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SmartPABX™ Web Interface

Admin Web Interface

The admin web interface allows full control to configure everyfeature of the SmartPABX. The admin
user is able to access andmodify every section of the SmartPABX, including listening to storedcall
recordings. The admin username and password should generallyonly be issued to a single manager
who is responsible for the managementof your SmartPABX.

User Web Interface

The user interface gives access to only some features of theSmartPABX related to the extension that
is logged in at the time. Eachextension on your SmartPABX is able to login to the user webinterface,
simply by using their 4 digit extension number as theusername, and their SIP password as the
password.

Click-to-Dial Phone Directories

While logged into the user web interface, users may take advantageof the “click-to-dial” functionality
built into this interface. Thereare two different contact directories where users can store
contactdetails. The phone numbers for each of these contact records then turnsinto a click on link.
Clicking on the link automatically triggers a callto the number you click on.There are two different
contact directories available to the user:Personal and SharedThe personal directory is accessible
only by that extension.The shared directory is accessible by all extensions on the SmartPABX.

Web Interface Overview

Your SmartPABX "~ system gives you full control of itsconfiguration via an easy to use Web Interface.
The Web Interfacesupports two different levels of permissions: admin and user
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Feature Codes

List of Feature Codes

Your SmartPABX is pre-programmed with a number of “feature codes”. These feature codes can be
dialled from your handset.

Each “feature code”, as well as a description is listed below:

Feature Code Description

1 Login to woicemail When prompted, enter
mailbox number followed by # key. When
prompted, enter mailbox password/pin, followed
by # key.

0K Remote call pickup. Allows user to answer a call
ringing on another extension. To use this feature,
dial *10X33CK, where is XXXX is the extension
number of the phone that is ringing

*6601 Listen to Music on Hold

500 Access the Corporate Directory

25 Make a recording for your PABX

FBhO0OOOKK Set a call forward from the handset by dialing *65

and the number to forward to. A voice prompt will
confirm it is active. Feature will take upto 1 min to
apply. The call forward is active from the PABX
itself and is the recommended way to forward a
handset. Call forwarding using the call forward
feature in the handset itself will conflict with any
queues the phone might be in.

B4 Disable call forward from the handset. Feature
will take up to 1 min to apply.
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Configure Extensions

Extension Overview

Extensions should be allocated for each telephone handset that will be connected to the SmartPABX.
For example, if you have 10 telephone handsets, you will need to create 10 different extensions
within the SmartPABX for your 10 phones.

Extension numbers are 4 digit numbers and are allocated to each extension automatically when they
are created. The first extension that you create will be automatically allocated with extension number
9001, and additional extensions will be allocated with 9002, 9003, 9004 and so on.

Once you have created your extensions in the SmartPABX, and have configured and connected your
telephone handsets to the SmartPABX, users of those telephone handsets will be able to call other
users by dialling their 4 digit extension number.

Creating a new Extension

To create a new extension, login to your SmartPABX web interface and complete the following steps:

e Click on the “Configure Extensions” menu option

¢ At the bottom of that page, click on the “Click here to add a new extension” button

* You will be presented with a page similar to the image displayed in figure 1.1

Edting Extension Number 3003

Extension Number: 9003

Extension Password:

Extension Comment: Extension 9003
Web User Password: Passwor d12
Concurrent Call Limit: 2 -
Extension Context: active

Send inbound to Ring Group: NA -
Ringtime: 60 ~
Outbound Caller ID: 0399993179 ~
Queue Membership: [ AccountsQueue

[¥] Afterhours
[ salesueue

Destination if no answer: GotoVoicemail ~
Voicemail: @ Enabled () Disabled
Voicemail Password: 8273

Email Voicemails To: stafi@business.com
Auto Remove After Emailing: Disabled ~

Add to Corporate Directory: ]

Record Calls: Disabled ~

Forward Calls To:

Call Waiting: Disabled ~
International Calls: Disabled ~

International PIN:

When you have completed all fields, click on the “Add new Extension Number 9XXX" button to create
the new extension. An explanation of each field follows.
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Description of Extension Options

Extension Number

The extension number field contains the 4 digit extension number (allocated automatically) for the
extension you are creating. It is not possible to change this value.

The extension number that is allocated becomes the registration username for the SIP handsets that
connects to this extension.

Extension Password

The extension password field contains the password for the extension number you are creating. This
field will be populated automatically with a randomly generated password. It is possible to change this
password if required.

The password that is allocated becomes the registration password for the SIP handset that connects
to this extension.

IMPORTANT NOTE: If you change the password to a custom password it is very important to use a
secure password that contains a mixture of letters and numbers and is at least 6 characters long.
Care should be taken to ensure that this password is kept in a safe and secure place.

Extension Comment

The extension comment field is used as a descriptive field to label the extension either by the users
name. This field should contain the users first name and surname, separated by a space. This field is
also used by the Corporate Directory feature. This field accepts all characters.

Concurrent Call Limit

The concurrent call limit field describes the number of concurrent calls permitted for that extension,
ranging from 1 through to 10.

If you require the ability for your users to place callers on hold while attending to other calls, you must
set this value to at least 2. The default value for this field is 2.

Extension Context

The extension context field is primarily used to suspend extensions. Normally this would be set to
“Active”. In the case where you wish to prevent an extension from being able to make or receive
telephone calls, you should set this field’s value to “Suspended”.

Extensions that are “Suspended” are unable to make or receive calls, and their telephone handsets
will also be unable to register to the SmartPABX.

Send inbound to Ring Group
This option is used to redirect the extensions inbound calls to a ring group (which can ring on multiple

telephones). If this option is enabled, inbound calls to this extension number will dial the ring group
selected. The call will ring on all telephones in that ring group, until the call is answered. This feature
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is sometimes referred to as single number reach.

To use this option you must first create a “Ring Group” (see “Configure Ring Groups”), and define the
members of that ring group. After you have created the ring group, it will then be possible to select
that ring group from the “Dial Ring Group” drop down menu box.

To disable this functionality, set the “Dial Ring Group” value to “N/A” from the drop down menu box.

IMPORTANT NOTE: Inbound calls to the extension that are initiated either from a Queue, IVR, or
another Ring Group will not dial the specified Ring Group and will instead dial the extension directly.
This behaviour is intended.

Ringtime

The ringtime field is used to define the length of time that inbound calls to this extension will ring for,
before either being diverted to voicemail (if voicemail is enabled), or the call being terminated (if
voicemail is disabled).

Outbound Caller ID

The outbound caller ID field is used to define the Caller ID number that will appear on outbound PSTN
calls. This option can either be set to “Private”, if you wish your caller ID to be withheld, or can also be
set to one of your Direct Indial numbers that are associated with your SmartPABX.

Please note that this field is not used for internal (extension to extension) calls, and is only relevant
for external PSTN calls. Internal calls between extensions will always show the 4 digit extension
number of the caller as the Caller ID.

Queue Membership

The queue membership field is used to add an extension into a relevant queue. Queues must first be
defined (see ‘Configure Queue’ section on page 27).

Destination if no answer
The destination if no answer field is used to define where to route an inbound call if unanswered, after
the ‘Ringtime’ has expired. There are three available options, as shown below.

e GotoVoicemail (default setting)

e GotolVR
e Hangup
Voicemalil
The voicemail field is used to either enable or disable voicemail for this extension.

If voicemail is enabled, inbound calls to this extension will firstly ring for the number of seconds
defined in the “Extension Ringtime” field, and will then divert to voicemail.
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If this user of this extension is already on a phone call, and they do not have call waiting turned on in
their telephone handsets, inbound calls to this extension will divert to voicemail immediately.

If voicemail is disabled, inbound calls to this extension will firstly ring for the number of seconds
defined in the “Extension Ringtime” field, and will then terminate (i.e. hangup) the call.

If voicemail is enabled, both the “Voicemail Password” and “Email Voicemails To"” field must be set.

If voicemail is disabled, both the “Voicemail Password” and “Email Voicemails To" fields are not
required to be set.

Voicemail Password

The voicemail password field is used to set the password for this extensions mailbox. The password
should be between 3 and 6 characters long, and should be numeric characters only.

If voicemail is disabled this field should be left empty.
Email Voicemails To

The “Email Voicemails To” field is used to set the email address of the user of this extension. When
voicemails after left for this user, the voicemails are converted into a WAV audio file and instantly
emailed to this email address defined in this field.

If voicemail is disabled, this field should be left empty.
Add to Corporate Directory

If this option is selected, this user is added to the Corporate Directory. The Corporate Directory
presents a caller with a directory of extensions from which they may select by name.

To use the Corporate Directory feature please ensure that all users have recorded their name, by
logging into voicemail, navigating to ““mailbox options”, and selecting the option to record your name.

The Corporate Directory can be accessed internally by dialling 500. The Corporate Directory can also
be accessed by external callers, by configuring an IVR to connect the caller to the Corporate Directory
(see “GotoDirectory” action of IVR).

Record Calls

The Record Calls field is used to define whether or not calls to and from this extension are recorded.

If this option is enabled, all calls to and from this extension number will be recorded. If this option is
disabled, calls to and from this extension number will not be recorded. *

» Note that regardless of what this option is set to, if inbound calls to this extension are initiated
from an IVR, then this field is ignored and the recording options for the IVR are instead used. For
example, if extension 9001 has call recording disabled, but is receiving calls initiated from an
IVR (using the “Dial” action within the IVR) and that IVR has recording enabled, then this users
inbound calls from this IVR would be recorded.

IMPORTANT NOTE: Legal requirements regarding recording of telephone calls vary depending on
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where the calls are being made to and from. Please research the legal requirements and ensure that
you comply before enabling call recording.

Forward Calls To

The “Forward Calls To” field is used to forward (redirect) inbound calls arriving on this extension to
another single number. The number being forwarded to can either be a 4 digit extension number, or
can also be a regular 10 digit PSTN number.

Please note that calls are only forwarded if the caller has dialled that extension directly (either
directly from another internal extension, or directly from a DID number mapped to this extension).
Calls to the extension number that have been initiated from an IVR (using the “Dial” action) or a
Queue will not be forwarded.

Call Group and Pickup Group

Call Group: ¥| Default Support

Pickup Group: ¥ Default | Support

An extension can be a member of a call group. This means other extensions that are in the
corresponding pickup group can pickup calls from that extension. An extension can be in any
combination of groups. Groups are managed via the Edit Call Groups link. It is not possible to remove
the Default group, but it is possible to remove all the extensions from it.

Modifying an Extension

To modify an existing extension, login to your SmartPABX web interface and complete the following
steps:

e Click on the “Configure Extensions” menu option

e Click the “Edit” button next to the extension you wish to modify
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Editing Extension Numbsr 9001

Extension Number: 9001
Extension Password: zyTjdeet
Extension Comment: Jehn

Web User Password: Password12

Concurrent it Call Limit: 2 ]

Extension Context: [Cactive s ]

Send inbound to Ring Group: [N/A +)

Ringtime: (30 ]

Qutbound Caller I1D: | 0399993141 ¢ |

Queue Membership: (] Accounts

Voicemail Password: 07368

Email Voicemails To:

Auto Remove After Emailing: [ Disabled ¢ |
Add to Corporate Directory: o

Record Calls: [ Disabled_+ |
Forward Calls To:

International Calls: [ Disabled + |

International PIN:

Update Extension 9001

e Make the necessary changes, and when complete, click the “Update Extension 9XXX” button

» See “Description of Extension Options” for a description of each field

* If Queues have been configured, an option will appear to add/remove this extension as a
member from those queues (via a check box)

Deleting an Extension

To delete an existing extension, login to your SmartPABX web interface and complete the following
steps:

e Click on the “Configure Extensions” menu option

e Click the “Delete” button next to the extension you wish to delete

* You will be asked if you are sure you want to delete this extension. Click “Yes”.

Checking the status of an Extension

To check the registration status of an existing extension, login to your SmartPABX web interface and
complete the following steps:

e Click on the “Configure Extensions” menu option

e Click the “Status” button next to the extension you wish to check the registration status for
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Extension: “oicemail:

Caller ID: Extension Comment:

9001 Enabled
9002 Enabled
9003 Enabled
9004 Dizabled
9005 Enabled
9006 Dizabled

Private Johhiny Appleseed | Status | | Edit | | Delete |
Private Jane Doe | Status | | Edit | | Delete |
0399993179 Extension 9003 | Status | | Edit | | Delete |
Private Extension 9004 | Stats | | Edit | | Delete |
Private Extension 9005 | Status | | Edit | | Delete |
Private Extension 9006 | Staws | | Edit | | Delete |

If an extension is registered, the Status field will display ‘OK’, along with the IP address of the phone

or router.

Extension 9001

Status:

IP Address:

Port:

User Agent:

Contact:

OK (30 ms)

110.173.232.14

1033

Cizco/5PAS04G-7.5.5

sip:5001@110.173.232.14:1045

If an extension is not registered, then the Status field will show up an ‘UNKNOWN’

10
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Extansion 9001

Status: UMNKNOWMN
IP Address: (null)

Port: 0

User Agent:

Contact:

11
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Configure Direct Indials

Direct Indial Overview

Direct Indial numbers are regular ten digit PSTN phone numbers. These numbers are the numbers
that your customers use to call you from external locations. These numbers are commonly referred to
as DID numbers.

Each SmartPABX is allocated with a group of Direct Indial numbers. How many you have depends on
the SmartPABX package that you have purchased.

Each Direct Indial number can be configured to perform different tasks. For example if you have five
Direct Indial numbers, it is possible to configure some of those numbers to be used as direct numbers
for staff, some can be configured to be used for call conferencing rooms, and others can be used for
IVRs, fax to email, etc.

Direct Indial numbers support multiple concurrent inbound calls regardless of whether the number is
already in use. The only concurrent call limit for DID numbers is defined by the line limit associated
with your SmartPABX package.

Modifying Direct Indial Configuration

To modify your Direct Indial configuration, login to your SmartPABX web interface and complete the
following steps:

e Click on the “Configure Direct Indials” menu option

DID Numibar: Action: Value:
0399993140 | RunSchedule sl | MainNumber + | Save
0399993141 | GotolVR ) | Support )

| Save |
03999493142 | GotoExtension  + | | 9003 A | save |

0399993143 [ CotoConference ] 901 s | | Save |
0399993144 | FaxToEmail ] Fax@compar, | Save |

Figure 1.3

e Modify the DID by changing the “Action” and “Value” to the appropriate settings, and then click
on the “Save” button at the end of the line

12
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e See Description of Direct Indial Actions for a description of each Action

Description of Direct Indial Actions

GotoExtension

The GotoExtension action will send inbound calls to this DID number directly to the extension number
defined in the “Value” drop down menu box. This action should be used to assign direct numbers to
staff extensions.

GotolVR

The GotolVR action will send inbound calls to this DID number into the IVR defined in the “Value” drop
down menu box.

GotoConference

The GotoConference action will send inbound calls to this DID number into the conference room
number defined in the “Value” drop down menu box.

RunSchedule

The RunSchedule action will send inbound calls to this DID number into the schedule defined in the
“Value” drop down menu box. See Configuring a DID time/day schedule for more information on DID
scheduling.

FaxToEmail

The FaxToEmail action will turn this DID number into an inbound fax number. Faxes sent to this DID
number will be converted to a PDF file, and emailed to the email address defined in the “Value” text
input box. Only one email address can be specified in the “Value” box.

13
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DID Scheduler

DID Scheduler Overview

DID time/day schedules can be used to configure your DID numbers to perform different actions
depending on what time or day the call is received (time / day conditions).

For example, a DID that is configured to run a day/time schedule could be configured to send inbound
calls to an IVR called “businesshours” during the hours of 09:00 and 17:00 on weekdays, but send
calls to a different IVR called “closed” during all other times or days.

To create a new DID time/day schedule, login to your SmartPABX web interface and complete the
following steps:

e Click on the “Configure Direct Indials” menu option
e Click the “Click here to manage DID time/day scheduler” link at the bottom of the page
e Click the “Click here to create a new DID schedule” button at the bottom of the page

e Enter a name for the schedule and then click “Create Schedule”.

* You will be presented with a page similar to the image displayed in figure 1.4

Priority: Time Range: Day Range:

1 09 ~:00 ~to 17 ~: 00 ~ Mon - to Fri - GotolVR - BusinessHours -

2 00 v:00 ~1023 v:59 ~ Mon ~to Sun ~  GotolVR ~  Aftethous =

3 00 :| 00 to| 00 :| 00 Mon to| Mon Select .. Save |[O

Figure 1.4

The “Time Range” field accepts values containing time ranges in 24 hour format. For example, a valid
time range is formatted like:

09:00 to 17:00

The “Day Range” field accepts values containing ranges of days from Monday to Sunday. For
example, a valid day range is formatted like:

Mon to Fri

To switch to a date range rather than a day range, select the Date option from the dropdown-box. You
will be presented with additional dropdown boxes to choose a starting date, an ending date, and a
month the schedule is to run in. You might, for example, choose to set a schedule for between the 1st
to the 7th of January. A date range must be within the same month - if you wish to have a schedule

14
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covering, say, 25th of January to the 2nd of February, you would need to create an option covering
the 25th of January to the 31st of January, then a second one with the same action ranging between
the 1st of February to the 2nd of February.

If you wish, you may pre-select a public holiday for a schedule. To do so, simply select the desired
public holiday from the Pre-select Public Holiday field, and the date ranges will automatically be
selected, with the time range being automatically set to cover the entire day. If you wish to make
further modifications to the range, such as changing the date range to cover the public holiday and a
day prior, you can simply change whichever fields are necessary. At present, public holidays which fall
on variable dates each year (e.g. Queen's Birthday, Easter) are not options to be pre-selected.

DID schedules are ordered by priority. When a call is sent into a DID schedule, the schedule is

executed from top to bottom (from the lowest priority to the highest priority). As soon as a matching
time/day range is found, that priority is executed and the remainder of the schedule is not read.

DID Schedule Examples
Please see below for examples of different schedules.

Example 1

Priority: Time Range: Day Range:

1 09 »:00 ~to 17 » : 00 ~ Mon = te Fri - GotalVR A openhours -
2 17 +:01 v t008 »:59 ~ Mon ~to Fi ~+  GotolVR +  closed -
3 00 +:00 ~t023 v:59 ~ Sat vt Sun ~  GotolVR ~  Weekend =~

4 0o :| 00 to 00 = 00 Maon to| Mon Select .. Save |

The schedule contained in Example 1 behaves as follows:

1. If the time is between 09:00 and 17:00 on a day between Monday and Friday, the call will be
sent to the IVR named “openhours”

2. If the time is between 17:01 and 08:59 on a day between Monday and Friday, the call will be
sent to the IVR named “closed”

3. If the time is between 00:00 and 23:59 on a day between Saturday and Sundays (ie weekends),
the call will be sent to the IVR named “Weekend”

Example 2

15
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Priority: Time Range: Diay Range: Action:

1 12 +:30 v 013 v:00 ~ Mon ~fo Fi =~  GotoVoicemal ~ 101  ~
2 09 ~:00 ~to 17 ~ : 00 ~ Mon - to Fri GotolVR - openhours -
3 EE% »:00 ~to 23 »:59 - Maon = to Sun - GotolVR - closed -

4 0o z| 00 to 00 | 00 Maon to| Mon Select . Save |

The schedule contained in Example 2 behaves as follows:

1. If the time is between 12:30 and 13:00 (i.e. lunch time) on a day between Monday and Friday,
the call will be sent to voicemail mailbox 101

2. If the time is between 09:00 and 17:00 on a day between Monday and Friday, the call will be
sent to the IVR named “openhours”

3. If the time is between 00:00 and 23:59 on any day (Monday to Sunday), the call will be sent to
the IVR named “closed”

Note that in Example 2, if an occasion arises where a call comes into this schedule and the time is
between 12:30 and 13:00 on a weekday, there are 3 possible matches for this time condition.

All three priorities in this schedule (1, 2, and 3) are a match. Because schedules are executed in order
of priority from lowest to highest (1 to 3), the first match in this schedule would be priority 1, which
would send the call to voicemail mailbox 101.

16
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Configure Conferences

Conference Overview

Often the need arises for several people to be involved in a telephone conference from different
locations.

Using Conference Rooms makes it possible for multiple callers to dial into a conference room and all
conference together.

Conference rooms are protected by a pin number. When callers first dial a conference room number,
they are required to enter the pin number for that conference room on their telephone keypad before
being granted access.

Conference Room numbers are allocated automatically. They are 3 digit numbers ranging from 901 to
999.

It is possible to dial a conference room directly using its conference room number (eg 901) from any
SIP phone connected to your SmartPABX.

It is also possible to configure one or more of your direct indial (DID) numbers to route to a
conference room (see Configure Direct Indials). This allows callers outside of your PABX to gain access
to your internal conference room.

Creating a Conference Room

To create a new Conference Room, login to your SmartPABX web interface and complete the following
steps:

e Click on the “Configure Conferences” menu option
¢ At the bottom of that page, click on the “Create a new conference room” button

* You will be presented with a page similar to the image displayed below

e The pin number will be generated automatically, but can be changed if required

Conference Number: Conference Pin:

901 7925 Ly | save || Delete |

Deleting a Conference Room

To delete a Conference Room, login to your SmartPABX web interface and complete the following
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steps:

e Click on the “Configure Conferences” menu option

e Click the “Delete” button next to the conference room you wish to delete

18
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Configure Ring Groups

Ring Group Overview

A ring group can be used to define a list of members (either SIP extension numbers, or PSTN phone
numbers) that can then be used by other applications within the SmartPABX to dial all of those
numbers at once (in a ring-all type fashion, where the first person to answer receives the call).

A ring group is useful when one person could be at two or more different locations, and they need to
be able to answer their calls from any of those locations.

By creating a ring group and defining the extension numbers (or PSTN numbers) of those locations as
members of the ring group, when a call rings this ring group all phones in the ring group will ring, and
the person can answer the call on any of those ringing phones. Once the call is answered from one of
the ringing phones, all other phones immediately stop ringing.

This functionality is sometimes referred to as single number reach.
Ring groups can dialled in the following scenarios:
e Aring group can be dialled from within an IVR using the “Dial” action. See “Configure IVRs” for
more details.

e Aring group can be dialled when an extension has the “Send inbound to Ring Group” option
enabled. See “Configure Extensions for more details.

Ring groups cannot be dialled in the following scenarios:

e Aring group cannot be dialled from within a Queue

e A ring group cannot be set as an action for a Direct Indial number.

For a Direct Indial number to be configured to dial a ring group, the Direct Indial number
must either:

1. be configured to first route through an IVR (using GotlVR), and that IVR should dial the ring
group (using the “Dial” action)

2. be configured to first route to an extension (using GotoExtension) which has the “Send inbound
to Ring Group” option enabled.

Creating a new Ring Group

To create a new Ring Group, login to your SmartPABX web interface and complete the following steps:
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e Click on the “Configure Ring Groups” menu option

e At the bottom of that page, click on the “Click here to add a new Ring Group” button
e Enter a name for your Ring Group, and then click “Create Ring Grop”
Modifying Ring Group Members

To add or remove members to a Ring Group, login to your SmartPABX web interface and complete the
following steps:

e Click on the “Configure Ring Groups” menu option

e Click on the “Edit” button next to the Ring Group you wish to modify

¢ A page similar to the image below will be displayed

Editing Ring Group "group”

8001
8002
8003
8004
89005

e Members can either be 4 digit extension numbers, or can also be 10 digit PSTN numbers

n

e Once you have finished defining your Ring Group Members, click the “Update Ring Group
button

Deleting a Ring Group

To delete a Ring Group login to your SmartPABX web interface and complete the following steps:

e Click on the “Configure Ring Groups” menu option
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e Click the “Delete” button next to the Ring Group room you wish to delete

* You will be asked if you are sure you wish to delete that Ring Group. Click “Yes”.
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Configure IVRs

IVR Overview

An IVR (Interactive Voice Response) is a PABX application that communicates with a caller through
configurable voice driven menus. Callers can be played different announcements (using WAV audio
files), and can optionally be presented with different menu options, where the IVR can be
programmed to perform different actions depending on the callers menu response (via keypad DTMF
input).

IVRs can be very complex, or very simple. Some IVRs may contain hundreds of lines of priorities while
others may only contain one or two that perform basic call routing tasks.

An IVR is programmed on a line by line basis from top to bottom. Each line (from top to bottom) is
executed by order of priority, from lowest to highest. When a call is routed to an IVR, the first priority
that will be executed is priority 1, and then 2, and 3, and so on.

Please see below for an example of a simple IVR that answers the call, plays a sound (WAV) file to the
caller, and then sends the call to voicemail box 101 and finally hangs up.

Priority: Action: Value:

1 | Answer 2] N/A | save |

2 [ Play = ] | welcome.wav - ] |£|

3 | wait 2] 3 |secs | Save |

4 | Gotovoicemail * ] 101 & |£|

5 | Hangup : ] N/A | save | | Delete |
(5 Answer = Save | [

As demonstrated in the example above, each line (priority) of the IVR above contains an “action” and
a “value”. Those actions and values can be changed to accommodate your requirements. In this
particular example IVR there are no menu options defined, however that will be covered further in this
section.

Description of IVR Actions

Answer

The Answer action will cause the PABX to pick up (answer) the call. This option should present in
every IVR where sounds are to be played to the caller.

It is not necessary (nor possible) to set any value for the Answer action.

At completion of this action, control will be passed to the next highest priority in the IVR.
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L]

Ringing

The Ringing action will generating “ringing” tone to the caller. The Ringing action should always be
immediately followed by the Wait action the time defined in the following Wait action will determine
the length of time that “ringing” tone is generated for.

It is not necessary (nor possible) to set any value for the Answer action.
The Ringing action does not listen for DTMF input from the caller.

At completion of this action, control will be passed to the next highest priority in the IVR.

Play
The Play action will play the selected WAV audio file to the caller.

The Play action will also listen for DTMF input from the caller, and will execute the number option
pressed by the caller if the IVR number option feature has been programmed.

At completion of this action, control will be passed to the next highest priority in the IVR.
Wait
The Wait action caused the IVR to pause for the number of seconds defined in the value field.

The value field accepts numeric characters containing the number of seconds to wait for. It also
accepts values expressed as either whole numbers or fractions of seconds (eg 0.3 would cause the
IVR to wait for 300 milliseconds, or 1.8 would cause the IVR to wait for 1.8 seconds)

At completion of this action, control will be passed to the next highest priority in the IVR.
WaitExten

The WaitExten action behaves the same as the Wait action, the only difference is that the WaitExten
action will also listen for DTMF input from the caller, and will execute the number option pressed by
the caller if the IVR number option feature has been programmed.

At completion of this action, control will be passed to the next highest priority in the IVR (i.e. the next
line).

Dial

The Dial action can dial either a:
¢ 4 digit extension number
e 10 digit PSTN number

¢ Ring Group
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The value field should contain either the number to dial, or the name of the Ring Group.

The number to dial can also optionally be followed by a comma, and then the amount of seconds to
dial for. If this option is not present, the Dial command will dial for 30 seconds before return control to
the next priority of the IVR.

Please be aware that when a called party answers a call initiated using the Dial action, the IVR loses
control of the call. The call will never be returned to the next priority of the IVR, because when the call
is finished the called party will hang up, effectively terminating the call.

Only when a call initiated using the Dial action goes unanswered will control be passed back to the
next priority of the IVR.

Dial Example 1:
9001,25

The dial value above would dial extension 9001 for 25 seconds, and then if unanswered would return
control to the next priority of the IVR.

Dial Example 2:
MyRinggroup,10

The dial value above would dial all members of the Ring Group named MyRinggroup 10 seconds, and
then if unanswered would return control to the next priority of the IVR.

Dial Example 3:
0394949494,20

The dial value above would dial the 0394949494 PSTN number for 20 seconds, and then if
unanswered would return control to the next priority of the IVR.

Dial Example 4:
9008

The dial value above wold dial extension 9008 for 30 seconds, and then if unanswered would return
control to the next priority of the IVR. The Dial command would use 30 seconds as the default length
to dial in this case, because the length was not specified.

Dial Example 5:
MyRinggroup

The dial value above wold dial all members of the Ring Group named MyRinggroup for 30 seconds,
and then if unanswered would return control to the next priority of the IVR. The Dial command would
use 30 seconds as the default length to dial in this case, because the length was not specified.

24



SmartPABX™ Administrator Guide | Generated on 07/21/2021 4

L]

GotoVoicemail

The GotoVoicemail action will send the call to the mailbox number specified in the Value drop down
menu box.

It is important to note that when sending a call to a Voicemail box using the GotoVoicemail action
from an IVR, the busy/unavailable greeting for that mailbox is not played. The call is instantly
transferred to the point at which the caller hears a beep to being recording their message.

Therefore if you wish for a greeting to be played to the caller before them leaving a message, you
should make the priority before the GotoVoicemail action a Play action, and it should Play a WAV file
greeting to the caller before it is sent to voicemail.

After the caller has been sent to voicemail,, control is not passed back to the IVR (as the call is
terminated by the caller hanging up).

GotoDirectory

Send caller to the Corporate Directory

GotolVR

The GotolVR action is used to send a caller to another IVR.

Select the name of the IVR to send the caller to from the drop down menu box

At completion of this action, control will be passed to the new IVR.

GotoQueue

The GotoQueue action is used to send a caller into a Queue

Simply select the name of the Queue to send the caller to from the drop down menu box
At completion of this action, control will be passed to the next priority in the IVR

Please note that the length of time that the caller will remain in the queue before control is passed
back to the next priority of the IVR is defined within the Queue Configuration for that Queue (see
“Maximum Join Time”). When the “Maximum Join Time" is reached, control will be passed back to the
next priority in the initiating IVR.

Hangup

The Hangup action is used to hang up (terminate) the call.
The Hangup action should be used as the last line in all IVRs.
Read Text

The Read Text action will read out the text in the box to the listener. Note that errors can occur if
punctuation is used here.
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Date Redirect

This option will redirect to a selected IVR if this option is reached within a certain specified date
range. This option will take into account all times of day during the selected dates. For example, if the
dates chosen are 1 to 10 and the month chosen is August, then if this option is reached at any time
during the 1st to 10th of August, the person calling will be directed to the IVR selected.

If either date or the month are set to N/A, then this redirect will apply to all dates or months,
depending upon the option. For example, if the date is set from 1 to 2 and the month is set to N/A,
then in the first or second day of any month the person calling will be directed to the IVR selected.

Day Redirect

This option will redirect to a selected IVR if this option is reached within a specific time range on a
certain day. If this option is reached within the specified time range and on the day or day range
selected, the person calling will be directed to the selected IVR. For example, if the time is set to 9:00
to 17:00 and the day redirect selected is Monday to Friday, then someone reaching this option
between 9 AM to 5 PM on a Monday to Friday will be redirected to the IVR selected.

Caller ID Redirect

This option will redirect the caller to a specified IVR if the caller ID matches the first few digits you
have specified. For example, if you have entered 03 into the field, then a caller whose number begins
with 03 will be redirected to the specified IVR upon reaching this option. You may specify as many
numerals as you wish into this field.

Set Music on Hold Group

This will allow you to set up a music on hold group for the duration of this call. Whatever music on
hold group you set here will be played if the user on the other end of the phone is put on hold.

Adding number options to an IVR
Some IVRs may include the ability for callers to press keypad digits to navigate through the IVR.

For example, a company with three different departments may want to play a sound file in their IVR
that instructs their callers to press 1 for Sales, 2 for Accounts, and 3 for Support.

At any point in your IVR where a WaitExten or Play action is underway, the system will be listening for
DTMF input from the caller.

When any digit is pressed, the IVR then performs whatever task it is programmed to for that option
number. So for example in the case where a caller presses 1 for Sales, the IVR can be programmed to,
for example, send the call into the Sales Queue. And if the caller presses 2 for Accounts, the IVR can
be programmed to, for example, send the call into the Accounts queue.

Adding number options to your IVR is a simple procedure.

At the bottom of every IVR, the feature is present. Under the “Editing IVR number options” heading,
simply select the number of the option you wish to add (for example “1”, for sales), and then click Go.
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A new option number will be created. Just like with IVRs themselves, option numbers can have
different priorities that are executed in order from lowest to highest.

Below is an example of the “Number Options” of an IVR that is configured with three different number
options (1, 2 & 3), each of which are performing a different action with multiple priorities:

1 1 CotolVR E | Accounts : Save | | Delete
2 1 GotolvR = Sales = | save | | Delete
3 1 CotolvR = Support = [ save Delete

Add new option number: | 1 #| | Go |

In the above example, if the caller presses 1 the PABX will firstly play the sound file named “welcome-
sales.wav” to the caller, and will then send the caller into the IVR named Sales.

If the caller presses 2 the PABX will firstly play the sound file named “welcome-accounts.wav” to the
caller, and will then send the caller into the IVR named Accounts.

If the caller presses 3 the PABX will firstly play the sound file named “welcome-support.wav” to the
caller, and will then send the caller into the IVR named Support.
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Configure Queues

Queue Overview

A Queue can be used to ‘queue’ your inbound calls, playing hold music to the caller until someone is
available to take the call. Each caller into the queue maintains there position in the queue, and the
calls are delivered to “members” in the order in which they came into the queue.

A queue can also be configured to play sound file announcements periodically while the caller waits,
and can also be configured to announce the position of the call in the queue to the caller periodically.

A queue must contain ‘members’, which is the term used to describe a telephone/extension that is
logged into a queue, ready to answer calls. Up to 20 members can be logged into any queue.

Members can be either 4 digit extension numbers (eg. 9002) or can also be 10 digit PSTN numbers
(eg 0399999999).

There is no limit on how many inbound calls can be waiting in a queue at any one time. The only limits
are defined by the number of lines your SmartPABX supports.

All calls that are being sent into a queue must first be routed through an IVR, and that IVR should use
the “GotoQueue” action to send the call to the queue.

Creating a New Queue

To create a new queue, login to your SmartPABX web interface and complete the following steps:
e Click on the “Queues” menu option

¢ At the bottom of that page, click on the “Click here to add a new extension” button
* You will be presented with a page similar to the following

Description of Queue Options

Select a ring strategy for this queue

The ring strategy field defines the way in which the PABX delivers calls to queue members.

ringall: ring all available members until one answers (default)

rrmemory: round robin with memory, remember where we left off last ring pass

leastrecent: ring member which was least recently called by this queue

fewestcalls: ring member with fewest completed calls from this queue

random: ring random member
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Select maximum join time

The maximum join time field defines the maximum length of time in minutes that a caller can be
waiting in a queue before being dropped from the queue and sent to the next priority of the IVR which
sent the call to this queue.

Select ring cycle length for this queue

The ring cycle length field determines the length of time in seconds that the PABX will attempt to ring
queue members for. The PABX will then wait for the length of time defined in “wrap-up time” before
trying the ring cycle again. This continues until the call is answered, or the maximum join time is
reached.

Select wrap-up time for this queue

The wrap-up time field describes the length of time the PABX waits after an agent completes a call
before sending another call to that member.

Select the frequency of queue position announcement

The frequency of queue position announcement field defines the intervals in seconds at which the
caller’s position in the queue is announced to them.

If this option is enabled, at the defined intervals the PABX will play an announcement to the caller,
informing them of their position in the queue.

Select an announcement to play periodically

Select an announcement (WAV sound file) that will be played to the caller every X seconds (seconds
defined in the frequency field below)

Announce queue name on answer

This options relates mainly to members of a queue and is helpful when a single person must monitor
multiple queues. Turning this setting on will have the PABX read out the name of the queue to the
member answering the call. No recording is required, as the audio is taken from the name of the
queue itself.

Can callers join this queue if no members are log in

This field describes whether or not a caller will be able to join a queue if there are no members logged
into that queue. If this option is set to No, the call will be dropped from the queue and sent to the next
priority of the IVR which sent the call to this queue.

Ring agents who are already on the phone
This field defines whether the PABX will send further calls to members who are already on phone

calls. If set to Yes, this option would only work if the member has call waiting activated on their
telephone.
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SLA Target for this queue
This field is used for statistics only.
Digit input from caller

If a caller presses any digit on their telephone keypad while waiting in the queue, commands can be
configured to run when that digit is pressed.

Music On Hold Group for this queue

The music on hold group selected here will be played to users whilst they are in this queue prior to
speaking to someone in the queue.

Deleting a Queue

To delete a queue, login to your SmartPABX web interface and complete the following steps:
e Click on the “Configure Queues” menu option

e Click the “Delete” button next to the queue you wish to delete

e You will be asked if you are sure you want to delete this extension. Click “Yes".
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Extension Console

Extension Console Overview

The Extension Console page shows the current status of every extension on the PABX. The page is
update live in real time.

¢ idle - Extension is not on a call

¢ in use - Extension is on a call

e ringing - There is a call currently ringing on this extension

Extension: 9001 (in use)

Extension: 9002 (idle)
Extension: 9003 (idle)
Extension: 9004 (idle)

Extension: 9005 (ringing)

Extension: 9006 (idle)

Note: If an extension is on a call, and also has another inbound call ringing on their phone, the status
will show as “in use” rather than “ringing’.

If your extensions are associated with groups, you can filter the extensions shown by group if you
desire. Simply tick or untick the boxes corresponding to each group below the extension statuses. By
default, all extensions in groups will be shown on going to the Extension Console. If you wish to see
the status of an extension which is not in a group, either add it to a group, or tick the Show All
Extensions box. You can add or change the group an extension is in by editing it.
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Call Records & Recording

Call Records and Recording Overview

The Call Records and Recordings section of the SmartPABX allows the administrator to view the
records of all calls processed by the SmartPABX.

If call recording was enabled for any particular call, it is also possible for the administrator to
download the WAV file recording of the call, using the “Listen” link at the end of the record.

To search for a particular call of group of calls, you may search based on any combination of the
following criteria:

From Date - to search a particular day range, set From Date to the start date of the range
To Date - to search a particular day range, set To Date to the end date of the range

Account Code - search for calls that are either equal to or containing a particular Account Code
value

Caller ID - search for calls containing a particular Caller ID value
Destination - search for calls containing a particular Destination value

Duration - search for calls that are either equal to, greater than or less than a particular duration
(seconds)

Search Call Records

From Date: Day: (27 :] Month: [Aug :| Year [2014 :|
To Date: Day: (27 :| Month: [Aug :| Year [2014 :|
Account Code: | Equals =

Caller 1D: | Contains =

Destination: | Equals =4

Duration: I_WI (in seconds)

Order Results By: | Call Date ¢ | | Descending # |

Results Per Page: | 50 ¢ |

Search Call Records

You may navigate the call records using these filters and the page numbers at the bottom of the
page. These numbers also include links to the first and last pages of the search when available.
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System Sounds

System Sounds Overview

System Sounds are used by IVRs and Queues to play pre-recorded announcements to callers.

All system sounds are stored as WAV files. Prior to uploading any WAV files to the SmartPABX you
should ensure that your WAV files are saved as Windows PCM 16-bit 8000hz Mono files. WAV files of
any other type may not play correctly.

Upload a new WAV sound file

To upload a new WAV sound file to your SmartPABX, login to your SmartPABX web interface and
complete the following steps:

e Click on the “System Sounds” menu option
e At the top of that page, click on the “Browse” button

¢ Select the WAV file on your computer

e Click on the “Upload” button

The file: Mo file selected.

Duration
(Seconds)

File Mame Type Sample Rate  Channels

Message_1.wav way 3000 1 16 40 [ Play ] [ Delete ]
Message 2 wav way 3000 1 16 41 [ Play ] [ Delete ]
Message_3.wav way 3000 1 16 39 [ Play ] [ Delete ]

Alternatively, you can make system sounds yourself by dialling the number 25 into your handset, and

then following the instructions that follow. After you have finished making this recording, it will appear
in the list of system sounds with the name custom_recordingX.wav, with X being incremented as each
custom recording is made.

If you wish to rename any of your system sounds, simply press the Rename button for that sound,
and type in the new name you wish. Some characters may be replaced, and if you attempt to rename
a sound to one which already exists, you will be unable to.
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Music On Hold

Music On Hold Overview

Music on hold files are used when a call is put on hold or parked. Whilst there are default sounds
which come with your SmartPABX, like with the systems sounds you may upload your own custom
recordings.

System sounds may be stored as either an MP3 or a WAV file but it is highly recommended that you
use a similar quality and length of sound files as you would with your system sounds. All Music On
Hold sounds are saved on your SmartPABX system.

Music On Hold can also group files together. This is useful for if you need to use specific sound files for
different queues, or if you wish to set a specific music on hold group as the wait music for an IVR. In
order to add a new group, press the Add Group button and choose a name for the new group. Within
this new group, which you can navigate to by selecting that group from the drop-down menu of
groups, you can upload sounds, or edit and delete them as with the default group. If you wish to
delete a music on hold group, simply press the Delete button whilst on the page for that group.

Upload a new Music On Hold sound file

To upload a new file for Music On Hold to your SmartPABX, login to your SmartPABX web interface and
complete the following steps:

e Click on the “Music On Hold” menu option
¢ At the top of that page, click on the “Browse” button

e Select the MP3/WAV file on your computer

e Click on the “Upload” button

Music On Hold

You can Upload WAV or MP3 File below:
Upload File

Choose file | Mo file chosen Upload

Current On-Hold Sounds

File Name Type Sample Rate Channels Biis {g::m}
how_may_we_help.mp3 mp3 44100 2 0 2 | Play | | Delete | | Rename |
welcome. mp3 mp3 22050 1 0 98 | Play | | Delete | | Rename |
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If the upload has completed, your new sound should show in the “Current On Hold Sounds” table.
Note that if it isn't in the table or there are no details for the sound (type, sample rate, channels, bits
and/or duration are blank) the file itself was either too large in size or invalid. If this is the case, the
sound will most likely result in silence during call holding.

As with system sounds, the same playback, deletion and renaming functionality is present and these
changes will be fully applied once you click the “Apply Changes” button.

By default, on hold sounds will play in a random order. If you wish to have this changed, please
contact support.
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Miscellaneous Mailboxes

Miscellaneous Mailboxes Overview

Miscellaneous voicemail mailboxes are used when voicemail is required but it is not suitable to use a
staff members personal voicemail box attached to their extension. For example. In the case where
you want your customers calling your main number to be able to leave a voicemail message for you if
you are closed, you may need a voicemail box which plays a generic voicemail greeting to the caller
informing that that you are currently closed, rather than a personal staff members voicemail greeting.
It is cases like this that you would use a miscellaneous voicemail box.

Mailbox numbers for miscellaneous voicemail boxes are allocated automatically from 101-199.

Miscellaneous