the destination information in the data-entry field. Calls stranded in queue are
removed from the queue and transferred to the configured destination.

® Night Service: Click to use this action option. Calls will be handled according to the
Night Service configuration. Note: If the Night Service action is set to None, then the Stranded
Calls policy will perform similarly, and calls remain in the queue.

® Play ringing until caller hangs up: Click to select. Calls are removed from the
queue and provided with ringing until the caller disconnects.

® Play announcement until caller hangs up: Click to select and then choose/define the audio
selection below. The calls will be removed from the queue and the message
selection(s) will be played on a loop until the caller disconnects/ends the call.

Audio:

Save

=  © Default: Click to select and use the default system message - “Your call is very
important to us, but no agents are available.”

= O URL: Click to select the use of URLs and enter up to 4 URLs in the order you wish them
toplay (1, 2, 3,4.).

= O Custom: Click to select and use the drop-down tools to choose up to 4 files

from the Contact Center’s Announcement Repository in the order they will play
(1,2,3, 4).

2. Click on the Save button when finished to submit the changes and close the Edit dialog.
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*Billing
Restricted Access. Only Authorized Administrators have access to the Billing page.

The Billing page provides tools for reviewing and managing the monthly billing and payments for the
Enterprise account or Locations on the Enterprise Account (where enabled and authorized for use by the
organization).

Note: A drop-down selection tool may
o display in the Billing page that allows
Test Account . . e .
B I~ specially authorized Billing Admins
e who manage accounts payable (AP)
SAVANNAH, MO 64485 .

- | for one or more locations to choose
e the billing data they wish to review
wake B and administer by selecting the

e appropriate location.

Recent Activity

‘Statement 258621 in the amount of ($1,146.08) on 12/1/2018 12:00:00 AM

Payment of $0.01 on 7/8/2017 6:33:14 AM ‘Statement #56524 in the amount of $189.24 on 1/4/2018 12:00:00 AM

Payment of $0.01 on /812017 6:28:16 AM ‘Statement #5856 in the amount of $115.11 on 12/1/2017 12:00:00 AM
‘Statement #53777 in the amount of $531.44 on 11/1/2017 12:00:00 AM

Due Upon Receipt
[_Setts |
View Statement
[ =]

View Customer Profile

The Customer Profile section displays an overview of the
current billing address, account number, and the current
payment method in use.

Customer Profile

Name

Best Company, Inc

Account Number Payment
3100001951-01 Due Upon Receipt
Billing Address

820 Montclair RD
BIRMINGHAM, AL 35213

View Bills

The Bills section of the page offers up-to-date information for

the Current Billing Cycle, any amounts Past Due, and the

option to pay the current bill or setup payments. A drop- Current Bill: $157.00

down selection tool may display allowing Billing Admins to Rt Hhue: ST 00

choose specific data to review and manage. AmountDus:  $157.00
Due Date: TH52018

View Recent Activity

The Recent Activity section in Billing displays the Recent Actiity

current payme nt infO rmation an d | in kS to reVieW Statement £70850 in the amount of $157.00 on SM5/2018 12:00:00 AM
Payment of $0.50 on 5/16/2018 3:35:10 PM Statement #68699 in the amount of §223.56 on 5/15/2018 12:00:00 AM

the most recent payment statements. Statement #56503 n the amount of $325.58 on 411612018 12:00:00 AM

View Current Billing Method
The Current Billing Method section displays the payment method =

of record and offers another link to Set Up alternate payment Current Siling ethod
methOdS . Due Upon Receipt




MY CLOUD SERVICES PORTAL ADMIN GUIDE

Pay My Bill
Once an authorized Admin is viewing the billing data, the Bills and Current Billing Method sections of the
page offer access options to setup payments.

The Pay My Bill button and Set Up buttons both Bills
open the Bills page where you may select from the S
following payment method options:

L . . Setup a recurring credit card payment=

1. Fillin the requested information to make a
payment and/or create a recurring payment
schedule.

Make a one time credit/debit card payment>

Setup a recurring bank draft=

Note: Eligible debit cards will be transacted through the Electronic Funds Transfer network. Momentum
can process debit cards on the STAR and PULSE networks or debit cards as credit cards provided there
is a Visa, MasterCard, or American Express logo on the front of the card.

2. Click Save or Submit to complete the payment process you selected.

Setup a Credit Card Payment Pay By CreditiDebit Card
1. Click the Make a one-time credit/debit card payment link to pay the e e

. STAR and PULSE networks. If your debit card is not supponted aithar of
Current b||| these netwerks (S22 logas on the back of your card for apphcable
netwarks). you will nat be abis to successfully complete 3 debit card
wransaction. Howiever, you may utize your card s cradit eard, provided
there s 2 Visa, Masteroard, or Ameican Express logo on the front o the

OR

2. Click the Setup a recurring credit card payment link to enter Aot sromourestar

Amount Due: 157.00

payment information, schedule payments to occur at Wameon [
defined intervals and save this as the payment process. e mmﬁ\

Note: When you initially set up a recurring payment method, any past due Expiration” (61 7]
balance will be included with the current cycle charges on your first e ]

scheduled payment date so that your account is made fully current.
- Recuning Payment
Please be advised when wammngpam y past

you set
s batance 3= wel 25 curen:crarges wi u.a-gedunymm
scheduled payment date.

Setup a Recurring Bank Draft

1. Click the Setup a recurring bank draft link and follow instructions to
enter account information and schedule recurring withdrawals o
directly from a bank account. e %‘“‘”W“”m

Type:

Once setup, an option to cancel this method and choose pemi |

another payment process option becomes available. “D0U0zs4seIzsh ses vasaser |
e ) s e

Routing Check ‘ccour
Number Humbar Humber

| 000023452 Tesuseranae suse |
e s g )

Routing Account Chack
Mumbsr Numbar Number

- Recurring Payment (Funds will be drafted no earlier than three days
before your invoice's du date)

Elesse be sdvised when you s=t up = recurring psyment method sny past
uuemuasmuasmnmmmnmmgmnnm:m
schaduled payment Zai

| hawe re2d and apres to the Tems and Conditions
| Cancer |
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*Service Changes

Restricted Access. The Service Changes section of the My Cloud Services Portal is an
advanced Administration tool that requires additional authorization and training to access and utilize.

The Service Changes page provides a searchable list of the current service orders for the account and
thecurrent status of each. Tools are provided to view services by Location, Add Services, Manage User
Add-Ons, View All Service Changes (historical activity), Edit or Terminate incomplete orders, or Delete open
service change orders. Information and useful system notifications are provided throughout this area to
assist trained and specially authorized Admins with Service Change tasks.

VEXUS

FIBER™

Servie Changes

s Dashboard Location:  All Locations Wiew All Sevice Changes

Admin Tools

@ Locations

02 Services & Users
U SIS ScatType | catleriDcNaM) | Block | Extension | LineType | wisting | virtual Terminating Number | 1P Trunking Cail Patn
i

Order Account Service Changes Type Created Date Created By Modified Date Modified By Status

Al v Al v Aanv Clear Filters
ca Enterpiise Seffings

e 31me7s 310000195103 ADD_SERVICES ota2010 sasha omanote sasha OPEN View
= 1P Trunking a2t 310000195103 ADD_SERVICES o120t sasha o7snote sasha OPEN view
& Support Tickets 316864 310000195105 ADD_SERVICES o201 sasha on2note sasha OPEN View
T atsses 310000195101 ADD_SERVICES om0t sasha omzrote sasha oPEN View
316703 310000195101 CHNG_LINE_TYPE om209 vkotov om0t vkotov oPEN View
316336 310000185101 ADD_SERVICES 0710972019 ProdnewSISI@MOneniT  gri092019 e oy .
315966 310000195101 CHNG_EXT ornosr2019 vkolov omos2019 Vkotov oPEN View
204618 310000195105 CHNG_LINE_TYPE 02712019 willam powell 08272018 willam_povell oPEN View
304617 310000195105 CHNG_CNAM 062712019 willam powell 082712018 wiliam_povell oPEN View
304579 310000195106 GHNG_IPTRUNK_GP_GNT 0612112019 violov 02712018 vhotov oPEN View
support N

The primary Service Change tools listed at the top of the page include:

T Select the Location to be managed/reviewed from the drop-down selection
aRtSre ) tool above the tabs and then choose a tab or action button to begin
open R L0 | performing tasks.

Opens the Add Service view to allow selection and configuration of new
service requests/orders.

Add Services

— Opens the Manage User Add-ons view of the current Add-on assignments,
Manage User Add-Ons

sortable by location and Un-Assign Add-ons to allow reassignment/Change.

Opens the All Service Changes view to display a sortable list of all service
change requests that have been entered and their status (Open, Submitted,

View All Service Changes Discarded, Processing). Context sensitive tools are provided to View, Edit,
Delete and/or Terminate, based on the current status of the order.

The default view when the Service Changes page displays is the Open Requests tab for All Locations.
Information is provided in a sortable table view. Tabs above the table offer access to all of the service
change areas the Admin may access, and the tools to perform related actions and tasks.

The Change Management areas can include: Seat Type, Caller ID [CNAM], Block, Extension, Line Type,
Listing, Virtual Terminating Number, and IP Trunking Call Path.

| Open Requests Seat Type Caller 1D [CNAM] Extension Line Type Virtual Terminating Number IP Trunking Call Path
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MY CLOUD SERVICES PORTAL

Open Requests

The default view when the Service Changes section first displays is Open Requests for All Locations.

WVEXUS
FioR”
. =D D
Service Changes €
Lonston Al osatens
’ one 1) oot wico e Cobmertons Cededdse  Craedty VodieiOte ottty sais o
.

st v St v

2n2mm1 310000002601 ‘ADD_seRvicEs oo tamiz0t oren

i

FROCESSING

d

212850 stoo0omzs03 GHNG_LISTING tezsente w820t

2azm67 10000002802 CHNG.UISTING FROCESSNG

tozazvio [

=
=
2

it

252108 sto00om02e01 ‘ADo_services cmaoe ozizaz0te oren

Deiete

25565 310000002801 ‘Ap_services ey a0t oren

2 oren

sTo00m2e01 ADo_seRvices wzro ozranie

2114 310000002808 ‘ADD_seRvices tanz0 ezt oren

21082 S1000002E01 CHNG LN TvPE 82010 tonse0t0 PROCESSING

251000 310000002801 CHNG.UISTING ey om0t PROCESSING

e stoomo02805 ADp_serwices w20 w0t e oren

251000 stounzeat CHNG_LISTING ozzszote w2501 ooy oren

EEE K § B

21570 stoono00zs 0t ‘ADp_services wezs20n wrs0te WSE Superadnin oren

1540 oren

310000002801 40_semnces sz o250t

miss sto00om02e01 ‘Apo_services czsaoe o5 oren

1504 310000002601 ADD_SERVICES ams20e 02080010 oren

21527 St0000002801 ADD_sERvICES tezszon tensavie oren

£BE B

2raame 30000002801 ASSIGN_USER ADBON oren

Tt Assount

tzomzvio oz07z0

The most recent Services Change order is displayed at the top. This view may be filtered and sorted
using the Location selection tool, table Column Headers, and the Order, Account, MACD Type, Created By
and Status filter tools within the table.

View Open Requests by Location
Click on the Location drop-down at the top of the page and select an available option to filter
the view by Open Requests for the selected location.

Sort Open Requests
Click on the Column Headers in the Open Requests view to sort the data in ascending or
descending order alphanumerically based on the values within the selected column.

Filter Open Requests

The list of open and processing Service Change order requests may also be filtered by:

Order Number

Type an order
number or part of
an order number to
filter the list to show
only matching
items. The table will
dynamically update
and filter further as
matching numbers
are entered.

Clear Filters

Account

Account

310000002803

310000002802

Select an account
number option from
the drop-down list
to only show open
requests for that
account

MACD Type

MACD Type

Select
ADD_SERVIC
CHNG_LISTING
CHNG_LINE_TYFE
ASEIGN_USER_ADDCON

Select an available
MACD type from
the drop-down list
to show only the
selected type in the
table below.

Created By

Created By
ma

matt warmen

Type a name or part
of a name to filter
the list by a creator.
The drop-down also
displays all service
change order
creators as
selection options.

Status

Status

All

OPEN
PROCESSING
Filter the list by
selecting or
entering a specific
order status type
— Open,
processing,
closed, etc.

Click the Clear Filters link above the columns (far right) to remove any applied filters and return to the
default sort and display order.
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View a Service Change Order

When a service is added and in an Open or Processing status, it is listed for review in the Open
Requests tab.

1. Click the View link adjacent to the item in the far right column to open the read-only Order Details view.

278478 3100000028-01 ASSIGN_USER_ADDON Test Account 02/07/2018 matt.warren 02/07/2018 matt warren OPEN ew ‘
2. Qllck Close when finished tq exit the CHNG. CNAV Order Detals
dialog and retum to the review the B tacion F—
list of Service Change requests. T s s o

Edit a Service Change Order
If a service change order can be edited, the option to do so is provided.

1. Click on the Edit link adjacent to an item in the far right column to open the item in Edit mode.

AOrder Account MACD Type Customer Hame Crested Date Created By Modified Date Modified By Status
Select v Select v
282881 2100000028-01 ADD_SERVICES Test Account 020172018 Cloud Services Portal 0301/2010 Cloud Services Portal OPEN %

2. Make changes to the order, service configuration, quantity, etc., asneeded.

Note: Each service change type requires specific information for configuration. The system will assist users and
notify if any missing information is discovered during the auto-confirmation process it completes prior to
allowing the order to be submitted.

3. Click Save when finished to submit the updates/changes for processing.

Delete a Service Change Order

If a service change order can be deleted, the option to do so is provided.
1. Click on the Delete link adjacent to the desired item in the far right column.

282786 3100000025-01 ADD_SERVICES Test Account 022802018 Cloud Services Portal 0212802019 Cloud Services Portal OPEN %
282545 3100000028-01 ADD_SERVICES Test Account 022872018 Cloud Services Portal 02/28/2019 Cloud Services Poral OFEN ﬁj
x

2. Click Yes when prompted to confirm the action. Delete MAGD Request?

The service change order is deleted and the system updates thelist
of Open Requests. The history of the action is also recorded and
may be reviewed by clicking on the View All Service Changes

Are you sure you wish to delete this MACD Order?

Yes Mo
link at the top of the Service Changes section.
Terminate a Service Change Order
If a service change order can be terminated, the option to do so is provided.
1. Click on the Terminate link adjacent ottt procesone Yo x

to an item in the far right column. Terminate MACD Request?

I

Cloud Services Portl OPEN

|

Are you sure you wish to terminate this MACD

2. Click Yeswhen prompted to complete the termination. orier?
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Add Services

Advanced access to create a new service order.for a location on the account.
New charges (recurring and/or non-recurring)that can affect billing may be incurred when adding services.

Add Services

Pricing is listed and a full Price Book is
provided to assist Admins.

Part Num Product Description Mooty OneTime.

Add a Service Change Order
1. Click the Add Services button to open the Add Services view.

2. Choose a Location from the drop-down selection tool.

3. Locate desired items via: Add
a. The Search tool above the list.
b. Scroll through the list.

4. Click the Add button adjacent to the
desired item to select it.
The selected item is displayed at the top of the w
page to allow for configuration.
Most service change types require specific
configuration information in order to
submit for processing. The system will assist users and notify when missing information is discovered during
the auto-validation process it completes prior to allowing the order to be saved and/or submitted.
Note: At any time, users may stop the add process. Click Remove to delete the item from the order and click
Yes to confirm and re-select something else; or click Cancel to discard the order and click Yes to confirm.

5. Click Configure to view configuration details.

e [ Metn [

6. Enterall required and any useful information for configuration of the selected item.

7. Click Save. The system will review and then either display a Success! message or indicate that
there is missing/required configuration information and provide an opportunity to revise and Save
again.

8. Repeat steps 3 — 7 for any other services to be added to the location in this order.

9. Click Continue to proceed to order submission. l—— e smmm e

r—

10. Enter or select a Service Date.

11. Click Submit Order when finished to send e &
the new service order and view the Order
Confirmation page.
During configuration, the system will note any T &
current services or products that are inconsistent or
incompatible with a selection, including those that
already exist and do not need to be re-ordered, and
inform the user if the order is not required.
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Print Service Change Confirmation
While viewing the Services Confirmation page after submitting a Service Change, the option to
Print Confirmation is provided at the bottom of the page.

Services Confirmation - Order ID: 284039

PartNum T Product Monthly  OneTwme  DueDate Exiension  Line Email Loestion Service Address. Service Date

-Free Numer . uie's Famous 0 Wonteiar D o
DR212 Tei-Free N se05 s000 072010 e sty b2e010

support

1. Click on the Print Confirmation link (bottom of the page) to open the Print dialog.
2. Accept the default settings (PDF, All pages, to local file...) to print all that is displayed per
page, or select from the following print options:

* Destination: Click Change to specify the print type and file location on your local system.
* Pages: Specify the number or range of pages to print.
* Pages per sheet: Specify the number of pages to print on each page, as needed.

* Margins: Define new top, bottom and side margins, as needed.

= Options: Click to place checkmarks in the checkboxes for Headers and Footers and
Background Graphics to include in the final print copy.

3. Click Save when finished to download a copy of the order confirmation.

Print

Tetal 2 pages

Destinstion  [l§ Saveas FOF
Change..

Pages ®

QO egis81I3

1 -

Margins Dofautt -

Options O Headess and footers

B sackground graphics
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Manage User Add-Ons

The Manage User Add-Ons button (at the top of the Service Changes page views) opens the Manage
User Add-Ons section where users have access to review current user-level add-on services for each
location on the account and assign and un-assign those add-ons.

Manage User Add-Ons
Manage User Add-ons

Lacation Louie's Famous Chicken
Add-On
Momentum Mobility with Messenger Available: 4 Assigned 0 Remaining 4 Assign
Barge In Available: 1 Assigned. 1 Remaining. 0 Un-Assign
Momentum Mobility Desktop Softphone Available: 3 Assigned. 2 Remaining. 1 Assign Un-Assign
Mamentum Mobility View Available: 1 Assigned: 1 Remaining: 0 Un-Assign
Momentum Connector Available: 2 Assigned 0 Remaining 2 Assign
Call Reporting Lite Extension Available: 1 Assigned: 0 Remaining: 1 Assign
Call Reporting Plus or Gall Reporting Pro Extension Available: 1 Assigned: 1 Remaining: 0 Un-Assign
Call Reporting Pro Agent Available: 1 Assigned: 1 Remaining: 0 Un-Assign

“ This view provides access to lists of the current user add-on services.

% Filter the view using the Location selection tool at the top of the page (required).
% Each itemin the list offers details that include:

% Add-On (service name)

“ Available, Assigned and Remaining add-on counts

Assign Un-Assign add-ons.

< Management tools to Assign available add-ons and Un-Assign

Note: Any currently assigned User Add-Ons that may conflict with a new add-on must be Un-Assigned
prior to a new Service Change request.
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Assign a User Level Add-On
The Assigh management tool is available to use for User Add-ons that have a count of 1 or
more under Remaining.

Assign

1. Click the Assign button adjacent to an Add-On (far right
column ) Assign User Add-On
The list of available users with compatible services displays. —

2. Use one of the following methods to locate the
user(s) to be assigned the Add-On: - i = G

= Scroll through the list to locate the appropriate user.

* Use the Search tool at the top of the list to filter
the list by name or telephone number(TN). &

3. Click on the Assign button next to the desired = e e
user to assign the add-on. =2 = &=

(((((

4. Repeat for any other users if there are multiple Add-Ons
available.

5. Click Save when finished to submit the change in User Add-On
assignment(s), close the dialog and return to the Manage
Add-Ons view.

The system updates the counts under Available, Assigned and
Remaining for the User Add-On changes just entered.

Un-Assign a User Level Add-On
The Un-Assign management tool becomes available for User Add-ons that have a count of 1 or more
under the Assigned column.

1. Click on the Un-Assign button adjacent to an Add-On Un-Assign
(far right column).

The list of current Add-On Assignment(s) displays. x

2. Click on the Un-Assign button next to the desired e e aen
user to remove the assignment.

3. Repeat for any other users if there are multiple

Ausisbie: 3 Assigned 2 Remaining 1

Search Users by Name or TN

Add-Ons to be unassigned. T T =
4. Click Save when finished to submit the change T =

in User Add-On assignment(s), close the dialog,

and return to the Manage Add-Ons view. =) (om

The system updates the counts under Available,
Assigned, and Remaining to account for the User Add- On changes just entered.
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View All Service Changes

Click the View All Service Changes link for Admin access to view a table listing of historical and current
Service Change orders, including those that were Discarded or Terminated, and to perform
management tasks to View, Edit, Delete, or Terminate any orders in theprocess queue.

View All Service Changes

All Service Changes
Order Account 1 Service Changes Type Created Date Created By Madified Date Modified By Status
Al v Al v Al v Clear Filters
283418 3100000028-01 ADD_SERVICES 047242018 OO0 TETI N ByAdal oo 042472018 Eoiii = OPEN Edit
- m kidddas.com Delete
201648 3100000028-01 ADD_SERVICES o4nEz01e matt.warren D4i18/2010 matiwarren OFEN View
201521 310000002813 ADD_SERVICES 04ns2010 jdewnody D4/15/2010 jdewoody COMPLETED View
201418 310000002801 ADD_SERVICES cartazoie pacITETTupykddduce 445040 MTETINDY  pyscappED View
m kkidda com
201404 3100000028-13 ADD_SERVICES 04/12/2018 jdewnody 041272018 jdewoody COMPLETED View
200757 3100000028-01 ADD_SERVICES 04/10:2010 SIS AUkl co 041102010 ATSTTuy@y COMPLETED View
m kkdddas.com
280014 3100000028-01 ADD_SERVICES 04/06/2010 F000IATETIUNEA ooy 04/0572010 200034787Tuy@y COMPLETED View
e m kidddas.com —
280008 310000002501 ADD_SERVICES 04/05/2010 200MTETTU@yKILCO  pnging 20ATETTURY ey Bt
m kkidda com Delete
288413 3100000028-01 ADD_SERVICES 04/03/2018 388034TBTTUy@yklddda.co 04/0372018 ATETTUY @y COMPLETED View
- m kidkddas.com =
280248 310000002801 ADD_SERVICES 04032010 fM4’377“"@5'“‘“m “®  paios201e ﬁm‘if W@ pscarpeD iew

Information for the Service Changes that have been made is listed in an easy-to-read table format
showing the most recent service changes first by default.

Data within the table includes:
+ Order — The order number for the Service Change
+ Account — The Location identifier
+ Service Changes Type — The service change type
« Customer Name — The parent account
« Created Date — The day the service change was created
+ Created By — The Admin who created the service change
+ Modified Date — The date of the last change to the order
+ Modified By — The Admin who last modified the order
+ Status — The current status (Open, Submitted, Processing, Discarded) of the order

Admins with appropriate access can perform the following administrative activities in this view:
+ Sort— The column headers may be used to sort the data in ascending/descending alphanumeric
order.

+ Filter — The data in the table may be filtered using the tools above the table to modify the
view by Order (number), Account (select), MACD (change) Type (select), Created By (name) and by
Status (Open, Submitted, Processing and Discarded).

+ Clear Filters — This link removes any filter selections and resets the table to the default sort order.

« Actions — The link options to View, Add, Delete, Terminate that are adjacent to each
listing dynamically provide available actions based on the current status of the service
change order.
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View Service Change Order Details
1. Click View next to an item to review the read-only information about the service change order.

2. Click Cancel when finished.

Edit an Active Service Change Order
This action is available when editing is permissible.

1. Click on the Edit link next to the desired item to open the Add Services view where editing is
permitted.

2. Click the Configure button to update or modify quantity, name, numbers etc.

Note: Each service change type requires specific information for configuration. The system will assist users and
notify if any missing information is discovered during the auto-confirmation process it completes prior to
allowing the order to be submitted.

3. Locate, select, and configure additional services (as needed).

4. Click Save when finished.

Delete a Service Change Order
Use Caution: This action cannot be undone. This action is available to select when permissible within the
process. Note: Completed orders cannot be deleted.

1. Click the Delete link option adjacent to a Service Change order listing.

2. Click Yes to confirm the action when prompted.

Seat Type

Change (upgrade or downgrade) seat types for lines in locations on the account. In this tab, Column
headers may be used to sort the list alphanumerically by the column contents. A section Search toolis
provided to allow users to filter the list by entered terms. The details provided for each of the items in the
list include the Product (name), Service ID, Extension (current), Line Name, and Location.

The Seat Type column displays the current seat type and allows the user to select another type to order
from the drop- down list.

Note: Recurring and/or Non-
Recurring fees may be incurred by Service Changes D TIXD
changes made here. A link to a s B

copy of the Price Book is provided :
as a reference. searn omam snvis

Location

1. Click on the Seat Type
tab to open the section
for review.

2. Choose a Location.
3. Locate the user seat to be changed.

4. Seat Type: Click to choose from the drop-down list of available seat type change options for the
selected user seat.

Repeat for any additional seat changes to other listings for the selected Location.

6. Click Save when finished to submit the Seat Type change request(s).
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Caller ID (CNAM)

Manage/change the Caller ID to be displayed for lines in each location on the account. In this tab,
Column headers may be used to sort the list alphanumerically. A section search tool is provided to
allow users to filter the list by entered terms. The details provided for each of the items in the list
include the Product (name), Service ID, Extension (current), Line Name, and Location.

1. Click on the Caller ID [CNAM] tab.

2. Select the appropriate Location.
3. Select the service to be
receive a CNAM change ——

within the list. - F—
4. Caller ID [CNAM]; S " =

Type the name to be displayed
to call recipients when Caller
ID is in use.

Service Changes [=—= Now = o]

i
i
i

5. Repeat for any additional Caller ID [CNAM] changes to otherlistings.

6. Click Save to submit the changes for processing,
Or to discard the changes, click Cancel and choose Yes when prompted to confirm the action.

Block

Manage/change settings that block specific call types from lines in each Location on the account.

In this tab, Column headers may be used to sort the list alphanumerically.

A section search tool is provided to allow users to filter the list by entered terms.

The details provided for each of the items in the list include the Product (name), Service ID, Extension
(current), Line Name, and Location. Simple On/Off check box tools for the block setting options are
provided.

1. Click on the Block tab to e oo P
display the section. ‘

e Wz

2. Selecta Location at the
top of the page to display =
the assigned lines.

1
:
g
£

3. Locate the line to be R ol
changed. Block: Click within Ipmettas e - L
acheck boxto Menable/d | === == = = = e !
disable the setting options, '
as needed.

These settings include:
Directory Assistance: ¥ Enable to block calls from the line to directory assistance (USA = 411).
Operator Assistance: M Enable to block calls from the line to operator assistance.
International Calling: @ Enable to block international calls from the line. (Enabled by default)
Domestic Long Distance: ¥ Enable to block domestic long-distance calls from the line.

4. Click Save to submit the changes for processing.
Or click Cancel and confirm when prompted to discard changes.
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Extension

Manage/change extension assignments for lines in each location on the account. In this tab, a
section search tool is provided to allow users to filter the list by entered terms. The details provided
for each of the items in the list include the Product (name), Service ID, Extension (current), Line
Name, and Location, and Extension (new). Column headers may be used to sort the list
alphanumerically.

1. Click on the Extension tab. o ——

2. Select a Location at the top
of the page to view the assigned
lines in a simple table format.

Locate the item to be changed.

Type a new extension number
in the Extension field adjacent
to the item in the far-right
column.

5. Repeat as needed for otherlines.

6. Click Save when finished to submit the change(s) to the extension(s)
Or click Cancel and confirm when prompted to discard changes to
extensions.

Line Type

Manage/change line type assignments for services assigned to locations on the account. The data
in this section is listed in a simple table format. The details provided for each of the items in the list
include the Product (name), Service ID, Extension (current), Line Name, and Location. A section
search tool is provided to allow users to filter the list by entered terms. Column headers sort the list
alphanumerically. The editable fields update dynamically based on previous selections. Be aware
that a short loss of service may also occur when Line Type changes are made. Ref: Seat Type.

Note: Recurring or Non-Recurring fees may be incurred by changes made here. A link to a copy of the Price Book is
provided as a reference. Service changes here may also be subject to a short loss of service while the number is
reconfigured in the switch. Devices sharing call appearance may auto-reboot or require a manual reboot after the
update. Recommended: Use the Seat Type tab to upgrade or downgrade seat types to avoid loss of service.

Service Changes

Click on the Line Type tab to open the section for review.

Select a Location at the top of the page to view assigned lines in a simple table format.
Locate the line to be changed.

Select or define the following as needed to change the Line Type settings:

PO N =

roguc 1 Sevicess  Exension  Linemame  tecaien  LineTyme Lictng Type it Agdress  Lissing Mame Catler D [EMANY  Terminatng Numeer  Line Eman
favaneca st P == J— — C el - - S 1 = ] e 1
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Line Type: Select a new Line Type from the available options in the drop-down. The other
listing fields also become available for edit.

Note: If there are User Add-Ons assigned, the system notifies the user that they must be Un-assigned
prior to a Line Type change.

Listing Type: Select an option in the

drop-down once changes are made to - e e
the Line Type. Options include: LISTED, e = e
NONLIST, NONPUB and NONSUBMIT

(default)

[0 Omit Address: Available for edit when Listed is selected for the Listing Type. Click to
place a check mark in the check box M to omit Address in the listing.

Listing Name: Type the assigned name to be displayed for the service.
Caller ID [CNAM]: Type the name or term used for outgoing Caller ID (displayed to receivers).

Terminating Number: Used with Virtual Number Line Type. Enter the 10-digit
number (no spaces or special characters)

Line Email: Enter the full email address (e.g.; name@email.com).
5. Cllck Save to submit the change(s) for processing - Or click Cancel and confirm to discard changes.

Fl
&
=
2

&

i

Listing

Make changes to the Listing Type, Omit Address, and Listing Name options for the ordered
products for each location on the account. The data in this section is listed in an easy to usetable
format. The searchable details provided for each of the items in the list include the Product (name),
Service ID, Extension (current), Line Name, Location, Listing Type, Omit Address, and Listing
Name.

Service Changes = TS

Locsion  Li's Farmeus Ciaban

ECSIES B

Sorvion 0 [— Unehame  Lesason 1 Lishng Type Omitaddross  Listing Nome
=T fsorm v
NOSAT

OSUET Y

OSUAT

1. Click on the Listing tab to open the section for review.
2. Select a Location at the top of the page. The list for the location displays.

3. Make changes to the following Listing option edit fields, as needed:

+ Listing Type: Choose from:

LISTED — Select to enter information and list.

Listing Type

NONLIST — Select to enter information but not include in directory listings.

NONPUB - Select to enter information but not include for publishing.
NOSUBMIT — Default. Read-Only. Select another Listing Type to make changes.

vV V V VY

Omit Address: Click to place a check mark in the box to omit the Address in the listing.
Listing Name: Type the name for the listing.
4. Repeat as needed to make changes to additional listings for the location.

5. Click Save when finished to update the Listing(s) with the change(s). Or click Cancel and confirm to
discard changes to Listing Types.
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Virtual Terminating Number

This Service Changes tab provides access for authorized Admins to make changes to the
terminating number assignment for any Virtual Terminating Number lines that have alreadybeen
added to the account. (Ref: Add Services and Line Type)

Service Changes

Location: Lovie's Famous Chicken

e A T =

Search Momentum Services Cancel Save

Produst Service ID Line Name 1 Laeation Terminating Numbar

mmmmmmmmm

3043078517

2065006328

Louie's Famous Ghicken

Louie's Fameus Chicken

2057219534 | x

2057218538

1. Click on the Virtual Terminating Number tab in the Service Changes page.
2. Selecta Location from the drop-down list at the top of the page. The list for the location displays.

3. ldentify the correct virtual number line within the table. The Search tool and column headers are
available to assist in sorting or filtering the list.

4. Click within the corresponding field under the Terminating Number column (far right).

5. Enter the new 10-digit telephone number (no spaces/special characters) to define a new
number to which all calls will be directed.

6. Click on the Save button when finished to submit the changes and update the system with the
new terminating number information.

While the system updates the data for the VTN(s), the change request information may be reviewed
in the Open Requests tab, and within the View All Service Changes page.
The History of this service change activity may be reviewed in both of those pages, as well.
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IP Trunking Call Path

If specialized Trunking is in use within the organization’s system, Authorized Admins may see the IP
Trunking Call Paths tab in the Service Changes section. This area provides tools to modify the Call
Path Plan and Trunk Limit settings for each Trunk Location.

1. Click on the IP Trunking Call Path tab. “’T’“@'W”Pa‘“

2. Select a Location from the drop-down menu at the top of the page. | s st
The list for the selected location displays.

3. Identify the correct Location within the table.
The Search tool and column headers are available to assist in sorting or filtering the list.

4. Once the Location has been identified, make changes to the following fields, as needed:
Call Path Plan — Click on the drop-down menu to select a new plan option.

New Trunk Limit — Type a new amount in this field to update the trunk limit (whole numbers
only — no special characters or spaces).

+ Trunk Group ID usoc Call Path Plan Trunk Limit New Trunk Limit

72385 1P103 2 Way Trunk v] 50

72386 1P103

Il

5. Repeat as needed to update any other Trunk Groups listed under the selected Location.
6. Click on the Save button to submit the change request(s).

The information for this change request may be reviewed in the Open Requests tab, and within
the View All Service Changes page. The History of this service change activity may be reviewed in
both of those pages, as well.
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*Devices

Restricted Access. Only Specially trained and authorized
Administrators may be granted permission to work with advanced tools

The Devices section offers a searchable table list view of All Devices, as well as individual lists of the
Assigned and Unassigned devices. These will only display if they have been added into the inventory of the
account. Admins may also have access to Add, Configure, Unassign/Remove devices, or Export the list of
devices and their current setting information to a .csv spreadsheet. Function icons to the right of each device
listing offer access to review the device’s activity History, Configure the device (where allowed), Unassign
the device, Edit unassigned device inventory data, or Remove an Unassigned device.

Section Search

Cro

Locate data found within
the table view below.

Tab Views

Click a tab to review listed
information for All Devices,
Assigned or Unassigned
Devices, and Group VLAN or
FQDN Settings

Configure

Configure

Opens a new view where the
user may define or edit the
configuration data for the
selected device.

Remove

Remove

Delete unassigned devices from inventory.

Add Device

The Add Device button allows an
authorized Admin to add new
devices to inventory one at a time.
Once added, the device(s) may be
configured and assigned to users.

Column Link(s)
Assigned To and TN Count links
provide access to review the device’'s
assignments/numbers and link to the
Services & Users page listing.

Check Registration Status

Poll NEPS / BroadSoft and update
registration information.

Export Devices
Export Devices

The Export Devices link downloads a
.csv spreadsheet containing the list of
devices and their current settings for
review or reporting.

History
D

Provides access to review the entire
history of activity for the selected
device.

Unassign

Unassign

Allows authorized users to delete the
current assignment for a device, or
un-assign and remove the device
from inventory.

Edit

Edit

Modify unassigned device inventory data.
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View Device Lists

Access to review and manage the account’s devices in inventory is provided in the Admin Dashboard
via the Devices card and the Quick View card for authorized administrators. The Devices section is also
accessible via the menu listing in the Navigation panel on the left. The tabs at the top of the Devices page
offer access to review the device lists for All Devices, Assigned and Unassigned devices.

The default view is All Devices.

1. While in the Devices section, click on a tab at the top of the page

to view related lists ofdevices in inventory (if any) and to access Al Devices
the inventory management tools for those devices. dm .

Group VLAN Settings

This Devices page allows an Admin to manage the default Virtual Location Area Network (VLAN) ID, IP
Transport Protocol, and Audio and Signaling Encryption for each location’s devices.

Note: Individual devices within the |
Group may be setup with alternate Devices 2
VLAN IDs or Encryption during -m [ | e e e e R
provisioning or configuration, and Spoup VLN St
changes to some settings in this tab may require so
all devices assigned to the Group to be re- 9
provisioned prior to configuration updates taking St Grou 1P Transget Protoclfor Doveos
effect. oo s R R R =
o

. . Set Group Encrypted Audio & Signaling for Devi

1. Click on the Group VLAN Settings tab. e e -

2. Select a Location from the drop-down s ) s
menu options.

3. Enable and define the following settings, as needed to define defaults for the group:
Set Group VLAN ID
@ Use VLAN ID? On/Off setting. Click to slide the toggle to ON and enter the VLAN ID in the
field provided. Must be between 2 and 1001, or between 1006 and4094.
Set Group IP Transport Protocol for Devices
@ Use TCP? On/Off setting. Click to slide the toggle to ON as needed to use TCP as the IP transport
protocol rather than UDP (default).
Note: TCP is not the typical transport protocol for voice traffic and should only be used when there are 20 or
more Busy Lamp Fields (BLF) configured for one or more individual devices in the group (E.g., Receptionist sidecar
device). If the current IP transport protocol settings for this group are changed (Enabled or Disabled), all devices
within the group must be re-provisioned before the new setting will be pushed to device configuration files.
Contact Technical Support for assistance, as needed.
Set Group Encrypted Audio & Signaling for Devices
@ Enable Encrypted Audio & Signaling? On/Off setting. Click to slide the toggle to ON as needed for
usage.

4. Save - Click the Save button to update the system with any changes.
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Group FQDN Settings

The default Fully Qualified Domain Name (FQDN) can be defined for each Location/Group in the Devices
page. The FQDN can also be managed at the individual device level when editing the configuration.

e werkdng In bevices e

1. Click on the Group FQDN Settings ] e s Devices 2

Tab.
2. Location - Choose a location option from the drop- o
p FQDN Setup

down menu list.

Loeation Hostes 1P PEX

3. Current FQDN — Read Only. Displays the current S
default FQDN aSS]gnment CumentFQDN:  182.162.08.1
4. Available FQDN — Click within the field to open the e @

Save Cancel

drop-down selection list and choose an option from
the FQDNSs that are available forselection.

5. Save - Click the Save button to update the system with the new information.

Add a Device

The Add Device button opens a new view where an authorized Admin can enter new device
information into inventory, including the type, MAC address, and location for its usage.

While working in Devices: *
1. Click on the Add Device button to begin. e beviee nventery

2. Enter or select the correct options for the following:

Individually add devices to inventory. Once added, devices can be assigned to users

MAC Address — Type the MAC address in the correct format.
Assistance is provided if the entered format is incorrect.
Device Type — Select the correct type in the drop-down menu.
Location — Select the correct location from the drop-down menu.

Device Notes

Device Notes — Optional. Enter any useful information about the
new device in the field provided.

3. Click the Save button to update the system with the new information
and close the dialog,
or
Click the Save & Add Another Device button to save the information and define the settings for
anotherdevice in inventory.

save Save & Add Another Device Close

Export Device Setting/Configuration Information

The Export Devices link at the top of the Devices section view allows users to download the | export Devices
current list of devices along with the information shown within the Devices list to a .csv —
spreadsheet format (comma-delimited) for reporting or distribution.
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View Device Activity History
o The History column of the Devices page offers access to review the activity (provision,
configuration,and assignment) history of each device.
While working in Devices:
1. Click on the History ® button adjacent to a device to instruct the system to open a new dialog and
load the device’s activity history forreview.
2. Click the Close button to exit the dialog and return to the Devices list view.

Check Registration Status

The Check Registration Status link (top right of the main Devices page) polls NEPS |Check Regisirafion Status
and BroadSoft for the latest registration information and updates the devices in the

list with that new data, as needed. The date and time of the latest check is displayed to Admins.

This database review and update processmay take a few moments to complete.

Configure a Device

conigure | The Configure button next to a device in the list opens a dialog that allows an authorized Admin
to define the configuration or make modifications to the current configuration settings for a
selected device. The information icons in the dialog offerhelpful setting information.

Note: Device configuration options are dependent on the BroadWorks features and services that are enabled for use by
the organization. =

Configure Device

While working in Devices:
1. Select a device within one of the Devices Tab lists.

2. Click on the Configure button adjacent to it to open the
Configure Device dialog.

3. Select or specify the device configuration options, as
needed, or required. The information displayed in darker gray
fields is read-only.

4. Select or define the Telephone Number, Label (extension),

2055060405 (Gopi Yeloswaraapy) ¥ 405

and service/feature behavior options for each Line. (Numbers : = -

and names are displayed/searchable) s
Information about each service setting is provided by clicking B e
on the adjacent i icon. sl U

2055177446 (Kevin Karkson)

5. Click Save when all necessary configuration information for the
device has been defined.The system updates and the dialog closes.

Swap Device

While working in Configure Device:

1. Click to toggle the Swap Device setting switch to ON. @ %”D |
2. Select the New MAC ID from the drop-down list. same (122480891347) B Folycom 331

Select the New Device Type from the drop-down list of available options. OR — Click the setting
toggle switch to disable @

4. Click Save to update the information and close the dialog or click Close to exit.
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Modify Current Device VLAN Set to TCP

While working in Configure Device:

1. Click to toggle & the switch to Enabled. © “"""'“I":”"e"“"f“w"“:“e' e
2. OR - Click the setting toggle to disabled (B o

3. Click to setto None (default), or #ene

4. Click to enable and Enter a VLAN ID in the field (mustbe

between 2 and 1001 OR between 1006 and 4094). [ @) Moy curent device VLAN set 0 TGP
Where in use, the current Group VLAN ID default is provided as
a reference. In this example the current Group VLAN ID is 45.

5. Click Save to update the information, OR — Click Close to
exit the dialog without making changes.

Current group VLAN 10 is set to 45)
VLAMID must be between 2 and 1001 or befween 1006 and 4094,

© None @ 1009|

Set Device FQDN Assignment
While working in Configure Device: FaDn

1. Click within the FQDN field to select from the available | ——=—
Fully Qualified Domain Name options in the drop-down list.
2. Click Save to update the information, OR — Click Close to exit the dialog without making changes.

Set Device Line Assignments
While working in Configure Device:

1. Define the following information for each line on the device (line 1, line 2, etc.), as needed:
- Telephone Number — Select a ten-digit

telephone number for the line from the drop- | Shared-Cal Appearance |
down list of available OptiOﬂS. Line Telephone Number  Lahel BIFi Sm@ MWIi LKi CCi Spani
M Label — Enter the extension or select from 1 2058561008 1088 4 B2 B8 ®

the drop-down list of available options.

M BLF — Click to place a check in the
corresponding check box to enable Busy
Lamp Field (presence information) for any Save Close

secondary line(s).

M SCA — Click to place a check in the corresponding check box to enable Shared Call
Appearance for the line. SCA is not available to be selected for a line if the service (telephone
number) is not already provisioned on another device.

M MWI - Click to place a check in the corresponding check box to enable Message
Waiting Indicator on the line. Recommended.

M LK — Click to place a check in the corresponding check box to enable Line Key Span on the line.

M CC - Click to place a check in the corresponding check box to enable / require Contact
Center Agent Sign-On for the line.

+ Span — Enter the number of line keys (digits) to be used for agent login in the space provided.
2. Click Save when all necessary configuration information for the device has been defined.

2 2056661018 1018 ] O = ] ]
Ed
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Modify Device Configuration

While working in Devices:

1. Select a device within one of the Device Tab lists.
Click the Configure ' “= | button adjacent to it.

Make changes to the current device settings or line features, as needed.

hown

Click Save when all necessary configuration changes for the device have been defined.
The system updates and the dialog closes and retums focus to the Devices list view.

Reboot a Device

Configure Device

While working in Devices: —

Select a device in the list. Confgure

Click on the adjacent Configure button for the listing.

Make any changes needed to device configuration.
Click Save to submit the new configuratondata. | . . ‘ A
Click the Reboot Device button.

ok~ b=

The device is directed to reboot and update configuration data.

Unassign a Device
While working in Devices:

1. Click on the Unassign button adjacent to the device to be unassigned to begin. ' Unassign
Admins have two options when Unassigning devices — to remove the assignment or to remove
the assignment and delete the device from inventory.

Unassign this device?

Unassign Only

By clicking “Unassign’ you acknowledge the current device will have its configuration
reset. sefting a device is service impacting if it is in use.

1. Where available, click on the Unassign Only link in the
Unassign this device? dialog to remove current line/service
assignments but keep the selected device available in
inventory to allow for reassignment/configuration.

Close

Unassign and Remove a Device from Portal Inventory

Use Caution. This action cannot be undone. The device will be removed from active inventory and
once the configuration is updated, will not function within the network unless re-Added, configured,
and assigned again.

1. Click on the Unassign & Remove from Inventory link in the Unassign the device? dialog to remove
the assignments AND delete the selected device from inventory.

2. Click Yes to confirm the action if prompted.
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Manage Unassigned Devices

Devices that are not currently assigned are listed in the All Devices and the Unassigned tabs when
reviewing the Devices section. Besides the History and Configure tools, additional management tools are
provided for any currently Unassigned devices to assist Admins with device management tasks.

- a
Devices 1
MAC Make Model ACQ . Assigned To Location FQON TN Video Enabled History
i Hostad IP -
B4167/01518 EW Polycom ... ey A 0 false o) Configure B Edit

The additional tools include:
= Edit — Select this button to edit the device inventory information before configuring and assigning it.
remove | Remove — Select this button to remove the unassigned device from inventory immediately.

Edit Unassigned Device Inventory Data

Once a device has been added, or has been unassigned, an authorized Admin may edit the associated
inventory data (MAC Address, Type, and Location assignments).

While working in Devices:

Edit || x

1. Select an Unassigned device in the list. Edit Device Inventory
2. Click the Edit button adjacent to it to begin editing the inventory
information. S
3. Select or specify the following:
MAC Address — Enter or Edit the MAC Address. Correct S
formatting information is provided if data is entered in error. 30Monn 051000510
Device Type — Select the correct device type from the drop- ==
down list of options.
Location — Select the correct Group/Location via the drop- po
down list of options.

Device Notes — Enter short notes about the device.

4. Click Save to update the system with the new device information, close the dialog, and return to the
Devices list.

Remove an Unassigned Device from Portal Inventory

Use Caution. This action cannot be undone. The device will be removed from active inventory and
once the configuration is updated, will not function within the network unless re-Added, configured,
and assigned again.

) ) ) ) Remove *
While working in Devices: Remove this device?
1. Select an Unassigned device in the list. R, O s e e o
2. Click on the adjacent Remove button for the listing. —

3. Click the Remove from Inventory link to delete the unassigned
device from inventory and return to Devices. close

For assigned devices, Ref: Unassign and Remove a Device from Portal Inventory
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*IP Trunking

Only organizations that have specialized Trunk Groups will see this section and
only Authorized Administrators will have access to this section’s management tools.

72385 1PTrunking test location

Trunking Information

051222019 11:44:06 AM 1149 3 0

1P Address 1 1P Count Assigned DID's  Group Policy

tion 051222019 11:37.07 AM 114100 4 0 tound_robin

top_down

Service State. Direction

The IP Trunking page offers a searchable table view of the current specialized Trunk Group(s) on the
account and offers access to review call logs and manage Trunk Group settings. The display provides
views of the Trunk ID, Location, Start Date, IP Address1, IP Count, AssignedDID’s, Group Policy,
Service State, and Direction (Calls) information for each location.

Section Search

a

&

Locate data found within
the IP Trunking table.

Trunk Group IP Count

Column Tools

Click the Column Name to lsortl
data by column contents.

Click the Links provided within
some of the columns to access
useful information and/or
manage the editable Trunk
Group settings.

Edit
”

The Edit button opens the
selected Trunk Group
settings for maintenance.

The IP Count column displays the current count of IPs and access the list of IPs.Click on the number listed
within the IP Count column for the Trunk Group to view a pop-up dialog listing the current IPs.

IP Count

4

L

IP Addresses:
IP Address
1.1.4.100
1144
1143

1.22233.285
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Manage Associated DIDs

Use Caution. Any association changes are committed immediately upon clicking Submit.
Authorized Administrators may assign DIDs for IP Trunk Groups. When assigning DIDs to a trunk
group or un-assigning DIDs from a trunk group, the selected DIDs are held in the Pending DID(s)
bucket until Administrator clicks Submit for the order.

While working in the IP Trunk Group page:

1. Click on the Manage Associated DIDs link at the top of the IP Trunking page (top right) to open the
IP Trunk Management dialog.

2. Complete the following tasks, as needed:

Select the appropriate Trunk Group (P Trmichasnsgasm
Location from the drop-down list. el R
The current Un-Assigned, Pending, and
Assigned DIDs for that IP Trunk Location
display below. ﬁﬂ
Select a DID and use the Assign>, <Undo and
<Unassign buttons to move the selected DID(s)
to the new status section(s); repeat as needed. ey i ey

3. Click on the Submit button when DID assignment TR e S

changes have been made.

Un-assignad DID(s) Pending DID(s) Assigned DID(s)
762062312

19146103537

View Trunk Group Call Logs

The Call Logs offer an informative listing of all calls to and/or from a trunk group within a defined time
frame. The Call Logs view provides filter options that allow the user to reduce or expand the data set.
Access to review call log information is provided in two places within the IP Trunk Group section:

= Call Logs for Locations (IP Trunking page - top right) — This link opens the IP Trunking Call Logs
for Location selection and review.

* Individual Locations - The Call Logs links displayed within the table for each listing open the call log
containing data for the selected location.

Export Call Logs

While working within the Call Logs view, Admins are provided with access to the Export Call logs link
to download the current call log display to a report ready .csv spreadsheet format which may be saved
to a useful file format in a local folder.

Manage Trunk Group Settings

Click on the Edit icon ' 'adjacent to the IP Trunk Group listing (far right column) to open the IP

Trunk Group page. Fields that cannot be edited display @ icon when the cursor is placed on
the field. Make changes to the editable fields.

Manage IP Trunk Call Paths
See: IP Trunking Call Path
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*Enterprise Trunking

Only organizations that have specialized Enterprise SIP Trunk Groups will access this section
and only Authorized Administrators may be granted permission to work with these management tools.

i H Save Cancel
Enterprise Trunking
Manage Associated DIDs

Enterprise Trunk Name: 2100017914-MSTeams

Max # of Reroute Attempts (max 10) 10

Max # of Reroute Attempts within a Priority (max 10): 2

Route Exhaustion Action @ None

© Forward to Phone
*Trunk Group Weight must be an Infeger between 1 and 85536
* Trunk Group Priority must be an Integer between 1 and 10
Trunk Group Available [ Assigned Priority Weight Manage Trunk

Enterprise Trunking Information

The Enterprise Trunking page offers tools for working with the any Enterprise SIP Trunks on the
account. The Administrators with access to this section must have expertise with PBX/BroadSoft
Enterprise SIP Trunk management.

A simple table view also displays the basic setup for any Trunk Group(s) on the account and
tools to change priority and weight settings. The Edit button adjacent to a Trunk Group in this
table also offersaccess to review and/or manage additional available settings and options.

The table display lists the Trunk Group (Name), whether it is currently Available/Assigned, its
Priority and the Weight assignments for each trunk group.

Other tools on this page include:

Manage Associated DIDs Save / Cancel Column Tools Edit
Manage Associated DIDs When Changes are C|ICk the CO|Umn /
made to the data in the Name to sort data by

Click to open a new view The Edit button opens

and manage DID tgble, hese tools column contents. the selected Trunk
associations for Trunk display at the top of the o Groun’s settings
Groups. page. Click Save to Data within the roup 9
submit the changes or  Available/Assigned, dialog for review or
click Cancel to remove Priority and Weight maintenance.
the changes. columns may also be

edited using the tools
provided.
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Manage Enterprise Trunking Routing

The top section of the Enterprise Trunking page offers some general call routing settings that are
applied to the listed Trunk Groups below.

1. Make changes to the following settings, as Enterprise Trunking
n eed ed Ertemiag Truek Hame: 21000179 e ETeamE

2. Max # of Reroute Attempts (max 10): Use
the number selection tool within the field to s v
define the appropriate amount for this
setting (0-10). B

3. Max # of Reroute Attempts within a Priority (max 10): Use the number selection tool within the field
to define the appropriate amount for this setting (0 to 10).

4. Route Exhaustion Action: Select from ® None (default) or O Forward to Phone and enter the 10-digit
phone number in the field below when it becomes available (do not add special characters or spaces).

5. Click Save when finished to submit the change.

Assign Enterprise Trunk Group

Each Trunk listed in the table offers a tool to assign available trunks. This tool is a button under the
column titled Available/Assigned which shows the current availability status.

Route Exhaustion Action ® none

To manage this setting while working in Enterprise Trunking: O Femarts

1. Locate the Trunk Group in the table listings.

2. Click the button when it shows as Available to set it to Assigned or S el

click the button when it shows as Assigned to set it to Available. posanen
3. Click Save (top right) when finished to submit the change.
2057300443 TRUNK Ass‘g@

Manage Associated DIDs

Manage Associated DIDs

This link at the top of the Enterprise Trunking page opens a dialog that allows the
Admin to manage the DID associations (Users) for the Enterprise Trunk Groups on the account.

1. Click on the link to open the Enterprise Trunk
Management dialog.

Enterprise Trunk Management

2. Selecta Trunk ID from the drop-down menu options.
. . [Z100017514-WSTeams v
3. Select one or more DIDs you need to manage in either preane D0t senomg 00t resares ooy
the Available DIDs or Assigned DIDs section. e e
T 057219356
4. Choose an action:

Click on the Assign > button if you wish to move
the selection(s) to the Assigned DIDs section.

"W 3ssigning DID: 10 & Irunk of UNASSigNIng Hom & trunk, DIDS ara held
i the Pending DIDI(s) buckel unbl user SUBMIS he order. ONCa an orger is

Click < Unassign to move selections in the SRS ———
Assigned DIDs section to the Available DIDs
section.

Moved items are placed in the Pending DID(s) section until the user clicks Submit.

Click < Undo/ Undo > to return selected items in Pending to their original section.
Click Cancel to quit and exit without making changes.

5. Click Submit when finished to save the change(s).
These changes are committed immediately and the items in Pending are moved to the appropriate section for
review.
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ADMIN GUIDE

Each Trunk listed in the table offers a tool to define the priority. This tool is a data entry field under
the column titled Priority which shows the current entry for the setting per Trunk Group. An
individual TrunkGroup’s Priority must be an integer between 1 and 10.

To manage this setting in the Enterprise Trunking
page:

1. Locate the Trunk Group in the list.

2. Click within the Priority field.

3. Select a value (1-10) using the selection tool.
4. Click Save (top right) to submit the change.

Manage Enterprise Trunk Group Weight

* Trunk Group Weight must be an Integer between 1 and 85538
“Trunk Group Priority must be an Inisger between 1 and 10

Trunk Group Available / Assigned Priority

2100017914-at01 10

Assigned

2100017914-phio Assigned

2057300443 TRUNK

[ ]
(= ]

Assign@l

Each Trunk listed in the table offers a tool to define the weight. This tool is a data entry field under
thecolumn titled Weight which shows the current entry for the setting per Trunk Group.
An individual Trunk Group’s weight must be an integer between 1 and 65536.

1. Locate the Trunk Group within the table list.
2. Click within the Priority field.

3. Define a value (1-65536) using the
selection tool.

4. Click Save (top right) to submit the change.

Enterprise Trunking

210 STeEms

Manage Enterprise Trunk Group Settings

Each Enterprise Trunk Group listed also provides the Admin with access to review and manage

many of themore advanced settings. The Manage Trunk column offers this access via the Edit | ¢

icon adjacent to the listing.

* Trunk Group Prierity must be an Integer between 1 and 10

Trunk Group Available / Assigned

2100017914-ati01 Assigned

2100017914-phi01 Assigned

2057300443TRUNK

Asmgn@j

Priority

C p:

Weight Manage Trunk

10 7

WHENE
10

1. Click on the Edit 7
new dialog for setting review and maintenance.

icon adjacent to the selected Enterprise Trunk group within the table to open a

Use caution. Erroneous modifications to these settings can result in negative service impacts.
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Cance

Manage Trunk Group

Note: Some settings shown here are read-only within the portal. Contact your telephony System
Administrator or Service Provider for assistance with the settings you do not have access to manage.

2. Make changes to the following settings and options (where allowed), as needed:
* Name: Provider Access Only.
Department: Optional — Select a department from the drop-down selection tool, as needed.
* Maximum Active Calls Allowed: Provider Access Only.
Maximum Incoming Calls Allowed: Provider Access Only.
Maximum Outgoing Valls Allowed: Provider Access Only.
Enable Authentication: Click within this check box to Enable i or Disable [1.
Authentication User Name: Optional - Enter a user name to be used for authentication

Type New Authentication Password: Optional - Enter the password credential to be used
for authentication.

Trunk Group Identity: Provider Access Only.

OTG/DTG ldentity: Optional — Enter the ID parameter for Outgoing Trunk Group/
Destination Trunk Group usage.

Enable Trunk Group Prefix: Click within this check box to Enable M or Disable [ and enter
the prefix to be used in the field below.
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Allow calls directly to trunk group with trunk identity: Click within this check box to Enable ¥
or Disable [.

Allow calls directly to trunk group with DTG identity: Click within this check box to Enable ¥
or Disable [1.

Include trunk group identity for call to trunk group: Click within this check box to Enable M
or Disable .

Include DTG identity for call to trunk group: Click within this check box to Enable ¥
or Disable [l.

Enable network address identity: Click within this check box to Enable & or Disable [1.
Allow unscreened calls: Click within this check box to Enable M or Disable [J.

Allow unscreened emergency calls: Click within this check box to Enable i or Disable [J.
Route to peering domain: Provider Access Only.

Peering Domain: Provider Access Only.

Trunk Group User Lookup Policy:
Select from: ® Use default system policy
O Use this trunk group policy v
Basic or Extended
Calling Line Identity Source For Screened Trunk Group Calls Policy:
Select from: ® Use default system policy
O Use this trunk group policy v
Profile Name, Profile Number, Received Name Profile Number,
Received Name Received Number
Support Connected Identity Policy:
Select from: ® Use default system policy
O Use this trunk group policy v
Enabled or Disabled
Pilot User Calling Line Identity for External Calls Usage Policy:
Select from: All Originating Calls
Unscreened Originating Calls
No Calls
Pilot User Calling Line Identity Usage for Emergency Calls Usage Policy v
Select from: All Originating Calls
Unscreened Originating Calls
No Calls
Pilot User Charge Number Usage Policy v
Select from: All Originating Calls
Unscreened Originating Calls
No Calls

3. Click on the Save button (top right) when finished to submit any changes and close the dialog.
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*Microsoft Teams

Restricted Access. Only organizations that have Microsoft Teams integrations may see this section
and only Authorized Microsoft Teams Administrators will have access to these management tools.

The Microsoft® Teams section requires advanced permissions for MS Teams Admins and offers access
to administration tools for managing the basic user voice network TN assignments for MS Teams users.
Post-deployment, Teams Admins with access to work in this area are auto-directed to the User List tab
when Microsoft Teams is clicked in the left Navigation Menu panel. The User List area displays the
licensed Teams users that have been loaded into the account from Microsoft Office 365, and offers
access to the tools provided for managing Teams User TN assignments within this portal.

Microsoft Teams fe.
Admin Tools
D [ Connect to Micresoft 365 ) [ Setup Domain ] [ DNS Cenfiguration ][ SBC Configuration ] [ Setup Temp Users ] [ Direct Routing )( User List J
S Export Users Import Users
FirstNa...  LastNa..  Princip... Phone Street State LastUp...  UserState Usagel.. SipProxy  UserType  Manage User
is@. us sip: 7/
ruk us sip /
th.. sip: Vi
y@t . us sip /
the... sip: Vi
imal us sip /7
th sip. 7/
1200
@th. Ec)cRJRPD AL igﬂ:g us sip: Vi
The tabs listed at the top of the Microsoft Teams section include:

Microsoft Teams

( Connect to Microsoft 365 w r Setup Domain w ( DNS Configuration ‘1( SBC Configuration J ( Setup Temp Users W Direct Routing )( User List )
A " SN =4 AS =4 -

% Connect to Microsoft 365 - For Deployment tasks. Restricted/Limited access for Teams Admins
% Setup Domains - For Deployment tasks. Restricted/Limited access for Teams Admins

% DNS Configuration - For Deployment tasks. Restricted/Limited access for Teams Admins

% SBC Configuration - For Deployment tasks. Restricted/Limited access for Teams Admins

« Setup Temp Users - For Deployment tasks. Restricted/Limited access for Teams Admins

% Direct Routing - For Deployment tasks. Restricted/Limited access for Teams Admins

« User List - For Deployment tasks and TN management. Restricted/Limited access for Teams

Admins.  This area allows Teams Admins to review and manage current Teams user TN
assignments and Direct Routing usage for integrations with the service provider’s
network.

Note: Teams Admins can review useful deployment and setup information and manage settings limited
to Teams User direct routing access or TN assignment changes within this section in the My Cloud
Services Portal. Only a limited set of tasks may completed in this portal. To complete management and
maintenance tasks that cannot be performed in this application, Microsoft Teams Admins may access
the full set of the assigned user and account administration tools for their MS Teams instance by
logging into the appropriate Microsoft Teams/Microsoft 365/0365 Administration Portal directly.
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User List

This Microsoft Teams tab section is the default post-deployment view for Authorized Teams Admins.

The User List provides tools to review basic Teams User information and ' # ' Edit each Teams
User's TN assignment or direct routing setting from this portal and offers read-only access to
select additional Teams User information that is entered by the Teams Admin via the Microsoft
365/0365 Teams account portal.

Hi, Jan -

VVEXUS
Microsoft Teams I
[Connec\ln M4cmsaﬂ365)[Sewp Dumain][DNS Canﬁguratiun)[SBC Cnnﬁgnralinnj(SelupT&mp Users][D\rec‘Laningj[ USerLisI] . ‘ N
i@ us sip: /
ruk us sip y
It sip Ve
y@t... us sip: 7
the p: ra
mal. us sip: /
2t sip: Vi
@th. :Szgoigm AL 232?(30; us sip: /
Section Search Columns Edit
The column headers can be ,
a clicked to sort list contents
g .
alphanumerically. The Phone The Edit icon for each
Enter terms to locate data column contents offer a link to listing in the opens the
specific to the User List section. each User's Dashboard after TN User's Edit dialog for TN
assignment for easy access to assignment or Direct
view or edit the non-Teams voice Routing maintenance.
services/ settings available in this
portal.
Export Users Import Users
Advanced Access. Teams Admins Only. Advanced Access. Teams Admins Only.
Use this link to export a formatted .csv Use this link to import a correctly
file containing current TN data for Teams formatted .csv file containing specific
Users to your local system to edit User data from your local files into the
specific Teams User account data. portal to update user settings. Use with
Note: Use with caution. Customer caution. Contact Customer Support for
Support should be contacted for assistance.

assistance.
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Search Teams User List

The section Search field at the top of this tab allows the Admin to enter terms to find within the
User List. Matching listings display for review or selection. Remove the search term from the
field to redisplay the full default list view.

Export List

The Export Users link creates a pre-formatted .csv spreadsheet file containing the current list
of Teams Usersthat can be opened for review/edit and saved locally. This data is imported
from Microsoft Teams. Only TN assignment and Direct Routing should be updated using this
form.

1. Click the Export Users link (top right). The system will create a file for review and

download locally.
Export Users T s B
2. Click on the MSUser (x).csv 9 -
=

file that displays at the bottom

MUsers ([ysv v

of the browser to open or save the
file locally.This file is useful for reporting or

to update the following information for multiple
users at once and then import into the portal:
TN Assignment and Direct Routing On/Off

3. Use the browser or application tools to Save the copy to a local folder or system file.

Import List

Click this link at the top right of the User List view to import a correctly formatted .csv file
containing specific User data from your local files into the portal. This is useful when there is a
need to update the TN Assignment of a large number of Teams Users. Otherwise, the Edit
icon next to a User in the list offers access to complete this task for individual Teams Users.
See also: Export Teams User List.

Manage Teams User TN Assignment

Authorized Admins may have access to assign and edit Teams User TN assignments within
Microsoft Teams >User List. Please note, that the majority of the information displayed to
Admins in this section is read-only and offered as a reference. Fields that display a red circle
with a slash icon  when the cursor is hovered are read-only.

1. Click on the Editicon [~ adjacent to the desired User in the far-right Manage User column.

While working in Microsoft Teams > User List:

The Update Microsoft Teams User dialog displays. Update Microsoft Teams User
In this view only the TN Search field at the top of

the list allows the Admin to make changes, but the =~ ns=

other fields are read-only. PRI

2. Click within the TN Search field to use the
dynamic search tool to locate unassigned ..
TNs in your inventory that can be selected ... - e
for this user. As you type a useful search -
entry, the list will filter to show any .- m T
available TNs that contain matching T
information for review and selection. ik g

3. Click on an item within the search results to v
select it and assign it to the user. The
system will automatically update this o
Teams User's settings to use this TN for

Teams calls.
Upon completion, click on Microsoft Teams in the left Navigation Menu or the User List button at the top of
the view to return to the User List - or select another area of the My Cloud Services Portal to review.

100
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Manage Teams User - Direct Routing

Authorized Admins may have access to manage the Teams User Direct Routing setting
within this portal. Please note, that the majority of the information displayed to Admins in this
section is read-only and offered as a reference.

While working in Microsoft Teams > User List:

1. Click on the Editicon ' 7 ‘adjacent to the desired User within the list in the far-right Manage User column.

The Update Microsoft Teams User dialog displays. In this view there is a button to Enable or

Disable DirectRouting for the Teams User. Only the TN Search field can be edited.
2. Click on the Enable/Disable Direct Routing button (top right).

This button is dynamic and shows the action that can be taken currently.

For example, when Direct Routing has already been setup the button displays Disable

Direct Routing.

Enable: Ensure a TN has been assigned and confirmed. Then click Enable Direct Routing.

Disable: Click the Disable Direct Routing button. Use Caution: this action also removes the TN

Assignment and cannot be undone.

Once clicked, the system will display a confirmation dialog.

Enable Direct Routing

3. Click on the Yes button to continue and make the change - or click No to stop and return to the list view.

The system will update and display a message upon successful completion, or in the case of
an error, will offer an error message. Contact your organization's MS Teams Admin for
assistance. Upon completion, the user may exit this dialog and click on Microsoft Teams in the
left Navigation Menu to return to the User List - or select another area of the Cloud Services
Portal to review.

Connect to Microsoft 365

Teams/Microsoft 365 Administrators Only. This Microsoft Teams section tab is for deployment
of the MS Teams instance and has restricted/read-only access. It allows an authorized Teams
Admin to begin the setup and deployment process by entering and verifying the correct Admin
Username/Password access credentials for the Microsoft 365 or O365 Teams account. Most
fields in this tab are pre-populated to contain the correct information and cannot be edited. The
Notes section displays instructions for tasks performed at this step in the deployment process.

Microsoft Teams

( Connect to Microsoft 355) (Selup Domain ] [ DNS Configuration ) ( SBC Configuration )[ Setup Temp Users ][ Direct Routing )

Deployment Notes
Trunk: 3100001951-MSTeams Deployment Notes
To begin, the Deployment Wizard helps the Admin iniate the connection to the Microsoft 365 Tenant.

User Name: gopi@themountgreenteams.com @ Provide the User Name and Password credentials for the Microsoft 365 Tenant and click Save.

dmin access and PowerShell® command execution

ed, dlick on the Verify Credentials button to testthe

PSTN Primary Gateway. 3100001951-atl01.completeuc.com ed deployment wizard is able to connect to the Microsoft

PSTN Secondary Gateway 3100001951-phl01.completeuc.com
When completed and the connection is verified, click Continue to move on to the next step.

Save Verify Credentials Continue

During Deployment: The User Name and Password fields need to be completed with the
Microsoft365/0365/Teams account access credentials, Saved, and then Verified. All other fields
are read-only and pre-populated to contain the correct information for setup.

Read-only fields display a red icon when the cursor is hovered over the field. N

Post-Deployment: The User Name and Password may be updated (and verified) by an
authorized Teams Admin when necessary. All other fields remain read-only.
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Add Microsoft Teams Account Admin Access Credentials

1. Enter Microsoft 360/0360 User Name and Password credentials

2. Click Save to update.

3. Click Verify Credentials - the system will verify and provide a notification of success or failure.
Check the account information in Microsoft 365/Teams and retry entry of username/password
credentials as necessary until a successful connection is made.

4. If this is the initial deployment, click Continue (or click on the Setup Domain tab) to proceed to
thenext deployment step - or select another Admin Tools menu option to complete other tasks.

Edit Microsoft Teams Account Admin Access Credentials

Only Authorized Teams Administrators should be permitted to edit the account access credentials
for the organization's Teams instance when they have been updated/changed in the Microsoft
account.

1. Enter new Microsoft 360/0360 User Name and Password credentials
2. Click Save when the new credentials successfully verify.
3. Click Verify Credentials and wait for the success notification.
Check the credentials, re-enter as necessary, and try again if verification is unsuccessful.

Setup Domain
This Microsoft Teams tab section is for deployment of Teams on
the account and has restricted/read-only access for Teams Admins.

During the deployment process, this tab section provides access for an authorized Teams
Admin to Verify the domain information and complete the first step for enabling Direct Routing for
the account. The Notes section offers brief instructions for the tasks performed at this step.

Microsoft Teams

[ Connect to Microsoft 365 j (Semp Dnmzmj [ DNS Configuration j[ SBC Configuration ][ Setup Temp Users ][ Direct Routing j

The following domains will be added to Office 365 to support Direct Routing

Domain Name 1 3100001951-atl01.completeuc.com

Domain Name 2: 3100001951-phi01.completeuc.com

View Domain Information for Direct Routing Continue

The fields in this tab are pre-populated to contain the correct information and cannot be edited. Q
An authorized Teams Admin may click the Verify Domain Information for Direct Routing button to
review results in a pop-up window and click Continue to move on to the next step in the
deployment process.

View Domain Information for Direct Routing

Post-Deployment, an authorized Teams Admin may review the setup completion notification and
click View Domain Information for Direct Routing to see the setup information in this tab.
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DNS Configuration

This Microsoft Teams tab section is for deployment and
has restricted/read-only access for Teams Admins.

This deployment wizard tab provides access for an authorized Teams Admin to create and
submit a support ticket requesting DNS domain creation for the account. The Notes section
displays brief instructions for tasks that can be performed in this tab for deployment.

Microsoft Teams

" Connact tn Micresck 35 ;|' Ganp amar (" ONS Comguration )| SC Canfigurstion J(‘mlllp |...—;.m.m\’\ Dirnct Rieutng || Lsers List ]
<
The following represents the request io add NS records to completeuc cam zone
DNS Ticket 10 01055065 Deployment Notes

(5 Tickat Creatan On VR0, 1435 AN ithis st the Deploymant Wizard allaws the uacr ta submit a arc-defined tizket eantaining

thecn [ralle: the e £} whlch I 5ent £ the Suprart Team
reuesting the Lanate far DNS BAtriesin preparatio far e nest depiayment step (A2
Tivket Stelus et Configuration} for the Miosolt 365 Tenant,

[Plasss add the tellowing & and 1XT (NS racards fa the complsteur com 7ans Chick the Create Ticket

A rsoend 3100002651-ATLD2 completeue. com whencempleted ard confirmaticn I élsplayed, cick Cantinus ta mave on ko tha nextstep.
P 208.85.134.200

T rame: 100002951 ATLIZ complztauc com
TXT valus

@ B02951-P1IL02 complataus cam
TXT walus MS=maRiS76620
TTL 3600 ar yaur prosider dafault

Continue

DN ekt Genated: JZ02Y, 14338 AM
ONS Tiske Gamaleted: 34512021, 21920 AN

During deployment, the fields in this tab are auto-populated with the correct information and cannot
be edited. ©

An authorized Teams Admin may click the Create Ticket button during deployment to submit the pre-
filled ticket to the correct department and review ticket number and subsequent completion
notifications when that process is complete, and the ticket is closed.

Continue displays the next tab and deployment step: SBC Configuration.

Post-Deployment: Authorized Teams Admins may access this tab to review the setup completion
notification data and the ticket closure date/time information for this step in the deployment
process.

Create DNS Configuration Ticket

An authorized Teams Admin may click the Create Ticket button during deployment to submit
theprepared ticket to the correct department for DNS Configuration. Once submitted, the
Teams Admin may review ticket number and subsequent completion notifications when that
process is completed, and the ticket is closed.

Click Continue when configuration is complete to display the next deployment step.




MY CLOUD SERVICES PORTAL

ADMIN GUIDE

SBC Configuration

This Microsoft Teams tab section is for deployment and has restricted access for Teams Admins.
During the deployment process, it provides access for an authorized Teams Admin to create and
submit a request for SBC/FQDN creation for the account. The Notes section provides instructions

for tasks that can be performed in this area for the deployment.

Microsoft Teams

[ Connect to Microsoft 355) (Setup Dnmalnj ( DNS Configuration ](sac Configuration ]( Setup Temp Users )( Direct Routing )

The following represents the request to add MS Teams SBC functionality

SBC Ticket ID:

SBC Ticket Created On

Ticket Status:

01058190

3/9/2021, 10:33:16 PM

Closed

RPX Account Number: 3100001951
Customer Name: Mount Green Logistics, LLC, LLC

Deployment Notes

In this step, the izard helps the Ad d submit a properly formatted
‘icket to the Support Team requesting set up of routes in the SBC that will handle calls
between the Microsoft Teams Tenant and the Netwark.

Click the Create Ticket button to submit the SBC Setup request to Support.

When completed and confirmation displays, dlick Continue to move on to the next step.

RPX Switch Name: BSFTATLR

FQDNSs: 3100001951-ati0 1.completeuc.com and 3100001951~
phi01.completeuc com

Create Ticket Continue

SBC Ticket Created: 3/8/2021, 10:33:16 PM
SBC Ticket Completed: 3/17/2021, 10.04:13 PM

The fields in this tab are auto-populated with the correct information and cannot be edited. &
An authorized Teams Admin may click the Create Ticket button when prior deployment tasks have
been completed and then Continue to move on to the next step in the deployment process.

Post-deployment: Authorized Teams Admins may review the setup completion notification data
and the SBC creation verification information in this tab. All data remains read-only.

Setup Temp Users
This Microsoft Teams tab section is for deployment and has restricted access for Teams Admins.

During the deployment process, this tab provides access for an authorized Teams Admin to
specify the correct License type and then create the temporary users for the account. The
system will take at least 24 business hours to replicate and update completely before further
deployment tasks can be performed. The Notes section displays instructions for the tasks that can
be performed in this section for deployment.

Microsoft Teams

(G mmomet ) (S Do) (DS G ) (SBE Gt (S o ) (Do) (oo )
&

The following will be added as temporary Microsoft Teams users.

Temp User 1 tompuser1@3100001951-atl0 1 completeuc com Deployment lites
Inthis ste
Temp User 2 tempuser1@3100001951-phi01 completeuc.com Temp ser 1

License Type: ~Select- Select the License Type from the drop-down listof options.
he

Click on the Create Temporary Users button.

Create Temporary Users | Continue

Microsoft system), click Continue to move on to the next step.
WAIT 24 HOURS FOR REPLICATION ACROSS THE SYSTEM
452021, 12:30:34 PM

Temporary Users Created: 442021, 123034 PI

During deployment, the two Temp User fields in this tab are auto-populated with the correct

informationand cannot be edited. The Teams Admin may complete the following tasks here:

% Select the correct License Type (Microsoft E1, E3 or E5) from the drop-down list.

% Click the Create Temporary Users button. This submits the information for creation. Upon
completion, Authorized Teams Admins can review creation notifications.

%+ Check back after 24 hours to view and click the Continue button to move on to the next step.

Post-Deployment: Teams Admins may review the setup completion notification data and view the
task completion date/time information for this step in the deployment process.
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Direct Routing

This Microsoft Teams tab section is for deployment and has restricted/read-only access for Admins.

During the deployment process, it provides access for an authorized Microsoft Teams Admin to Verify
the domain information and complete the first step for enabling Direct Routing.
The Notes section provides instructions for tasks that can be performed in this tab for deployment.

Microsoft Teams

[ Connect to Microsoft 365] ( Setup Dnmainj ( DNS Configuration j( SBC Configuration ) ( Setup Temp Users ][Diled Routing )
i

Direct Routing will be:

i Deployment Notes
PSTN Primary Gateway 3100001951-ati01. completeuc.com Deployment Notes

In this step, the Deployment Wizard helps the Admin enable diract routing of voice traffic

PSTN Secondary Gateway 3100001951-phi01 completeu. com between the Microsoft Teams Tenant and the Voice Network. The fields in this tab are
predefined and read-only.

Max Concurrent Sessions 1000 Click on the Setup Direct Routing button.

Once this step is complete, direct routing and TN assignments may be setup for the individual

Teams users already added and assigned licenses in the Microsoft Teams Tenant.

ctRouting ' [ Continue

WAIT 24 HOURS FOR REPLICATION ACROSS THE SYSTEM
Direct Routing Setup: 420/2021, 32922 PM

During Deployment: The fields in this tab are auto-populated with the correct information and cannot
be edited. ®

An authorized Teams Admin may click the Setup Direct Routing button during Deployment to
initiate the setup process.

Note: this process takes approximately 24 business hours to complete and replicate across the
system.

Once the setup process is finished, a notification of setup completion displays with a timestamp.
The Teams Admin may then click Continue to move on to the next tab (User List) to complete final
steps in the deployment process and manage Teams User TN assignments.

Post-deployment: Authorized Teams Admins may review the completion notification for direct
routing setup in this tab.
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SUPPORT

The Support option in the Menu panel (and in the quick access drop-down menu at the top of the screen)
provides access to the Support page. This page offers links to useful information and additional
applications or tools, including helpful instructions and some configuration and system requirement
information, as needed for the account.

Note: Your display of information or links may vary from this example.
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CONTACT VEXUS

A team of expert support professionals are here to assist with technical issues, questions related to
billing,feature usage, service upgrades, and any other general inquiries you may have. Simply contact
us and a representative will help you with your request.

Support by Phone
800-658-2150

Live phone support is available for speedy assistance and issue resolution.

Important: In order to provide optimal support, we recommend that the Account Owner or an
Authorized Contact submit a ticket or contact us via our toll-free support number regarding
any critical issues that may require quick troubleshooting for resolution. And always keep
your Vexus Fiber account number handy to help us better assist you when you need us.

Online Support

www.vexusfiber.com

Online options are provided to access Customer Support quickly and easily, including
contact information and helpful tools to submit a support request ticket. For fast resolution,

include the issue, details of efforts to resolve (if any), methods to reproduce, along with your
accountnumber and contact information.

Documentation

www.vexusfiber.com/TelecloudU

TeleCloud University is an online knowledge base of training and support content that will
equip you with all you need to learn about Vexus's best-in-class cloud services and their
features. This library includes product user guides, FAQs, quick reference tools, tips, videos,
and more - and it is always available as a reference on the Vexus Fiber website.



http://www.momentumtelecom.com/support
http://www.momentumtelecom.com/mu/training-library
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