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Introduction

Whether you are upgrading from our Crexendo Classic software or are brand new to
Crexendo, we are excited to welcome you to our VIP platform for business
communications and collaboration. The VIP Portal is designed to elevate your experience
and provide you with a host of valuable benefits.

Purpose
The Crexendo Guidebook is meant to be a reference guide for you as you utilize or
manage your Crexendo phone system.

Several sections are for “Office Managers” or administrators of your Crexendo domain,
while other chapters provide instruction for call center agents, call center supervisors, and
standard users.

For “Office Managers” or Administrators

If you will be managing your settings for your Crexendo phone system or domain, the
table of contents begins with a chapter on each section of the VIP Portal for Managers.
Each section displays the steps and options for managing your call flow and many
include “how to” videos that can be accessed whenever you need them.

For an overview of the portal, please see the VIP Portal for Managers Overview video at:
https://www.youtube.com/watch?v=UuThKDKkiRfY&list=PLXADOIltuavV9jC_HL7NiOiBoKA9
VZIBxm&index=1

For Call Center Supervisors

Proceed through the table of contents and select the section you would like to learn
about. Please pay special attention to the following sections:

e Call Center for Supervisors
e VIP Analytics

e VIP Call Center Reporting
e Call Recording

e VIP Portal for Users


https://www.youtube.com/watch?v=UuThKDkiRfY&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=1
https://www.youtube.com/watch?v=UuThKDkiRfY&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=1

& cerexendo
For Call Center Agents

Proceed through the table of contents and select the section you would like to learn
about. Please pay special attention to the following sections:

e VIP Portal for Users
e \Voicemail
e Basic Phone Functions

e SNAP Builder

For All Users

Proceed through the table of contents and select the section you would like to learn
about. Please pay special attention to the following sections:

e VIP Portal for Users

e Basic Phone Functions
e Voicemail

e VIP Fax

e SNAP Builder

e VIP Mobile Application
e VIP Web Phone

Crexendo Training YouTube Playlist
https://www.youtube.com/playlist?list=PLXADOIltuavV9jC_HL7NiOiBoKA9VZIBxm

Crexendo Device Training YouTube Playlist
https://www.youtube.com/playlist?list=PL XADOIltuavV8L pKEyp4ngZBGdVYdarXmZ

Crexendo Guidebook Link

For the most updated version of the Crexendo Guidebook for Managers and the
Crexendo Guidebook for Users, go to:

https://support.crexendo.com/hc/en-us/articles/19945586618775-VIP-Crexendo-
Guidebook



https://www.youtube.com/playlist?list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm
https://www.youtube.com/playlist?list=PLXADOltuavV8LpKEyp4ngZBGdVYdarXmZ
https://support.crexendo.com/hc/en-us/articles/19945586618775-VIP-Crexendo-Guidebook
https://support.crexendo.com/hc/en-us/articles/19945586618775-VIP-Crexendo-Guidebook
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Introduction:

The Users section of the VIP Portal for Managers gives you the ability to manage your
users in one place.

This guide contains the procedures to add, edit, and delete users, add ring groups, and
shared contacts.. This action can only be done by an admin or “Office Manager” scope
from the VIP Portal for Managers portal.

How to Add a User

For a video demonstration, go to:

https://www.youtube.com/watch?v=gcSX3uh53ho&list=PLXADOIltuavV9jC_HL7NiOiBoKA9
VZIBxm&index=6

Before adding a user in the VIP Portal, the following information will be helpful to have
before creating the user:

e First and last name of the new user
e Extension number
e The user's email address
e The MAC address of the phone they will be using (optional)
e Their User License
To add a user:

1. Open the Crexendo VIP Portal: https://portal.crexendovip.com/portal as the office
manager or above.

2. Click the “Users” button at the top of the navigation row.

3. On the right side of the screen, select “Add User.”

@& cerexendo V1P mhops~ | &

-



https://www.youtube.com/watch?v=gcSX3uh53ho&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=6
https://www.youtube.com/watch?v=gcSX3uh53ho&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=6
https://portal.crexendovip.com/portal
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4. Inthe “Add a User” box, fill out the following information:

Note: These extension numbers should NOT

Frrene be used for user extensions:

- S e 111
osorrent o 271
e o 311
s ¢ o 471
I E o 5T
NP reryy-rarrerr e . &
S e 71
New password and voicamall PIN are both optional ° 8'| '|

— o e 833
. PR . O

—— e 933

oo [T e 5000 and 5001

e First Name: User's first name
e Last Name: User's last name

e Extension Number: This number must be at least three digits and can be any
number from 100-8999 except for those noted above.

e Department: Optional and only for organizational purposes.

e Site: Optional and used for multi-location-based businesses.

e Email Address: The user’'s email address.

e User's Scope: Contact Crexendo to discover what licenses you currently have.

e Emergency Caller ID: This is required and is setup by Crexendo. If a user will be
at a different location and phone number that is not listed in the drop-down
menu, please contact Crexendo to add the number to your emergency caller
IDs.

e Enable Voicemail: This allows the user to have a personal voicemail box.

e Add Phone Extension: This option enables the extension number that you have
created and makes it active.

e Password Option: You have the option to set a password for the user or leave it
blank. Once the user logs in for the first time, they will set a new password.

e Voicemail PIN: Unless it is changed, the default voicemail PIN is 1234.

5. Select “Add User’ and the new user will be added to the Crexendo VIP Platform.
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How to Edit an Existing User
For a video demonstration, go to:

https://www.youtube.com/watch?v=LBtbsSTcJowa&list=PLXADOItuavV9jC_HL7NiOiBoKA9
VZIBxm&index=5&t=20s

If you would like to edit an existing user in the VIP Portal:

1. Open the Crexendo VIP Portal: https://portal.crexendovip.com/portal as the office
mManager or above.

2. Click the “Users” button at the top of the navigation row.

3. Locate the user you would like to edit and either click on the name or click the
“edit” button to the right of the user's name.

& crexendo VIP B as | A
Home Users. Conferences Auto Call Queues Time Music On Inventory  Call History
Attendants Frames Hold
Users <}
P

nsion, site or dept.| Q Add Ring Group ~ Shared Contacts  Table Settings ~ Import  Export ETERIELS
[ Names Extension Department Site Scope Email
[ Gideon Admin 101 Office Manager test1@email.com
O Chuck Beny [T 107 Advanced test@test.com
[ Eric Glapton 103 Advanced testa@email com
[ Gideon Fax [59 300 Professional test@test.com
[0 Adter Hours Group Voicemail [T 1000 Advanced afterhoursvm@company.com
O Jimi Hendrix [ ) 102 ‘Advanced test2@email.com
0O Jimmy Page [0 104 Advanced test@test.com
[ Keith Richards 106 Advanced testBtest.com
[0 Mark Tremente 110 Office Manager training@craxendo.com ﬁ
[0 Eddie Van Halen [T 105 Advanced test@test.com

4. From here, you can edit the following by selecting the tab: The user’s profile
information, Answering Rules, Voicemail options, Phones associated with the
user, Advanced settings, and Call Center if applicable to your domain.

&cerexendo VIP

Users / Mark Tremonte (110}

& Apps~ |,

Attendants

UO G

kil S ag

Music On Inventory
Frames Hold

Profile Answering Rules Voicemail

Phones Advanced

Profile Information

First Name  Mark

e Profile Information: Includes the user’s information that was entered when
the user was created. You can also verify or edit the user’'s Called ID Information
from this tab.



https://www.youtube.com/watch?v=LBtbsSTcJow&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=5&t=20s
https://www.youtube.com/watch?v=LBtbsSTcJow&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=5&t=20s
https://portal.crexendovip.com/portal
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e Answering Rules: This tab shows the default answering rule that is active and
any other rules that have been created by the user. You can also create a rule
for the user from this tab.

e Voicemail: This tab allows you to enable/disable the user's voicemail as
needed. The rest of the options are also available from the user’s voicemail
settings which includes Inbox options, Greetings, and Email Notifications
options.

e Phones: This tab shows any phones associated with the user including web
phones, mobile apps, and physical phones. If the user is utilizing a physical
desk phone, “Snap Builder”’ can be accessed from this tab to edit the button
configurations for the phone.

e Advanced: This tab allows the administrator to “Reset User” in order to assign
the existing extension to a new user. The “Send Welcome Email” option is for a
new user to receive their login information. If a user needs their password reset,
click the “Force Password Reset” option and check the box to send the
recovery email to the user’'s email address.

How to Delete or Reset an Existing User

For a video demonstration, go to:
https://www.youtube.com/watch?v=0DtWIOWPazk&list=PLXADOItuavV9jC_HL7NiOiBoK
AVZIBxm&index=12&t=19s

To delete an existing user and assign the extension to another user:
1. Go to Users and click on the user's name.
2. Select the “Advanced” tab.
3. Select “Reset User’ ©crexendoVip

Home Users Conferences Auto Call Queues Time Music On Inventor ory
Hold

ry  Call Hist
Attendants Frames

Profile ‘Answering Rules Voicemail Phones Advanced

User Setup

User Status

ResetUser  Deletes and resets selectad user settings and data

Emaills) training@crexendo.com

4. Review the options presented. The pertakwil -automatieallyselect to delete the
voicemail messages, greetings, answering rules, and custom contacts.

1. Select “Unassign Phone Number’ if the user has a direct phone number
assigned to them.



https://www.youtube.com/watch?v=0DtWIOWPazk&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=12&t=19s
https://www.youtube.com/watch?v=0DtWIOWPazk&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=12&t=19s
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If you would like to unassign their physical phone from the extension, select
“Remove lines from physical phones.”

If you are ready to assign the existing extension to a new user, select “Recycle
User.” If not, then leave it unchecked and select “Reset’.

Reset Mark Tremonte (110)
Reset and delete user settings and data.

Mark Tremonte (110) will have their name, email, password, voicemail PIN, soft phones ©
removed by default

Select All Options
Optional Delete Voicemail Messages

Delete Voicemail Greetings

Delete Answering Rules

Delete Custom Contacts

[J Unassign Phone Number

[J Remove lines from physical phones @

[ Recycle User

Provide new name and email after

resetting the user

e

e After the user has been reset, the extension will show in the “Users” as setup
required. You can leave the extension as is until you have a new user to take the
extension or delete the extension completely by selecting the red “X” on the right of
the user.

How to Create a Ring Group
Ring Groups can be created to call specific extensions at the same time. This would be
like creating a Ring All Call Queue without all the options that a Call Queue provides.

1.

2.

Select the “Add Ring Group” button on the upper right side of the page.

Give the ring group a name, extension, department name (optional), and site
(optional).

Add the users you would like to be included in the ring group. You can edit for
how long each user's phone will ring.

Choose how long the caller will wait before the call forwards to its destination by
editing the “Ring Timeout" length.

Choose where the call will go if no one picks up the call by adding an extension
of a user, user's voicemail, group voicemail, auto-attendant, or call queue.

Select “Add Group” to complete your ring group.
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Add a Ring Group

Name
Extension
Department

Site

Simultaneous ring

Ring Timeout

When unanswered

O erexendo’

Appointments Ring Group
2003

Note: Cannot be changed

Customer Service

107 (Chuck Berry) Q10 &
104 (Jimmy Page) 05 &
112 (Ed Sheeran) 020 ¥
20 v

Voicemnail - 112 (Ed Sheeran)

Cancel Add Group

7. You can add this into your call flow by assigning it to a direct dial number in your
“Inventory” section of the portal.

Edit (480) 520-9219

Enable Time Frames Motes.

Direct Dial number for Appaintments
Ring Group

Limited to 64 characters.

2003 {Appaintments Ring Group )

[J Enable enhanced voicemail
Caller |D Prefix

How to Add a Shared Contact

For a video demonstration, go to:

https://Wwww.youtube.com/watch?v=YJ7DjUW3pAU&Ilist=PLXADOItuavVv9jC_HL7NiOiBoKA

OVZIBxm&index=9

To add a shared contact that will be shared in all user's contact list:

1. Select “Shared Contacts” on the upper right side of the screen.



https://www.youtube.com/watch?v=YJ7DjUW3pAU&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=9
https://www.youtube.com/watch?v=YJ7DjUW3pAU&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=9
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Home Call Center Conferences o Call Queues Time Music On Inventory Call History
Attendants Frames Hold
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Add Ring Group Shared Contacts Table Settings ~ Import Add User

2. Select “Add Shard Contact” which will open a new dialogue box to add the
shared contact information.

3. Fillin the required information and select “Save” or click the arrow to “Save and
add another”.

Add Shared Contact

This contact will be shared with all users in the organization

First Name

Last Name

Save and add another

Gancel Save

Table of Contents
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Introduction

Conference Bridges are a great way of meeting via telephone. This guide contains all the
information necessary to operate your VIP conference audio bridges as a Crexendo Office
Manager. Available options include:

e Organizations can have more than one bridge.
e They can be combined with video conferences (VIP HD)
e Each bridge can have a “leader” who can perform moderator duties.

This guide provides the steps to create and use your conference bridges.

For a video demonstration, go to:
https://www.youtube.com/watch?v=4QB7wWSAgKeA&list=PLXADOItuavV9jC_HL7NiOiBoK
A9VZIBxm&index=7&t=1s

Getting to your Conference Bridge

A conference bridge is assigned to an extension number by your VIP Office Manager.
Internal users can call the extension number while outside callers must dial the outside
number if one is assigned. If a leader is required to start a conference, all participants will
be sent to a “waiting room” with hold music.

Types of Bridges

As an Office Manager, you can create two types of bridges:

e Dedicated: This type of bridge is intended use by everyone in the company. All
office managers will be able to see it in their “Conferences” area of the portal and
they can manage it. They can also manage any participants during the meeting.

e Owned: This type of bridge is intended for use by a specific user which is
designated as the “owner’. If assigned one, the owner will be able to see the bridge
in their portal and moderate the participants at meeting-time.

Add a Conference

Name

Type (@ Dedicated conference bridge
(O Owned conference bridge

Extension Note:Extension cannot be changed



https://www.youtube.com/watch?v=4QB7wSAqKeA&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=7&t=1s
https://www.youtube.com/watch?v=4QB7wSAqKeA&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=7&t=1s
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Creating and Configuring Conference Bridges

Normally, your organization’s bridges would have already been created by Crexendo at
startup. However, VIP Office Managers can create, edit, and delete conference bridges as
needed.

Creating a Conference Bridge:

1. Login to your VIP Portal as an “Office Manager” and select the “Conferences” icon
at the top of the page.

2. From here, you will see any existing bridges that have already been created. To
create a new conference bridge, select “Add Conference” on the upper right side of
the screen.

3. Fill out the fields displayed in the “Add New Conference Bridge” window.

Add a Conference

Name

Type (@ Dedicated conferance bridge
(O Owned conference bridge

Extension Note:Extension cannot be changed

Direct Phone Number  Salect an available number

Leader PIN

Participant PIN
Max Participants (Sl

Minimum participants to 2
start

Options ] Require a Leader to start
[m] i . tures

Prompt all participants for their name

—_— ]

¢ Name: The name of the conference bridge to distinguish it from any other
bridges in your domain.

e Type: A “Dedicated’ bridge is not assigned to any specific user and is
intended for use by everyone in the company. An “Owned” bridge is
assigned to a specific user which makes them the owner of the bridge.

e Extension/Direct Dial (for owned): Once this is chosen, it cannot be
changed unless it is deleted.

¢ Direct Phone Number: If you have a direct phone number available, it will
show up in the drop-down menu.

e Leader PIN: A unique code for the leader that will give the user moderator
control over the conference call.
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e Participant PIN: An access code for participants to join the conference
that will only allow to listen and speak.

e Max Participants: This number is a maximum of 30. If your company
needs more, please contact Crexendo Support.

e Minimum Participants to Start: Until this number is met, the participants
will remain on hold listening to hold music.

e Options:

o Require a Leader to Start: This will keep all participants on hold until
the leader joins.

o Announce participants arrival/departure: This will announce the
name of any user that joins or leaves the conference call.

o Prompt all participants for their name: This will require each
participant to record their name before joining the conference call.

4. Click “Save.” You will now see your new conference bridge in the Conferences
section. Any conference bridges can be edited or deleted from this page.
Regardless of the type of bridge, the Office Managers and Owners can make
changes to the bridge options.

&’) Cfexeﬂdo V | P B Apps~ | & Gideon O'Daniel (godaniel) ¥

Home Users Conferences Auto

Call Queues Time Music On Inventory Call History
Attendants Frames Hold

Conferences s

Add Conference

Name ~ Extension/Owner Participants Minimum to Start Leader Required Request Name

Main Conference Bridge 3000 0 2 X X :

Using Your Conference Bridge
As a Participant:

1. Ifyou are calling from a company phone, dial the extension of the conference
bridge.

2. Ifyou are calling from a non-company phone, dial the direct dial number of the
conference bridge.
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4. Depending on the settings of the conference bridge, you will either join right away
or be put on hold until the leader joins or there is another participant.

When prompted, enter your participant PIN.

As a Leader:

1. If you are calling from a company phone, dial the extension of the conference
bridge.

2. Ifyou are calling from a non-company phone, dial the direct dial number of the
conference bridge.

3. When prompted, enter your Leader PIN.

All VIP Office Managers and Owners function as bridge leaders. Leaders also have access
to star codes during a conference which assist in moderating:

*6 Toggle mute for yourself ON/OFF

%71 Recording ON

%73 Recording OFF

*74 Decrease volume of others

%75 Reset volume of others

%76 Increase volume of others

%77 Decrease conference volume

%78 Reset conference volume

%79 Increase conference volume

%91 Announce list of active participants (if names are recorded)
%92 Toggle Announcements ON/OFF

%93 Disconnect all other participants

*94 Toggle Conference Lock ON/OFF

%95 Announce the number of active participants
%96 Mute all other participants

%97 Unmute all other participants

Table of Contents
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Auto Attendants

Introduction

Auto Attendants (AA) act as a main menu for callers. The menu can be the first step in
your company'’s call flow, an after-hours solution to give options when a call comes in
outside business hours, or a redirect for callers to specific call queues, users, voicemails,
and a dial by name directory. Auto Attendants can also be used to play pre-recorded

messages.

This guide provides the steps to create, edit, and place your auto-attendant in your call
flow.

For a video demonstration, go to:
https://www.youtube.com/watch?v=isOpvfVYG2g&list=PLXADOItuavV9jC_HL7NiOiBoKA9

VZIBxm&index=11

Auto Attendants

Auto Attendant Name | Business Hours
Extension 8000

Intro Greetings (@)

Menu Prompt Dial Pad Menu
0:06 Thank you for calling Luck ® @ @ @ @ @@@@@@ B
Ch a new applicati & .:: sesee E m % Q ’ n +
User Conference Call Queue Directory Voicemail Voicemail :xtu:bn;l Play, m Add Tier

Before we begin:
e You must have Office Manager privileges in the Crexendo VIP Portal.
e Crexendo best practice suggests that for each auto attendant, you should choose
an extension number in the 8000 range.

Basic Procedure:
In the portal, the components must be set up in the following order:

Create the Auto Attendant and specify the proper extension number.

Set the Menu Prompt.
Set the Menu to match the menu prompt from step 2.

Set the Auto-Attendant Options.

NN NS



https://www.youtube.com/watch?v=isOpvfVYG2g&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=11
https://www.youtube.com/watch?v=isOpvfVYG2g&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=11
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How to Create and Configure a New Auto Attendant:
1. Navigate to the “Auto Attendants” section of the VIP Portal.

2. Click the “Add Attendant” button (upper right).
@& crexendo V1P I

===========

Auto Attendants a

Name Extonsion Timeframe
(® Business Hours 8000 Defauit ©

Call Routing 8002 Detsun ©

After Hours 8003 After Hours ©

3. When the “Add an Auto Attendant” dialog box appears, enter the following:

a. Name: Appropriate name of the AA.
b. Extension: An extension number in the 8000 range. Avoid 911, or anything in

the 5000 or 9000 range.
c. Time Frame: Select “default.” You can control when this auto attendant is

active in the Inventory section of the portal.

Add an Auto Attendant

Name  CustomerSvc_AA

Extension 8101 m

Note: Extension cannot be changed

Time Frame default (all the time) v

oo (I

4. Click the “Add” button. The Auto Attendant configuration screen will appear
where you can set the Menu Prompt. You can set the optional “Intro Greeting’
as well. Usually, the Menu Prompt is sufficient in most cases.

Auto Attendant Name | Daytime AA

Extension 8004

| s Greetings created here will always be played before the menu prompt. In most cases this will not be used,
tro Greeti
nire ngs @ however this can be used to place an English greeting before presenting users with a Spanish option.

Menu Prompt R Dial Pad Menu
Keypad Options

oo sore | @ P000ROPROPE® o

Greetings created here are played after the intro greeting. When combined Options

with an intro greeting, you can place a prompt for Spanish here.
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5. To set a menu prompt for your auto attendant, select the pencil icon to add a
menu prompt. You have three options to add a greeting:

a. Text-To-Speech: Type your message in the box and choose the voice you
would like to use from the drop-down menu.

b. Upload: Allows you to use a previously recorded message that you have
saved locally.

c. Record: Allows you to record a greeting by choosing an extension or
phone number to call you at to record your message.

6. Set up your menu to match your menu prompt. Your options include:
a. User: routes the call directly to the user you assign

b. Conference: routes the call to the specific conference extension that you
assign to the number.

c. Call Queue: routes the call to a call gueue for assistance.

d. Directory: this would be your company’s directory and can be made
available for callers to contact users.

e. Voicemail: routes the call to a specific voicemail box (group or individual
user.)

f. Voicemail Management: can be used to allow users to call in and check
their voicemail box.

g. External Number: routes the call to an external phone number.

h. Play Message: plays a message that you can either upload, record or use
text-to-speech.

i. Repeat Prompt: repeats the original menu prompt again.

j.  Add Tier: creates an additional tier of options and menu prompt. This can
only be done once per auto attendant.

Choose a new application: & ':o. wee 33) ) Ea' \-"\ ' 0 +

User  Gonference Call Queve Directory Voicemall Voicemall  Exteral Play Repeat  Add Tier
agement Mumber  Message  Prompt

7. Once your options match the instructions you gave in the menu prompt, review
your options by clicking the “gear” icon to the right.
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Options

Basic Speech Keywords

Enable Dial by Extension

Ifnokeyis pressed  Repeat the greeting prompt v

If unassigned keyis  Repeat the greeting prompt -
pressed

Timeout before first key  Set Gustom
press

Timeout after last key ~ Set Custom
press

Maximum key pressesto  Set Custom
collect

Done

These options give you the ability to set an action for if a caller does not make a
choice or chooses a button that is not assigned an option. Click “Done” to exit
the dialogue box.

8. Click “Save” to complete your new auto attendant.

You can place your new auto attendant within your company’s call flow by going to the
“Inventory” section and clicking the phone number you want to associate the auto
attendant with.

Edit (919) 375-€

Enable Time Frames Notes
Yes ITQTN
Timezone
Limited to 64 characters
America/New_York v
Caller ID Prefix
Select time frame for new rule v n
Time Frame Treatment Destination

: After Hours © Auto Attendant v | After Hours (8003)

Default & Auto Attendant v | Business Hours (8000)

—

<o

Table of Contents
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Call Queues

Introduction:

Call Queues can be used to route calls to specific groups of users in your domain. The
gueue places the caller on hold and presents the call to pre-defined groups of users. You
can specify different types of call queues such as Round Robin, Ring All, Linear Hunt,
Linear Cascade, or Call Park. Users that receive calls from a call queue are called
"Agents". Office Mangers and Call Center Supervisors can create, modify, and delete call
queues.

This guide will cover creating a new call queue and adding agents to a call queue.

For a video demonstration, go to:
https://www.youtube.com/watch?v=5ReyFC2Kovw&list=PLXADOIltuavV9jC_HL7NiOiBoKA
IVZIBxm&index=14

@& crexendo VIP i Apps~ |
Home Users Conferences Auto Call Queues Time Music On Inventory Call History
Attendants Frames Hold
Call Queues

Creating a Call Queue:
1. Login to the VIP Portal as an Office Manager or Call Center Supervisor. Click the
“Call Queues” button from the options at the top of the page.

2. Inthe Call Queues section, you can edit any existing Call Queues or create new Call
Queues. To create a new Call Queue, click the “Add Call Queue” button on the right
side of the screen.

Add a Call Queue
Basic
Name

Extension

Note: Extension cannot be changed

Department

Site

Type (O Round-robin (longest idle) ©
O Tiered Round-robin @
O Ring All @
O Linear Hunt ©
O Linear Cascade ©
O Call Park ©



https://www.youtube.com/watch?v=5ReyFC2Kovw&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=14
https://www.youtube.com/watch?v=5ReyFC2Kovw&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=14
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3. Fill in the Call Queue Basic Information as needed:
a. Name: A unique name to distinguish it from other call queues.
b. Extension: Choose a number from 8500-8999.
c. Department: (Optional) This is for informational purposes.

d. Site: (Optional) This is for informational purposes if you have multiple sites in
your domain.

e. Type: This option distinguishes how the call will be presented to the agents
assigned to the queue.

i. Round-Robin: Routes calls to the available agent that has been idle the
longest.

ii. Tiered Round-Robin: Routes calls to the available agent with escalating
tiers.

iii. Ring All: Routes calls to ALL available agents at the same time.
iv. Linear Hunt: Routes calls to the available agents in a pre-defined order.

v. Linear Cascade: Routes calls to groups of available agents in a pre-
defined order.

vi. Call Park: Places the caller on hold until an agent manually retrieves
the call.

Note: Once you select your type of queue, further options will be
available.

Type (O Round-robin (longest idle) €&
(O Tiered Round-robin €
® Ring Al ©
O Linear Hunt &
O Linear Cascade &
O Call Park &

f. Phone Number: This option allows a caller to dial directly to the call queue. If
you have any available to assign to the queue, it will appear in the drop-down
menu.

g. Record Calls: Allows you to record all calls that come through this queue.
These recordings can be found in Call Center or in Call History.

h. Statistics: Collects statistics for the call queue. This information can be found
in Call Center Reports.

4. Click “Next” to continue to the Pre-Queue Options tab.
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5. Pre-Queue Options: these are a set of conditions that must be met before the
queue will accept the call. Fill in the options that you would like to enable in your
call queue:

a. Require agents: requires at least one agent to be logged in to the queue
before the call will be sent to the queue. This is suggested if you will have
agents actively logging in/out of the call queue.

b. Queue Audio: What you would like your callers to hear when they are in the
queue. The options are hold music or a ring tone.

c. Require intro MOH (Music on Hold): This enables a specific message to be
played before the caller is connected to an agent. This can be created in the
“Music On Hold" section of the VIP Portal.

d. Max Expected Wait (seconds): The max expected wait time before the queue
is unavailable to new callers. This applies when the queue’s average wait time
reaches the maximum expected wait. This can be adjusted by sliding the bar
to the right.

e. Max Queue Length: The maximum number of callers allowed in the queue
before it is full and unavailable to new callers. This can be adjusted by sliding
the bar to the right.

Max Expected Wait (sec) € #

Unlimited 500 1000

Max Queue Length @ # )

Unlimited 50 29

f. Allow Callback Option: Allows the caller to receive a call back instead of
waiting in the queue.

g. Forward If Unavailable: Callers are to be forwarded to this destination if the
call queue is full or if no agents are logged in. This can be an overflow queue,
voicemail, user, or auto attendant.

6. Click “Next” to continue to In Queue Options.

7. The In Queue Options will change slightly depending on which type of call queue
that you are creating. Edit the options based on the needs of your call queue:

a. Queue and Agent Ring Timeout (Seconds): Depending on the type of queue
that you have chosen, one or both options will be displayed. These options are
for customizing how long the queue will present the call to an agent before
moving on to the next agent or how long the queue will keep the call in the
gueue before sending it somewhere else.

b. Logout Agent on Missed Call: If an agent misses a call, this will log them out
of the queue.
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c. Enable Voicemail: Enables an option to leave a voicemail or forced to
voicemail if the queue is unavailable.

d. If Unanswered: \What the call should do if the call has reached the set Queue
Ring Time Out. This can be an overflow queue, voicemail, user, or auto
attendant.

Add a Call Queue

Basic Pre Queue Options In Queue Options ~ SMS

Options for while callers are queued and being routed to agents.

Queue Ring Timeout (sec) © N
5 Unlimitec

Agent Ring Timeout (sec) © )
5 a0

Logout agent on missed call @ No  ~

Enable voicemail @ Yes -

If unanswered @  Forward to destination v

Forward Destination = Voicemail - 110 (Mark Tremonte)

Note: uses the default Time Frame.

e oo (I

8. Click “Next” to proceed to the SMS tab.

9. If your company has already completed the “Campaign Registry” form and have
SMS enabled on your domain, then you can provide callers a way to text your call
queue.

10. Click “Enable SMS" and customize the options for your callers to text your call
queue.

|
Add a Call Queue [T £

Basic Pre Queue Options In Queue Options. SMS

Enable SMS ERTH

Initiation Keyword @ HELP

Initiation Message @  You have now entered the queue. An
agent will be with you shortly.

4

Initiation Needed Message @ Reply HELP to enter queve.

EN

Termination Keyword @ DONE

Termination Message @  You have now exited the
conversation. Thank you.

11. Click “Add” to complete your new call queue. You will now see it in the Call Queue
section of the VIP Portal. Call queues can be edited anytime from this page.
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Adding Agents to a Call Queue:

1. Inthe VIP Portal for Managers or Call Center Supervisors, click on the “Call Queues”
button at the top of the page.

&crexendo VIP Ao |
Home Users Conferences Auto Call Queues Time Music On Inventory Call History
Attendants Frames Hold
Call Queues

2. Locate the call queue that you would like to add agents to. Under the “Agents
(Available)” column, click the “0(0)" hyperlink to open the add agent menu.

Call Queues <]
Q
Name ~ Extension Department Site Type ‘Callers in Queue Agents (Available)
Call Park 1 9000 Call Park o
Call Park 2 2001 Call Park 0
Customer Service Daytime 2000 Customer Service Ring All [ a0
Pizza Orders 7000 Ring All 0 3(0)
SMS 400 o oo
Tech Support Daytime 2001 Technical Support Ring All o 30
o

Test Call Queue 4000 Round-robin

3. Click “Add Agent”

Edit Agents in Test Call Queue

Add Agent(s) by @ User v
Agent Extension | - oocion o Name

Status | Online v

Note: Changing Status may take a moment to update

Wrap up time (sec) )]

— o]

There are no agents assigned yet.

s oo (223
4. Proceed through each option:

a. Add Agent(s) by: Add a user by name or extension or by phone number to
add an external phone number to the queue.

b. Agent Extension: you can add as many users as needed by name or
extension.

c. Status: enables the agent to receive calls and allows for queue supervisors to
be added to a queue without being able to receive calls.
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d. Wrap Up Time (seconds): gives the agent time before they can receive a new
call.

e. Max Simultaneous Calls: set a limit of how many calls the agent can receive
at the same time.

f. Max SMS Sessions: set a limit of how many SMS conversations that an agent
can be on at the same time.

g. Queue Priority for Agent: this option allows you to set a queue priority for an
agent that is assigned to multiple queues.

h. Request Confirmation: informs the agent that they are receiving a call
through the queue and to press 1 if they would like to receive the call.

i. Auto Answer: this option will automatically answer the call by the available
agent.

5. Click “Save Agent.” You will now be able to see all agents in the queue. All
individual agents can be edited from this screen.

Edit Agents in Test Call Queue

Agent Phone/User Status Auto Answer Wrap-up Time MaxCalls Max SMS

Jimi Hendrix 102 Offline No - 1 0
Eric Clapton 103 Offline No 1 0
Jimmy Page 104 Offline No - 1 1]

1 0

Chuck Berry 107 Offline No

ey ...

Table of Contents
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Time Frames

Introduction
Time Frames are set periods of time that you want your phone system to follow. This
could include scenarios such as business hours, after hours, and holidays.

Note: Creating Time Frames only makes the system aware of these periods. A time frame
by itself does not cause the system to perform any action during these times. The time
frame must be assigned an action in either the “Inventory” for the domain or “Answering
Rules’ for the user.

This guide will explain how to set up Time Frames for your inbound call routing as
well as for individual users.

For a video demonstration, go to:
https.//www.youtube.com/watch?v=GdIOdTjSDS8&list=PL XADOItuavV9jC HL7NiOiBoKA9

VZIBxm&index=13

EOT ] o PR ST

Users Conferences Call Queues Time Music On Inventory Call History
Atlendan‘ts Frames Hold

Creating a Time Frame for the Domain
To create a new Time Frame for inbound calls to follow:

1. Login to the VIP Portal for Managers and select “Time Frames” from the navigation
buttons.

2. Within Time Frames, you will see any Time Frames that have been created by users
as well as the name of your domain. Click on your domain name.

3. Click “Add Time Frame" on the upper right side of the screen.

4. Give your Time Frame a name. Common nhames would include business hours,
after hours, and holidays. Please note that the name cannot be changed unless
you delete it. Add a Domain Time Frame

Type

MName Note: Name cannot be changed
When @ Always 8

(O) Days of the Wesk @

() Specific Dates @

() Holidays €
() Custom €

Cancel Save



https://www.youtube.com/watch?v=GdlOdTjSDS8&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=13
https://www.youtube.com/watch?v=GdlOdTjSDS8&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=13
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5. Select when you would like this Time Frame to take place. You are presented with
five options:

1. Always: makes this time frame always in affect. This serves as a catch all
when no other option applies.

e Click “Save” to complete your new time frame.

2. Days of the Week: makes a weekly schedule such as business hours and
after hours.

¢ Name the time frame and select “Days of the Week."

e Select the “Days of the Week" tab and select the days you would like
to include in the time frame.

e |n each day, select the hours you want the time frame applied to.
e The drop-down arrow allows you to set an every week recurrence or
customize it to a specific schedule.

Add a Domain Time Frame

Type Days of the Week

Create a weekly schedule with optional start and end dates.

Days of the week
[C] Sunday

Monday 8:00 am to| 5:00 pm @
Tuesday 8:00 am to| 5:00 pm @
Wednesday 8:00 am to| 5:00 pm @
Thursday 8:00 am to| 5:00 pm @
Friday 8:00 am to| 5:00 pm @
[C] Saturday
Recurrence Every week >
Cancel Back Save

3. Specific Dates: makes the time frame only in affect during a specific date
range and time such as an office closure with the option for recurrence.

¢ Name the time frame and select “Specific Dates.” Select “Next” or
select the “Specific Dates” tab.

e Enterthe date and time you want to add to the time frame and select

the to add it to the time frame. Repeat the process to add
additional days.
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e Select the drop-down menu next to Recurrence to customize when
this will recur if needed.

e Select “Save” to complete the time frame.

Edit Office Closures

Type Specific Dates

Add specific dates with optional recurrence.

Specific dates
mm/dd/yyyy hh:mm am to | mm/dd/yyyy hh:mm am n
07/25/2024 12:00 am to  07/25/2024 11:59 pm ®
Recurrence Does not recur ~
Cancel Back Save

4. Holidays: allows you to select from national and international holidays and
make them recur each year.

e Name the Time Frame and select “Holidays.”

e Search for or click in the “Search holidays” box to show all United
States holidays.

e Select the holiday or holidays and the times you would like to make
this time frame cover. This can be the entire day or just during normal
business hours.

e To make these recur annually, select the Recurrence drop-down
menu and select “Yearly on selected holiday.”

Add a Domain Time Frame

e Select “Next.” .

Holidays Observed Holidays

Choose from a selection of local and international holidays.

Holidays

Recurrence

Ends

United States = All =

Q. Search holidays

New Year's Day
Thanksgiving Day
Christmas Eve

Christmas Day

Martin Luther King Jr. Day
Memorial Day

Labor Day

12:00 am to | 11:50 pm

Yearly on selected holiday

Never

@

Next on Wed, 01/01/2025 @

Next on Thu, 11/28/2024 &

Next on Tue, 12

Next on We:

Next on Mon, 01/20/2025

Next on Mo

Next on Mon, 08
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e Set observation rules for when holidays occur on certain days such as
when a holiday falls on a weekend.

e Select “Save” to finish the time frame.

Add a Domain Time Frame

Type Holidays Observed Holidays

Set observation rules for when holidays occur on certain days

Workweek 8  Su @o@@o Sa

If holiday is on € Sun | Observe on next workday -
Mon | Observe on holiday only v

Tue | Observe on holiday only ~

Wed = Observe on holiday only v

Thu | Observe on holiday only ~

Fri | Observe on holiday only -

Sat | Observe on prior workday -

Cancel Back Save

5. Custom: creates a time frame that combines days of the week, specific dates,
and holidays together.

¢ Name your time frame and select “Custom” and “Save.”
e Select m to add a time frame for days of the week, specific dates,
and/or holidays.
4 Back ML

Days of the Week (0)

No days of the week have been added.

Specific Dates (1)

Start End Recurrence Next on

12/23/2024 12:00 am 12/23/2024 11:59 pm Does not recur Mon, 12/23/2024 PR
Holidays (2 )

Holiday Time Observed Holidays Recurrence Next on

Christmas Eve 12:00 am to 11:50 pm View Rules Every year Tue, 12/24/2024 @®
Christmas Day 12:00 am to 11:59 pm View Rules Every year Wed, 12/25/2024 @®
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Enabling a Time Frame for the Domain

To enable your new time frame in your domain, you will need to associate it with a phone
number in the “Inventory” section of the portal or with an auto attendant.

To associate the time frame with a phone number:
1. Click on the “Inventory” button at the top of your screen.

2. Click on the number that you would like to associate the time frame with. This will
open a new dialogue box.

Switch the “Enable Time Frames” to “Yes.”

4. To add the new time frames to your phone number, select the drop-down arrow to
add a new rule. Select the new time frame and click the green “+" icon. Repeat this
step for any additional time frames that you have created.

Edit (919) 375-¢
Enable Time Frames Notes
ra
Timezone
caNow_York Limited to 64 characters
Caller ID Prefix
Busnss Hours o
Time Frame. DERHRATon
+  Defar©® Select treatment v
—_

5. For each time frame, use the “Treatment” drop-down menu for each time frame to
choose either a user, call queue, voicemail, auto-attendant, PSTN number, or Fax
Server. After you choose the “Treatment,” select the destination such as a specific
user, auto attendant, call queue, etc. Click “Save”

Select time frame for new rule v

TimeFrame " 4 .

& Holiday © Auto Attendant v | After Hours AA (8003)
S NonBusiness Hours @  Auto Attendant v | After Hours AA (8003)
S Business Hours © Call Queue v | 2000 (Customer Service Daytime)
& Default ® Auto Attendant v | Business Hours (8000)
G ik

NOTE: When arranging your time frames, make sure your Holiday time frame is at the top
of the list and your Default is at the bottom. When a call comes in, it will start at the top of
the list and work down to find an applicable time. If “Holiday” is under business hours, it
will follow that one first even if it is a holiday. Holidays are the exception to your call flow
rules.




Page 27
& cerexendo’
If you have an auto attendant that will be offer the same options regardless of which time
frame it is associated with, you can assign an auto attendant greeting to play during a
specific time frame. To associate the time frame with an auto attendant greeting:

1. Select “Auto Attendants” from the buttons at the top of the page.

2. Select the Auto Attendant you would like to edit. Within the auto attendant, select
“Intro Greetings.”

3. Select “Add Greeting” and choose how you would like to add your greeting: Text-

To-Speech, Upload, or Record. Once you have created your greeting, select the time
frame you would like to have the message play.

4. Add any additional messages by following the same process and click “Save.”
Manage Greetings

Mew Greeting (@ Text-To-Speech &
© Upload
O Record

Message | Thank you for calling X Business.
‘You have reached us during our
after hours and our offices are
closed.

Language English (United States of America) v

\ Voice | Allison BEC]

Time Frame Non Business Hours ~

— ..

Time Frame Duration

=

Add Greeting Done

5. Click on “Inventory” and select the phone number you would like to associate the
auto attendant with.

6. Keep Enable Time Frames set to “No.” In the Treatment drop-down menu, select
“Auto Attendant” and put the extension of the auto attendant in the blank. Click

" ”n
Save.

Edit 1 (919) 37!

Enable Time Frames Notes
No NA
Treatment
Auto Attendant . Limited to 64 characters

Auto Attendant
Call Routing (8002)

W

Table of Contents — e |
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Music On Hold

Introduction
Crexendo VIP Portal allows you to add customized hold music and messages to your call
queues for your customers.

This guide will walk you through adding your own music to your call queues and to
add your own messages to be played while your callers are waiting for an agent to
take their call.

For a video demonstration, go to:
https://www.youtube.com/watch?v=9jagBDHvkmc&list=PLXADOItuavV9C_HL7NiOiBoKA

OVZIBxm&index=8

O 1 | S

Users Conferences Call Queues Time Music On Inventory Call History
Mlendants Frames Hold

Adding Music to ALL Call Queues:

If you would like to add your own music to your call queues:

1. Login to the VIP Portal for Managers or Call Center Supervisors and select “Music
On Hold.”

2. Select your “Domain”. If any of your users have added hold music, they will also
show in this view. If you add music to the domain, all call gueues will inherit the
same hold music.

In the Music On Hold menu, select “Add Music.”

4. If you decide to use Voice Al Studio to create customized hold music and messages
to be played while on hold, select the “Create/Update MOH Compilations” button.
This will open Voice Al Studio in a new tab. For a walkthrough on using Voice Al
Studio, please see Voice Al Studio.

Voice Al Studio [0

Al Compilation

Create / Update MOH Compilations

5. If you would like to manually add your own music or messages, use the toggle to
turn off Voice Al Studio on the upper right side of the box.



https://www.youtube.com/watch?v=9jqgBDHvkmc&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=8
https://www.youtube.com/watch?v=9jqgBDHvkmc&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=8

Page 29

O erexendo’

Browse

Try our Music On Hold
Song Name Enter the song name or description Sel'\fice fOI' fl‘ee!

6. Browse to the location of the music file on your computer. THE FILE FORMAT MUST
BE IN A .wav FORMAT TO USE IT AS HOLD MUSIC. Enter the song name or a
description and select “Upload.”

Add MOH Voice Al Studio No

sl Browse
R Try our Music On Hold

s Song Name | Enter the song name or description SeWice fOI‘ free!

Get free Music On Hold, including a
bespoke marketing message

Voice Al Studic includes unlimited
professional message scripting, a huge music
library, thousands of pre-recorded marketing
messages and message scheduling, all
available with upgrade plans.

Get Started

coce | N

7. Repeat to add any additional music to your hold music library.

Adding Messages to ALL Call Queues:
If you would like to have either an introductory message played at the beginning of the
call or messages played periodically when a caller is on hold:

1. Login to the VIP Portal for Managers and select “Music On Hold.”

2. Select your Domain. If you add messages to the domain, all call queues will inherit
the same hold messages.

3. To add a message that plays at the beginning of the call such as “This call will be
recorded for quality control”, select “Add Introduction.” To add a message to be
played while the caller is on hold, click “Add Message.”

4. You have three options to add a message: Text-To-Speech, Upload an existing file,
or Record a message.




@ crexendo’

Add Message

Mew Message () Text-To-Speech @
(_) Upload

() Record

5. Click “Upload” or “Save” depending on which option you chose.

6. After you have saved your messages, you can play, download, edit, and delete them
from the Messages section. To edit the intervals of how often the messages will
play, click the “clock icon” to adjust it to your preference.

Messages =) o [T
Messages Duration Filesize
» Introduction 0:03 26.38 KB
¥ (® 1 Weappreciate your timel 0:02 15.36 KB

Adding Music/Messages to SPECIFIC Call Queues:

If you would like to customize the music/messages played during specific call queues:

1. Login to the VIP Portal for Managers or Call Center Supervisors and select “Music
On Hold."”

2. Inthe “Find a user’s or site’s music’ search box, type in the extension of the call
queue you would like to add music/messages to or select “Queue” in the “Type”
drop-down menu. Make sure the options to “Hide Users Without Music On Hold"
box as unchecked.

Owner»

Musc  Messages Space Used (KB}
Inbartt @ Innors ©

Gl Park 1 (000
W10 nen ©
e I °
Inkertt @ Inhort @

Gall Park 2 (3007}
Gustames Servion Daytime (2000)
Pizza Ordors (7000
SMS Cal Quous (400} Inberit & Inforit © ]
“Tach Support Daytme (2001) Inhert @ e @

“Tost Call Quaue (4000)

fEPRREEY

Inbertt © Infart © 0

3. Select the call queue you would like to edit and follow the same steps for adding
hold music or messages as mentioned in the previous sections.

Table of Contents
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Inventory

Introduction

The Inventory section of your Crexendo Portal provides the Office Manager an organized
list of your domain’s direct dial Phone Numbers, SMS numbers (if applicable), Phone
Hardware, and Fax Numbers. The Inventory sections is also where you can assign direct
dial numbers to users, assign time frames and call routing to your business numbers,
assign SMS numbers to individual users and queues, and configure phones for user’s
accounts.

This guide will go through each option and will highlight how this section can be a
benefit to you as you maintain your Crexendo environment.

For a video demonstration, go to:
https://www.youtube.com/watch?v=YTYJ5dXZYIM&list=PLXADOItuavV9C_HL7NiOiBoKA9
VZIBxm&index=16&t=25s

o H=e T = &

Conferences Call Queues Time Music On Inventory Call History
Atlendants Frames Hold

To get started, login to the VIP Portal as an “Office Manager.” To access each section of
the Inventory, select the tab you would like to view.

Phone Numbers SMS Numbers Phone Hardware Fax Accounts

Phone Numbers Tab
You can access, manage, and edit all phone numbers associated with your domain from
the phone numbers tab.

1. When you select “Inventory,” the “Phone Numbers” tab will automatically be seen.

2. From this view, you can see what each number is already programmed to do or if it
is available to utilize.

Inventory

Phone Numbers 'SMS Numbers Phone Hardware Fax Accounts

Filters Export
Phone Number « Treatment Destination Notes

1(480) 520-8 User 110 (Mark Tremonte) Direct dial number for 110

1 (480) 520-G. Fax Server Portal Created: Phonenumber -> FaxServer

1{919)375-6 Time of Day Routing ma ™

1(818) 375-6 Available Number NA



https://www.youtube.com/watch?v=YTYJ5dXZYIM&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=16&t=25s
https://www.youtube.com/watch?v=YTYJ5dXZYIM&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=16&t=25s

Page 32

O erexendo’

3. To edit a number, click the number or the “edit” icon to the right of the number.

4. A window will open to allow you to choose what you want the number to do.

Enable Time Frames Motes
No MNA
Treatment
Limted 1o 64 haracters
User
Conference
Call Queue
Voicemail ‘
Auto Attendant
PSTN Number

] Fax Server |

e

e User: Enter the extension or name of the user you would like to assign a
direct dial number to. The Caller ID Prefix allows the user to see where the call
is being routed from.

e Conference: Assign a direct dial number for your previously created
conference bridge so that outside callers can call in to the bridge. Enter the
name of the conference bridge and assign a “Caller ID Prefix” if needed to

show where the call is coming from.

e Call Queue: This option directly routes the caller to the call queue that you
connect to the phone number. Enter the call queue name or extension in the
blank. There are “announcement for caller” options that are not required. The
“Caller ID Prefix" allows the call queue agent to see where the call is coming
from.

e Voicemail: This option directs the caller to go directly to an extension’s
voicemail. Enter the user's name or the extension of the voicemail that will be
connected to the number. If you enable “Enhanced Voicemail,” it will allow
the caller to dial another extension before or after leaving a voicemail.

e Auto Attendant: This option directs the caller to a specific auto attendant.
Enter the name or extension of the auto attendant.

e PSTN Number: If you need to forward the caller directly to an outside phone
number, enter the number in the “PSTN Number”’ blank. If you include a
“Caller ID Prefix,” it will allow the caller to see that the call is being routed
through this number. A common use would be an after-hours emergency
line.
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e Fax Server: If an available number will be used for a fax line, choose the “Fax
Server’ treatment, and click “Save”. The fax line can be configured in the “Fax
Accounts’ tab.

To allow your phone number to follow several actions depending on the time frames that
have been created:

1. Click on the number that you would like to associate the time frame with. This will
open a new dialogue box.

2. Switch the “Enable Time Frames' to “Yes.”

3. To add the new time frames to your phone number, select the drop-down arrow to
add a new rule. Select the new time frame and click the green “+" icon. Repeat this
step for any additional time frames that you have created.

Edit (919) 375-¢

Enable Time Frames Notes

ma ™™
Timezone
America/New_York Limited to 64 characters
Caller ID Prefix
Business Hours "
Time Frame. ‘Destnaton

+  Defawr® Select treatment v

Cancel Save

4. For each time frame, use the “Treatment” drop-down menu for each time frame to
choose either a user, call queue, voicemail, auto-attendant, PSTN number, or Fax
Server. After you choose the “Treatment,” select the destination such as a specific
user, auto attendant, call queue, etc. Click “Save.”

Select time frame for new rule v

Time Frame Treatment ’ Destination
: Holiday & Auto Attendant v | After Hours AA (8003)
% NonBusiness Hours @  Auto Attendant v After Hours AA (8003)
% Business Hours © Call Queue v | 2000 (Customer Service Daytime)
S Default © Auto Attendant v | Business Hours (8000)
Cancel Save

NOTE: When arranging your time frames, make sure your Holiday time frame is at the top
of the list and your Default is at the bottom. When a call comes in, it will start at the top of
the list and work down to find an applicable time. If “Holiday” is under business hours, it
will follow that one first even if it is a holiday. Holidays are the exception to your call flow
rules.
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SMS Numbers Tab

This tab allows an admin to assign a SMS number to either an individual user for
inbound/outbound SMS messages or to a call queue for inbound messages.

To assigh an SMS number to a call queue:

1. Click on the available number in the SMS tab or click the edit icon on the right side
of the screen. This will open a dialogue box.

2. Inthe “Treatment’ drop down menu, select “Call Queue.”

3. In the Call Queue blank, enter the call gueue that you would like to add the SMS
option to. Click “Save.”

Note: For more information on SMS Call Queues, see the SMS Guide.
To assign an SMS number to a user:

1. Click on the available number in the SMS tab or click the edit icon on the right side
of the screen. This will open a dialogue box.

2. Inthe “Treatment’ drop down menu, select “User” and enter the name or
extension of the user you would like to associate the number with.

3. Click “Save.”

Edit 5-6152

Treatment User v

User 104 (Jimmy Page)

Phone Hardware Tab

This tab shows you all physical devices and phone hardware in your Crexendo domain.
From the Hardware tab, you can add new phones to the domain, edit each phone, and
assign phones to users.

To Add a New Phone to the Domain:
1. Within the “Phone Hardware” tab, click “Add Phone.”

2. Inthe new window which is the “Basic” tab, select the model of the phone using
the drop-down arrow.

3. Enter the MAC Address of the phone. This is located on the back of the phone.
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4. To assign it to a user, enter the user's name or extension in the first two lines.
Click the “Advanced’” tab to enable the company directory.

6. Click “Save.” Now you should see your new phone in the “Phone Hardware” section
of the Inventory.

Add Phone

Basic  Advanced

Add Phone

Basic Advanced
Model Yealink SIP-T53W

Directory Automatic by Last Name v
MAG Address | 13656531875060
Line1 | 110 (Mark Tremonte) Transport Method uppP ~
Line2 | 110 Mark Tremonte)
Line 3 ter an exter Overrides
Line 4
Line 5 A
Line &
Line 7
Line 8 ter an ex Cancel Save
Notes.
#
o

To Edit an Existing Phone:

1. Locate the phone you would like to edit in the “Phone Hardware" tab of the
Inventory.

2. To edit the phone, select the “edit” icon on the right side of the screen. You will
have access to the “Basic” and “Advanced” tabs to make any necessary edits.

To Edit the Feature and Line Buttons on Physical Phones:

If you would like to edit the line buttons for options such as speed dials, status

notifications, queue login/logout, and many more, access the phone's SnapBuilder
functions.

1. To access SNAPbuilder, click the “gear” icon to the right of the phone.

2. Select “Yes" to edit button configuration for the phone. This will open SNAPbuilder.

3. For a more complete guide to using SNAPbuilder, please reference the
SNAPbuilder guide.




@ crexendo’

MAC A Edit button configuration for this phone | ‘

BO:5E: * o No ‘

Fax Accounts Tab
The Fax Account tab shows any fax numbers that are currently configured in your
domain. To edit the existing number, click the “edit” icon or contact Crexendo support.

To create a new fax account, please reference the VIP_Fax guide for complete
instructions on setting up your fax number for a physical fax account, faxing from your

VIP Portal, or by email.
e

Phone Numbers SMS Numbers Phone Hardware Fax Accounts
Add Fax Number

Phone Number Treatment User MAC Address

{480) 520-9 Fax (ATA} 110 001fet1ic

Table of Contents
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Call History

Introduction
The Call History section of the VIP Portal shows any calls to and from the domain or to
and from the individual user.

This guide illustrates how an Office Manager can run reports, filter calls, and retrieve
call recordings from all calls in the domain, and how to block SPAM/ROBO Calls in the
VIP Portal.

Call History for an Office Manager

L U el U e S

Call Center Users Conferences Time Music On Inventory Call History
Attendants Frames Hold

To access the Call History Section of the VIP Portal for Managers or Call Center Supervisor:
1. Login to the VIP Portal as an Office Manager or Call Center Supervisor
2. Click on the “Call History” navigation button at the top of the screen.

From the Call History section, all Office Managers can see all calls to and from the domain
including inbound, outbound, and internal calls. NOTE: Calls that come through a Call
Queue will also show in VIP Call Center Reporting.

Call Filtering: To filter through calls from specific dates, numbers, call types, etc.:
1. Select the “Filters” button at the top left side of your screen.

2. Decide which filters to apply from the choices presented: Date, User, Department,
Site, Caller Number, Dialed Number, and Call Type (Inbound, Outbound, and
Missed.)

3. To reset your choices, select “Clear Filters” at the bottom of the window.

4. To search through your call History after you have selected your filters, select
“Filter” at the bottom of the window.
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Call History Filters

From | 07/23/2023

To a7/24/2023

Caller Number

Dialed Number

Call Type Select a call type

Recording Storage Settings: You have the option to house all call recordings to external
storage options of your choice. To configure your call recordings to be offloaded to
external storage:

1. Select the “Recording Storage Settings” button on the top right side of the Call
History page.

2. Select the “Add Remote Storage” button at the right side of the screen to open the
options window.

3. Select a name in the blank and select which storage type you will be choosing from
the drop-down menu. The available options are AWS S3 Standard, AWS S3 Glacier
IR, Wasabi, FTP, and FTPS. Depending on the option you choose, fill out the
remainder of the information and click “Add.”

4. Your Call Recording protocol will now show in the Remote Recording Storage page
for any future needs to edit or delete it.

Add Remote Recording Storage

Name  Call Recording

Enable YES

v Choose Type
AWS S3 Standard
AWS S3 Glacier IR
Wasabi
FTP

Storage Type

FTPS
SFTP
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Scheduled Exports: If you would like setup automated exports of your call history:

1. Click “Scheduled Reports” in the upper right side of the screen. If you have any
existing schedules, they will be shown here.

2. Click “New Report’ to open the options to schedule your export.
3. Fill in the information provided in the “Basic” tab:
¢ Name: Add an easily identifiable name for your export.
e Type: Monthly, Weekly, Daily, or Custom (which will open more options.)

e After Completion: select your option to do nothing, email attachment,
upload via FTP, or upload via SFTP.

e Email Notification: sends a notification to the recipient of your choice.
4. Click the “Options” tab to edit the report to include a specific user.

5. Click “Add"” to save your scheduled export.

Enter basic settings to schedule a call records export.

Name | Daily Call History Report

Type () Monthly &
O Weekly ©
® Daily ©
() Custom &

Time of Day to Start & | 12:00am  ~
Daily schedule will begin on: 07/25/2023 12:00 am US/Pacific

[ Also run this export immediately
Useful for sampling output from an export

After Completion & | Email Attachment v
Email Notification Send an email when the export completes
Email |test@test.com

cocer D I

Export: Click “Export” to immediately export your call history into a .csv file.
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How to Block SPAM and Robocalls

For a video demonstration, go to:
https://www.youtube.com/watch?v=LKZBrCKiHVY&list=PLXADOIltuavV9jC_HL7NiOiBoKA

IVZIBxm&index=18&t=2s

This feature can be activated per user or domain wide.

To Block a Number for the Entire Domain:

1. In the Call History section, select the “Blocked Numbers” button.

Inventor v

L4
]
B . oY y
Home Call Center Users Conferences Auto Call Queues Time Music On Call History Voice Al
Attendants F S Hold Studic

nnnnnnnnnnnn

Call History
Blocked Numbers Recording Storage Settings Columns ~ Scheduled Exports Export

2. Enter the number into the blank and press the “+” button to add it to your blocked

numbers.

Blocked Numbers

Calls will not be received from blocked numbers

Enter a phone number +

[] 5551234567 x

Import  Done

3. If you have a list of numbers to add in all at once, select “Import” and download the
template to add your numbers to. Once completed, browse to the template and

‘Upload’ the file.

Import From File

Cancel Download Template



https://www.youtube.com/watch?v=LKZBrCKiHVY&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=18&t=2s
https://www.youtube.com/watch?v=LKZBrCKiHVY&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=18&t=2s
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How a User Can Block a SPAM or robocall number:

If a user who has received a SPAM call or robocall, they can block it from being able to

connect to their extension. Please keep in mind that by blocking a number as a user does
NOT block it from the entire domain.

1. From the Call History Section of the VIP Portal for Users, Select the “Blocked
Numbers’ button.

%
[ ]
Home Messages Fax Contacts Answering Time Phones Music on
Rules Frames Hold

Call History

Call History

2. Enter the number into the blank and press the “#” button.

Blocked Numbers

Calls will not be received from blocked numbers

Enter a phone number +

[ 5551234567 x

Import Done

3. You can also block or unblock a number from the Call Details section by selecting
the Block Call icon.

Block number (800) 93

Table of Contents
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Voice Al Studios

Introduction

Crexendo® VIP™ Voice Al Studio enables you to create professional welcome greetings,
auto-attendant, IVR (Interactive Voice Response), and call menu recordings, and mix
them with license-free music ready to play to queuing and holding callers. This guide
provides the steps to accessing and using Voice Al Studio.

1. To access Voice Al Studio, first sign into your Crexendo VIP Portal as an
administrator and click on Voice Al Studios listed on the top of the webpage.

s [o]=]¥]=[e]r=]e|

Conference Music On Inventory Call History

Attendants Frames

GA.

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

Providing a great caller experience
for your customers!

Compare oene

®) Messages Welcome to Crexendo VIP

Voice Al Studio

J3 OnHold & Queue

282 Users

/7
Start ©On Hold & Queue Marketing /

QA

~
// ' | Telephony Messages
Upgrade
3 Upg el

B¢ Help Videos

2. Select “Start” and enter your company's website URL for Voice Al Studios to fill out
the information for your company. You can either enter in your company’'s URL and
the information will be pulled for you automatically or you can enter in the
information manually.

Start Other Messages

~
/ | On Hold & Queue Marketing /f/\\

l Telephony Messages
AV

Okay, let’s start by getting to know your business

This Al assistant can suggest recordings for you

What's your website address?
https:/fwww.crexendo.com/

() I don't have o website yet

Check the information below and update if required:

Your company name, as in 'Welcome to [77]
Creshendo

Two adjectives that describe your company's Tone of Vioice (e.g Professional and Approachable)

Innovative and Professional

Language

English

Sector (e.g Hotel, or Engineering and Construction)
Cloud Communications Services Provider

Three key products or services you offer (2 g. Hotel accomodation; venue hire; spa)
Unified Communications; Contact Center; Collaboration Solutions
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3. Select “Accept Answers” to confirm your information.

4. Voice Al Studio will make a recommendation on the voice to use. You can play a
preview or select “Change Voice" to access a variety of other voice options. When
you have made your choice, select “Accept Voice.”

/ \ N ]
Start / "*_ o 3\ Telephony Messages /\ On Hold & Queue Marketing Other Messages

Cneck tne intformation peiow ana upaate ItT requirea:

Your company name, as in 'Welcome to [77]' Sector (e.g. Hotel, or Engineering and Construction)

Crexendo Cloud Communications Services Provider

Two adjectives that deseribe your company's Tone of Voice (e.g. Professional and Approachable) Three key products or services you offer (e.g. Hotel accomodation; venue hire; spa)
Professional and Innovative Unified Communications; Contact Center; Video Conferencing
Language

English

Here is a voice we recommend for you

You can preview the voice here or select another voice

la@

Terrance

5. Select “Next” to proceed to Telephony Messages.

6. Select how many menu options you want to offer in your auto attendant from the
drop-down menu. In the blanks provided, enter the options such as Sales,
Customer Service, Technical Support, etc.

_— \
Start /\ I Telephony..-'k‘lessaéﬁs AR On Hold & Queue Marketing Other Messages
— \, ™ |
WAV~ N\ - o\

Auto Attendant Messages

How many menu options do you have? (E.g. Press 1 for Sales, 2 for .. etc)

Where do they go?

Press 1for Press 2 for
Sales Customer Service
Press 3 for Press 4 for
Technical Support Operator

When satisfied, select “Generate New Messages” and several options will be provided
for you to select from, or you can write your own.
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7. Preview the message by selecting the play button. Once you are satisfied with your
Auto Attendant message, select the plus button to give the message a name and
select “Create.” Select the Download option to download the file to your device.

Auto Attendant Messages

Welcome to Crexendo. Press 1for Sales. Press 2 for Customer Service. Press 3 for Technical Support. Press 4 for Operator.

Thanks for calling Crexendo. for Sales. Press 1. for Customer Service. Press 2. for Technical Support. Press 3. for Operator. Press 4.

8. You can explore, edit, and download a variety of other messages below including
welcome messages, closed messages, holiday messages, and more.

9. Select “Next” at the bottom of the screen to proceed.

10. Select your hold music by selecting “Change Music” on the right side of the screen.
You can preview and choose from a variety of different styles. Once you have made
your selection, click “Select” next to the option which will turn blue and click the X
at the top right corner of the box.

B -
Change Playlist

Select Classical
Select Upbeat

§
§

S

)

v) |
v
H
g

Select Innovative | P) o=, L]
e
. D
Select Easy Listening > | oo 129
e J N/
N
Soft Rock \b | ous 132
_/

1. To include a message or messages to be played while a caller is on hold, select the
pre-populated message toggles to use them or select the edit option to personalize
it further for your company’s needs.

7N
/ LY .
Start /\ l Telephony Messages /\ l On Hold &.éueua Marketing | \ Other Messages
Ml A ~\./ e Y\

On Hold and Queue Marketing ) ]
Preview, edit and download the messages you want T'U Soft Rock Change Music

' Hints on improving pronounciations.

. empower your team to connect effortlessly, ensuring everyone stays engaged and informed, no matter where they are. Experience the future of
teamwork today!

Word Count:37 P —— D00

Discover Unified Communications, where seamless collaboration meets enhanced productivity. Streamline your communicatien channels and 'a
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At the bottom of the screen, select how many SECONDS you would like to wait
before the message plays and how many SECONDS to wait before the message or
another message is played. Select “Download” to download the file to your device if
desired or select “Upload” to add the file to your Music On Hold section of the
portal.

Initial Message Wait Message Spacing .
10 90 Preview & Download I Upload

If you select “Upload,” you will get a confirmation message, and it may take up to
20 minutes for your new compilation to appear in the Music On Hold section.

Upload Compilation X

The compilation has been

" scheduled to be uploaded. This may
take upto 20 minutes

12. Select “Next” to move on to Other Messages if desired.

13. This section is for any miscellaneous messages that you may still need for your
domain. Enter the message in the blank and edit it according to your needs. Once
complete, you can preview the message and upload it to Music On Hold or
download it to your device.

Start /\ | Telephony Messages /\ ' On Hold & Queue Marketing /\ I Other Messages | [
A7~ AV~ AT ™ A S=s V)

Other Messages
Create messages to use on your socials, videos or anything else.

o0 Clear
post e 0 @00

To access any previously created messages, access the Messages or OnHold & Queue
options in the navigation pane.

A Home
8 Messages

J9 OnHold & Queue
Table of Contents
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VIP Call Center for Supervisors

Introduction

Call Center for Supervisors gives a call queue supervisor the ability to access Call Center
for queue analytics, the ability to manage your call queues, and manage your call center
agents. This guide provides an overview of your options within the VIP Portal as a Call
Center Supervisor.

For a video demonstration, go to:
https://www.youtube.com/watch?v=xTvZpBGTI5k&list=PLXADOItuavV9C_HL7NiOiBoKA9
VZIBxm&index=3

& JOIFISETE

Call Center Agents Conferences  Call Queuss Music On Call History
Held

Call Center S
W call Gueue Active Calls Callars Waiting Wait Agents Onfina Agents Idie | Reports - Gsettings
O Centric Backline | 0 o 2 2
() Gantric Biling 0 0 2 1 ALL QUEUES GRID SETTINGS
[T Gentric Local and On Pramiges | 0 0 4 4 cwe AWTO
O Centric Sales| o o 1 1 0
[ Channel Pariner AGD o a 7 8 AHTS ABNO
[ Customer Support 1 o 4 2 12_4%
[ Custemer Supper Rollover o [} o o CAD cvo
™ Deslan Center 0 o - o o 79 106
ACTIVE CALLS GRAPH
Active Calls (last 8 hours) AGENTS » 35 ONLINE, 6 ON CALL
Last Name = Q
Gideon Admin
s Chuck Berry
Enic Claptan
AJimi Hendrix
. Jimmy Page
Ed Sheeran
H n ﬂ n ﬂ Eddie Van Halen

When you login to VIP Portal as a Supervisor, you will land at the Call Center section of
the portal. Call Center is a summary of your call queues and agents in real time.

Call Queues: gives you real time updates to your call queues including active calls,
callers currently waiting, wait time, agents online, and agents currently idle.

Active Calls Graph: gives a visual overview of your call flow for the last 8 hours.

Active Calls: shows all calls currently connected in the queue and provides the
number, who is on the call, and the duration of the call.



https://www.youtube.com/watch?v=xTvZpBGTl5k&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=3
https://www.youtube.com/watch?v=xTvZpBGTl5k&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=3
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VIP Analytics: gives your access to our reporting and analytic tools which will give
you the insight to drive your business. These tools include daily reports and
customized real time dashboards. For more detail regarding VIP reporting and call
center dashboards, see VIP Analytics.

NOTE: VIP Analytics only provides data for your call center agents and call queues.
It does NOT provide statistics for non-agent users. For non-agent calls, use the CALL
HISTORY area of the portal.

Agent Call Monitoring
As a Call Center Supervisor, you can monitor all calls that come through the queue for
coaching and for quality assurance. To monitor live calls in the queue:

e Inthe ACTIVE CALLS card (at bottom of the Home screen), locate the call you wish
to monitor. The To column displays the agent extension number.

e Hover your mouse over this call entry and click the LISTEN button (speaker icon).
After a few seconds, the system establishes the conference, and your desk phone
will ring. An AUDIO MONITORING card will appear as shown.

Listen
Button

HH WRELESS CALLER:

s

Dasie-d

[ 3 HE
i

b

e After you answer the phone, you will hear the conversation, and the participants
will not be alerted that you are listening.

e Inthe AUDIO MONITORING card, click the appropriate button:
o Join Call: Speak with both the agent and caller.
o Whisper to [Agent]: Speak with the agent without the caller hearing.

e When you are finished advising, hang up or press the END CALL softkey on the
desk phone. The AUDIO MONITORING card in the portal will close automatically.
You can also click the LISTEN button (not shown).




Page 48

& cerexendo’
Reports

Call Center Reports allows you to generate reports on the fly or set them to run at certain
times. These reports can be displayed, printed, and exported to CSV format for further
processing in other applications.

To access the VIP Reporting options, select “Reports” which will open the options for

what kind of reports you would like to run.

I | Reports -I #+Settings
ALL QUEUES GRID SETTINGS
cwe AWTO
_ _Ne
cve
[Nl e e—  —] | —
Wome  CalCenlsr  Uses  Conforonces  Awio  CollGuewes  Time MusicOn lwenory  Gal History
sttendarts Frames Held
Call Center / Reports o
Semings  Email Reports
Queus Stats  Agent Stats. Agent Avalabilty Disbed Number Stats  Abandoned Calls.
042wy | B 1200w B 03152023 | W 1100pv Print  Downiosd
Call Volume -
10
05
[
05
-Lgmwvm Vestorday. 3:00 Yesietiay, 600 Yesierday $00  Vesierday 1200 Yesterduy, 1900 Vesirday 1800 Yostorday. 2100 Today, 000 Today, 100 Today, 8:00 Today. 8:00 Today. 1200 Today, 15:00 Today, 1800 Today, 2108
‘Table Settings
Al Gusus a Mame Call Veiuma & Calls Handled & ‘Bardice Leval © Choose table Colmns 10 show;
O 20 Custormer Service Daylime o 0 ™ B Harre o [P—
o zm Tach Support Daytime o U6 GallVokme (VOU 5 Service Lovel (51)
o o Lo [ Calls Handled (GH) () Percent Dial Transéers {DT)
[ Calls Oftered {0} 0] Anancioned Calls (AC)
[ Adjustad Galis Offersa (4O} () Adpsted Apandoned Galts
L] Voicemal (V) wagi
) Forvara (FAD) ) Ansncion Fste (AR)
[ Average Talk Tima (4TT) [0 Adpsted Abandcn Rate (AAR)
1 Assintad Calia Handid (AT [ Average Handle Time (AHT)

To create your customized reports:

1. Select which report you would like to run from the tabs above: Queue Stats, Agent
Stats, Agent Availability, Dialed Number Stats, and Abandoned Calls. Each tab
creates a different table below with several options already pre-populated.

2. To change the information included in the tables, select “Table Settings” on the
right side of the screen. From here, you can customize your reports to only include
the information that is important to you and your business.

Table Settings =
me © Choose table columns to show:
| Name [ Average Hold Time (AH)
00:00 Call Volume (VOL) Service Level (SL)
0000 [ Calls Handied (CH) [ Percent Dial Transfers (D)
[ Calls Offersd (CO) [0 Abandoned Calls (AC)
[ Adjusted Galls Offered (AGO) [ Adjusted Abandoned Calls
[ Voicemail (VM) (AAC)
O Forward (FWD) [ Abandon Rate (AR}
Average Talk Time (ATT) [ Adjusted Abandon Rate (AAR)

[ Assisted Calis Handled (AST) ] Average Handle Time (AHT)
[ Average ACW Time (AGW) [ Average Wait Time (AWT)
[ Callbacks (CB) (] SMS Volume (SMS_VOL)
[[] SMS Average Handle Time
(SMS_AHT)

General Settings:
[0 Hide rows with no data
[ Hide totals on table
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To export and automate your custom reports:

Home Call Center Usears Conferances Auto Call Queues Time Musi

inventory  Call History

ic On
Attendants Frames Hold

Call Center / Reports o

Queue Stats. Agent Stats. Agent Availability Dialed Number Stats. Abandoned Calls

0311472023 @ 12:00ar~ 10 03152023 B 11:00pv Print  Download

Call Volume ~
1.0

1. Select the “Email Reports” button on the top right side of the screen.

2. Inthe options, select the “Type” and “Frequency” of the reports you want to run.
Customize the day of the week and time of day for your reports to be run. Once
selected, the “Advanced” tab will appear.

3. Inthe “Advanced” tab, select the statistics you would like to include in the report.
To select multiple statistics, hold Ctrl (Windows) or 3 (Mac) or Shift.

4. If you would like the reports to be sent to multiple people, add the email address
below the statistics.

5. Select “Save” to generate the automated report.

Agents

The Agents section of the portal shows all Call Center Agents and Supervisors in your
company. As a supervisor, you can edit an agent’s profile information, answering rules,
voicemail options, phones, and access advanced settings which include sending the
welcome email for the first time logging in, forcing a password reset, or resetting the
user. For more information regarding editing Users, see the Users guide.

@OI'GXGI‘ICIOVIP 2 Apps~ | & Mark Tremonte (111)~
Call Canter Conferences  Call Queues Music On Call History
Hold
Agents E
Enter name, extension, site or dept.| Q Shared Contacts Table Settings ~ Import
[ Name= Extension Department Site Scope Email
O Chuck Beny [ Lo 107 Call Genter Agent test@test.com
[ Eric Clapton 103 Call Center Agent test3@email.com
[ Ed Sheeran [ 12 Gall Genter Agent fake@fake.com
O Mark Tremonte [T m Call Genter Supervisor fake@fake.com Profile
(MR E MY Password Required | 105 Call Genter Agent test@test.com Answering Rules
Voicemail
Phones.
Advanced
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Conferences

The Conferences sections allows you to create and edit conference bridges for you to
utilize. For more information on how to create, edit, and use your conference bridges, see

the Conference Bridges guide.

Call Queues

Call Queues can be used to route calls to specific groups of users in your domain. The
gueue places the caller on hold and presents the call to pre-defined groups of users. You
can specify different types of call queues such as Round Robin, Ring All, Linear Hunt,
Linear Cascade, or Call Park. Users that receive calls from a call queue are called
"Agents". Office Managers and Call Center Supervisors can create, modify, and delete call
qgueues.

For more details on editing your call queues, see VIP Call Queues.
Music On Hold

As a call center supervisor, you have the option to add customized hold music and
messages to be played while your customers are waiting in the queue. To find more
details including step by step instructions to add or edit hold music and messages, please
see the Music on Hold guide.

Call History

The Call History section of the VIP Portal for Call Center supervisors gives you quick
access to filter through all incoming/outgoing calls by either an agent or call queue. To
access the Call History Section of the VIP Portal:

1. Login to the VIP Portal as an Office Manager or Call Center Supervisor
2. Click on the “Call History"” navigation button at the top of the screen.

From the Call History section, all Office Managers can see all calls to and from the domain
including inbound, outbound, and internal calls. NOTE: Calls that come through a Call
Queue will also show in VIP Call Center Reporting.

Call Filtering: To filter through calls from specific dates, numbers, call types, etc.:
1. Select the “Filters” button at the top left side of your screen.

2. Decide which filters to apply from the choices presented: Date, User, Queue, Caller
Number, Dialed Number, and Call Type (Inbound, Outbound, and Missed.)

3. To reset your choices, select “Clear Filters” at the bottom of the window.

4. To search through your call History after you have selected your filters, select
“Filter” at the bottom of the window.
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Call History Filters

09/19/2023

09/20/2023

v My Calls
Queue 7000 - Pizza Orders
Queue 400 - SMS
Queue 2001 - Tech Support Daytime
Queue 4000 - Test Call Queue
Agent 101 - Gideon Admin
Agent 102 - Jimi Hendrix
Agent 103 - Eric Clapton
Agent 104 - Jimmy Page
Agent 105 - Eddie Van Halen
Agent 107 - Chuck Berry
Agent 112 - Ed Sheeran

Table of Contents
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VIP Analytics

Introduction

VIP Analytics is a tool designed for Office Managers and Call Center Supervisors to keep
your team up to date on real time queue statistics displayed on a TV, monitor, or
individual PC in your call center. These VIP Boards allow you to create “cards” that display
all the information that is important for you to see in real time.

This guide will provide the steps to access the VIP Analytics section in the VIP Portal for

Managers or Call Center Supervisors and how to create your own boards and cards to
display.

How to Access VIP Analytics
1. Login to the VIP Portal as an Office Manager or Call Center Supervisor.

2. Select the “Call Center” navigation button at the top of the page. @

3. Select “VIP Analytics” which will open a new tab in your browser,  Call Center

VIP Analytics

|/ Reports - ##Settings

If you have any previously created boards, they will appear here.

How to Create a Board

1. Select “ADD A BOARD" to get started. You can also select the “hamburger” button
in the upper left corner to display the main menu, then select “New Board".

Gideon O'Daniel
godaniel

-+ New Board

@ 4340

B logout
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2. Give your new board a name at the top of the page and select “Save”.

VIP Analytics Demo #

CANCEL I SAVE I

3. You have a toolbar for each board you create located at the top of the board.

& BACK

Returns you to
the Dashboard

VIP Analytics Demo #

Click here to edit your board’s name. It
should summarize all the info cards
that you want to display

o

No cards on this board

CANCEL + T @& g & < o1

Add a card to this /
board. You can also use
the blue button below.

Add a heade

to your board

Share your
: board with
Change various other VIP users
settings for this
board
‘When you have
multiple boards,
you can mark
your favorites.

Add a card to start filling out your board.

ADD A CARD

How to Add a Card to Your Board

After you create and name your board, you can start adding information cards. Each type
of card will have a “gauge” which displays the data you want.

1. Select “ADD A CARD" which will display an empty card.

2. Select “"CHOOSE TYPE'" to add the data you want to display. You have several
choices in how you want to display your data:

a. Line Chart: Displays a line graph which is useful to show trends.

b. Gauge: Displays your data on a gauge for rapidly changing data.

c. Single Stat: Displays a number. This is useful for benchmarks and thresholds.

d. Table: For multiple rows of data.

: To display data in a matrix.

@

—H

Note: Add a miscellaneous note for your audience.

g. Iframe: Add data from other websites.

In this example, the Gauge option has been selected.
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€ BACK

3. Select “NEXT" to select which data you would like to display.

4, Select “+ ADD DATA" to choose the data you would like displayed in real time. For
this example, “Calls Waiting” has been selected.

5. If you would like to choose which queue the gauge will track, select the drop-down
for “Filter” and select the queue from the options.

6. Adjust the “Gauge upper limit” to be a visual representation of whatever limit you

would like.

Calls Waiting

& Data settings

Filter your selected data set

Calls Waiting

Leave filter empty for all data. The selected
statis

oes not support multiple filters

Gauge upper limit
100

The upper limit which represents a “full” gauge

7. If you would like to set an alert for when the levels get to a certain level, select “Add
Alert’. Select the threshold and color that you want the alert to present and select

“Add” at the bottom right side of the screen.

& New card

TYPE DATA STYLE

Calls Waiting
Gauge upper limit: 100 /i
[8001 Customer Support (Do not del_..

Alerts

+ ADD ALERT

e Default Color -

Calls Waiting
Above 75 Calls
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8. Select “Next” to proceed to the STYLE section of the card. Here, you can select any
aesthetics, fonts, and other customizable options. Select “DONE" to add this card to
your board.

Repeat the process to add more cards to your board. You can also rearrange the boards
so they appear on your screen in the way you would like them to be displayed. These
boards can be displayed on TVs, monitors, etc around your call center or on your personal
monitor for real time updates.

+ Availability

) 4
. On a Call . On a Call . Available . Available . Available . Offline
® e ) ® Giine o m ® e Q.. ® ;.
1 - ' .
® ;.. ® 5 ® i [ Je ® ® o conel
@ ket contror : ® oine ® oiine @ oiine ® oiine @ oiine
]
® o o m ® oiine ® Jiine ® iine ® e
. Offline . Offline
A
Calls Waiting = Average Wait Time Aggregate =
44 @ ALL QUEUES
80 -
20
250
200 -
150 -
100 -
0 o
o 1 T 1
530a 610 650a  730a 8108 6:50a  930a  10:M0a  1050m  1130s  12iop  1280p
4 A

NOTE: When you create or edit a card, it may take up to a minute for data to be reflected
in the card.

Table of Contents




Page 56

O erexendo’

Crexendo Guidebook
VIP Call Center Reporting

Introduction:

VIP Call Center gives you the ability to gather data on queues and agents in your
Crexendo VIP environment. In addition to the default Call Center Dashboard, supervisors
can:

o Create customized dashboards with "gauges" that monitor the health of your
gueues and agents. These gauges come in many shapes and sizes and can be
customized with color and alerts thresholds.

o Generate reports on the fly or set them to run at certain times. These reports can
be displayed, printed, and exported to CSV format for further processing in other
applications.

This guide contains the steps to access VIP Call Center Reports and a brief overview of
the reporting options.

For a video demonstration, go to:
https://www.youtube.com/watch?v=kIxYoAVHL30&list=PLXADOItuavV9jC_HL7NiOiBoKA
IVZIBxm&index=15

To access the VIP Reporting options, login to the VIP Portal and select “Call Center.”

osetiings
[13 7” H H
ALL GUEUES GRID AETTINGS Select “Reports” which will

open the options for what kind

cwe AWT® of reports you would like to run.

AHT®

cve

0



https://www.youtube.com/watch?v=kJxYoAVHL30&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=15
https://www.youtube.com/watch?v=kJxYoAVHL30&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=15
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Call Center Reports Builder:

Home Call Center Users Conferences Auto Call Queues Time Music On inventory  Call History
Attendants Frames Hold
Call Center / Reports [}
Settings Emall Reports
Queue Stats ~ AgentStats  Agent Availability  Dialed Number Stats  Abandoned Calls —
03/14/2023 @ | 1200ar~ 1o 03/152023 H 11:00piv A Download
Call Volume ~
1.0
0.5
0.0
0.5
-1.0
Yesterday,000  Yesterday 300 Yesterday 6:00  Yesterday,$00  Yesterday, 1200  Yosteray 1500  Yesterday, 1800 Yesterday, 2100  Today, 0:00 Today, 3:00 Today, 5:00 Today, #:00 Taday, 12:00 Today, 15:00 Today, 18:00 Today, 2100
Table Settings ~
Al Queus a Hama Call Volums @ Calls Handled & Service Lavel © Choose table columns to show: |
O 2000 Customer Service Daytime: ] o 0% Name ) Average Hold Time (AH)
0O =200 Tech Support Daytime 0 o 0% Call Volume (VOL) Service Level (SL)
0 o 0% Calis Handled (CH) [ Percent Dial Transfers (OT) ‘
[ Calis Offered (CO) [ Abandaned Calls (AC)
[0 Adjusted Calls Offered (ACO)  [] Adjusted Abandoned Calls
[ Volcemail (M) (AAC)
[ Forward (FWD} [0 Abancien Rate (AR)
Average Talk Time (ATT) [ Adjusted Abandon Rate (AAR)
I Assisted Calis Handied (A8 () Average Handle Time (AHT)

To create your customized reports:

1. Select which report you would like to run from the tabs above: Queue Stats, Agent
Stats, Agent Availability, Dialed Number Stats, and Abandoned Calls. Each tab
creates a different table below with several options already pre-populated.

2. To change the information included in the tables, select “Table Settings” on the
right side of the screen. From here, you can customize your reports to only include
the information that is important to you and your business.

Table Settings ~
ime @ | Choose table columns to show: |
00:00_ Mame [] Average Hold Time (AH)
00:00 Call Volume (VOL) Service Level (SU)
00:00 Calls Handled (CH) [[] Percent Dial Transfers (DT) ‘
' [] Calls Offered (CO) [] Abandoned Calls (AC)
[] Adjusted Calls Offered (ACO) [[] Adjusted Abandoned Calls
[] Voicemail (VM) (AAC)
[] Forward (FWD) [ Abandon Rate (AR)
Average Talk Time (ATT) [ Adjusted Abandon Rate (AAR)
[ Assisted Calls Handled (AST) (] Average Handle Time (AHT)
[] Average ACW Time (ACW) Average Wit Time (AWT)
[ Callbacks (CB) [ SMS Volume (SMS_VOL)
[[] SMS Average Handle Time
(SMS_AHT)

General Settings:

[[] Hide rows with no data
[7] Hide totals on table
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Queue Stats Table Settings: The following information can be displayed in your report

e Call Volume (VOL): the number of calls originating through a queue including
answered calls, abandoned calls, forwards, and voicemail.

e Calls Handled (CH): number of calls answered by an agent originating through a
call queue.

e Calls Offered (CO): Number of calls that reached the queue to be dispatched to
agents. Includes abandoned calls and excludes forwards and voicemail.

e Adjusted Calls Offered (ACO): adjusted number of calls that reached the queue.
Excludes calls abandoned in less than 10 seconds.

e Voicemail (VM): number of calls handled by the automated voicemail system.

e Forward (FWD): number of calls to another queue or offnet phone number for
handling. Includes forwarded calls to voicemail.

e Average Talk Time (ACW): average number of minutes spent by agent talking per
answered call on calls originating through a Call Queue.

e Calls Assisted (AST): number of calls answered and passed onto a different agent
for further handling.

e Average ACW Time (ACW): average time an agent spends between the end of a
call and submitting a call disposition.

e Callbacks (CB): number of calls where the caller requested a callback instead of
waiting in the queue.

e Average Hold Time (AH): average time a caller spends on hold with an agent.
Excludes waiting time in the Call Queue.

e Service Level (SL): the ratio of calls meeting the configurable service level
agreement.

e Percent Dial Transfers (DT): Percentage of calls that landed in the queue and were
offered to an agent.

e Abandoned Calls (AC): number of calls that abandoned the queue before being
offered to an agent.

e Adjusted Abandoned Calls (AAC): adjusted number of calls that abandoned the
queue. Excludes calls abandoned in less than 10 seconds.

e Abandon Rate (AR): Percentage of calls offered that were abandoned.

e Adjusted Abandon Rate (AAR): Percentage of calls offered that were abandoned
in under 10 seconds.
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e Average Handle Time (AHT): Average time an agent spent on a call. Includes Talk
Time, Hold Time, and Disposition Time.

e Average Wait Time (AWT): average number of seconds a caller spent in the
selected queue before being dispatched to an agent. If none selected, total for all
qgueues will be displayed.

e SMS Volume (SMS_VOL): number of SMS messages originating through a Call
Queue.

e SMS Average Handle Time (SMS_AHT): average time an agent spent handling an
SMS session.

Agent Stats Table Settings: The following information can be displayed in your report

e Calls Handled (CH): number of calls answered by agent originating through a call
queue.

e Time Talking (TT): number of minutes spent by agent on answered calls
originating through a call queue.

e Average Talk Time ATT): average number of minutes spent by agent talking per
answered call on calls originating through a call queue.

e Calls Assisted (AST): number of calls answered and passed onto a different agent
for further handling.

e Average ACW Time (ACW): average time an agent spends between the end of a
call and submitting a call disposition.

e Average Hold Time (AH): average time a caller spends on hold with an agent.
Excludes waiting time in the call queue.

e Average Handling Time (AHT): average time an agent spent on a call. Includes Talk
Time, Hold Time, and Disposition Time.

e Outbound Calls Today (OATT): number of outbound call attempts by agent.
Excludes on-net calls and conference calls.

e Outbound Calls Answered Today (OANS): number of outbound calls by agent
answered by remote party. Includes calls answered by voicemail. Excludes on-net
calls and conference calls.

e Outbound Talk Time (OM): number of minutes spent by agent on outbound calls.
Includes talk and hold time. Excludes call center calls, on-net calls, and conference
calls.

e Outbound Average Talk (OAvg): average length of time spent by agent on
outbound calls. Excludes call center calls, on-net calls, and conference calls.
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e Inbound Calls Today (IA): number of attempted calls inbound to agent. Includes
call center calls. Excludes on-net calls and conference calls.

e Inbound Calls Answered Today (IANS): number of inbound answered calls to an
agent. Includes call center calls. Excludes on-net calls and conference calls.

e Inbound Talk Time (IM): number of minutes spent by an agent on inbound calls.
Includes call center calls. Includes talk and hold time. Excludes on-net calls and
conference calls.

e Inbound Average Talk (IAVG): average length of time spent by an agent on
inbound calls. Includes call center calls. Excludes on-net calls and conference calls.

To export and automate your custom reports:

UDUGUWEJUWUOG

sic On inventory  Call Hist
Hold

Attendants Frames

Call Center / Reports 2y

Queve Stats ~ AgentStals  Agent Availabilty  Dialed Number Stats  Abandoned Calls ]

03M4/2023 B 12:00arv to 034152023 @ | 11:00pi~ Print  Download

Call Volume -
10

1. Select the “Email Reports” button on the top right side of the screen.

2. Inthe options, select the “Type” and “Frequency” of the reports you want to run.
Customize the day of the week and time of day for your reports to be run. Once
selected, the “Advanced” tab will appear.

3. Inthe “Advanced” tab, select the statistics you would like to include in the report.
To select multiple statistics, hold Ctrl (Windows) or g:g (Mac) or Shift.

4. If you would like the reports to be sent to multiple people, add the email address
below the statistics.

5. Select “Save” to generate the automated report.
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Email Reports

Basic Advanced

Select your report types and the frequency they are sent.

Types © Summary
[ Call Queuve
0 Agent
[ Dialed Number

Frequency @ [ Monthly
Weekly
[ Daily

Reports include data up 1o the email send time.

Weekly Send Day @ Friday

Send Time © 17:00

e

Email Reports

Basic Advanced

O erexendo’

Customize your reports and add more recipients

Statistics for Call Queues

Statistics for Agents &

Statistics for Dialed
Numbers &

Extra Email Addresses @

Call Volume
Calls Handled
Calls Assisted
Calls Offered
Adjusted Calls Offered
Voicemail
Dapartment
Calls Handled
Calls Assisted
Time Talking
Average Talk Time
Average Hold Time
Call Volume:
Calls Handled
Calls Assisted
Calls Offered
Adjusted Calls Offered
Voicemail

Hold Girli/CMD or Shift fo select multiple.

@

(] Attach CSV data to Email

Close Back Save

NOTE: The Call Queue reporting only reports on call center activity and NOT user
activity. Example: If a user makes an outbound call that is not through the call
center, it will not be reported in Call Center Reports. You would need to use Call

History Reporting to include that call.

Table of Contents
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Call Recording

Introduction

The VIP Portal provides the option to record calls that occur in your domain. These
recordings can be used for your needs such as training purposes, quality control, etc. Call
Recordings can only be turned on/off and listened to by an Office Manager. All call
recordings are stored in the portal for 90 days unless you configure them to be
offloaded to an external storage solution.

This guide will walk you through the steps to initiate call recordings on demand, record
calls for a user, from a call queue, offload your calls to external storage for long-term
retention and to access your recordings.

Recording a Call on Your Desk Phone Using the Portal
1. While you are on an active call, open your Crexendo VIP Portal where you will see
the active call you are currently on.

2. Pressthe record option which will initiate the call recording without alerting the
caller.

Contacts

Recording a Call on Your Desk Phone Using *81.

1. While on an active call, place the call on HOLD. The caller will hear hold music only.

2. While the call is on HOLD, press *81 to initiate the call recording without alerting
the caller that the call is being recorded.

3. Take the caller off HOLD and resume the call.

4. To stop the recording, place the faller on HOLD and press *82 to stop the recording.
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Recording a Call on Your Web Phone

1. While on an active call, select “Start recording” on the in-call options. This will NOT
alert the caller that you are recording the call.

2. To end the recording, select “Stop Recording” in the in-call options.

How to Turn on Call Recordings for a User
1. Login to the VIP Portal for Managers.

2. Select the "Users” navigation button at the top of the page.
3. Select the user you would like to enable call recordings on.

4. In the user’s “profile Information”, select the drop-down menu for “Record User’s

Calls”
Home G Users Auto Call Queues Time Music On nventory  Call History
Attendants Frames

3all Center Conferences

Hold

Profile Answering Rules Voicemail Phones Advanced

Profile Information

First Name | Ghuck

Last Name | Berry

Login Name 107@GideonODanielLab

Department | Select a department

Site

Overwrite with Stte Defaults @ | No

Timezone | US/Pacific

Record User's Calls | Yes

5. Select “Save”. The user's call recordings will appear in the Call History and can be
listened to or downloaded.

Listen

QO @®
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How to Turn on Call Recordings for a Call Queue
1. Login to the VIP Portal for Managers.

2. Select the “Call Queues” options from the top of the page.
3. Select the call queue that you would like to turn on call recordings.

4. In the “Basic” information tab, select the drop-down arrow for “Record Calls” and

select "Yes". Edit Customer Service Daytime
u n
5. Select “Save”. Basic Pre Queue Options In Queue Options SMS

LALST IS | U

Note: Extension cannot be changed

Department | Customer Service
Site

Type () Round-robin (longest idle) &
(O Tiered Round-robin €
@® Ring All &
() Linear Hunt &
() Linear Cascade &
O Call Park ©

Direct Phone Number(s)

Record Calls &  No v

Cancel Save

Call Recordings for the queue can be found in Call History or in the Reporting section of
Call Center if Call Center is enabled on your domain.

Call History:

[45] 103 [45] Today, 7:02 am 447 DODE
107 Yesterday, 4:28 pm 0:00
107 Yesterday, 4:28 pm 0:00
Call Center:
Call Time Caller Name Caller Number DNIS Time in Queue  Agent Extension Agent Phone Agent Name Agent Time  Agent Release Reason Queus Release Reason
09/11/2023 7:02am ! 4 00:09 103 103 04:38 Orig: Bye Orig: Bye [CITICTE]
—
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How to Add Remote Storage for Call Recordings
Call Recordings are stored in the VIP Portal for 90 days. If you would like to keep your
recordings for longer than 90 days, you will need to configure your calls to offload onto
external storage.

1. Navigate to the Portal and the "Call History" screen. Select the "Recording Storage
Settings" button. This opens a "Remote Recording Session" page, nested under
the "Call History" page. These are all remote call recording configurations in your

system.
HUMHMUUHH‘

Call Centar

Attendants Frames

Call History

2 (7 B 09/10/2023 — 09/11/2023 Recording Storage Settings Scheduled Exports Export

This opens a "Remote Recording Session" page, nested under the "Call
History" page. These are all remote call recording configurations in your system.

Note: the green "active" tags below for configurations that are currently enabled,
and the red "error" tag for a configuration that has configuration errors.

“Ccall History / Remote Recording Session S

« Back Search Q Filters
Name ~ Archive Level Storage Type Storage Size Archived Recordings
[V Y Active Domain - SFTP - ftp.hostedftp.com 57.7kB 6
rm Domain - portal AWS S3 Stande M Rtestbucket 0B 0
e | l Domain - 1234 AWS 3 Standard - lllbucket 0B 0
[ Active Domain - portal AWS S3 Standard - [jilllRbucket 14MB 37
addtest Domain - portal AWS S3 Standard -:  testbucket 0B 0
AWS S3 for Acme Corp Domain - automation AWS $3 Standard tbucket 0B 0
delete domain test2 Domain - portal AWS S3 Standard - ¢ Stbucket 28.4kB 3
eng ftp test k System FTP - ftp.hostedftp.com 1.0M8B 1
eng glacier FAIL (Z3) System AWS S3 Glacier IR - : [ll  [bucket 0B 0

2. Click "Add Remote Storage" and fill out the following fields and then click "Add."
e "Archive Level" indicates which calls are retrieved for remote storage.

e "System" is a catch all for calls that do not match the specified Reseller or
Domain name.

If either "Domain" or "Reseller" is selected, then there will be no failover or
additional copy sent to the other matching levels. For each recording, it will find the
best enabled match and attempt to use that and only that configuration.
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Required.

Add Remote Recording Storage| Friendly name, at
least 6 characters

System: catch all default if calls do not match
Name  Bobs Server V anything else
- Domain: calls matching the specified domain

Archive Level | Domain Reseller: calls matching the specific reseller
Domain BobsTelemarketing (Bob's Telemarkse J
Active NO

Storage Type AWS S3 Standard

am

Region US East (Ohio)

a»

Bucket bobs tests
If the option is greyed out
Access Key  x2x3x4x5 (cannot click it), check your
fields again. Every field
needs to be filled out.

Email Contacts © I@crexendo.com V

3. After filling out the required fields in the modal, the "Add" button should be able to
be selected.

Secret 12345678900aa

Now the system will audit the addition of this configuration. Using the information
provided, the Portal will work alongside the API to authenticate the remote side,
upload a small .wav file, read it back, and then remove it to test all access
requirements for this feature to perform correctly. This process should take
between 2 and 15 seconds.

Add Remote Recording Storage

Test for "AWS S3 for Acme Corp".

Testing... Authentication
Testing... Upload
Testing... Check
Testing... Delete

Validation in Progress...

Cancel
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4. If successful, the prompt will look like this: “Test passed! Storage settings saved.”

Add Remote Recording Storage

Test for "AWS S3 for Acme Corp".

PASS Authentication
PA Upload
Check

Read

PA! Delete

Test passed! Storage settings saved.

Back Close

Now the new configuration will be listed in the table on the "Remote Recording
Session" page. Each row in this table displays its current configuration as well as its
current storage size and archive recording count. The count should start to
increment once the configuration is activated and has call recordings to archive.

 Baok | [sem a  riers
Name « Archive Level Storage Type Storage Size Archived Recordings
eng s3 test System AWS S3 Standard - aakertestbucket 46.4 MB 326

To listen to your archived call recordings, use the same process as listening to any
recorded call from the Call History page. If the file is remote and not local, there will be a
small added delay while the recording is fetched. This only happens once the "Play"
button is pressed and not on the Call History page load. If "Play" is activated, then a local
copy Wwill be left on the Recording Server for several hours to prevent repeated requests
for the same file.

From Mame Fram Qos Dialed To Qos Date Duration Reason
netsapiens (858) 555-0123 (317) 222-2222 (317) 222-2222 Today, 8:18 pm 0:13
Il 0:08/0:12 L D]
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How to Listen to Your Call Recordings
From Call History:

1. From the VIP Portal, select “Call History” at the top of the page.

2. Select the “Filters” button to search for the call or calls that you are looking for.

3. Select “Filter” to run the search. “"™™™"

From 102472023 [ ] L]

Call Type  Select a call type

cocet [IIEEEE
4. If there is a call recording available, select the “play” or “download” buttons to play
the recorded call.

45} 103 [ 45] Today, 7:02 am 447 DODE
107 Yesterday, 4:28 pm 0:00
107 Yesterday, 4:28 pm 0:00

NOTE: There may be more than one recording for the same call depending on how
many users were on the call. If “user 1" transfers the call to “user 2", the recording
will show twice in the Call History.

From Call Center

1. From the VIP Portal, select “Call Center” at the top of the page.

2. Select “Reports.” Ei:j H u H hmj u WHW k‘#

Conferences  Auto  CallQueues  Time = MusicOn  Inventory  Call Hisi
Attendants

VIP Analytics

Active Calls Callers Waiting Wait Agents Online Agents idie - #settings

3. From either the “Queue Stats” or the “Agent Stats” tab, select a number in one of
the columns and rows to open a list of all corresponding calls.

4. On the right side of each call, select either the “play” or “download” buttons for the
recording.

Call Time Caller Name Caller Number oNIS Time in Queue  Agent Extension Agent Phone Agent Name Agent Time  Agent Release Reason ‘Queue Release Reason.
09/11/2023 7:02am & 4 00:09 103 103 04:38 Orig: Bye Orig: Bye @@@@l

Table of Contents
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Crexendo Guidebook
VIP Portal for Users

Introduction

The VIP Portal for Users is a web-based tool that is available to be used to access your
own settings including messages (voicemail, SMS, and fax), add personal contacts,
customize your own answering rules, and time frames, edit your physical phone settings,
music on hold options, and your call history for your extension.

This guide will guide you through navigating the VIP Portal for Users and the options
included.

For a video demonstration, go to:
https://www.youtube.com/watch?v=Iprw3iYzzHQ&list=PLXADOItuavV9jC_HL7NiOiBoKA9
VZIBxm&index=4

L0 o L e R

Contacts Answering Time Music on Call History
Rules Frames Held

Home

The Home screen displays a quick at-a-glance view of the other areas of the portal
including New Voicemail Messages, Active Answering Rule, Active Phones, and
Recent Call History.

- [eE ST Cle=TFTe

CallCenter ~ Messages  Fax  Contacts  Answerin Call History
nnnnnn H \d

ACTIVE ANSWERING RULE »

Date
» 3 Aug 28th 2:22 pm

Yealink SIP-TS7W 96.86.0.70

5318t Teams Connector

53181 Acrobits SIPIS

5318wp CrexendoWebphone 43.4.0 (Chrome 11...

Q

Number Name Date Duration
AL Sep 15t 4:07 pm ®10
A4 Sep 151 9:31 am 0:05

\: 5200 Aug 31st 10:57 am 10:20

12 5101 Aug 30th 4:52 pm 1:44



https://www.youtube.com/watch?v=Iprw3iYzzHQ&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=4
https://www.youtube.com/watch?v=Iprw3iYzzHQ&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=4
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Call Center

This option will only be available if you are listed as a Call Center Agent.

The Call Center sections shows your current statistics, call history, and any queues that
you are assigned to with the option to login/logout of all queues or specific queues. To
logout using a reason, select the arrow next to the status and choose a reason for logging

Home Call Center  Mossages Fax Contacts  Answering Time Phones Musicon  Call History
Rules Frames Hold
7?
o m
Go Online
THOD @ Single-Call Mode
& 5318 - Gideon O'Daniel (User) End Shift
You are not in any Call Queues. o cala will g phanes via your actire anawar
< Lunch
MY STATISTICS Break
0 Call Center Cals Today © Meeting
0 Gall Center Talk Time @ Other
000 Call Center Average Talk © Web
0 Inbound Calls Today @ Mesting
0 Inbound Talk Time €
0:00 Inbound Average Talk © esiroo
0 Outbound Calls Today @ Deployment Work
0 Outbound Talk Time @ AFK
0:00 Outbound Average Tak © Ticket Centrol
RECENT CALL HISTORY
A\ 0:10
(53 0:05

The Message Center is where you can manage voicemails, chat/SMS messages, and
voicemail settings which are grouped into three tabs:

1. Voicemail Tab: this tab shows any new voicemail messages that you have
received. These messages can be listened to directly from this tab. You can
access any saved messages by selecting the drop-down menu.

Messages -
[1]

‘Voicemail Chat Settings

New

» Aug 28th 2:22 pm 0:07

2. Chat Tab: this tab shows any internal messages with other users in your domain.
If you have been granted access to send SMS messages to external phone
numbers, you can read and send messages from this tab as well. For more
information on SMS, please see VIP SMS.

3. Settings Tab: this tab provides customization options for your voicemail.
a. Enable Voicemail: Uncheck the box to turn off your voicemail.

b. Options: Provides options for sorting your voicemail.
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c. Operator Forward: You can direct a caller that gets your voicemail to press
“0" to be forwarded to another user. Simply enter the extension that they
can be forwarded to.

d. Copy to extension(s): If you would like your voicemails to be copied to
another user's voicemail, enter the name or extension you would like this
to happen for. NOTE: This simply copies the voicemail to another user, but
it does NOT mirror the actions that someone takes with that voicemail. If
you delete the voicemail, it does NOT delete the voicemail in another
user's voicemail box.

e. Voicemail Transcription: enable this option if you would like your
voicemails transcribed so you can read them.

f. Options: You can receive an email when your mailbox is full or if you have
missed a call.

g. Voicemail Greeting: To add a new voicemail greeting from the VIP Portal:

i. Select the “Manage” button.

Greetings

Manage

Voicemail Greeting | 2 - Gideon's Voicemail v @@

Recorded Name () () @)
ii. Select “Add Greeting” at the bottom of the window.

iil. Select the method you would like to use to add your new greeting:

1. Text-To-Speech: Allows you to type in your message and
select a voice inflection that will read your message.

2. Upload: Allows you to upload a recording that you may have
from the past.

3. Record: Allows you to specify where you would like to be
called to record your message. manage Greetings

MNew Gresting () Text-To-Speech @
() Upload
() Record
iv. Select “Save” to add your greeting. You can delete any old messages

that you do not need.

h. Recorded Name: allows you to use the record, text-to-speech, and upload
methods to record your name if you do not want to add a voicemail
greeting.

i. Email Notifications: This option sends you an email notification if you
receive a new voicemail. This can be set to automatically delete the
voicemail from your inbox once it has been sent to your email inbox.
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Notifications
Email Notifications. Receive an email for new voicemail
Email Type Send with attachment hd

After Email Notification Move to trash v

Save Cancel

Fax

If your organization utilizes Crexendo for your faxing needs, you can send/receive/read
faxes through the VIP Portal and email. For more information on faxing, please see
VIP Fax Guide.

Contacts
The Contact section of the portal is a collection of all internal contacts and any personal
contacts that you add to your contacts.

To filter through your contacts, simply select the drop-down menu and choose the
category you would like to see which includes: All contacts, Favorites, Shared, My
Contacts, Coworkers, Departments, Sites, Available, Busy, or Offline.

Voma | Memagea e Goveds  Arsweng | Twe | Fhows Musoon  GallHbory
=" P Vet
Contacts [=]~]
= ] Aga Contact
Al a Import  Expart
Favorites
Numberts) Statis Departmeant
My Contacts i
Gowomers .
Departments
Sites. a1
Availabie LE
Busy
e o
W &
ﬁ dmmy Page |10
@ Ecitia Van Hal. |
. L2t

Internal contacts are marked with colored dots:
a' Green: They are available for a call
m Red: They are not available for a call

m. Blue: They can receive a chat message which means they are logged in to the
portal, web phone, or mobile app.

To add a new contact:

1. Select “Add Contact” on the upper right side of the screen which will open a new
window.
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2. Enter in as much information as you would like to add and select “Save”.
Add Contact
First Name
Last Name

Work number
Mobile number

Home number
Fax number

Email

N see |
Time Frames

Time Frames allow you to set periods of time that you want the Crexendo environment to
pay attention to such as vacations, recurring meetings, or emergency leave.

NOTE: Specifying time frames only makes the system aware of these periods. A time
frame (by itself) does not cause the system to perform any actions or respond to
certain events (such as phone call) during these periods. Time Frames are closely related
to and work together with Answering Rules where you direct the system to perform
actions.

To Create a new Answering Rule:
1. From the VIP Portal, select “Add Time Frame”.
2. Select “Add Time Frame” at the top right side of the screen.
3. Name the time frame so that you can recognize it such as Weekly Team Meeting.
4. Select when you would like this time frame to take place:
a. Always: this would be always in affect unless you deactivate it.

b. Days of the week and times: This would be to schedule a recurring weekly
schedule such as meetings, personal business hours, half day Fridays, etc. A
schedular will open to set that schedule accordingly.

Add a Timeframe
Name | Weekly Staff Meeting Note: Name cannot be changed
When () Always (@ Days of the week and times () Specific dates or ranges
[J Sunday )
12:00 am 800 am 12:00 pm £:00 pm 11:58 pm
[ Monday @
12:00 am 8:00 am 12:00 pm 8:00 pm 11:50 pny
Tuesday I @

12:00 am €:00 am 12:00 pm €:00 pm 11:50 pm

[J Wednesday @

12:00 am €:00 am 12:00 pm €:00 pm 11:50 pm
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c. Specific dates or ranges: This option would be for vacations, appointments,
etc. When selected, a schedular option will appear to schedule one or several
days to apply to the time frame.

Add a Timeframe
Name | Vacation Note: Mame cannot be changed
When (O Always (0 Days of the week and times (&) Specific dates or ranges
Specific dates orranges | 09/18/2023 8:00 am & |to|09/22/2023 5:00 pm g8 ®
10/31/2023 12:00 pm & to|10/31/2023 2:00 pm = ®

Cancel Save

5. To choose what your calls do when the time frame occurs, add an answering rule
for the time frame.

Answering Rules

Answering Rules is where you tell the system what to do during a particular time frame
when any of your devices receives a call.

e Answering Rules take on the name of the time frame they are attached to.

For example, the “Business Hours” answering rule is based on the “Business
Hours” time frame.

e Once the time frame is chosen, you can select what actions should be
performed such as go to voicemail, forward to a user, etc.

To Create a new Answering Rule:
1. From the VIP Portal, select “Answering Rules’.

2. Select “Add Rule” at the top right side of the screen.

UUUUBJWaG

Contacts  Answering  Time  Phones  Musicon Gall Hist
Frames Hold

Answering Rules / Jimmy Page (104) new

—
gt 25 socan At 8100
Time Frame Description

-

Y Active | Simuitaneously ring €3104, ) 104wp

3. Select the time frame that you want to apply the rule to from the drop-down menu.
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Add an Answering Rule

Time Frame ¥ Select a time frame This is when your answering rule will apply

Business Hours

Croiay

My Business Hours
Non Business Hours

[] Call screening

Call Forwarding [ Always Extension, number or phone
[] On Active Extension, number or phone
[ When busy Extension, number or phone

[ When unanswered Extension, number or phone

[ When offline Extension, number or phone

[[] Simultaneous ring Include user's extension
[] Ring all user's phones
[] Answer confirmation for offnet numbers
Extension, number or phone @0 @

Just ring user's extension

)

4. Select what you want the call to do when the time frame is active such as: Do Not
Disturb, Call Forwarding (to your voicemail, to an outside phone number, or to
another user), or which phone to ring such as your mobile app only or desk phone
only.

5. Select “Save” to complete your answering rule.

Phones
The Phones section is where all devices that are registered to you are displayed.

Home Aessages Fax Contacts Answering Time Phones Music of
Rules Frames Hold

Call Center Messages ~ Fax  Contacts  Answerin on Call History

Phones / <}
SNAPmoblle
Name Device Type IP Address MAC Address Line
@ sasi Acrobits SIPIS
O s318 Yealink SIP-T57W 96.86.0.70 3
@ 5318t Teams Connector
@ s318wp CrexendoWebphane 43.4.0 (Chrome 116.0.0.0)

If you are using a desk phone, you can edit the line buttons using “SNAPbuilder” which
can be opened by selecting the “gear” icon next to the phone. For more information on
editing your phone’s buttons, see the SNAPbuilder guide.
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Music on Hold

This section allows you as a user to set specific music or messages that can be played
when you place a caller on hold. Most of the time, music on hold is set at the domain level
and all other users use whatever has been set by the Office Manager. If you would like to
add your own hold music, please speak with your office manager first.

For instructions on how to add your own hold music or messages, please see the guide
for Music on Hold.

UJddoouuung
- Framas h
Music on Hold P
Music Messages
No music on hold files have been added for the organization. No messages added.
Add music to play while callers are on hold. Add messages to play while callers are on hold.
= e

Call History

The Call History section of the portal provides a record of all incoming and outgoing calls
associated with your extension. The portal will automatically display the last three days of
calls, but you can filter for specific dates, numbers, incoming/outgoing, etc.

To Filter Your Call History:
1. Select “Filter” from the top left side of the Call History page.

2. Select the date or dates you would like to see and any other information including
Caller Number, Dialed Number, or Call Type.

Call History Filters

From  09/0872023

To | 09/11/2023

Caller Number | Enter the caller's number

Dialed Number  Enter the dialed number

corre | EETET )

Inbound
Outbound =

Missed
corcer . (I

3. Select “Filter” to run the search.

Note: If you are a call center agent that receives calls through a call queue, those calls will
NOT appear in your call history. Those calls will show in the supervisor's call queue report.
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To block SPAM or Robo Calls:
If you would like to block a SPAM or Robocall number from being able to call you:

1. Select the “Blocked Numbers’ button.

Call History

o,
. : ¢
Home Messages Fax Contacts Answering Time Phones Music on
Rules Frames Hold

2. Enter the number into the blank and press the “+" button.

Blocked Numbers
Calls will not be received from blocked numbers
Enter a phone number +

[ 5551234567 x

Import Done

3. You can also block a number from the Call Details section by selecting the Block
Call icon.

Block number (800) 93

Table of Contents
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Crexendo Guidebook
VIP Fax

Introduction
This guide contains the procedures to use the faxing features on the VIP Platform for

both inbound and outbound faxes.

JUuBUUUJUWus

Contacts Answering Time Phones Music on Call History
Rules Frames Held

Receiving Inbound Faxes

Once the fax feature is enabled by Crexendo, incoming faxes will be delivered to the

email address(es) of your choosing. You can have faxes delivered to one or more

recipients (email addresses). When a fax is received into your fax number, the fax is

delivered to all email addresses attached to that fax number. Please contact Crexendo

Customer Support to make changes to your fax services.

Senders have a couple of ways to send faxes to your organization:

e Physical Fax Machine: The sender can use their fax machine and send a fax to
your organization’s fax number as normal.

e Email: Asender can send a fax to you as if they are sending an email. The body of
the email is considered the cover page and the attachment is the actual faxed
document. The sender must send to this email address:

o 1+ your ten-digit fax number@fax.crexendovip.com

Sending Outbound Faxes

VIP Faxing allows you to send and receive faxes via your email, the VIP Portal, or through
a physical fax machine.
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Outbound Faxes — Email

Crexendo configures the fax system so that only authorized users can send faxes on
behalf of your organization. Customers should provide a list email addresses of
authorized fax senders.

After a fax is sent by an authorized user, that user will receive periodic fax-status emails
such as when the fax is pending and when it is sent successfully.

To send an outbound fax via email:
1) Launch your email client and open a new email, and enter the following:
a. TO: 1+ outgoing ten-digit fax number@fax.crexendovip.com
b. SUBJECT: Fax Subject
c. BODY: Cover Page Content
2) Attach the documents you wish to fax (3 maximum)

3) Click the “Send” button.

Fie Mpssane It Chvaau Qptinrs Farmat Text e Help ::-' Tel me what you wam to do
Y i 1 .!, ey
(1) | (I & 9 L
Pasts I--_ Basic Nernes Include Tags Dictaie Imimresrive Inuighis Wik
- Tt N ” ” Reader Tamplstas
i
Cipbazd = Tendio Imimer e Adddn kY Templates | o
T from W trningifcrecendocom
e In 1367H437 108 Fa ¢ reerckowin cnm:
o
Dee
Cylmact [ty Cokjmct
CIRF WIP eFan.pedf
@ 2343 -
ATTH: Mr lanes '
Please find Lhe following Taeed docurmen 5 pages wial linclediog thiz cover pegel. Flesse sign and return.
ki Smilth
Tralnkng Dapt
Craxendo, In:.‘l
=

After the email has been sent, you will receive an email with a delivery confirmation.
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Outbound Faxes - VIP Portal

To Setup a User to Fax from the Portal:
1. Login tothe VIP Portal as an “Office Manager” and click “Inventory.”

2. Select the “Fax Accounts” tab and click “Add Fax Number” on the right side of the
screen. This will open a new window.

3. Fillin the blanks:
a. Phone Number: use the drop-down menu to select the fax number.
b. Primary User: this will be the primary owner of this fax number.

c. Number Sharing: LEAVE DISABLED. This feature is not available currently to
use in the portal.

d. Enable Methods: Select Email ONLY
e. Inbound Fax Handling:

i. Email w/ Attachment: sends an email with the new inbound fax
attached. (Recommended)

ii. Email w/o Attachment: sends an email without the fax attached.

f. Delivery Notifications: Select Email ONLY. This will send you an email
confirmation upon a successful delivery of outbound fax.

g. Failure Notifications: Select Email ONLY. This will send you an email
confirmation of a failure of the outbound fax being delivered.

4. Click “Add”

Add a Fax Number
Phone Number ©
Primary User ©

Number Sharing @ | Disabled

Enabled Methods 4 Email ©
(=LY

Inbound Fax Handiing & Email w/ Attachment ©
[ Email w/o Attachment ©

Delivery Notifications Email ©
AR O

Failure Notifications £ Email ©
OAAO
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To Send an Outbound Fax from the Portal:

1.

Login to your VIP Portal. If you are an “Office Manager,” click on your name on the
upper right side of the screen and select “My Account.”

Select the “Fax” Button at the top of the screen. This will open your Fax Inbox. If you
have received any new faxes, they will appear here. Click the drop-down arrow to
see any sent faxes.

To send an outbound fax, select “Send Fax” on the right side of the screen. This will
open a new dialogue box.

Click “Browse” to attach the fax you would like to send. The Caller ID displays your
fax number.

Enter the destination fax phone number.

To add a cover sheet (optional) select “Add Cover Sheet” and fill in the blanks
provided.

Click “Send”

Browse C:\Makepath\VIP Fax.docx
Acceptable filetypes: .html, pdf, .doc, .doc:
xt

(480) 520-8220

5551234567

[ Add Cover Letier

8.

To check the status of the fax, either select the drop-down for your “Sent” faxes or
check your email inbox for the confirmation email.
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Outbound Faxes — Fax Machine

If you would like to use your existing fax machine to send and receive faxes, you must
contact Crexendo Sales to order an “ATA” that will need to be connected to your fax
machine.

To set up your ATA and fax machine:

1. Connect your fax machine to the ATA by connecting the RJ11 ports on the fax
machine and the ATA with an RJ11 cable. Then connect the ATA's network access
port using a network cable (RJ45) to the customers network port/switch/network
wall jack.

2. Login to the VIP Portal as an Office Manager and click “Inventory.”

3. Select the “Fax Accounts” tab and click “Add Fax Number” on the right side of the
screen. This will open a new window.

4. Fill in the blanks:
a. Phone Number: use the drop-down menu to select the fax number.
b. Primary User: this will be the primary owner of this fax number.

c. Number Sharing: LEAVE DISABLED. This feature is not available currently to
use in the portal.

d. Enable Methods: select ATA ONLY
e. Inbound Fax Handling: select ATA ONLY.
f. MAC Address: enter the MAC address of the ATA.
g. Delivery Notifications: select ATA ONLY.
h. Failure Notifications: select ATA ONLY.
5. Click “Add”

Edit (480) 52

Primary Uset @ 110
Number Sharing @ | Disabled

Enabled Methogs [ Email ©
@A e

Inbound Fax Handling ) Emall w’ Attachment @
[0 Email w/o Attachment &

# EATA O

MAC Address | 00161110828

Delivery Notifications ) Email @
L)

Failure Notifications [ Email @
@A o

Table of Contents
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SNAPbuilder

Introduction
This guide illustrates how to use SNAPbuilder to change the feature and line buttons
on your Crexendo desk phone.

For a video demonstration, go to:
https://Wwww.youtube.com/watch?v=n0OLkZVWPh4&Ilist=PLXADOItuavV9jC_HL7NiOiBoK
AVZIBxm&index=2

NOTE: SNAPbuilder is only used for feature buttons (not Soft Keys). Feature/line buttons
are located on the left and right side of your desk phone display screen.

Accessing SNAPbuilder in the VIP Portal

To access SNAPbuilder, login to the VIP Portal. SNAPbuilder works the same for all users
and only works on desk phones. It is not for use for the VIP Mobile App or Web Phone.

SNAPbuilder is in different places in the VIP portal depending on the permissions that
you have in the portal.

Office Manager:

If you have Office Manager permissions in the portal, the SB is in the INVENTORY center,
under the “Phone Hardware” tab. Then find the desk phone entry you are looking for.
Click the “gear” button on the right side of the phone entry to launch the SNAPbuilder by
selecting “Yes" to configure button configuration.

User:

If you have user permissions in the portal, SNAPbuilder is in the “Phones” center. Then
find the desk phone entry you are looking for. Click the “gear” icon on the right side of
the phone entry to launch the SNAPbuilder by selecting “Yes” to configure button

configuration.
oodasu -3
Homa Massagas Fax Contacts Confsrance Answening ime
Ruins Framen Inventory Phones

SMS Numbers Phone Hardware 911 Numbers

Fax Accounts

Phone Numbers

Name Device Type MAC Address

@ 5306m Acrobits SIPIS - . &

@ 5306 Yealink SIP-T41S = & - . — P T 3
@ 53067 Teams Connector . - e - - .

© 5306wp CrexendoWebphone ——— - .. —



https://www.youtube.com/watch?v=n0OLkZVWPh4&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=2
https://www.youtube.com/watch?v=n0OLkZVWPh4&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=2
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Inside SNAPbuilder

After launching SNAPbuilder, you will see a screen like what is shown below with a

diagram of your desk phone on the left and a list of buttons on the right (blue and gray
numbered circles).

Inventory / Phone Hardware / SNAPbuilder

80:5E:C0O:AE:FB:3E
Yealink SIP-T46S - Configuration for 80 5E:CO:AE FB3E #

Phone = Add Sidecar
onl S

Click on a button you would like to configure. You can drag and drop Line Appearance ©

a
configurations to re-order their assig s 1023 (CC Supervisor)
// ) — Line Appearance ©

1023 (CC Supervisor)

Page 1vof3 i@ Templates R Directory

| | :)_ = Timetrame Toggle ©
[ =r7=y 1 GoHome
’ [ K.,C _:(-
e -
{ _— o Unassigned
[
|
‘ \ Unassigned
| cee & oo \©
[CS RS RS @ @_:. @ Speed Dial ©
/ E@E O E & @E® Pickup1020 A
(*) (0] (=)
’ . f AUHEH e = omssgw
L Reset @ @
Ow;s_ ed
o Unassigned
Your phone model above may vary @
Una, d
Return to top Next page >
+ Back to Inventory Cancel “

Blue buttons are already assigned a function while gray buttons are not. If the padlock
icon (highlighted in gold) is unlocked, then you can edit that button.

Phone Pages

In the example above, you may also notice that that model has 10 buttons, but, it_has 10
buttons on page one. Most models of Crexendo phones have two, three, or even four
pages of buttons. In SNAPbuilder, to view the other pages, click the “Next Page” link
(bottom right, above the Save button). When viewing the other pages, you will have a
new set of unassigned buttons.

--— ) "

@ Linassigned

Retum to top Maxl page =
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Editing Your Phone

You can either add a new button or change an existing button on any page.

Adding a Button:

On the right, navigate to the desired page and choose a button entry that is marked
“Unassigned”. Click on the entry and it will expand and allow you to modify it as shown
below.

Editing a Button:
Navigate to the desired page and click on any unlocked button entry. It will expand and
allow you to modify it as shown below.

@ Templates €W Directory

“Yealink SIP-TSTW - Configuration for

owwu

5318

omwu
5318

Line Appesrance & a

° Selact a Feature - H

No target Custar latel {optional)

O v
© i
o Unassigned

e Select a Feature: You can choose from a variety of features.

e Target: Choose the target of the feature such as phone number, extension, etc.

e Custom Label: Give that button an optional custom name which appears on the
phone.

Example #1
Set button #4 to the Speed Dial feature. The target will be John’s phone number. The
custom label can say: “John.” Now you can press that button to call John's phone

number.
o Speed Dial v o L Y

1235556789 John

Example #2

Set button #5 to the Call Park feature. The target will be a call park extension number
that your organization has already set up. The custom label can say: “Park 1.” Now you
can park and unpark calls in and out of that parking spot.

o Call Park il i ] ‘

9001 Park 1
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Saving the Changes to Your Phone

Once you have selected your desired phone configuration, you must send that
configuration to your phone. When this happens, your phone will reboot if it is idle. Ifitis
not idle, it will wait until you end the call and then update the phone.

To send the configuration to your phone, click the arrow button next to the “Save”
button and click the “Save and Resync” option as shown below.

I2 Templates R Directory

Yealink SIP-T48S - Configuration for = - - 7

Phone Add Sidecar

Click on a button you would like to configure. You can drag and drop o Line Appearance € H
configurations to re-order their assignments. 1020 (Joe Agent) .
Line Appearance H
~ i . 1020 (Joe Agent) .
: | ]
| i [
I'I |'|'], | - S— - !'l o Line Appearance € :
f i\ ® | ® e | = o | 1020 (Joe Agent) =
rJ \w ® | ® | ® [(® [ - " \
| | Co e e o) |
| I C ) .
|| | } I | | Speed Dial v e ‘ s
I | | 12345 John
' 1 : w |
| | OEE LKLy 2@ |
— :
I| | ] B 2 95/ @ @ | o Unassigned i
, | ) (3] (= 8 2@ |
Il F0E = = | _ .
| 'V | (i) Unassigned H
L
Reset

L g

e as new template

Save and resync

There are unsaved changes to this configuration

= Back to Inventory
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Available Features

The VIP Portal offers the following list of features. You can have many buttons with the

same feature.

Feature
Line
Appearance

Description

Assigns an extension number which
creates a phone “line” on which the user
can take and receive calls.

& erexendo’

Target

Set to your
extension.

Shared Line

Allows you to “see” a phone line for

Set to someone

Appearance |another user. When a call comes into that| else’s extension.
user, your phone will not ring but it will
visually indicate an incoming call.

User (BLF) Push this button to call the target. The Set to someone
button will also display a red light if the else's extension.
target's phoneis not in use. Green ifitis
in use.

Call Park Push this button to send a call thatisin- | Settoan
progress to a parking spot. A Call Park call| existing Park
gueue must already exist for this to work. | Call Queue.

Speed Dial Push this button to place a call to the Set to an
target. internal/external

number.

DTMF Push this button to dial a set of numbers | Set this to any
on an existing phone call. number.

Timeframe Push this button to enable/disable the Set this to any

Toggle answering rule that is connected to a time| existing
frame. answering rule.

Queue login | Push this button to log yourself IN to all N/A
gueues of which you are an agent.

Queue Push this button to log yourself OUT of all | N/A

Logout gueues of which you are an agent.

Move Call Push this button to move a call from one | N/A
of your phones to this phone.

Table of Contents
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VIP Mobile App

Introduction

VIP Mobile is a mobile app that you log into, using your iPhone or Android device, and it
functions as a Crexendo phone. This app has all the features of a regular Crexendo desk
phone and allows you to:

e Make and receive internal office calls as if you were at a desk phone.
e Transfer both internal and external calls.

e Internal and external (SMS) texting.

e View the company directory.

e Access your voicemails.

This guide gives guidance on how to operate the VIP Mobile App.

For a video demonstration, go to:
https://www.youtube.com/watch?v=8lvwC4COshA&list=PLXADOItuavV9jC_HL7NiOiBoKA9
VZIBxm&index=19

To use the VIP Mobile App, the following requirements must be met:

e You have an operational Android or iOS based mobile device and have downloaded
VIP Mobile from your app store.

e You have been given access to VIP Mobile in the Crexendo phone system.

e You have a VIP username and password (the same credentials as when you login
to the VIP Portal.)

If this is not the case, please contact Crexendo Customer support for help:

1517 0 & o Na82%m

e Phone: (855) 211-2255
e Email: support@crexendo.com

Launching VIP Mobile

After downloading and installing VIP Mobile from
your app store, you will be able to launch the app
and sign in using your VIP username and
password.

Whenever the app is launched, the Keypad -
screen is always displayed as shown in the Quick E‘&g
Tour on the next page. [Eners

O cerexendo VIR



https://www.youtube.com/watch?v=8lvvC4COshA&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=19
https://www.youtube.com/watch?v=8lvvC4COshA&list=PLXADOltuavV9jC_HL7NiOiBoKA9VZIBxm&index=19
mailto:support@crexendo.com
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Making a Call

There are a few ways to initiate a phone call:

e Through Contacts: Scroll through your contacts, click the desired entry, and click
the “Call button” (phone icon).

e Through Call History: Scroll through the entries and click the desired entry to
return the call.

e Through Voicemail: If you wish to call sormeone who has left you a voice mail, click
the “Call button” (phone icon) that appears on the voicemail entry.

e Manual Entry: Click the “Keypad” option and enter the number you wish to dial.

Options During a Call

While a call is in process, a card is placed on the grid, and you have all the usual options
open to you.

Kewnad

5 5 7

- ar <

Transfer Add Call Atten...ansfer

8 ) 10

End Call
11

1. Back to Phone: keeps the call active but, allows you to access the other areas of the
mobile app.

2. Mute: this option mutes your microphone so the caller cannot hear you. You will
still be able to hear the caller speaking.

3. Speaker: enables you to use the speaker phone option of the mobile app.
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. Camera Options: this option allows you to use your camera function for video calls
with other internal users with video capabilities.

Keypad: reveals a dial pad to make selections. Select “X” to go back to the in-call
options.

Hold: places the caller on hold. Select the “Hold” button again to resume the call.

Record: allows you to record all or part of the conversation which is accessed from
your phone’s local storage. Any call recordings set by the domain can be accessed
by the administrator from the VIP Portal.

. Transfer: this option transfers the call directly to the number or contact you choose.
o Select “Transfer.”

o Dial the number or extension you would like to transfer the call to and press
the green call button to complete the transfer.

Dial To Transfer

o Ifyou would like to transfer the call to one of your contacts, select “Transfer”
and choose “Contacts.” Navigate to the contact you would like to transfer the
call to and select the phone icon to complete the transfer.
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11:22 T
Dial To Transfer

Address Book Company Directory

“Zcomom>»

0

@ Ed Sheeran & o

9. Add Call: allows you to bring in another caller for a conference or three way call.
o Select “Add call” which will place the first caller on hold.

o Choose the number to add to the call from your contacts or dial a new
number.

o Once you have the second caller on the phone, select “Join Calls” to activate
the conference call.

10. Attended Transfer: this transfer option allows you to speak with the person you
want to transfer the call to before transferring the call.

o Select “Attended Transfer.” (This may appear as “Atten...ansfer.”) This action
will place the caller on hold.

o Dial the number, extension, or choose “Contacts” to dial the number of the
person you would like to transfer the call to.

o Once you speak to the person and they accept the transfer, select “Transfer”
to connect the caller to the person they would like to speak to.

o Select “Cancel’ to return to the original caller.




Page 92

& erexendo’

‘ Hold
-

Ei i i aii
0:06

Transfer

Transfer Cancel

1. End Call: ends the current call.




Page 93

O erexendo’
A Quick Tour

Your name and extension are
displayed here.

You can also tap here to select

“Do Not Disturb.”

The white line indicates which screen
you're on. On the iPhone (below), the
button itself is highlighted white.

iPhone

Android

If you have any new voicemails
waiting, this blank area will display
a voicemail icon. On the iPhone,

this button appears here.

(On iPhone, the Navigation Bar
appears at the bottom. On

Android, it appears at the top.

You can also swipe left and
right to switch screens.

\.
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VIP Mobile Navigation Bar

W

Quickdial

As shown above, the Navigation Bar has icons which you can tap to access the different
areas of the app:

Quick Dial: Indicated by the “Star” icon, this is a fully customizable speed dial list.

Messages: Indicated by the “Chat Bubble” icon, this is where all text messages and
internal conversations are conducted. This is NOT where voicemails are checked.

Keypad: Indicated by the “Cloud” icon, simply tap in the digits you need to dial
internal extensions or external numbers.

Contacts: Indicated by the “Person’ icon, this displays your smartphone’s contact
list (if granted in your phone’s settings) as well as a full listing of your internal
company directory.

History: Indicated by the “Clock” icon, this area displays any calls placed, received,
or missed.

VIP Menu: Also indicated by the “Three Lines” icon, this area gives you access to
other Crexendo features including Move Call, Visual Voicemail, Call Park, and User
Settings.

~

A

Visual
VM
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Quick Dial

Your favorite contacts can be added from your internal company directory, your cell
phone contact list, or be manually entered. You can see if your colleagues are talking on
the phone or if they're even online at all. You can search, sort, and filter this list. Pull the
screen down and hold to display contacts as a grid or list format (shown below).

Tap toadd a
new favorite.

Shows whether 4 2

COntaCt |S ON Brian May Chuck Berry Eric Clapton S:()t\l/f\]/s
or OFF line. whe 'er
contact is ON

or OFF call.

Messages

As stated earlier, the chat area is where all text messages and internal conversations are
conducted. Conversations started here carry over onto our other VIP products such as
the VIP Web Phone and VIP Portal.

Displays
date/time of
last activity.

June 5

Barry Allen 526
Welcome to Crexendol

. Arthur C
Tap the icon to e =

get more & o
contact details. ;

Tap once to open the
conversation.

Add a new
conversation.

Long press here
for other options
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Keypad

This area is where you make all your internal and external calls.

A delete button will
appear here when you
start dialing a number.

( For international calls, you'll
need the + symbol to enter the
country code (i.e, +44 = United
Kingdom). Press and hold the O
key for one second and the +
will appear in the “Dialed
\ Numbers” area above.

Manually dial numbers and )
Star Codes then tap this “Call”
button This button also
functions as a redial button.
Tap it twice and it will call the
last number you dialed. )

If you have new voicemails waiting, a voicemail button will appear on this screen.
Tapping this button will call the Voicemail audio menu system, or you can access the
voicemail through the “Visual Voicemail” option in the “VIP Menu.”

After the other party picks up the call, this screen will change to the “On-Call” screen. See
the next page to explore options when you are on a call.

Above the Navigation Bar (top right) is the “Options” button, indicated by the “Three
Lines” icon (Android) or GEAR icon (iPhone), where you can change the app settings.
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Contacts
This area includes access to your smartphone’s contact list (if granted), and a full listing of
your internal company directory. It is easy to switch between the two directories (see

below). Tap the magnifying glass icon to search your contacts.

MMM ea@d o8 96%0

Web Service O,

Tap here to switch between
displaying your company or

A
AA_Custome personal contacts.
rService Auto ...

©

hur Curry L, [ =

Tapping on an entry
will display more
details.

Tapping on these icons will
start up an audio, video, or
chat conversation.

Barry Allen

Bilbo Baggins S

Bruce Wayne & v B

©
. —
Bing Crosby & O &
©
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History

The call history section shows any business calls placed, received, or missed that are sent
to your extension.

Note: Your personal cellular number’s call history will NOT be shown here.

Tap the magnifying glass icon (upper right) to search your call history. To save space,
multiple calls to/from the same user are added into one line and can be viewed
individually by tapping on the @icon to the right.

e " .499%A

All calls Q

Tapping here will §
call this person.

Tap to filter your

James Dean ANSWERED g
= history.

10:13

% Martin 2 ANSWERED ELSEWHERE

» Martin Atencio

sSIiP

Displays icons associated / Even though you may have many devices, you\
with the last activity such as have one extension number. If a caller dials
Incoming, Outgoing, that extension number, all your devices will
Missed, and Recorded Call. ring. If you pick up the call on another device
(not your VIP Mobile), this entry will show
"Answered Elsewhere".
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VIPMenu

Tapping here will give you access to additional Crexendo features that you see below.

Tapping here brings a call-in-progress to
your mobile phone, from one of the
other devices you have with the same

extension number.

Tap to listen to
new or old
voicemails.

Tap to see any calls that

are currently parked. -
Tap to modify your answering

rules, access your voicemail
greetings, and set other
voicemail settings.
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Visual Voicemail

This area enables you to listen to and manage your voicemails visually. This screen does
not call the audio voicemail system. You will be able to read your voicemails if the
transcription function enabled.

Back
Button
(—
My VM Tap these icons to
Forward, Save, and
Delete voicemails.
{'Saved ¢
Display NEW, D) N 'E‘ 7
SAVE D’ or TRASH (775) 221 WIRELESS CALLER

Jun 12th, 12:56 pm 0035

® o O VvV 1

CGIDEON O'DANIEL

Tap to Listen Jan 9th, 229 pi 00:08

You can tap the phone or
extension number and return
the call.

Table of Contents
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Crexendo Guidebook
Web Phone

Introduction
The VIP Web Phone allows the user to utilize their computer as a “soft phone” to make

and receive calls as if they were using a physical desk phone. The VIP Web Phone has all
the features of your physical desk phone or mobile app including:

e Make/Receive calls to your extension.

e Access to your contacts.

e Access to your new and saved voicemails.

e Chat and/or Text with others.

e Change your voicemail greeting.

e Change your “Answering Rules.”

e Login/Logout of your Call Queues for Call Center Agents

This guide will walk you through logging in to the VIP Web Phone and a tour of the
options that the web phone offers.

For a video demonstration, go to: https://youtu.be/1BJcep7vRto?si=-om-4b5IHelmfxcEZ

@Crexendo VIP English (United States) @ ~ @

& Gideon O'Daniel Contacts ~ Q = +
1000 S

* set a status message
B contacts

@ call History No contacts found

Chat and SMS Active Answering Rule
Default &
Call Parks

Answering Rules

a ¢ @ W B

Greetings

Settings

L )

Logout

~

Accessing the VIP Web Phone

There are three ways to access the VIP Web Phone:
1. Using your web browser
2. From the applications in the VIP Portal
3. Progressive Web Application (PWA)



https://youtu.be/1BJcep7vRto?si=om-4b5IHe1mfxcEZ
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1. Web Browser

e Using your web browser, navigate to:
https://portal.crexendovip.com/webphone

e Enter your VIP username (extension@domain) and your password.
e Click “LOG IN" to access the web phone.

e |fyou cannot remember your username or password, you can click the links
to recover them.

@& crexendo VIP

Login Name *

LOG IN

Forgot login name | Forgot password

OR

u LOG IN WITH OFFICE 365

2. VIP Portal
e Logintothe VIP Portal
e Click the “Apps” drop-down menu on the upper right side of the screen.

e Select the “CrexendoWebphone” option and the web phone will open in a
new tab.

&crexendo VIR -

5 ’
Homse Massages Fax Contacts Caonference Tima Phones Music on

Call History

Answering
Rules Frames Hold

— € e
~
_

& ACTIVE ANSWERING RULE »
From Date Duration Training Time v

Do not disturb



https://portal.crexendovip.com/webphone

Page 103

O erexendo’

3. Progressive Web App (PWA)

e USING GOOGLE CHROME, login to the Web Phone from the VIP Portal or
https://portal.crexendovip.com/webphone.

e Click on the “Settings” option on the left side of the screen.

e Select “Install PWA" to download the web phone as a Chrome application to
run in the background.

e Pin the application to your start menu, task bar, or dock.

e Once the download is complete, simply click the icon for the web phone and
login with your credentials. The application will run without needing to have
a tab open or be logged in to the VIP Portal.

NOTE: the PWA is only available to download through Google Chrome.

Navigating the VIP Web Phone

{g:) Cl"e}fendo VI P English {United

& Gideon O'Daniel Contacts ~
1000 -

* Set 5 slatus messape

Your account
information

Contacts

9 Gall History Mo contacts found 0 New vaicernail l i e

R voicemail v «.ll"Ecif.l co |;,'er sations ';. (
* 0

B chatand SMS Sta rtanewca ” or Active Answering Rule -

chat conversation. Default &

@ Call Farks

& Answering Rules

{: Greetings

P Navigation

ettings
Pane
B Legowt

<
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Making a Call

There are a few ways to initiate a phone call:

e Through Contacts: Scroll through your contacts, click the desired entry, and click
the “Call button” (phone icon).

e Through Call History: Scroll through the entries, click the desired entry (example
John), and click the “Call button” option (phone icon).

e Through Voicemail: If you wish to call soneone who has left you a voice button,
click the “Call button” (phone icon) that appears on the voicemail entry.

e Manual Entry: Click the red “Dial Pad” (top of the navigation pane) and enter the
number you wish to dial.

Options During a Call
While a call is in process, a card is placed on the grid, and you have all the usual options
open to you.

. (91 9)
Unknown

X

e Mute: mutes your microphone so that the caller will not hear you, but you will still
be able to hear the caller.

e Hold: places the caller on hold. Select the “Hold” button again to resume the call.

e Dial pad: reveals a dial pad to make selections. Select “Back” to go back to the in-
call options.
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e Add Call: allows you to bring in another caller for a conference or three way call.
o Select “Add call” which will place the first caller on hold.

o Choose the number to add to the call from your contacts or dial a new
number.

o Once you have the second caller on the phone, select “Merge Calls” to
activate the conference call.

e Transfer: to transfer a call to another user or number:
o Select the “Transfer” button

o Select to either transfer to one of your contacts or dial a new number with the
dial pad.

o Select to transfer by either “Blind Transfer” or “Assisted Transfer.”

* Blind Transfer: Once you select the number or user to transfer to, the
transfer is complete.

* Assisted Transfer: Once you have spoken with the person you are
transferring the call to select “Complete Transfer” to handoff the call or
“Cancel Transfer”’ and take the caller off hold and speak to them again.

Two calls
Unknown

&

Complete transfer via

(—) Blind transfer

.(—) Assisted transfer




Page 106

O erexendo’

e Park Call: to park a call in a call park:
o Select “Park call

o Select an available call park to send the call to by selecting the"CE:l icon and
the call will be instantly parked.

DYNAMIC PARK ®

Call park (2000)
Empty

Park 1 (9001)
Empty

Park 2 (9002)
Empty

Success Park 1 (9003)
Empty

Call Park (9009)
Empty

Call park (9027)
Empty

o To retrieve a parked call, select the “Call Parks” option on the side navigation
pane.

o Selectthe - icon and select “Answer” to retrieve the call or ignore to send it
to voicemail.
¥ Ring back from Call park

7 (919) 7

Unknown
ANSWER lgnore

e Switch Phone: gives you the option to send this call to one of your other Crexendo
phones such as a desk phone or VIP Mobile App.

e Hide call: pins the active call to your available workspace to allow you to multi-task.

e Start recording: records the active call which will be available for an administrator
to listen to. Select “Stop Recording” to end the recording.




Page 107

O erexendo’

The VIP Web Phone has many areas which are accessed by the Navigation
Pane.

Contacts

This displays a customizable list of contacts within your organization. You can search,
sort, and filter this list. In addition to what is shown below, you can click on any contact
entry to display its details and initiate any kind of phone call.

Click here to filter
your contacts.

Gideon O'Daniel Contacts
1000 -

“ get a status message All

- Fevertes

My Contacts Y

R contacts Coworkers
@ callHistory Online

Busy Use these three
E™  voicemail ton b

Offline uttons to SEARCH,
M chatand sMs SORT,and ADD a new

“H favorite contact.
® callParks
Jimi Hendrix

'\S Answering Rules ' 104

Thisicon displays
contact's initials/avatar
and call status.

. Jimmy Page
wrF 102

", Ed Sheeran
y 0

Call History

This displays a list of your call activity. In addition to what is shown below, you can click
on any entry to display all related history, initiate contact, and add this person as an entry
in your “Contacts.” Each call entry is shown with history icons:

&cerexendo VIP

& Gideon O'Daniel Call History ~

* Set a status message @ BING CROSBY

e Inbound: Blue arrow.
e Outbound: Green arrow.
e Missed Call: Red arrow.

Click here to filter
your call history.

L e
A 4 WOR
Q Contacts
€@  callHistory
Click on any entry to
3 Voicemail view more details.
B chatand smMs
®  callParks
2| The historyicons here show

whether the call was inbound,
outbound, or missed.

G

Settings

P e

Logout

A
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Voicemail

This displays a list of your voicemails. It displays both new and saved voicemails to which
you can listen by clicking the Play button. The image below shows voicemail that has
been transcribed using our premium transcription feature.

& erexendo VIP
& Gideon O'Daniel Voicemail ~

* Set a status message ABC Company

EQ  contacts

@ call History

Date/time stamp
whenvoeicemail was
left.

Voicemail

Chat and SMS

This bar enables youto Call,
Forward, or Delete this voicemail
using the three icons below.

m
[ ]
® calpa
Q

Answel

% Greetings

f’ Settings
a

Logout

A

Chat and SMS

This displays all chat conversations and other conversations between you and others. All
VIP web phone users can chat with other Web Phone and VIP Mobile users within their
organization.

NOTE: /f you want to text outside people using SMS, the SMS feature must be added to
your organization’s Crexendo account.

@&cerexendo VIP

& Gideon O'Daniel Chat and SMS o)

1000

“ Set a status message

Contacts

# New Conversation

Chuck Berry
'4

Chuck Berry
106
Call History

Voicemail

#iocjotw

Chat and SMS

Call Parks

¢ @ 1 B &

Answering Rules

a

Greetings

Settings

L

Logout
[ welcome to Crexendo! (=]

As shown above, for each conversation you have, by default, a conversation card is placed
on the grid. You can close any of these cards and delete them. Deleting a card from the
grid does not delete the conversation itself.
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If you are manually typing a phone number to text (SMS) an outside party, you must type
in the entire number, then click the suggestion that pops up. Then click the check mark
to start the conversation.

Answering Rules

This area displays the answering rules that you can set which tells the system what to do
when someone is calling you. You can have many different answering rules but only one
rule can be “active” (depending on the date/time). The active rule is marked by a blue dot
and depends on your Time Frames:

The blue dot indicates
that the CLOSED rule is
active.

@ Gideon O'Daniel Answering Rules

1000 -

" Set a status message

Focus Time @

- @ o

Default _

m Contacts ¢t Always -
'@ call History
B voicemail

This icon indicates that
@ chatand sMs the system will call all

your devices when this

rule is active.

® Call Parks
'\\: Answering Rules
2 Greetings Use these handles to

reorder the rules.

e Time Frames: Tells the system when answering rule is active.

e Answering Rules: Tells the system what to do during the time frame. Example:
Send all calls to voicemail.

e Priority: If two answering rules occur at the same time, then you can choose which
rule will be active by setting a priority. The web phone is one of the places you can
prioritize your rules.
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Greetings

This displays a list of your voicemail greetings that you have created. Once the greetings
are created, you can make one of them active here. You can also edit and delete them.

O erexendo VIP

n Gideon O'Danlel Greetings N

Click on any entry
to expand it

Click hereto
add a new
greeting.

~  Gideon's Voicemail

m__- Dioo0D () 03

Click hereto

preview the .

greeting. 1 Thisgreen
E . checkmark
Vedcemall indicated the
active greeting.
B chotand 5MS
() call Parks
Celete thi

TE Answering Rules =

greeting.
Click here to rmake

W Grestings this greeting the
*active” greeting.

}' Settings

A

Call Park

This area displays a list of the call parking spots for your organization (if you have any).
You can park/un-park calls using this area. For example, the parking spot (Parkl) contains
one parked call. It displays CallerID information about the parked call including who
parked the call and how long the call has been parked.

&cerexendoVIP

& Gideon O'Daniel Call Park ~
1000 .

* Set a status message

B3 contacts Click here to add
the Call Park card to
@ call History the Grid.
B3 voicemail
B chatand sMs
Click here to unpark this
|
O caller or you can just dial the
%S Answering Rules park extension number.
5 Greetings
}' Settings
ﬂ Logout
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Call Center

This area displays information for your call center on two tabs:
e My Queues: Displays all queues of which you are an agent.

e My Stats: Displays common statistics for you across all your queues.

My Queues Tab: Displays all queues of which you are an agent. The example below
shows that you are an agent of the Office and the TechSupport queues.

Click hereto
display this tab.

Joe Agent MY QUEUES
myw 0m

Ny

Office
GJ call Center ® 7003
== TechSupport
® 7002

Green and red dots
indicate whether you are
logged in or out of queue.

Hovering over a
queue will allow
you to log in/out

B chatand SMS

Displays number of calls
waiting and agents

e Q

Queue Name
and Extension #

a

Greetings

Settings

B e

Log Out

My Stats Tab: This tab displays an assortment of useful statistics for all your queues.
The example below shows statistics for today.

Click hereto
display thistab.

’ J‘(uf Agent MY QUEUES MY STATS

| (3 call center Calls per hour

E5] conTAcTS

Howver your mouse on the data
pointson any graph and it will
give you precise numbers.

® call Park \ .

& aAnswering Rules K

Click here to add this
graph to the grid. O

Todays Queue Stats 4]

Galls Taday 0
Talk Time O'min
Awerage Talk Time 00:00
Inbound Galls Taday 6
Inbound Talk Time & min

< Inbound Average Talk Time 1:01:30




Page 112

Settings

O erexendo’

This displays the settings for your Web Phone. In addition to what is called out below,
you can edit set your speakers and microphone on which to take calls.

G erexendoViP

Settings

Gideon O'Daniel
1000

* Set a status message

E Contacts
@ callHistory
ER  voicemail
B chatand sMms
(F)  call Parks
L% Answering Rules
t: Greetings
’ Settings
& Logout
8

Table of Contents

0

o

Microphone
Default

Microphone Activity

Audio Output
Default

Volume

Ringtone Output
Default

Ringtone

Default Choose your

ringtone.
Ring and Netification Volume

Call Waiting Tone
Enabled

ive Web App

Choose the tone you'd like
to hear for call waiting.
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Crexendo Guidebook
VIP SMS Capabilities

Introduction
This document contains a brief overview of the VIP SMS or text messaging capabilities
in your VIP Crexendo environment.

VIP SMS allows your business to engage your clients using SMS text messaging. You can
do this in two scenarios:

e Creating a SMS queue that allows your clients to send a text to your business that
can be answered by your call center agents.

e Enabling inbound and outbound SMS engagement by assigning the SMS function
to your individual users.

Before the SMS functionality can be used in your Crexendo domain, federal regulations
require that each business complete a “Brand and Campaign Registration Form.” If you
have not received this form from your implementation specialist, please contact
cr@crexendo.com to request the form.

SMS Queues

If you would like your clients to have the option to text your business for help, you can
create a SMS queue that will allow INBOUND texts to be directed to agents added to the

queue.
To Create a SMS Queue:
1. Login to your VIP Portal for Managers

2. Verify that you have an available number to utilize for your SMS queue by clicking
“Inventory” and the “SMS Numbers” tab.

Home Users Conferences Auto Call Queuses Time Music On Inventory
Hold

Call Center Call History
Attendants Frames

Inventory

Phone Numbers ~ SMS Numbers Phone Hardware Fax Accounts

Filters
SMS Number Treatment Destination

1(219) 375- Available



mailto:cr@crexendo.com

Page 114

O erexendo’

3. Click “Call Queues” at the top of the screen. In the “Call Queues” section, select
“Add Call Queue.”

4. Go through the process of building your call queue and assign a name, extension,
and type of agent routing that you would like. In the “Direct Phone Number(s)”
drop down, select your available number for the SMS queue.

Click the “SMS" tab and enable SMS. You have the option to customize how the
messages will come into the queue.

Add a Call Queue [T Add a Call Queue [T £
Basic  PreQueueOptions  InQueueOptions  SMS Basic  Pre Queue Options In Queue Options | SMS
e 52 -
Extension | 400 [ Now Initiation Keyword @  HELP
Note: Extension cannot be changed
Initiation Message @ You have now entered the queus. An
Department agent will be with you shortly.
Site 4
Type. O Round-robin longest idie) © Initiation Needed Message @ | Reply HELP to enter queue.
O Tiered Round-robin ©
O Ring All ©
4
@ Linear Hunt ©
O Lineer Cascade © Termination Keyword @  DONE
O Call Park ©
—
Phone Number 5-6152 v Termination Message @  You have now exited the
conversation. Thank you.
Racord Calle & | Nn v 4

5. Click “Add" to complete the queue. Once you have built the queue, you can add
your agents who will be responsible to receive the messages through the queue.

To Add Agents to Your SMS Queue:

1. Locate your new SMS call queue that you would like to add agents to. Under the
“Agents (Available)’ column, click the “0(0)” hyperlink to open the add agent

menu.
Call Queues [
Q

Name ~ Extension Department Site Type Callers in Queue Agents (Available)

Call Park 1 9000 Call Park 0

Call Park 2 9001 Call Park 0

Customer Service Daytime 2000 Customer Service Ring All [ 30

Pizza Orders 7000 Ring All 0 3(0)

SMS 400 0 0@

Tech Support Daytime 2001 Technical Support Ring All 0 3(0)

Test Call Queue 4000 Round-robin o

2. Click “Add Agent”
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Edit Agents in Test Call Queue

Add Agent{s) by @ | User

Agent Extenslon | £1e Extansion or Name

Status Online

Note: Changing Status may take a moment to update

Wrap up time (sec) )

Cancel Save Agent

There are no agents assigned yet.

-
3. Proceed through each option:

a. Add Agent(s) by: Add a user by name or extension or by phone number to
add an external phone number to the queue.

b. Agent Extension: you can add as many users as needed by the name or
extension.

c. Status: enables the agent to receive calls. Also allows for queue supervisors to
be added to a queue without being able to receive calls.

d. Wrap Up Time (seconds): gives the agent time before they can receive a new
call.

e. Max Simultaneous Calls: set a limit of how many calls the agent can receive
at the same time.

f. Max SMS Sessions: set a limit of how many SMS conversations that an agent
can be on at the same time.

g. Queue Priority for Agent: this option allows you to set a queue priority for an
agent that is assigned to multiple queues.

h. Request Confirmation: informs the agent that they are receiving a call
through the queue and to press 1if they would like to receive the call.

i. Auto Answer: this option will automatically answer the call by the available
agent.

4. Click “Save Agent.” You will now be able to see all agents in the queue. All
individual agents can be edited from this screen.
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SMS For Individual Users

1. Login to your VIP Portal for Managers and select “Inventory” and the “SMS
Numbers Tab.”

2. Click on the available SMS number. Click the drop-down arrow and select “User”
and “Save.”

Edit 3-6152

Treatment User v

User 104 (Jimmy Page)

Using your SMS Capabilities

You can send or respond to SMS messages in three areas:
1. VIP Portal Message Tab
2. VIP Web Phone
3. VIP Mobile App

VIP Portal Messages Tab

Select “Messages” and the “Chat and SMS” tab. Select “New Conversation” and type in
the number you would like to send a message to.
& crexendo V1P P p——

W= Bl=[ele[=]r]e

No previous conversations [

—e

VIP Web Phone
Select the red button on the bottom right side of the screen and select “New
Conversation.” Enter the number or contact you would like to send a message and press




Page 117

& erexendo’

Enter. You can check new messages and see old conversations from the “Chat and SMS”
tab on the left side of the screen.

@crexendo VIP

Jimary Page CONTACTS ~ Q = +

ER cowmacts

Gidean Admin

18 calhistory

9 voicEmAL
Chuck Berry B¥7am

M chatand sus
e

® caltpar
Eric Clapton

[ T———

2 Greetings
Gisean Fax

o sesngs

8 teon

Jimi Hendrix

®
Keith Richards

VIP Mobile Application

Open your VIP Mobile Application and click on the “Messages” tab. Click on the new

conversation icon and type in the number or name of the contact you would like to send
a message.

To: '56152

Start a new message

1 The I'm

QIWIE]JR|T]YJUjIJO|P

NOTE: SMS messages has a character limit of 1,000 characters. Any images that are sent
through SMS has a size limit of 1 Megabyte.

Table of Contents
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VIP HD

Introduction

The Crexendo VIP HD Platform delivers rich High-Definition video meetings for one-on-
one sessions, team meetings, and webinars for up to 200 participants. Other valuable
features include:

On demand or scheduled HD video meetings.

Group meetings.

Team rooms with persistent chat and document sharing.

Webinars for up to 200 attendees

Integrated presence with your Crexendo VIP communications system.
HD video and audio with convenient one-click-to-join access.

This guide provides the steps to access the HD platform, start a new meeting, join a
scheduled meeting, create a meeting room, and options within a meeting.

&cerexendo VIP

Video meetings

JOIN AS GUEST
OR

) Sign in with Google

LOG IN WITH OFFICE 365

How to Access the HD Platform from Your Web Browser

1.

Go to https://portal.crexendovip.com/video/

2. Login with your Crexendo credentials or join as a guest.
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How to Access the HD Platform from the VIP Portal

1. Login to your Crexendo VIP Portal at https://portal.crexendovip.com

2. Select “Apps’ in the upper right side of your portal and select “CrexendoHD.”

@& crexendo VIP

B Apps~ | & Gideon O'Daniel (godaniel)~
User Portal

Home Users Conferences Auto Call Queues Time Music On
Attendants Frames Hold -

Inventory  Call History

How to Start or Schedule a New Meeting
1. From the HD main menu, select “Start A New Meeting” or “Schedule a Meeting".

2. You have the options to give the meeting a name and description for any
attendees.

3. If you chose to schedule a future meeting, add the date, time, time zone, and if the
meeting is a one-time meeting or if it is recurring.

5 o08/29/2023 ®© 11:00am EDT ~  1hour0 min -

Does not recur -

4. Choose the meeting type:

a. Conference: This option would be for a meeting that would allow for
discussion and collaboration. The maximum number of attendees is 25.

b. Webinar: This option would be for presenting up to large groups of people.
The maximum number of attendees us 1000.

5. Choose the Video and audio options for the meeting. These options include
allowing camera and screensharing capabilities and microphone capabilities for
attendees to be able to turn on their microphone.

6. Choose the Options you would like to allow for the meeting:
a. Enable chat for sending messages during the meeting.
b. Hosts can edit meeting for editing settings.
c. Hide viewers list and count.

d. Require invitation or registration to join.
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e. Wait for host which keeps attendees in the “waiting room”.
f. Record meeting.
g. Require passcode to join.

7. The Join Information displays the Meeting ID, Meeting URL, and direct dial in
number for the meeting. All the meeting information can be copied to your
clipboard to paste into an email by selecting “Copy to Clipboard” next to “Join
Information.”

8. Select “Next” to proceed to joining the meeting.

Start a new meeting

MEETING SETUP JOIN INFORMATION rD
Meeting 1D
Meeting name (optional) 342098714
Meeting URL
Description (optional) portal.crexendovip.com/video?id=342098714
Dial in number
Meeting type (480) 885-2252
@ Conference @ o Webinar @ When prompted, enter the meeting 1D.
Meet with up to 25 others over video Present to up to 1000 viewers

PEOPLE @ ¥
Video and audio

Allow camera and screenshare for Allow microphone for Add by name, extension, number, or email
Everyone - Everyone -

Options o Gideon O'Daniel Host (Owner)

Enable chat [ wait for host 5318

Hosts can edit meeting

a

Record meeting

[ Hide viewers list and count

O

Require passcode

[] Require invitation or registration to join

meeting

CANCEL SCHEDULE NEXT

9. Check your Microphone input, Audio output, and Camera settings to ensure all
are working correctly. Select “Test Audio” to confirm the sound is coming through
the correct output that you have set.

10. If you choose to use a phone for your audio, select either the dial in option and call
in using the information provided or select “Call Me" and enter your direct phone
number to have the platform call you to join the meeting.
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Get ready to join the meeting

Choose how you would like to listen to the meeting. You can use your computer audio or a phone.

Use a phone for audio

Camera Off DIALIN  CALLME
l Dial In Number
l_ i (480) 885-2252
3 Meeting ID
985 445 884
Audio ID
11
« A9

Microphone input Audio output Camera

Unknown USB Audio De.. ~ External Headphones (.. ~ USB Camera VID:1133 .. ~

TEST AUDIO

BACK No one has joined the meeting y JOIN MEETING

11. Select “Join Meeting” or “Save” if you are scheduling a future meeting.

How to Join a Scheduled Meeting

1.
2. Select “Join A Meeting’.

Login to the HD Platform.
Start or join a meeting

Connect to others with video conferences and webinars.

+ START A NEW MEETING

-  JOIN A MEETING

(%) scHEDULE A MEETING

I'I_ CREATE A MEETING ROOM

@ VIEW PAST MEETINGS

3. Enter the Meeting ID in the blank and select “Next”.

4. Check your Microphone input, Audio output, and Camera settings to ensure all
are working correctly. Select “Test Audio” to confirm the sound is coming through
the correct output that you have set.
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5. If you choose to use a phone for your audio, select either the dial in option and call
in using the information provided or select “Call Me"” and enter your direct phone
number to have the platform call you to join the meeting.

Get ready to join the meeting

Choose how you would like to listen to the meeting. You can use your computer audio or a phone.

Use a phone for audio

Camera Off

DIALIN  CALL ME

all the dial-in number wif hone and enter

ur pl

your Meeting ID and Audio

| Dial In Number
139 L | (480) 885-2252
3 Meeting ID
985 445 884
Audio ID
11
.« M9
~—
Microphone input Audio output Camera
Unknown USB Audio De.. « External Headphones (.. USB Camera VID:1133 ...
TEST AUDIO
BACK No one has joined the meeting y: JOIN MEETING

6. Select “Join Meeting.”
How to Create a Dedicated Meeting Room
1. Login to the HD platform.

2. Select “Create A Meeting Room” from the list.

Start or join a meeting

Connect to others with video conferences and webinars.

+ START A NEW MEETING

= JOIN A MEETING

[Z) SCHEDULE A MEETING

I'l_ CREATE A MEETING ROOM

@ VIEW PAST MEETINGS

3. Give your meeting room a name and go choose the options you would like enabled
in your meeting room. The “Join Information” will remain the same which can be
sent out in any recurring meeting you may want to setup.

| ——
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Create a meeting room

ROOM SETUP JOIN INFORMATION Ty
Room ID
Crexendo Training Classroom 834 379 805
Room URL
Description (optional) portal.crexendovip.com/video?id=834379805
Dial in number
Room type (480) 885-2252
@ Conference ® O Webinar @ When prompled, enter the meeting ID.
Meet with up to 25 others over video Present to up to 1000 viewers
HosTS @ %
Video and audio
Allow camera and screenshare for - Allow microphone for - Add by hame, extension, number, of email
Everyone Everyone
Options 0 Gideon O'Daniel
Enable chat Enable chat history
[ wait for host Hosts can edit meeting
[ Record meeting [0 Hide viewers list and count

_ [ Require invitation or registration to join
[ Require passcode

meeting

4. Select “Save” to complete your Meeting Room.

5. Your Meeting Room can be accessed by launching the HD platform and select
“Rooms”. Any meeting rooms that have been created will appear here.

11:21 AM Start or join a meeting
MEETINGS Connect to others with video conferences and webinars.

Crexendo Training Classroom

+ START A NEW MEETING

= JOIN A MEETING
[T SCHEDULE A MEETING
Bl CREATE A MEETING ROOM

@ VIEW PAST MEETINGS

6. To access your meeting room, select the “arrow” icon. To edit your meeting room,
select the name of your meeting room to launch the options page.
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11:25 AM 30 Start or join a meeting
MEETINGS Connect to others with video conferences and webinars.

Crexendo Training Classroom

+ START A NEW MEETING

- JOIN A MEETING
[Z) SCHEDULE A MEETING
Bl CREATE A MEETING ROOM

G VIEW PAST MEETINGS

Options Within a Meeting

ssasrosos o R ) ¢ ° a e = = » (& Host Options: actions such
Invite other people to ealocking thomesting:
Click here to display e meeting after the  Options to mute/enable your start/stop recording, and
all meeting meeting has started. microphone, turn on/off your h{dmg select people from
information camera, share your screen, and view:

change your view of the attendees. Chat/Participant Window:
displays the chat box and

l " list of participants.

LA

Table of Contents
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VIP Attendant Console

Introduction:

The Attendant Console is a valuable tool if you regularly transfer calls within your
business. This guide contains a brief overview of Crexendo’s Attendant Console - a
companion product when coupled with your desk phone or web phone.

The VIP Attendant Console (VAC) is an application that you navigate to from the VIP
Portal by clicking on the Apps link (upper right) and clicking Attendant Console.

# Apps~ | & Gideon O'Daniel (godaniel)~

User Portal

Attendant Console
rexendoWebphone

Inventory Call History CrexendoHD
VIP Analytics

The Console:

When directing calls, the attendant console is an excellent companion to your desk
phone. While taking calls on your desk phone, the VIP Attendant Console (VAC) gives you
visibility of your entire organization while giving complete control over any phone call
that you receive.

The VAC's “drag and drop” function allows you to:
o Transfer any call to another user or user's voicemail.
o Parkacall
e Transfer to a Call Queue.

e Transfer to an Auto Attendant.
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Gerexendo VP Extension Pane g~ & G A 101 -
R | [T —
Gall Park 1 (8000) Search... P Enter Phone number Call
Sl B0l Sortby:  Oniine + ! u::r

c." Pll'k After Hours Group Voicemail (1000) Chuck Berry (107) Eddie Van Halen (105) :

Eric Clapton (103) Gideon Admin (101) Gideon Fax (300) ;
Jimi Hendrix (102) Jimmy Paga (104) Kaith Richards (106) s

o fw EFo EN

Navigating the Attendant Console:

e The Extension Pane: A list of your organization’s contacts appear on the Contacts
tab. You can also click the Call Queues or Auto Attendants tab to display those.
You can drag calls to any of these objects to transfer a call to it.

e The Call Park List: If your organization utilizes parking spots, they will appear here.
You can drag calls here to park them. You can also active Dynamic Call Parking
which picks the call park for you.

e Make a Call Button: Click here to place calls. After the call is initiated, it will be
transferred to your desk phone.

Handling Calls in the Attendant Console:
To Make a Call:

e A Number not in the directory: Select “Make a Call’ and enter the phone

number in the blank and press “Call.” The call will be transferred to your desk
phone.

e A Number in the Directory: Click the name you would like to call in the
console. You can search for a specific contact from the Extension Pane. A

separate pane will pop up to give you the option to call the extension or
voicemail.

Call Eddie Van Halen (105)
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To Transfer a Call:

e To an Internal User: In the call pane, select “Transfer” and drag the call pane to
the user the call needs to go to. You can search for the user in the “Extension
Pane.” Once you drag the call to the user, the option to do a blind transfer, an
assisted transfer, or transfer the call to the user’'s voicemail will be provided.

& erexendo VIP Apps~ & Gideon Admin (101) ~
Dynamic Call Parking OFF Contacts  Call Queves  Auto Aftendants Make a Call

Call Park 1 (8000) Search Activa Call 0022

GIDEON O'DANIEL

All~

+

Call Park 2
(s001) Soriby:  Online =

After Hours Group Volcemail (1000) Ghuck Berry (107) Eddie Van Halen (105} n - ®
. y Hold | Transter | Park
Eric Glapton (103) Gideon Admin (101) Gideon Fax (300)
Jimi Hendrix (102) Jimmy Page (104) Keith Richards (106)
Transfer to Chuck Berry (107)

Voicemail

c-»

Transfer

-
-

Assisted Transfer

B Extension - 107

Cancel

e To an External Number: If the number is in your contact list, proceed with the
drag and drop function. If it is NOT in your contact list, initiate the transfer from
your DESK PHONE by pressing Transfer, the 10-digit number, and Transfer.

e To a Call Queue or Auto Attendant: Select the desired destination from the
Extension Pane and drag and drop the call.

@ crexendo VIR Apps~ & Gideon Admin (101) ~
ovanccarus | omen _cumm _scorces
(9000) Search. Enter Phone number Call
o) Sortby:  Name ~
Call Park 2 (9001) ! AEC _:::;
Customer Service Daytime (2000) | 0 Agunts Avsitable JLTST T V) LSS Tech Support Daytime (2001)
4 5 6
- a o
7 8 9
PoRS w oovz
0 #

Active Call 00:06
GIDEON O'DANIEL
1(919) 723-7278

n == @ Ka

Hold | Transfer  Park End
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e To a Call Park: Drag and drop the call into the Call Park Pane.

@& crexendo VP Apps~ & Gideon Admin (101) -
ommccaran ot s
Call Park 1 (9000) ch. ) P Activa Call 0022
T GIDEON O'DANIEL

After Hours Group Volcemail (1000) Chuck Berry (107) Eddie Van Halen (105) n - ® -

" Hold Transter Parkc End
Eric Clapton (103} Gideon Admin (101) Gideon Fax (300)

Jimi Hendrix (102) Jimmy Page (104) Keith Richards (106)

e Dynamic Call Park vs Non-Dynamic Call Park:

o Dynamic Call Park: The parking pane will still be present, but no parking
spots will be displayed. You only need to drag calls to the pane and the VIP
system determines which parking spot is parked the call.

o Non-Dynamic Call Park: All your Call Parks will appear, and you choose
which call park it goes to.

Dynamic Call Parking m Dynamic Call Parking OFF

Parked Call [EL5ED 00:08 Call park (3000)

Parked Call L0 00:04

Parked by 5318

{, Retrieve = Transfer Parked by 5318

L, Retrieve m Transfer

Park 1 (3001)

Park 2 (3002)

Table of Contents
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Voicemail

Introduction

Accessing your voicemail and voicemail settings can be done from several areas
including your desk phone, mobile app, web phone, and Portal. This guide will walk you
through how to access and manage your voicemail through your desk phone, portal,
web phone, and mobile app.

How to Check and Manage Your Voicemail Settings — Desk Phone

To check your voicemail:
1. Press the Voicemail button which is an envelope icon. n

2. When prompted, enter your voicemail PIN and press #. (If you have not set one, it
will be 1234.)

3. After your PIN is accepted, the system will announce a voicemail summary starting
the number of new and saved messages.

When listening to your voicemails, each message includes the following information by
default:

Voicemail Message

The Voicemail Header Includes: Message received on [day or date] at [Time] am/pm.

Tips:
e To skip the header and go directly to the voicemail message, press any key.

e While listening to any voicemail message, the Playback Menu is in effect which is
shown on the next page. Some options in that menu will cause the system to jump
to the end of the message and play the “After Menu’".
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To manage your voicemail settings:

After you enter your PIN and hear your voicemail summary, the main menu is available to
you as shown below:

New Messages

2

3t

Send Messages

c—>
Mext
Page

Old Messages

During/After
Message
Playback

#

kMain Menu

After
Message
Playback \J

Steps:
1. Record msg, then press #
2. Listento msg
3. Then:
a. Press1tore-record
b, Press 2 to confirm
c. Press0to Cancel
Enter extension to send
Then:
a. Press1tore-enter
b, Press 2 to confirm
c. Press 0tocancel
&, Repeat steps 4-5 to enter
more extension numbears
# -0R- press # for Main Menu
Main Menu

During
Message
Playback

o

t=Press any key not shown for help
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Al 5T 6l 7t
Set Call et Current Change leq 2 Deleted
varding Options ( - Voicemail*

# #

Main Menu Main Menu

#

Main Menu

# ¥
Main Menu
Steps:
1. Choose greeting to record (1-9)
2. Record greeting, then press #
3. Then:

a. Press1to set this greeting
b. Press 0 to keep previous greeting

t=Press any key not shown for help

¥k = Recovered voicemails are saved in OLD MESSACGES
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How to Check and Manage Your Voicemail Settings — Portal
To check your voicemail:

1. Login to your VIP Portal

2. Select the “Messages” navigation button at the top of the page.

douosoQas

rrrrrrrrrr on Call Hist

Messages B

Vomemﬂ\o Chat Settings
New

From Date Duration
[CK GIDEON O'DANIEL Aug 28th 2:22 pm 007

3. Your new voicemails will be displayed and can be played through your computer’s

speakers or headset. Select the drop-down arrow to access any saved messages.

4. To the right of each message, you have the options to play your message on your
primary phone, forward the voicemail to another user’s voicemail box,
download the voicemail, and delete the voicemail.

Call to Play

IR

To manage your voicemail settings:

1. Within Messages, select the “Settings” tab.

= s

Call Center Messages

Voicemail Chat

2. The following settings are available for you to manage your voicemail:

a. Enable Voicemail: Uncheck the box to turn off your voicemail.
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b. Options: Provides options for sorting your voicemail.

c. Operator Forward: You can direct a caller that gets your voicemail to press
“0" to be forwarded to another user. Simply enter the extension that they can
be forwarded to.

d. Copy to extension(s): If you would like your voicemails to be copied to
another user's voicemail, enter the name or extension you would like this to
happen for. NOTE: This simply copies the voicemail to another user, but it
does NOT mirror the actions that someone takes with that voicemail. If you
delete the voicemall, it does NOT delete the voicemail in another user’s
voicemail box.

e. Voicemail Transcription: enable this option if you would like your voicemails
transcribed so you can read them.

f. Options: You can receive an email when your mailbox is full or if you have
missed a call.

g. Voicemail Greeting: To add a new voicemail greeting from the VIP Portal:

i. Select the “Manage” button.
Greetings

Manage

Voicemail Greeting | 2 - Gideon's Voicemail v @@

Recorded Name () () @)
ii. Select “Add Greeting” at the bottom of the window.

iil. Select the method you would like to use to add your new greeting:

1. Text-To-Speech: Allows you to type in your message and select a
voice inflection that will read your message.

2. Upload: Allows you to upload a recording that you may have from
the past.

3. Record: Allows you to specify where you would like to be called to
record your message. Manage Greetings

MNew Gresting () Text-To-Speech @
() Upload
() Record

iv. Select “Save” to add your greeting. You can delete any old messages
that you do not need.

h. Recorded Name: allows you to use the record, text-to-speech, and upload
methods to record your name if you do not want to add a voicemail greeting.
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i. Email Notifications: This option sends you an email notification if you receive
a new voicemail. This can be set to automatically delete the voicemail from
your inbox once it has been sent to your email inbox.

Notifications
Email Notifications Receive an email for new voicemail

Email Type Send with attachment b4

After Email Notification Move to trash hd

Save Cancel

How to Check Your Voicemail - Web Phone
1. Within the Crexendo Web Phone, select “Voicemail” from the navigation pane.
2. The Voicemail option displays a list of your voicemails. It displays both new and
saved voicemails to which you can listen by clicking the Play button. The image
below shows voicemail that has been transcribed using our premium transcription

feature.
o erexendo VIP
* VOICEMAIL ~

E5} CONTACTS ABC Company
@ CALLHISTORY

‘ B VOICEMAIL

B CHATAND SMS

T$ ANSWERING RULES
Date/time stamp
when voicemail was
left.

% GREETINGS

This bar enablesyou to Call,
Forward, or Delete this voicemail
using the three icons below.

How to Check Your Voicemail — Mobile Application

1. If you have missed a call or received a new voicemail, you will receive a notification
on your phone and the app icon will notify you.
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2. There are two ways to check your voicemail from your mobile application:

a. The Keypad: When you have a NEW voicemail, your keypad will look like this
to offer you to call your voicemail and enter your voicemail PIN.

b. Visual Voicemail: This option is in the “VIP Menu."” This screen does not call
the audio voicemail system, but you can play your messages from here. You
will be able to read your voicemails if the transcription function enabled.

Taptheseiconsto
Farward, Save, and
Delete voicermails.

Wy Wi

Saverd

Display NEW,
SAVED, or TRASH

® 2 F ¥

i WIRELESE CALLER

Ju=Th. 28 p =50

O » B ¥V W
RotblRord Bel GITEH STWARMEL
Tapto Listen Jun .2 -y

You can tap the phone or
extension number and return
the call.

Table of Contents
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Basic Phone Functions

Introduction

If you are using a desk phone with your Crexendo environment, you have several features
and functions at your disposal. While Crexendo provides several different desk phone
models, basic functionality remains the same across all phones.

This guide will illustrate how to answer a call, making a call, transfer a call, place a call
on hold, create a conference call, park a call, and feature codes that can be used on

your desk phone.

Yealink

Line/Feature Buttons

Soft Keys

Hard Buttons

Key Terms:

e Line/Feature Buttons: The first couple of buttons on the left side are YOUR phone
lines which allows you to juggle multiple calls. The other buttons are for assigning
features such as speed dials, PARK buttons, internal speed dial/status buttons or
BLF Keys, etc.

e Soft Keys: The function of these buttons change based on what your phone is
doing.

o When you phone is idle: History, Directory, Do Not Disturb, and Menu.
o When you pick up the handset: Directory, 123, and Cancel

o When you are dialing a number: Send, 123, Delete, and Cancel

o When you are on a call: Transfer, Hold, Conference, and End Call

e Hard Buttons: These buttons remail the same and are used to for direction,
volume, headset, voicemail, mute, hold, redial, transfer, and speaker phone.
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Crexendo Device Videos

For a quick start guide video on your Crexendo desk phone, please visit our Device

Training Playlist at:
https://www.youtube.com/plavlist?list=PLXADOItuavV8LpKEyp4ngZBGdVYdarXmZ

Answering a Call
When not on another call:

e Lift the handset.
When on another call:
e Pressthe “Answer” soft key.
e The incoming call is answered, and the original call is placed on hold.

e Press ® to access the new call.

e Press @ or the “Answer” soft key.
e The incoming call is answered, and the original call is placed on hold.

NOTE: The Soft Keys will change based on what you are doing on the phone.

Making a Call

Internal Call:

e Lift the handset.

e Enterthe desired extension and press the “Send” soft key.
External Call:

e Lift the handset.

e Enterthe desired 10-digit number using the keypad.

e Pressthe “Send” soft key of wait 4 seconds for the system to dial the number
for you.

e Ifyou are using the speakerphone, enter the 10-digit number and press
“Send” or wait 4 seconds.

Transferring a Call
There are two ways to transfer a call: Attended and Unattended.

Attended: This option puts the caller on hold while you confirm that the receiver of
the call can take the call. To perform this option:



https://www.youtube.com/playlist?list=PLXADOltuavV8LpKEyp4ngZBGdVYdarXmZ

@ crexendo’

1. Press the “Transfer” button @ and the caller will be put on hold and
another line will be activated.

2. Dial the phone number or extension and press “SEND (#).”

3. Inform them that a call is coming and confirm they can receive it.

4. Press the “Transfer” button @ again (Hanging up will also complete the
transfer).

The call is now being transferred to the desired extension or number and you can
hang up. If the person does NOT want you to transfer the call to them, you can
press the “End Call” soft key and then connect back to the caller (who is still on
hold) and let them know.

Unattended: This option immediately transfers the call to the extension or number.
To perform this option:
1. Press the “Transfer” button @ and the caller will be put on hold and

another line will be activated.

2. Dial the phone number or extension.

3. Pressthe “Transfer” button @ again to complete the transfer.

Hold Function
To place a call on hold:

1. While on a call, press the “Hold"” soft key or the “Hold"” hard button. Q
2. Theline is now on hold and flashing on your phone only.
To pick up a call on hold: Press the “Hold Key” of the “Resume” soft key.
Conference Call
To set up a conference call for up to three people:
1. Press the “Conference” soft key during an active call. The call is placed on hold.
2. Enter the number or extension of the second party and press the “Send” soft key.

3. Press the “Conference” soft key again when the second party answers. All parties
are now joined in the conference.
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Call Park is a feature that allows you to place a call into a hold queue that allows another
user to retrieve the call themselves instead of performing a direct transfer. Call Parks
must be created by an administrator for users to utilize them. All Call Park extensions will
be in the 9000 range such as Call Park 1 would be extension 9001, Call Park 2 would be
extension 9002, etc. An administrator can program as many Call Parks for users as
needed and can be done in the Call Queue section of the VIP Portal for Managers.

To place a call in a Call Park:

1. While on a call, press the “Transfer” soft key or the “Transfer” hard key@. This will
place the call on hold.

2. Dial the extension of the Call Park and press the “B. Transfer” soft key or the

“Transfer” hard key@.
3. The callis now in the Call Park that you sent it to.
4. If you have assigned your Call Parks to the feature buttons on your phone:

a. While on an active call, select the feature button for the call park and the call
will be instantly assigned to that call park.

b. The feature button for that call park will show the call that is there for anyone
who has the call park assigned to one of their feature buttons.

To Retrieve a Call from the Call Park:

1. Dial the extension of the Call Park that the call was sent to, and press “Send” or wait
4 seconds.

2. The call is now transferred from the Call Park to your extension.

3. If you have the Call Park assigned to a feature button, simply press the feature
button for the Call Park and it will be transferred to your extension.

Phone Feature Codes

Feature Codes are shortcuts that you can perform on your phone, web phone, and mobile
app to complete a myriad of tasks. See below for the feature code or “star code” that
include dialing/calling out, receiving calls, forwarding/transferring, and some
miscellaneous options.
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Dialing/Calling Out

Code
%69

*71+Ext

*67

*68

Name
Last Call Return

Intercomt

CallerID-Block
Enable

CallerID-Block
Disable

Description

Call the last person that called you

Turn on speaker of another internal
phone

Block your CallerID and phone # from
being sent when calling someone.

Your CallerID information will be sent
on future calls.

1 = Web phone does not auto-answer
Receiving Calls

I S S

*87

%78

%79

*99

Anonymous Calls

Reject

Anonymous Calls

Accept
DND Activate

DND Deactivate

Directed Call Pickup

CallerlID is blocked.
Accept incoming calls if the caller's
CallerlID is blocked.

Do Not Disturb (DND) is activated
across all your phones.

Do Not Disturb (DND) is deactivated
across all your phones.

call

Forwarding/Transferring

Code

%10

*80

%72

*40

%73

%41

*90

Name
Transfer to
Voicemail

Move Call

Call-Forward
Always
Set/Activate
Call-Forward
Always Activate

Call-Forward
Always Deactivate

Call-Forward Busy
Set/Activate

Call-Forward Busy
Activate

Description

Transfer caller directly to voicemail.

Move a call from one of your phones to
the phone you're on (other party not
aware)

Enter a phone number and activate call
forwarding to that number. Forwarding
will trigger in all situations

Activate call-forwarding to a previously
set number (%72). Forwarding will
trigger in all situations.

Deactivate Forward-Always Mode only
(k40 & *72). Other modes are
unaffected.

Enter a phone number and activate call
forwarding to that number. Forwarding
will trigger only when you are on the
phone (Busy).

Activate call-forwarding to a previously
set number (%41). Forwarding will
trigger only when you are on the phone
(Busy).

Reject all incoming calls if the caller's

Allows a user to intercept an incoming

& erexendo’

Usage

%69 + [SEND]

%71 + [Extension # of other phone]
+ [SEND]

All future calls: %67 + [SEND]

One call only: %67 + [destination
phone #] + [SEND]

%68 + [SEND]

%77 + [SEND]
%87 + [SEND]
%78 + [SEND]

%79 + [SEND]

%99 + [Extension # of ringing
phone] + [SEND]

Usage

[Transfer] + %10 + [destination
extension #] + [Transfer]

%80 + [SEND]
%72 + [forward destination number]
%40 + [SEND]
%73 + [SEND]

%41 + [forward destination number]
+ [SEND]

%90 + [SEND]
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%91

k42

%92

%93

Call-Forward-Busy
Deactivate

Call-Forward No-
Answer
Set/Activate

Call-Forward No-
Answer Activate

Call-Forward No-
Answer
Deactivate

Call Recording

oo e Deeen e

%75

%76

%82

Call Recording Start

Call Recording

Resume

Call Recording Stop

Deactivate Forward-Busy Mode
only (k41 & %90). Other modes
are unaffected.

Enter a phone number and activate call
forwarding to that number. Forwarding
will trigger only when you do not answer
incoming call (No Answer).

Activate call-forwarding to a previously
set number (%42). Forwarding will
trigger only when you do not answer
incoming call (No Answer).

Deactivate Forward-No-Answer Mode
only (k42 & %92). Other modes are
unaffected.

Start recording phone call in-progress.
(Other party not aware)

Call Recording Pause | Pause call recording in-progress.

Resume call recording that was paused.

Stop recording phone call in-progress.

Feature Codes for VIP Call Center Agents

Code|  Name | Doescripton usage

*99

*50

*51

*52

Directed Call Group

Pickup as Agent

Agent Available
Once

Agent Available
Always

Agent Not Available

Allows an agent of a call group to intercept

an incoming call to that group. (i.e. the

interceptor must be an agent of the group) group] +

Agent is available to take one call from

their call queue(s). After a call is taken, the

agent will not automatically be made
available for subsequent calls.

Agent is available to take calls from all call

queue(s) of which they are an agent.

Agent can no longer take calls from any
their call queue(s).

All Feature Codes in Numerical Order

e e Do Ve

*10+Ext
*40

*41+Ext

Call Monitoring
Send To voicemail
Activate-Forward

Set-Forward-Busy

Allows a manager to listen to and barge
into calls

Send active call to designated
extensions voicemail

Activate call forwarding

Enter a phone number and activate call
forwarding to that number. Forwarding

& erexendo’

%91 + [SEND]

%42 + [forward destination number]
+ [SEND]

%92 + [SEND]

%93 + [SEND]

%88 + [SEND]
%75 + [SEND]
%76 + [SEND]

%89 + [SEND] (or hang up)

[*99 + Extension # of ringing
[SEND]

*50 + [SEND]

*5] + [SEND]

*52 + [SEND]

088+Extension + [SEND]
*10+Extension + [SEND]

*40 + [SEND]

%41 + [forward destination
number] + [SEND]




*42

*43

*44

*50

*51

*52

Page 142

Set-Forward-No-
Answer
Express Hotdesk
Sign In
Express Hotdesk
Sign Out

Agent Available
Once

Agent Available
Always

Agent Not Available

will trigger only when you are on the
phone (Busy).

Set Forward No Answer Number

Sign in Hotdesking with Device
Override

Sign Out of Device Hotdesking

Agent is available to take one call from
their call queue(s). After a call is taken,
the agent will not automatically be
made available for subsequent calls.
Agent is available to take calls from all
call queues of which they are an agent
Agent can no longer take calls from any
of their call queues

All Feature Codes in Numerical Order Continued

oo v e e

To Connection

w/Privacy
Disable Caller ID
%k
e Block
*69 Call Return
*71+Ext Intercom
*72+Ext Set-Forward
*73 Deactivate Forward
*75 Pause Recording
Resume Call
K
76 Recording
N Activate Reject
77
Anonymous
*78 Activate DND
*79 Deactivate DND
*80 Move Call
*81 Start Call Recording
*82 Stop Recording
*83 Enable Hotdesking
*84 Disable HotDesking
* Deactivate-Reject
87
Anonymous
*88 Call Forward Active
89 Call Forward Active
Disable
*90 Activate Call

Forwarding-Busy

Once Time CallerID Block

Disable one-time CallerID block
Call return

Intercom

Forwards calls to another extension
Deactivates call forwarding

Pauses current recording

Resumes call recording

Rejects all calls without CallerID
Activates Do Not Disturb

Deactivates Do Not Disturb

Moves call to your current device

Starts recording your current call

Stops recording your current call

Sign into HotDesk extension

Sign out of HotDesk extension

Stops rejecting all calls without CallerID

Activates call forwarding

Deactivates call forwarding

Activate call-forwarding to a previously
set number (%k41). Forwarding will

& erexendo’

*42 + [SEND]
*43 + [SEND]

*44 + [SEND]
*50 + [SEND]

*5] + [SEND]

*52 + [SEND)]

*67 + [SEND]
*67 + [SEND]
*69 + [SEND]
*71+Extension + [SEND]
*72+Extension + [SEND]
*73 + [SEND]
*75 + [SEND]
*76 + [SEND]
*77 + [SEND]
*78 + [SEND]
*79 + [SEND]
*80 + [SEND]
*81 + [SEND]
*82 + [SEND]
*83 + [SEND]
*84 + [SEND]
*87 + [SEND]
*88 + [SEND]

*89 + [SEND]

*90 + [SEND]
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Deactivate-
"1 Forward-Busy
* Activate-Forward-
92

No Answer

Deactivate-
*93 Forward-No

Answer

*95 Site Group Pickup
*96 Domain Pickup
*08 Site Pickup
*99 Call Pickup

Table of Contents

trigger only when you are on the phone
(Busy).

Deactivate Forward-Busy Mode only
(k41 & %90). Other modes are
unaffected.

Enables all calls to forward to another
extension when unanswered

Deactivates call forwarding when you
don't answer the phone.

Used for picking up a call that is ringing
at an extension that belongs to a pre-
defined group (department).

used for picking up a call that is ringing
at an extension that belongs to the
same domain.

Used for picking up a call that is ringing
at an extension that belongs to a pre-
defined site and a pre-defined group
(department).

Allows a user to intercept an incoming
call

& erexendo’

*91 + [SEND]
*92 + [SEND]
*93 + [SEND]
*95 + [SEND]
*96 + [SEND]

*98 + [SEND]

%99 + [Extension # of ringing
phone] + [SEND]
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User Scopes

Introduction

In the Crexendo VIP platform, each user has a “User Scope” that dictates which Crexendo
features are available to the user. This guide will provide a list of features for the following
User Scopes: No Portal, Professional, Advanced, Elite, Call Center Agent, Call Center
Supervisor, Office Manager, and Site Manager.

Crexendo Platform Features: No Portal Professional Advanced Elite

User Portal Access X X X
Manager Portal Access

Call Center Portal Access

Call Center Statistics

SMS/MMS* X X X
Fax Optional Optional Optional = Optional
Call Center Agent Features

Contact Lists X X X X
Answering Rules X X X X
Time Frames X X X X
Call History X X X X
Voicemail and Voicemail to Email X X X X
Adding Devices

Portal Based Device Management X X X
Dedicated Audio Conference Bridge X X X X

Auto Attendants with Automated Scheduling
Call Queue Management

Phone Number Management

SMS Number Management

Crexendo Web Phone X X X
Attendant Console X X
Crexendo HD (Video/Presentation) X
Crexendo VIP Mobile Application X X X
VIP Analytics

Unlimited Inbound Calling X X X X
Work From Anywhere X X X X
Call Waiting, Park, Retrieve, and Screen X X X X
Dial by Name or Extension Directory X X X X
Maximum Number of Devices 1 1 5 8
Voicemail Transcription X X
Automatic Call Recording X X X X
Instant Messaging X X

*Requires SMS registration and activation.
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Crexendo Platform Features: Call Center Call Ce(\ter Office Site
Agent Supervisor Manager Manager

User Portal Access X X X X
Manager Portal Access X X
Call Center Portal Access X X X X
Call Center Statistics X X X X
Call Center Reports X X X
SMS/MMS* X X X X
Fax Optional Optional Optional Optional
Call Center Agent Features X X X X
Contact Lists X X X X
Answering Rules X X X X
Time Frames X X X X
Call History X X X X
Voicemail and Voicemail to Email X X X X
Adding Devices X X
Portal Based Device Management X X X X
Dedicated Audio Conference Bridge X X X X
Auto Attendants with Automated Scheduling X X X
Call Queue Management X X X
Phone Number Management X X
SMS Number Management X X
Crexendo Web Phone X X X X
Attendant Console X X X X
Crexendo HD (Video/Presentation) X X X X
Crexendo VIP Mobile Application X X X X
VIP Analytics X X X
Unlimited Inbound Calling X X X X
Work From Anywhere X X X X
Call Waiting, Park, Retrieve, and Screen X X X X
Dial by Name or Extension Directory X X X X
Maximum Number of Devices 5 5 8 8
Voicemail Transcription X X X X
Automatic Call Recording X X X X
Instant Messaging X X X X

*Requires SMS registration and activation.

Table of Contents
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Microsoft Teams Integration

Introduction

Microsoft Teams can be utilized to make and receive calls on a personal computer or by
using the Microsoft Teams application on your mobile device. This guide will illustrate
how to make and receive calls, in call options, and how to configure your own settings
using both the Microsoft Teams Desktop Application and the Mobile Application

Making and Receiving Calls — Desktop Application

] &5  CREXENDO INC %
Q Calls Personal View contacts
Activity
s Type a name or number ~ History All Voicemail = Speed dial S
& 1:10 PM . '
Teams 1 2 3 .
- ABC DEF
1:09 PM ‘ }
Calendar
4 5 6
(&) GHI JKL MNO 1:58 AM Q |
OneDrive
7 8 9 11:47 AM
PORS TV wxyz "
Calis
- 9:34 AM
® * 0 #
House VIP + Yesterday
Pl Protect ¢ Yesterday
Work number: +15318 Yesterday
Yesterday

Parked calls

Apps

‘ Yesterday

Friday
Friday
Friday

@ Don't forward ~

£53 Custom Setup ~ Friday

To make a call in the Teams application:
1. Select the “Calls” icon on the left side menu.

2. Inthe “Type a name or number” blank, enter either the 10-digit phone number you
would like to call, or if the number is in your contacts, type the name in the blank.

4445556789

3. Press “Call” to place the call.

1 2 3
- 5 6
7 8 9
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1. When you are receiving a phone call, you will be notified by both a tone through
your speakers or headset, and a screen notification with the options to “Accept
with audio” or to “Decline call.”

To Receive a Call in the Teams Desktop Application:

[

+1E
GIDEOM O'DAMNIEL (External)

Accept  Decline call
with audio

2. Select “Accept with audio” to be connected to the call or “Decline call’ to send
the call to voicemail.

In Call Options — Desktop Application
o0 0@ i =y (External) -.- CREXENDO INC @ W

i 2 o :
00:07 =00 ¥ o? L ‘
Dial pad Hold Transfer People More Mic |

+1 i [External)

While you are on an active call, you have several options available to you:

e Dial pad: Opens a dial pad to make selections if necessary.

¢ Hold: Select “Hold"” to place the caller on hold. The option to “Resume” the
call will appear while the caller is on hold. A timer will also appear at the
bottom of screen indicating how long the caller has been on hold.
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On hold

On hold 00:17

e Transfer: This option allows you to perform a cold or warm transfer
depending on your needs. Select the “Transfer” button to start the process.
You will have two options to transfer the call: Transfer, which will immediately
send the call to the recipient, or Consult then transfer, which will place the

caller on hold while you speak to the intended recipient to ensure they are
ready to receive the call.

o To Perform a Cold Transfer:

e Select the “Transfer” button from the list.

e A Q
s DD Q) Uz \') v % Leave
Dial pad Hold Transfer People More Mic
@& Transfer

&5 Consult then transfer

e Type in the name (if already one of your contacts) or the 10-digit
phone number the call will be transferred to. If you are
transferring the call to a user with an extension in your company,
you can choose to transfer the call to their voicemail or to ring
back to you if they do not answer.

Transfer the call

Invite someone or dial a number

= Work voicemail

@ g B Work+1:

e Select “Transfer” to complete the transfer.
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e To Perform a Warm Transfer

e Select the “Consult then transfer” option from the transfer list.

I A o
ik DD % L 2 \1.) ~ o Leave
Dial pad Hold Transfer People More Mic
@ Transfer

&5 Consult then transfer

e Select the person you would like to transfer the call to. You can
choose to either call the person or open a chat window with the

User. Choose a person to consult

Invite someone or dial a number

§, Teams audio call

B o+

e Once you have confirmed they are ready for the transfer, select
“Transfer” at the top of the page which will complete the transfer.

e People: This option shows the current participants on the call.

e More: provides the options to record the call, audio settings, Language and
speech options, and the option to park a call. i
v

More Mic

@® Record and transcribe >

s Audio settings

At Language and speech >

& Park call
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e To Park a Call:

o Select “Park Call” from the options. The caller will be placed on
hold.

o Teams will provide a park code that is needed to retrieve the call.

000
COJ

Call is parked

Share this code 10 to retrieve the call

Copy code

e To Retrieve a Parked Call:

From the Calls section in Microsoft Teams, select “Parked Calls.”

@ Calls Personal

Activity

Chat Type a name or number
20e
wa
Teams 1 2 3
. ABC DEF
Calendar
4 5 6
[} GHI JKL MNO
OneDrive
3 7 8 9
il PQRS Tuv WXYZ
@ * 0 #
House VIP
+
PIl Protect % cal
Work number: +15318
P Parked calls

e Enterthe code for the parked call and select “Pick up.” The call

will now be transferred to you.

Pick up a parked call

.m
Cancel Pick up
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e Mic: This option allows you to place yourself on mute or to change your
audio settings.

A O
0 ¢ &2 $ .
Held Transfer People More i
Speaker

(@ External Headphones (Built-in)
() MacBook Pro Speakers (Built-in)
(O S271HL (HDMI)

(O S271HL (HDMI)

) .

Microphone
(O MacBook Pro Microphone (Built-in)

@ HD Pro Webcam C220 (046d:08e5)

(O Gideon's iPhone 11 Microphone

L
Spatial audio O
Noise suppression ()

More audio settings

Settings — Desktop Application
Your settings can be configured and customized by selecting the “Custom Setup” option
on the bottom left of the screen and select “Device settings.”

] < > &5  CREXENDO INC Q
: Calls Personal View contacts
Activity
o Type a name or number * History Al Voicemail = Speed dial S,
& c
Teams 1 2 3 ‘
= ABC oEF
'Y
Calengar
4 5 6
o & & = |8 &
oneonve
3 i BB Q-
PaRS oy wxrz
Cotis
* 0 #
House ViP 3
PuProtect L
Work number: +15318 .
L
— Parked calls
Audio Devices .

Internal Mic and Speakers

Custom Setup

i Device settings

% Custom Setup ~ ‘
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Select the “Calls” Option to configure all call settings including forwarding your calls,
answering rules, ringtones, and your voicemail options.

Settings Calls
L3
General . "
& » Call handling and forwarding
3 Accounts and orgs
£ Privacy Forward all calls
[ Notifications and activity @
. Appearance and accessibility

When you receive a call

[3 Files and links .
Do not ring anyone else ~

@ App permissions

¢ calls

ED Captions and transcripts

When you can't answer a call

0 Devi Do not redirect calls v
evices

[ Recognition

Choose a ringtone
Calls for you

Default v ®

Forwarded calls

Default v ®

Delegated calls

Default ~ ®

* Manage voicemail

(D About Teams Record a custom greeting

Record a greeting

Making and Receiving Calls - Mobile Application

2:43 w = 2:45 w T@
& calis @ ® < Make a call ¢
1 Search Dialpad People
Speed dial Recent Shared Lines
Christian Joe | ]

‘
Karg | Tim g ﬂ 5 6

JKL MNO

PQRS TUV wXYZ

Activity Chat T

LR e
= 3 e 00 ® ¢
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To make a call in the Teams Mobile Application:

1. Select the “Calls” icon on the bottom menu.

2. Select the e icon. Q ) &

Activity Chat Teams Calendar

3. In the blank, enter either the 10-digit phone number you would like to call, or if the
number is in your contacts, select the “People” tab to search your contacts.

4. Press the ° icon to place the call.

To Receive a Call in the Teams Mobile Application:

1. When you are receiving a phone call, you will be notified by both a
tone/vibration (based on your phone settings) and a screen notification with the
options to “Accept” or to “Decline.”

2. Select “Accept’ to be connected to the call or “Decline” to send the call to
voicemail.

In Call Options — Mobile Application

Q ) 5

iPhone Feopia

Put call on hold

Park call

Transfer Dialpad

Transfer

Live captions
«~ End call
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While you are on an active call, you have several options available to you:
e Mic On/Off: This option mutes your microphone.
e Hold: This option places the caller on hold.

e Transfer: This option allows you to perform a cold or warm transfer
depending on your needs. Select the “Transfer”’ button to start the process.
You will have two options to transfer the call: Transfer, which will
immediately send the call to the recipient, or Consult then transfer, which
will place the caller on hold while you speak to the intended recipient to
ensure they are ready to receive the call.

o To Perform a Cold Transfer:

e Select the “Transfer” button and select “Transfer now.”

Transfer now

Consult first

e Enter and select either the contact or the 10-digit phone number
you would like to transfer the call to.

e The call will be instantly transferred to intended recipient and you
can select “End Call” to complete the transfer.

o To Perform a Warm Transfer:

e Select the “Consult then transfer” option from the transfer list.

Transfer now

Consult first
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e Select the person you would like to transfer the call to. You can
choose to either call the person or open a chat window with the
user if they are an internal user.

IMPORTANT!
2:44 R 57 Hello, | have +14
— , on the line, are you available to
< Q e e @ | take this call? Q| »

@:u D ©
On hold

Cesassese

e Once you have confirmed they are ready for the transfer, select (5]
at the top of the page and confirm or cancel the transfer.

A
Confirm transfer

Cancel Transfer

e

e Dialpad: This option opens a dial pad if needed.

e More: provides the options to place a caller on hold, park a call, transfer a call,
and live captions.

e To Park a Call:

o Select “Park Call’ from the options. The caller will be placed on
hold.

o Teams will provide a park code that is needed to retrieve the call.
e To Retrieve a Parked Call:

e Inthe Calls section of the Teams application, select ° to
display the dial pad.

e Select QP and enter the park code.

e Select “Pick up.” The call will now be transferred to you.
o People: This option shows who is currently on the call.
o Put call on hold: This option places the caller on hold.

o Live Captions: This option displays the text of the conversation. This
conversation is NOT retrievable in Crexendo VIP.
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