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STEP 1 - SIGNING IN TO PBX 

Configuring Your Cloud PBX Instance 
Your service provider will provide the credentials to access the PBX 

PBX URL: https://hostedpbx.connectyou.net.au/ampt-web/Login.action 

 

 

Once you sign in you will be directed to the Step 1 – Customer Sign up page 
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Creating Additional Administrators 
Manage Additional Users: You can now add additional contacts to access the PBX.  This feature can be used to 
grant access to your end customer.  

 Select the *Manage Additional Users, then the following field will appear. 
 Note: Avoid white spaces or special characters in the username field. Please make sure the password has a 

minimum length of 8 characters and that it contains at least a number and a letter. 

 

Select Accept & Continue to move to Step 2 

 

PROVISIONING PBX STEP 2 - BASIC CONFIGURATION 

Basic Configuration 
In this section, you can edit all the below fields 

 PBX Basic Parameters. 

o Main Office Location (Dialplan): The dialplan is the outbound call profile and determines what call 
can and cannot be made by the user. 

 

 Time & Business Hours. 

o Timezone: This setting tells the PBX the user’s time zone. It will affect the time stamps of the mailbox 
and all other time stamps related to the extension/PBX. (this can be changed at the extension 
level) 

o Business Hours: This determines when the Automated Attendant, Agent Groups and Hunt Groups 
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are active to handle calls accordingly.  

 

 Location & Numbers Selection:  

o Primary Number: Is used to select the number for Outbound CLI by selecting from the numbers 
available in the dropdown. (this can be changed at the extension level) 

o Selected Numbers: You can delete numbers from the PBX by selecting the minus icon next to the 
number.  

Please note: if you delete a number from the PBX, it will remove all call flows attached to 
number.  Please call your support line if number was deleted in error. 

 

 

 

 

Once all information is entered, please select Accept & Continue to move to Step 3 

 

PROVISIONING PBX STEP 3 – PBX LAYOUT 
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On this page you will see the extensions added on the left side of screen and all the special features available on the 
right side of screen.  

 

Extensions 
How one phone of the PBX can call another and how external calls can be directed to an extension. 

Extensions do not need to have a DID allocated to be able to make calls externally, but an extension without a DID 
will not be able to contacted directly by an external number, they will need to contact main number and be 
diverted to extension. 

Editing an Extension 

Click on the COG  for the extensions you want to edit 

 

In the Edit Extension, the following settings can be configured: 

 Extension Number: This field is your extension 
number used for internal calls. Note: Extension 
numbers need to be three digits long. Best 
Practice is to use the defined range of 400 to 499 

 First Name, Last Name: The First name and Last 
name fields will be displayed for all internal calls. 

 Mobile Phone Number: This is to associate your 
mobile phone with your extension. Adding your 
number here will also enable mobile twinning 
(can be disabled) Note: Mobile phone calls are 
not routed natively through a SIP network, it uses 
3G/4G network.   

 Email to receive notifications: Allows users to 
receive an email as notification of voicemail 
containing an audio file that has been left on 
their extension. Note: This is a mandatory field.  

 UC License Provisioning E-Mail: Enter a unique 
email address that will be used for license.  This 
email address will be used for an email setup 
confirmation with the username and how to 
download the app/software. 

 SIP Password: Click in field to view the SIP password for this extension. 

 Time Zone: This setting tells the PBX the user’s time zone. It will affect the timestamps of the mailbox and all other 
time stamps related to the extension and overwrites the domain’s timezone for that extension only 
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 MAC Address: Here you enter the MAC address of the handset (device) that you want to attach to this 
extension. The handset will then get all its provisioning information based on this extension. You can leave it 
blank if you don’t want extension specific information sent to the device during provisioning.  

 Phone Service: Choose for Phone or Fax2Email service for this extension (refer to page 19) 

 Button Profile: This is for setting up the buttons of the device that will register to this extension. Note: This is a pre-
defined menu, you will need to create a Button profile for a handset/s before selecting a profile from this 
menu.  (refer to page 40)  

 

Editing Advanced Settings 

In Advanced Features, the following settings can be configured: 

  

 

In Advanced Features, the following settings can be configured: 

 Voicemail Recording: This allows you to upload your personalised voicemail recording. (wav, 8Khz, 16bit mono 
files ONLY max size 5MB) 

 Display Name: Is used to Display a name on the screen of the phone and BLF 

 Voicemail PIN: The PIN is used for when a user accesses the voicemail system from another extension or from 
an outside line.  

 Outgoing Number: Is used as the outbound CLI. Numbers added to the PBX will appear in this drop-down menu. 

 Max. Softphones/Handsets Needed: This setting is used to restrict the number of phones that can be registered 
to an extension. The PBX will automatically update from one device to three when Premium-UC has been 
added. 

 

Forwarding Call Settings 

 Forward to when not Registered: This setting allows the user to specify where calls will be forwarded if the user's 
extension is no longer registered for any reason. Note: If the user is part of a hunt group or agent group, calls 
originating from these groups will not be redirected. 

 Forward to after Timeout: This setting allows users to redirect all calls after there has been no answer for a 
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predefined period. (default is 10 seconds). 

 Forward all Calls to: This setting allows users to redirect all calls to another extension. Only calls that are headed 
directly to the user's extension will be affected by this setting. Note: If a user is part of a hunt group or agent 
group, calls originating from these groups will not be redirected. 

 

Mobile Twinning Settings 

 Mobile Call Confirmation: This setting provides users with an additional option when answering a call from a 
mobile phone. 

o Not Required: The call will be connected upon answering on the mobile. 

o Press “1” to confirm: If the user presses “1’ the call gets connected to the mobile. Until then, the 
caller will continue to hear the ring back tone.  

 When call received on Extension: This setting determines how long the system will wait until it starts to ring the 
mobile simultaneously. You can turn this off if it's not required 

 When calling an Extension in a Group: When a call hits a hunt group, the PBX can include the mobile phone in 
the group call. 

 

Voicemail Settings 

 Voicemail: From this setting, users can enable or disable their voice mailbox. If it is disabled, callers will not be 
able to leave messages and the user will be unable to use the mailbox functions. 

 Send Email on new Voicemail:  

o No: No email will be sent. This option should be used when the user prefers to use only the phone 
to receive voicemail messages. 

o Yes without Attachment: Email notifications will be sent to the user for every voicemail that is 
received. The user will see the name and number of the caller and the date and time that the 
call arrived. To retrieve the voicemail itself, the user will need to call into the voicemail. 

o Yes with Attachment: The user's actual voicemails will be attached to the email notifications. 

 After sending a message: This setting allows users to decide what to do with a voicemail message after it has 
been emailed to them: 

o Keep: The message will remain in the user's mailbox as a new message. This option has the 
potential issue of eventually overfilling the voice mailbox. Note: Maximum number of voicemails 
is 20, maximum voicemail duration is unlimited.  

o Mark as read: The message will remain in the user's mailbox, but the system will drop the oldest 
message to make room for new messages if the mailbox becomes full. Note: The disadvantage 
of this mode is that the message waiting indicator will not alert the user of new messages.  

o Delete: The message will be deleted after the email has been sent. This keeps the mailbox clean, 
but because the system does not store voicemail messages permanently, the user will need to 
listen to the messages from the email client. 

 Send E-mail on Missed Calls: When this setting has been turned on, the PBX will send the user an email for each 
missed call. Note: Calls to a group are not included. 

 Send E-mail when Mailbox is Full: The user will be notified when the mailbox is full, which helps them to not lose 
any voicemails in the near future. 

 

Teaching Mode Settings 

 Permission to Barge into Calls: Call Barge-in allows a third party to barge into an in-process call.  

 Permission to Listen into Calls: Allows for a third party to listen in without being detected. The two parties 
speaking to each other will not be aware of the third party listening into the call.  

 Permission to Whisper into Calls: Also known as Call Teach allows a third party on a line with only one of the 
parties knowing. 

All Permissions must be enabled to perform this function.  To use the function, dial the star code followed by the 
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required extension to wish to connect to call to. 

For all Star Codes, please see Article ID: 8350 in KB 

 

Night Mode Settings 

 Enable Night Mode: This feature will enable the extension access to use Night Mode via Star code and BLF 

Call Waiting Settings 

 Enable Call Waiting: This feature can enable or disable the call waiting ability.  

Call Recording Settings 

 Disable Audio Recordings: This feature disables audio recordings against an extension. (refer to page 47) 

 

Fax to Email – Inbound Only 

To provision a Fax2Email service, allocate an extension that will be used for the Fax. 

 Click on the Cog to edit the extension 

 Enter an email address for the delivery of the Fax 
 Select Fax instead of default Phone.   

 
 Click on Accept to save, and now you can see the icon change to show a fax machine instead of handset. 

 Ensure to allocate a DID to extension/fax for incoming services (refer to page 19) 
 Save the whole PBX to activate the settings 



CLOUD PBX TRAINING MANUAL  

 

 

 service@focuscommunications.com.au | www.focuscommunications.com.au | 1800 600 999   Page 10 of 46 

 

 ConnectYou Fax2Email is an Inbound service only.  Outbound faxes are not supported. 

 The Fax2Email is best effort and all transmissions cannot be guaranteed 

 

 

MAC Based Provisioning (Zero Touch) 

To register your handset to an extension, a MAC address is required.  This is a unique sequence of numbers and letters 
assigned to each handset.  The MAC address is normally found on the base of the phone.  It will also be provided to 
you via email, if you purchased the handset from Telcoinabox. 

For first time provisioning, we suggest leaving phone off until all the below steps have been completed and the PBX is 
in a Ready Status.  If phones were connected to power and internet, a simple restart will be needed. 

1. Locate to required extension, click on the cog to open the settings window 

 
2. In the MAC Address Field, enter the MAC address, with no spaces or dots 
3. Click on Accept to save to extension, repeat same steps to enter different MAC addresses onto other 

extensions. 
4. Save PBX on Step 4 
5. Ensure PBX is in a Ready Status before connecting phones. 

For security reasons the initial MAC Based Provisioning window will be open for 168 hours (1 Week).  This allows time 
for either yourself or your end client to connect the handset to the internet to pull all the config down.  Once 
handset is registered, the window changes to 5 mins 

 

Troubleshooting MAC Based Provisioning Issue 

If at any stage to handset has a blue screen with a redirector request, then the MAC based provisioning has been 
closed and the handset is unable to pull config. (see pic below) 

 

Go to PBX and follow the below steps: 

1. Locate to extension affected, click on the cog to open the settings window 
2. Remove the MAC address 
3. Click on Accept to save to extension. 
4. Save PBX on Step 4 
5. Ensure PBX is in a Ready Status. 
6. Locate to extension effected, click on the cog to open the settings window 



CLOUD PBX TRAINING MANUAL  

 

 

 service@focuscommunications.com.au | www.focuscommunications.com.au | 1800 600 999   Page 11 of 46 

7. Re-enter the MAC Address Field 
8. Click on Accept to save to extension. 
9. Save PBX on Step 4 
10. Ensure PBX is in a Ready Status. 
11. Restart handset 

 

Zero-Touch Provisioning 

The PBX supports zero-touch provisioning for supported handsets.   

Once the MAC address is added to an extension and the PBX is save on Step 4, the zero-touch provisioning feature 
will your configurations to the nominated phone. 

Once the PBX has completed the zero-touch provisioning, the PBX will be in a Ready Status.  Only once in Ready 
should the handsets be connected to internet or restarted. 

Supported Handsets: 

 Yealink T4, T5 Series and W Dect Series 
 

Extension Handset Registration 

The Handset Registration Status can be seen on the PBX Layout on Step 3. 

This powerful feature will enable you to see when a handset is registered or not registered.  You will also be able to 
see the: 

 Yealink Model 

 Firmware Version 

 Registration Uptime 

 

Registered State  

The Status of your phone’s registration is indicated by the green tick or red tick on the left side of the extension icon. 

When registered handset is detected you can hover your mouse over the required extension, while looking at the top 
right side of PBX layout, just above the Special Features section (see below) 

When no registration is detected this is indicated by a Red Cross. 
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Special Features 
 UC: Premium-UC app will enable the extension to use the Premium-UC smartphone app and/or Desktop c 

client to access calls (see page 35 for more info) 

 Conference Rooms: Is a meet-me conferencing service to bridge participants together.  

 Park Orbit: Is a virtual holding place where calls can be parked while the caller is being located. Once a call 
has been parked, on a park orbit, it can be retrieved by other users, which is different to a call being placed 
on hold.  

 Paging: PBX users can broadcast announcements to recipients without the need to answering the phone. 

 Agent Group: A simple Call Queue Feature (see page 27 for more info) 

 

 

 Add UC 

This feature will enable the extension to use the 
Premium-UC app/software to access calls instant 
messaging and BLF while out of office or without 
needing a physical handset. (refer to page 35) 

 

 Add Conference  

Enter a name for the conference server. Once 
created you can view and modify It in the "special 
features" list of the PBX. 
 

 Advanced Features - This setting determines what is 
played when the participant enters and exits the 
conference 

 

 Add Paging  

This Is used to add a Paging Group to the PBX. The 
Paging Group will be created which you can see in 
the "special features" list of the PBX.  
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 Add Park Orbit  

Enter a name for Park Orbit. In Park Orbit Reminder 
it will serve as a reminder to the user that a call is 
still waiting and will call back the extension that 
parked the call if no one has picked up the call. 
Once created you can view and modify It in the 
"special features" list of the PBX. 

 

 Example 
1 x conference server on EXT 110 
1 x park orbit on EXT 130 
1 x Paging on EXT 120 
1 x Agent Group on EXT 140 

Click on the settings cog  to change  
details on any special feature. 

  

 Add Agent Groups 

Agent Groups or Automatic Call Distribution (ACD) 
is a system that routes incoming calls to a specific 
group of agents. Before connecting a call to an 
agent, callers are placed in a queue, which allows 
agents to handle incoming calls without losing 
other waiting calls to busy signals or unanswered 
phones. Once created you can view and modify 
It in the "special features" list of the PBX. (refer to 
page 27) 
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Managing A Call Flow 
The call flow manages the routing of the traffic of an assigned DID, call flows can be made up of the following types 
of routing. 

 

 Direct to extension: nominate one extension to 
receive calls from this DID. Repeat for each 
extension. Each extension must have one DID 
assigned if they want to receive direct calls 

 

 Direct to hunt group: Automatically process 
incoming calls received by a single phone number 
by distributing them among a group of users.  

 

 Direct to conference: set up this DID as a 
conference number to issue to parties attending 
the conference. Parties can attend by dialing 110 
on the PBX handset or this DID from outside the PBX. 

 

 Direct to Auto Attendant: Set a DID to land on an 
Auto Attendant. 
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 Direct to Agent Group: Set a DID to land on an 
Agent Group 

 

 Afterhours Services Flag: When enabled, the call 
flow will accept calls during the hours defined in 
Step 1 Example shown is a Direct to Hunt Group with 
After Hours Enabled redirecting to an external 
number. 

 

 Direct to Fax 2 Email: nominate one extension to 
receive faxes to this DID. Repeat for each fax 
extension. Each fax extension must have one DID 
assigned if they want to receive direct faxes 
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To define a new callflow click on an available DID and select the destination type: 

 New call flow layout: choose a new hunt group or auto attendant. 

 Existing Entry Point: add this DID to an existing extension, hunt group, agent group, conference or auto 
attendant that is already established on screen. 

 Direct to extension: nominate one extension to receive calls from this DID. Repeat for each extension. Each 
extension must have one DID assigned.  

 Direct to conference: set up this DID as a conference number to issue to parties attending the conference. 
Parties can attend by dialing 110 on the PBX handset or this DID from outside the PBX. 

 Remove Call flow: Is used to remove an existing call flow from a DID 

 Direct to Agent Group: Automatically process incoming calls received by a single phone number by distributing 
them to a group of agents. 

 

 

 

Depending on your destination type the Callflow 
will provide different routing options. 
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Configuring A Call Flow 

Hunt Groups 

Automatically processes incoming calls to a group of extension numbers that are embedded in a single virtual 
extension. Incoming calls are cycled through the extensions until the call is connected. 

 

 Simply drag and drop single extensions with your mouse to the 
required place in the hunt group diagram. 

 Double click on GROUP – 201: Sales for additional hunt group settings. 

 The hunt group can have 1 to 3 stages for the call. 

 Final Stage can go to a Mailbox of an Extension, Extension, Hunt 
Group, External Number, Agent Group or Auto Attendant 

 Enable After hours divert to go to an Extension, Mailbox of an 
Extension, Hunt Group, External Number, Agent Group or Auto 
Attendant. After hours required to use Night Mode. 

 Click on the "X" to remove extensions from the hunt group. 

  

 Group Name: This field allows you to create an alias so that you can 
quickly identify the Account among other Accounts in [Insert SP name] 
CLOUD PBX 

 Show as Caller ID: This setting allows you to set the display name that hunt 
group members will see when someone is calling. 

o Calling-Party: it just displays the calling party like on a regular 
incoming call. This is the default setting for the display. 

o Group Name: The PBX will put the name of the group into the 
display of the phone 

o Group name (Calling Party): The PBX will use the name of the 
group in the front with display name of the calling party in 
brackets behind it. 

o Group name (Calling Number): This is similar to the previous 
mode, but the PBX puts the username into the brackets. 

o Calling-Party (CMC): In this mode, the PBX puts the client 
matter code (CMC) into brackets in the display name, if 
present in the address book. 

 Stages: The extension numbers that are part of a hunt group can be arranged into groups known as stages. 
Each stage is configured to ring for a specified period before the system begins ringing the next stage. To 
continue ringing the same extension throughout all stages, include that extension in each ring stage. The hunt 
group supports three stages and a final stage. Each stage can be configured to ring for a different number of 
seconds,  

 Final Stage goes to: Can be used when none of the extensions picks up the call. You can select from Mailbox, 
Extension, Hunt Group, External Number, Auto Attendant, Agent Group 

 Enable After Hours Divert: Allows you to re-direct calls outside of the business hours to an internal or external 
number. 
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Auto Attendants 

Serves as an automated receptionist that answers the phone and provides a personalised message to callers. Callers 
press the number that corresponds with their selection and are directed accordingly. 

 

 

 Double click here for auto 
attendant settings. 

 Each input for the auto 
attendant is a basic hunt group 
set up. Refer to hunt group guide 
and examples to configure.  
Double the Group number for 
Hunt Group settings 

 

The below details each field and its purpose. 

 Name: This field allows you to create an alias so that 
you can quickly identify the Account among other 
Accounts. 

 Hangup Timeout: The auto attendant will terminate 
a call after a specified number of seconds if the user 
does not enter anything. 

 Direct Destinations: Once the direct destination links 
have been established, the system will call the 
destination number whenever a caller enters the 
number that is associated with it. In the sample 
shown above, when the caller presses 1, the call will 
be connected to Group 1, or if the caller presses, the 
call will be connected to Group 2 or if the caller 
presses 3, the call will be connected to extension 
400. 

 Prompt: The Auto Attendant has a default IVR 
system. When directing inbound calls to specified 
Groups or Extensions it will play a pre-recorded 
announcement before an input has been pressed. 
You will only use this when you do not upload a 
personalised IVR/welcome message.  

 Gap (sec): This setting determines the number of 
seconds that will elapse between the different audio 
options: e.g., "For sales, press 1" (3 seconds), "For 
accounting, press 2" (3 seconds), etc 

 Welcome Message: You can upload your personalised welcome message/IVR. (wav, 8Khz, 16bit mono files 
ONLY max size 5MB) 

 Enable After Hours Divert: Allows you to re-direct calls outside of the business hours to an internal or external 
number. 

Agent Groups 
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Agent Groups or Automatic Call Distribution (ACD) is a system that routes incoming calls to a specific group of agents. 
Before connecting a call to an agent, callers are placed in a queue, which allows agents to handle incoming calls 
without losing other waiting calls to busy signals or unanswered phones. While callers are waiting they hear music and 
pre-recorded announcements.  

1. Access your PBX instance 

2. Click on Add Agent Group 

3. In the Agent Group Name field, enter a Name for the Agent Group. This field allows you to create an alias so 
that you can quickly identify the Account among other Accounts. 

Agents Tab 

Use this screen to add the list of agents who may join this Agent Group. 

 To assign Agents, drag and drop their extensions from the Agents to Add column to the Agents in Agent Group 
column.  

 Once an Agent is added to the Agent Group, they have the ability to log in and out via star codes. For more 
info, see Article ID: 8350 in KB 
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Agent Group Settings Tab 

This screen is used for configuring most of the behavioral feature for the agent group 

 Number displayed for outbound calls: This is used when an extension logs into an Agent Group.  

Note: It will replace the outbound CLI for any extension logged into Agent Group 

 

 Agent recovery time (s): Use this setting to ensure that an agent has adequate time to recover from the 
previous call before taking another call. In busy call centers, 2 seconds might be an appropriate setting. 
However, agents who are required to record notes about the call will need a longer value. In these cases, 60 
seconds might be more appropriate. The recovery time also allows an agent to log out of the agent group.  

 

 Maximum ring back time in call queue: The system will redirect the call to the destination selected in the “Send 
other calls to”. The destination can be either an internal number (e.g., a hunt group) or an external number 
(e.g., a mobile phone or home number). If you redirect the call to the same Agent Group, the call will be put 
back at the front of the queue and be scheduled as the next call to ring agents. 

 

 Maximum wait time in call queue: Allows you to establish timeout settings that will determine the length of time 
a call is kept in a queue. If a caller has waited a while in the queue, this will immediately redirect the call to 
another destination selected in the “Send other calls to”. Note: The caller is classified as "waiting" when all 
agents are busy with other customers and the new caller is waiting for a free agent.  

 

 Send other calls to: This option will immediately re-direct the call to another destination if the caller has 
exceeded the maximum wait time in the queue. The options for other destinations are:  

o Voicemail 
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o Extension 
o External Number 
o Hunt Group 
o Agent Group 
o Auto Attendant 

 
 Maximum callers waiting in queue: Set a limit of active calls waiting in the agent group. Limits available are 1 

through to 9 calls or Unlimited. 

 

 After the maximum calls is reached: This setting determines what the Agent Group will do when the 
maximum calls have been reached. The options are:  

o Keep queueing 
o Reject with busy 
o Reject with audio message 

 
 From-Header: This setting allows agents to see who the call is coming from. By default, the name of the 

calling party is displayed, but the system can be configured to display the name of the queue (see From 
Header in Groups), either by itself or with the calling party. When both are shown, the system puts the caller-
ID in brackets after the display name. This mode requires that the phone have enough space to display a 
long number. When using this mode, choose a short group name so that it requires less space. 

 
 Queue position announcement: This announcement will let callers know their position in the queue. The 

options available are:  
o Never 
o Announce queue position 
o Periodically  

 
 Announce estimated waiting time: This announcement will provide callers with an estimated waiting time.   

 
 Play periodic announcements: From the dropdown list, select the duration the PBX should wait between 

playing each announcement. 

Note: This option refers to “Periodic announcements” in the Music and Announcements tab 

 
 When all agents are unregistered, send calls to: This option enables you to set a failover/unreachable 

destination for the agent group in the event of a power outage, the internet is down, etc. The options are: 
o Voicemail 
o Extension 
o External Number 
o Hunt Group 
o Agent Group 
o Auto Attendant 

 
 When all agents are logged out, send call to: If there is a call to the agent group when call agents are 

logged out, you can re-direct the call to one of the following destinations:  
o Voicemail 
o Extension 
o External Number 
o Hunt Group 
o Agent Group 
o Auto Attendant 

 
 Ringback tone: 

o Regular ringback tone when agent rings: The caller will hear the agent ringing. 
o No ringback tone, continue playing music: Instead of hearing a ringback tone, the caller will hear 

music. If an agent is no longer at his desk but has not logged out of the agent group, the caller will 
hear music on hold instead of ringback. 
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 Background Music: This setting enables you to continue playing the music on hold while playing the periodic 
announcements and Initial Greetings to the Agent Group 

o Mute Completely 
o Mute to 10% 
o Mute to 20% 
o Mute to 50% 
o Don’t Mute 

 
 Send daily CDR report to: The system sends daily CDR reports to the email addresses listed in this field. Use 

semicolons between multiple email addresses, since email addresses may contain spaces (e.g., Fred 
Feuerstein <ff@domain.com>; Carl Clements <cc@domain.com>). (refer to page 52 for detailed info) 

 

Agent Selection Algorithm Tab 

 Agent selection algorithm:  This feature allows you to establish the method that will be used by the PBX when 
connecting a caller to the agent. The following options available are: 

o Simultaneous: All Agents in group will ring simultaneously. 

 If Simultaneous is selected, ensure Insert newly logged in agents and Ring stage duration 
(sec) are set to default 

o Last to pick Up call first: This algorithm is intended to balance active call time amongst all the 
agents. The queue keeps a list of the agents and moves an agent to the end of the list when an 
agent connects to a call. This ensures that the agent with the longest idle time is at the front of 
the list. 

o Use preference from the Agent's setting: This algorithm uses the extensions listed in the Agent 
setting. The agent listed first will be tried first. If that agent is busy, then the system will jump to the 
second one and so on. Extension order to be listed in All agents for this ACD (e.g. "41 42 43") field. 

 

 All agents for this ACD (e.g. "41 42 43"): If the algorithm for the ACD was set to "Use preference from the Agent's 
setting" then the system will add the additional agents from below ("After hearing ringback for (X) seconds", 
escalation) and use the resulting list as the preference to find the next agent from the front of the list to the 
back.  

 

 Insert newly logged in agents: Depending on your selection, newly logged in agents will be positioned first or 
last in the queue. (Select default for Simultaneous Ring) 

 

 Ring stage duration (secs): At regular intervals, the system checks agent availability and determines whether 
the next caller should be pulled out of the waiting state. The ring stage duration setting establishes this interval. 
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For larger queues, shorter intervals are recommended, as it is quicker to get callers out of the queue and into 
a ringback state. The default value for this setting is 5 seconds. (Select default for Simultaneous Ring) 

 

 

Music and Announcements Tab  

This section allows you to upload Music on Hold, Initial Greeting and up to 5 Periodic Announcements 

Note: Please ensure audio files format are. Wav 16 bit, 8Khz Mono and Max 5MB in size   

 

 

 

 Music on hold tracks: This option allows you to 
upload personalised music on hold message that 
plays to callers waiting in the queue. You can 
upload up to five music on hold tracks which 
provides you with a selection to play one as default. 

Note: Active music on hold track is highlighted in 
blue 
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 Initial greeting: This option allows you to upload a 

single personalised initial greeting that plays to 
callers waiting in the queue. 

Note: Incoming call will only ring through to 
agents once the Initial Greeting has completed 
playing. 

 

 

 Periodic announcements: This option allows you to 
upload up to five periodic messages that will play 
to callers waiting in the queue. All five 
announcements are chained and playback to the 
caller one after another.  

Note: Please ensure audio files format are wav, 
8Khz, 16bit mono files ONLY max size 5MB 

 

 

Availability Times Tab             

This screen allows you to set flexible methods for treating callers who call the agent group. These options include: 
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 Use domain settings: This option will refer to use 
the business hours set in “Step 2: Basic 
Configuration” of the PBX  

 

 Always: This option will act as every day all day 
and will not re-direct calls. 

 

 Use custom settings: Create a new business 
hours and holiday dates schedule for the agent 
group.   

 

                                 

Send Calls Outside This Time to:  Allows you to re-direct calls outside of the business hours to an internal or external 
number. 

 

Holiday Dates (Custom Setting Only) 

To specify the days on which you do not want the normal schedule to be activated, such as a holiday or any other 
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day, use the holiday field: 

 To specify one day, use the MM/DD format (e.g., 25/12 for 25th December).  You can enter a description for 
each holiday. 

 Click Add to add to list, click on the X to remove 

 To enter a date range, example Christmas break, the dates can be selected by selecting the first and the last 
date 

 

 Enter a description and press Add 

 

 All your saved date will appear on the right side of window 

 

On those days, the system will use the settings of the holiday field instead of the field for the specific day. This makes it 
possible to define reduced working hours on holidays  

 

Once all configurations are in make, please select save 

The Agent Group(s) will be created which you can see in the layout of your PBX instance or under “Special Features” 
where you can enter each agent group for any modifications. 

UC Desktop and Mobile App 
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This feature will enable the extension to use the Premium-UC app/software to access calls instant messaging and BLF 
while out of office or without needing a physical handset. 

Please note: This feature incurs an additional monthly access fee. 

 

Adding UC to an Extension 

Locate and select the extension required and click the  COG to edit. 

 UC License Provisioning E-Mail: Enter a unique email address that will be used for license.  This email address 
will be used for an email setup confirmation with the username and how to download the app/software. 

Configuring UC Feature 

On Step 3 – PBX Layout of your Domain, an Add UC button will be in the Special feature section on the top right side 
of screen  

 

Once you select the Add UC button, the below screen will pop up 

Add Mobility Tab 

This will show which agents have UC Licensing and the agents without it. 

To enable a license to an agent, select the agent required in the Agents without UC licensing column and drag to 
the Agents with UC licensing column. 

 

 

 

 

UC Licensing Tab 
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Tick the license level require per extension, select all if extensions requires access to all.  

 

Administrator Options Tab 

This page will show what licenses are active per extension. 

 

 To reset or reveal the password click the option required. 

 After clicking the Password Reveal Options you will see the below screen.  This is where you locate the password 
assigned to this extension. 

 The password required to log in is the Premium UC Password only  
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• An email will be sent to the email supplied on the extension in the UC License Provisioning E-Mail field. 
• The information included in email is: 

o License Type: Mobile and/or PC 
o Action Preformed: Add or remove 
o Username: Email Supplied 
o Password: For security reasons please contact your service provider for your login password 

• Provides button and links to download the relevant software 

 

History Tab 

Shows the history of all the adds, removes and changes 

Once all information in complete please save to exit. 
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Managing Button Profiles – BLF (Busy Lamp Field) 
In this section, you can create and view/modify Button Profiles. 

Select the Manage Buttons on the bottom left of the PBX Layout 

 

New/Editing Handset Button Profile 

To create a New Button profile, enter a Name and select the model of the handset from the dropdown menu 
 
 Assign the functionality of each button to meet customer’s needs by using the DSS/position keys.  Green keys 

indicate available positions; red indicate used positions 

 Position key number will show when you hover over the edit button (see below) 

 

 Yealink T42 & T46 only have the feature of allowing up to 3 pages of BLF, click on the numbers at the button of the 
window to toggle between pages 

 

 Click Save Button Profile once completed 

 

Ensure to assign the button profile to the extension required and save the PBX to enable to feature to present on the 
handset (refer to Editing an extension on page 15) 

 
New/Editing Expansion Button Profile – T4 Series only 
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Note: The Yealink EXP40 Expansion module button profile is only compatible with the Yealink T4 Series button profile. 

1. To create a new button profile that includes an expansion module, select the appropriate handset from the 
dropdown list first and follow the steps on page 38 to assign the functionality of each button profile 

 
 

2. Create a new profile, selecting the appropriate expansion module from dropdown list, create a profile 
name and follow the steps on page 38 to assign the functionality of each button profile.  

3. Assign the expansion button profile to the appropriate handset by selecting the handset profile name in the 
below picture. Ensure the select a T4 Series button profile 

You can assign multiple 
pages by selecting 
page 1 or 2 
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4. To assign the handset and expansion module to an extension, the expansion profile name needs to be 
selected, as you have already linked the handset profile to the expansion module in steps 3.   

 

5. Save changes 

If the button profile does not update as per the settings, please ensure you have assigned the correct 
handset profile to the appropriate expansion profile 

 

New/Editing Expansion Button Profile – T5 Series only 

Note: The Yealink EXP50 Expansion module button profile is only compatible with the Yealink T5 Series button profile. 
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1. To create a new button profile that includes an expansion module, select the appropriate handset from the 
dropdown list first and follow the steps on page 38 to assign the functionality of each button profile 

 
 

2. Create a new profile, selecting the appropriate expansion module from dropdown list, create a profile 
name and follow the steps on page 38 to assign the functionality of each button profile.  

3. Assign the expansion button profile to the appropriate handset by selecting the handset profile name in the 
below picture. Ensure the select a T5 Series button profile 

You can assign multiple 
pages by selecting 
page 1, 2 or 3 
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4.  To assign the handset and expansion module to an extension, the expansion profile name needs to be 
selected, as you have already linked the handset profile to the expansion module in steps 3.   

 

5. Save changes 

If the button profile does not update as per the settings, please ensure you have assigned the correct handset 
profile to the appropriate expansion profile 
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Button Functionality 

 

 Busy Lamp Field (BLF) 

Assigning an extension/conference is available 
under BLF and will enable the presence to show on 
the selected button, transfers and calling that 
extension/conference directly.  

Will present the Display name from the extension 
(refer to page 17) 

 

 

 Park Orbit 

Assigning the call park feature by selecting to 
required park orbit. (refer to page 23) 

 

 Night Mode 

Assigning Night Mode via the BLF will enable to user 
to force an account into Night Mode. 

Ensure the required account code is assigned and 
that afterhours has been enabled on that account 
(refer to page 50) 

Enable Night Mode needs to be also enabled on the 
extension (refer to page 19) 

 

  Speed Dials 

Once you have assigned a speed dial code to a 
contact in your global address book the contact 
will become available in the drop down in button 
profiles. 

(refer to page 47 to set up Directory) 

Click Save Button Profile once completed 

 

Ensure to assign the button profile to the extension required and save the PBX to enable to feature to present on the 
handset (refer to Editing an extension on page 15) 
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Directory 
In this section, you can a add single name and number or upload a CSV file to the PBX Directory which will display 
across all the extensions. 

The Directory menu is located in the bottom left side of the PBX layout window. 

 

 

 

Directory Speed Dials - * Star Codes 

 

Contacts within your directory that have a star code (*) can be used as a speed dial and will appear on the drop-
down list when allocating speed dials via Button Profiles See page ** 

The 300 range is available to use for Speed Dials star codes without the risk of being allocated to another feature 
within the PBX 

Example: *300, *301, *302 etc. 

Your directory contacts can have 2 numbers listed, but the Speed Dials will only use the number listed on the Number 
Field, not the CellPhone, if you want the speed dial to call the CellPhone add the contact in your global address 
book with the Number empty. 

 

 

 

 

 

All the contacts are available on the handsets via the LDAP Menu.  If your contact has two numbers list against it, it 
will only show you one Name and Number, but once you open it, both numbers are available to dial. (see 
screenshots below) 

 



CLOUD PBX TRAINING MANUAL  

 

 

 service@focuscommunications.com.au | www.focuscommunications.com.au | 1800 600 999   Page 37 of 46 

Screenshots below are from a Yealink T41S 

 

 

 

 

 

 

New Contact 

Allows you to enter a contact one by one. 

Enter the details required in the fields available. 

You can enter: 

 First Name  

 Last Name 

 Number 

 Cellphone 

 Speed Dial 

 

Complete by selecting Submit 

 

 

Example CSV 

You can download an CSV directory template from this field. 

Once directory details are entered, save as an csv file. This file can now be uploaded via the Upload CVS to the PBX 
(ensure to remove the example entry on downloaded sheet). 

 

Upload CSV 

You can bulk upload all your directory contacts by clicking on the Choose File and pressing Upload. 

 

Once uploaded, it will display one contact and which fields the details will be assigned to.  
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Untick the first row has headers and assigned the details manually and press Submit. 

 

 

This will assign all the details according to the fields assigned. 

Press Save to complete the directory setup.  Ensure to save the PBX for directory to be pushed out to the extensions. 

 

Please note: All contacts with the PBX directory will display across all extensions. 
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Music on Hold 
You can upload a custom Music on Hold for the domain PBX via the Music on Hold Button on the bottom left of PBX 
Layout – Step 3 

All auto files must be in the format of – 8hz, 16bit, Mono, Wav, max of 5MB 

1. Click on Music on Hold, a window (below) will open.  Click on the paperclip icon to upload your file. 

 
2. You can repeat this step to upload a max of 5 on hold files.  Only 1 Music on Hold file can be active on the 

PBX at one time.  The active file will be highlighted in blue, any file not active will be grey.  To activate a 
different file, just click once on required file to turn from grey to blue.  Save once files are uplaoded and 
active 
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Night Mode Via BLF – Manage Buttons 
Please refer to page 40 for steps in configuring your button profiles.  Once the Button Profile and created and saved, 
please ensure to complete the below steps to ensure correct setup of the Night Mode feature and access. 

 

 Locate Extension and edit to assign the Button Profile to the handset and extension 

 
 Once Button profile is assigned, open the Advance features and scroll to the button until you find the Enable 

Night Mode feature. 
 

 

 Select Yes, then Accept and Save the whole PBX for settings to be updated. 
 This feature will need to be enabled if the extension wishes to use Night Mode via Star code only as well 

(refer to page 17) 

 

 For Night Mode to work afterhours needs to be configured on the Hunt Group or/and Auto-
Attendant with the destination of where the afterhours call will be routed too. 

 If no Afterhours is configured, Night Mode will not work correctly. 
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Night Mode Via Star Codes 
Night Modes are also available via Star Codes.  The Auto-Attendants and Hunt Groups need to have After Hours 
configured to work correctly. 

All the Star Codes use the account code to enable night mode.  The account code is the internal 3-digit extension 
number used for hunt groups, auto-attendants and other special features. See the picture below for an example of 
account codes. 

 

All the below examples are based on the above picture and account codes outlined in red 

 

The two below star codes will the same for every PBX. 

*9999  Will force the whole PBX into night mode 

*9998 Will enable the Business Hours after hours.  If you have an Agent Group set to its own hours, this 
group won’t be affected. 

Night Mode Star Codes will start with 9.  The next 3 numbers you enter will relate to the Auto-attendant or Hunt Group 
account code.  Use the account code to enable after hours on one selected group 

*9101 Will force the Auto-Attendant 101 into after-hours.  

*9201 Will force the Group 201 into after-hours only, while getting the other group and/or auto-attendant 
working as normal.  

Night Mode can be enabled on any Auto-Attendant or Hunt Group by using the *9 and their account code 

 

 For Night Mode to work afterhours needs to be configured on the Hunt Group or/and Auto-
Attendant with the destination of where the afterhours call will be routed too. 

 If no Afterhours is configured, Night Mode will not work correctly. 
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Agent Group – CDR Daily Report 
A daily CDR report is available for agent group on the PBX.  The report is emailed at 12 midnight every day to the 
email address entered in the “send daily CDR report to” in the agent group setting (refer to page 33 for more info). 
 
If PBX have multiple agent groups, this will be the edited for each group. 
 
Below is an example of an Agent Group CDR email report 
 
Sample CDR email report 

This email contains the summary of the operation of queue 140 agent group on 2020/01/07. 
 

Total number of calls: 14 
Calls connected to an agent: 14 
 
  
Total duration spent in IVR: 02:34 
Total duration ringing: 01:42 
Total duration talking: 37:03 
Total duration holding calls: 02:08 
Total duration idle: 04.13 
 
  
Calls where user hung up while ringing: 0 
Calls where user hung up while waiting: 0 
Calls that have been redirected while ringing: 0 
Calls that have been redirected while waiting: 0 
Redirected anonymous calls: 0 
Redirection because of application server: 0 
Calls where callers navigated to other destinations: 0 
Other redirected calls: 0 
  
 
 
 

 
Activity report of agents: 

    Total Average 

Agent Name Availability Calls Duration (Hold) Idle Duration (Hold) Idle 

403 Retail 1  1 6:58  0:13 6:58  0:13 

405 Retail 2  2 5:03  0:43 2:31  0:21 

406 Retail 2  11 25:02:00 2:08 3:17 2:16 0:11 0:17 

 
 

List of calls to the queue: 

From To Time Account IVR Ringing Talking (Hold) Idle 

Incoming Call Main Number 9:06 405 0:11 0:13 0:25  0:24 

Incoming Call Main Number 9:24 405 0:11 0:08 4:38  0:19 

Incoming Call Main Number 9:33 406 0:11 0:05 0:15  0:15 

Incoming Call Main Number 10:16 406 0:11 0:15 2:23  0:26 

Incoming Call Main Number 10:51 406 0:11 0:04 0:27  0:15 

Incoming Call Main Number 11:21 406 0:11 0:06 3:16  0:17 

Incoming Call Main Number 11:27 403 0:11 0:02 6:58  0:13 

Incoming Call Main Number 11:59 406 0:11 0:08 1:19  0:19 

Incoming Call Main Number 12:18 406 0:11 0:07 0:19  0:18 
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Incoming Call Main Number 12:48 406 0:11 0:03 1:58  0:14 

Incoming Call Main Number 13:04 406 0:11 0:07 5:21  0:17 

Incoming Call Main Number 14:21 406 0:11 0:19 1:25  0:29 

Incoming Call Main Number 14:42 406 0:11 0:03 4:52 2:08 0:14 

Incoming Call Main Number 15:24 406 0:11 0:02 3:27  0:13 

 
 
 
 
 
Definitions for reporting fields  

 
Summary 

Total number of calls: Number of calls received for day 

Calls connected to an 
agent: 

Number of calls connected (answered) by agents 

Total duration spent in IVR: 
The duration how long the call was in IVR state before connecting the call. This entry 
is important in ACD calls, where callers are waiting before the call starts ringing. 

Total duration ringing: The duration how long the call was ringing a user. 

Total duration talking: 
The duration how long the call was connected to a user. This is independent from the 
trunk connected time. It also includes the time when the call was on hold. 

Total duration holding 
calls: 

The duration how long the call was on hold in this state. 

Total duration idle: 

The time the agent was idle/free before answering a call i.e. time difference 
between the last answered call and the present answered call.  The idle time is not 
only measured between calls in the same agent group, but the extension and other 
agent groups 

Calls where user hung up 
while ringing: 

Number of calls where user have disconnected/hung up the call while it was ringing 
to the available agents 

Calls where user hung up 
while waiting: 

Number of calls where user have disconnected/hung up the call while on hold on 
the queue 

Calls that have been 
redirected while ringing: 

This is functionality of the Extension when a call can be redirected due to no answer 
or busy etc 

Calls that have been 
redirected while waiting: 

This is functionality of the PBX, if a call is waiting in an agent group you can set a 
default time when the system will redirect to a pre designed destination . 

Redirected anonymous 
calls: 

System can redirect calls if it is coming from an anonymous number 

Redirection because of 
application server: 

At the moment we do not support this as any third-party application functionality is 
not accepted. 

Calls where callers 
navigated to other 
destinations: 

This is functionality is the setting where you can set the agent group to direct the call 
while waiting with a user interaction of pressing 0, 1, 2  

Other redirected calls: 
Calls which does not have setting any for above such as while waiting or while 
ringing.  

 
 

Activity report of agents: 

Agent Extension Number 

Name Extension Name 

Availability 
Availability is the time agents stays in the group. If the agent has not logged off the 
agent group, then it shows blank.  
If it logs off and logs in, then it will display the respective time 

Calls Total number of call per agent 
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Duration Total duration of all calls per agent 

(Hold) The duration how long the call was on hold in this state. 

Idle 
The time the agent was idle/free before answering a call i.e. time difference 
between the last answered call and the present answered call. 

 
 

List of calls to the queue: 

From 
The originator of the call. The format is according to the SIP standard with an optional 
display name and a SIP URI. The real destination may be different. This field shows 
what the original call headers were when the call was set up. 

To The destination of the call. The format is the same like the From header. 

Time A timestamp when that call leg was started. 

Account The extension that accepted the call 

IVR 
The duration how long the call was in IVR state before connecting the call. This entry 
is important in ACD calls, where callers are waiting before the call starts ringing. 

Ringing The duration how long the call was ringing a user. 

Talking 
The duration how long the call was connected to a user. This is independent from the 
trunk connected time. It also includes the time when the call was on hold. 

(Hold) The duration how long the call was on hold in this state. 

Idle 
The time the agent was idle/free before answering a call i.e. time difference 
between the last answered call and the present answered call. 
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PBX Step 4 - Summary 

Here you view the summary of the PBX; you can also set Holiday Dates which provides you with flexible methods for 
handling calls on Holidays.   
 

 

Holiday Dates:  

To specify the days on which you do not want the normal schedule to be activated, such as a holiday or any other 
day, use the holiday field: 

 To specify one day, use the MM/DD format (e.g., 25/12 for 25th December).  You can enter a description for 
each holiday. 

 

 Click Add to add to list, click on the X to remove 

 

 

 To enter a date range, example Christmas break, the dates can be selected by selecting the first and the last 
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date 

 

 Enter a description and press Add 

 

 All your saved date will appear on the right side of window 

 

On those days, the system will use the settings of the holiday field instead of the field for the specific day. This makes it 
possible to define reduced working hours on holidays  

 

If you're satisfied with your configurations click Accept & Save All to save your Instance. 

 


