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�Introduction

The VirtualPBX, is a toll-free (i.e., 800, 877, or 888) service that provides advanced PBX (Private Branch eXchange) services to clients using no client installed equipment.

Typically, a PBX is installed at a client’s office.  Physically connected to the PBX are the extensions on every employee’s desk.  The PBX provides a switching service that allows a few number of outside phone lines to be dynamically routed to many inside phone extensions as needed.  This allows all of the extensions to share outside phone lines and reduce the cost of phone services to the company.  A typical example might be a company that had 10 outside phone lines, and 100 employees using them.

The VirtualPBX provides a similar switching capability, but with a major difference.  There are no fixed extensions.  That is, there are no extensions that are physically connected from the employee’s desk to the PBX.  Instead, the VirtualPBX uses database technology and advanced call routing features to define virtual extensions attached to the PBX.  A virtual extension is owned by an employee of a company using the VirtualPBX service.  Each virtual extension stores contact phone, fax, and pager numbers defined by the extension owner, and uses them to route a caller to an extension..  When someone calls the company’s toll-free number, and requests a transfer to a particular virtual extension, the VirtualPBX, looks the extension up in the database, makes an outbound call on a free line to the phone number the extension owner has designated as the contact phone number, and if the call is connected, routes the inbound caller to the outbound extension.

Each company that uses the VirtualPBX service gets their own separate VirtualPBX with their own toll-free number, extensions, options, music-on-hold, ACD (Automatic Call Distribution) queues, etc.

Features

The VirtualPBX offers all of the features that a standard PBX offers and some new features that they don’t including:



Integrated store-and-forward voice and fax mail

New message paging

Support for standard pagers, and combination cell-phone/pagers

Pages include extension that received mail and code for voice (“001”) or fax (“002”) messages

Deleted message recovery

Voice and fax message forwarding with voice annotation

(new) Automatically forward mail from one extension to the operator or another extension

Distribution groups and voice message broadcasting

Unlimited private group distribution lists for each extension

Broadcast messages to voice mailboxes and to actual extensions

Time-of-delivery message status for each extension in group

Time-of-receipt message status for each extension in group

Originating caller ANI (Automatic Number Identification) included with each voice or fax message

Automatic call back of message sender

Append to messages upon creation

Fast forward/rewind of messages upon review

(new) Automatic transmission of faxes to default fax contact number

(new) Unique message ID codes transmitted with fax mail, and recorded in calls logs for all voice and fax messages

(new) Route faxes to extensions using VirtualDID routing when faxing from a specific number (ANI)

Automated Call Distribution (ACD) Virtual Call Centers In Each VirtualPBX

ACD operator dynamically defined for each queue

ACD extension login and logout

Custom music-on-hold or information message-on-hold for each queue

Eight separate ACD queues for each client VirtualPBX

Route callers to ACD queues from the auto-attendant menu, directly upon dialing a toll-free number, or (new) using VirtualDID when calling from a specific number (ANI)

(new) Route callers to an overflow ACD queue when all agents are busy taking calls in the default queue

Owner extension configuration

Four contact phone numbers, two fax contact numbers, and pager contact number

Extension availability marking

Define US, Canadian, or (new) international contact phone numbers and route callers to extension owners anywhere in the world

Contact phone numbers can be password protected individually to force use of password by extension owner before transferring caller to extension at that number

(new) Mark contact phone numbers as direct connect allowing system to blind transfer callers to outside voice mail or answering services

Optional call screening records caller name or message and plays it to extension owner before effecting call transfer

Enable/disable new message paging

Unlimited private outbound dialing phone directory for each extension

Multi-stage dial-through PBX phone, fax, or pager contact phone numbers allowing contact numbers to dial through auto-attendants, voice menus, etc.

Optional follow-me calling

Toggle between single contact number calling and follow-me calling

Include/exclude contact numbers for follow-me calling

Caller transfer from extension to extension, operator, or ACD queues

Direct input of extension numbers at auto-attendant main menu (restricted extension numbering) or selection of extension input state (unrestricted extension numbering)

Direct transfer or routing of caller to extension voice-mail

Caller can abort call and transfer directly to extension owner’s voice mail

Return to auto-attendant after leaving voice mail for an extension

Directory of all extensions in a company

Callers can transfer calls and send faxes using directory

Extensions can route calls and send voice mail to other extensions using directory

Extensions can define distribution group members using directory

Directory can be disabled for callers while still allowing extension owner use if necessary

Dynamically define operator extensions using any existing extensions in the system

Flexible extension ID numbers from 1..99999

Multiple toll-free numbers can be vectored to the same VirtualPBX

Custom auto-attendant greeting for each company using VirtualPBX service

Custom music-on-hold or information message-on-hold for caller while waiting on call transfers and agents in ACD queues.

Multiple outbound calls can be placed during a single inbound session by extension owner when using the VirtualPBX from a hotel or payphone

(new) Rename extensions, preserving all call routing, VirtualDID call routing, voice & fax mail, private phone directories, group distribution lists, etc.

Company defined system administrator extension(s) dynamically control

Extension outbound connection rights (where extension can receive a call)

Extension outbound dialing rights (where extension can call using outbound dialing)

PBX and ACD queue operators

Blocking/Allowing inbound calls from pay phones

Blocking/Allowing outbound calls to long-distance directory assistance

(new) Blocking/Allowing voice and fax mail to an extension

(new) VirtualDID call routing

Music Jukebox allows system administrator to select separate music-on-hold for the PBX and ACD queues from classical, country, easy listening, folk, jazz, rhythm & blues, and rock categories.

(new) VirtualDID (Direct Inward Dial) Call Routing

Geographic call routing using the area code or the area code and exchange, or the phone number of the caller to route calls to specific extensions, ACD queues, or fax mail boxes

System Administrator can record descriptions of each VirtualDID route that are then played to the extension owner when answering a VirtualDID routed call.

Block all calls from specific area codes, area codes and exchanges, or particular phone numbers to the VirtualPBX.

Access

Any company using the VirtualPBX service does not need to buy any hardware or install any equipment at their site.  Instead, access to the service is provided to the company through a toll-free number.  VirtualPBX.Com, Inc. can provide a toll-free number, or if the company already has a toll-free number, it can be re-routed to the VirtualPBX.Com switching center to provide the VirtualPBX service on the client’s existing number.

All of the client’s customers call the toll-free number to transfer to any extensions or send faxes to any extensions.  The client’s employees use the same toll-free number to access their voice and fax mail, phone extension settings, and optionally to perform outbound long distance dialing.  A company pays for the service on a per-minute basis, and is given a detailed call log with each month’s bill, including the originating caller’s phone number (ANI), the VirtualPBX phone number (DNIS), the extension phone number used to transfer the call to, and when extensions are making outbound calls, the extension owner’s ANI and the outbound number dialed.  The duration and cost of each call is included in the bill.  If requested, electronic bills can be sent to the companies for internal use in addition to printed bills

Operation

The functional operation of the VirtualPBX system can be broken down into three categories, inbound calling, extension owner access, and system administrator access.  All calls, with the exception of calls routed using VirtualDID (Direct Inward Dialing) or calls vectored directly to ACD queues, start with the auto-attendant playing the company greeting and awaiting caller input.  The caller selects the extension owner access or system administrator access states by pressing the login alert key, i.e., the pound key, “#”, and logging in.  If the caller does not press the “#” key, then the call is handled using the inbound caller state.

Inbound Caller Operation

The inbound caller state is the normal way that calls to the client are handled.  When a caller reaches the VirtualPBX, they are greeted with the company specific auto-attendant menu and asked to make their selection.

Auto-Attendant Push Button Function Mapping

The following list shows all of the available auto-attendant functions of the VirtualPBX:

Transfer to operator

Transfer to known extension

Transfer to company directory

Send a fax to an extension

Transfer to any individual ACD queue between 1..8

Login as an extension owner (always mapped to "#" push button)

Cancel and end call (always mapped to "*" push button)

There are 12 push buttons on a US touch-tone telephone, i.e., 0..9,#, and *.  The star key "*" is always mapped to the cancel and end call function.  The pound "#" key is always mapped to the extension login function.  This leaves 10 options that can be invoked at the auto-attendant main menu.

The VirtualPBX can be created with any push button digit invoking any of the functions listed above.  As an example, the VirtualPBX.Com auto-attendant main menu is shown in the table below:



Touch-Tone Digit�Menu Selection��0�Transfer to operator extension��1�Transfer to Sales (ACD queue #1)��2�Transfer to Support (ACD queue #2)��4�Transfer to extension using company directory��5�Send a fax to an extension��#�Extension owner login��*�Cancel and end call��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC \r 1 �1� Example Auto-Attendant Menu

The auto-attendant menu and greeting for VirtualPBX.Com, Inc. states:

“Thank you for calling VirtualPBX.Com.  If you know the extension you wish to be connected with, please enter it now.  To be connected with Sales, press 1.  To be connected with support, press 2.  To select an extension using our company directory, press 4.  To send a fax to an extension, press 5.  To speak with the operator, press 0.”

Note that the login option, “#”, in � REF _Ref409316670 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu� is not actually spoken to the caller.  It is a hidden option for the extension owners in the system to use to access the extension owner and system administrator states.  Using the hidden menu option allows the extension owners to use the same toll-free number as any other caller to the company's VirtualPBX.

A company specifies which push buttons invoke what options at the time the VirtualPBX is created for the company.  VirtualPBX.Com can change the auto-attendant options at any time after the initial set-up merely by setting some options, and re-recording the auto-attendant greeting.

Transfer To Operator

If the caller selects to transfer to the operator, i.e., option “0” from � REF _Ref409316670 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu�, the VirtualPBX looks up the operator defined extension and then performs outbound dialing to get the operator extension online.  If the extension owner does not answer, it transfers the caller to the operator extension’s voice mail to allow the caller to leave a message.

Whenever the system transfers the caller to an extension designated as an operator, it plays a series of two 1000 Hz beeps (of approximately 200 m/sec duration each) to the extension owner prior to connecting the caller to the extension.  This is to notify the extension owner that the call is now routed and that the caller selected the transfer to operator option from the main menu.

Transfer To Extension

The VirtualPBX can be set-up to use two different numbering schemes for extensions in the system, restricted and unrestricted.

If the caller knows the extension that they want to transfer to, they can enter it directly (using restricted extension numbering), or select the "transfer to known extension" option at the auto-attendant menu (using unrestricted extension numbering), and then enter the extension.

If the caller does not know the extension number, but knows the extension owner’s name, they can select the "transfer to extension using company directory", i.e., option “4” at � REF _Ref409316854 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu� and then enter the caller’s name (up to 5 digits), to select which extension to route the call to.

Restricted Extension Numbering (Default)

Restricted extensions all start with the same first digit, and that digit may not appear as a menu option on the auto-attendant menu.  When restricted extension numbering is used, there is no “transfer to known extension option” on the auto-attendant menu.  Instead, the caller can directly enter the extension to be transferred to at the start of the auto-attendant greeting.  This is the normal mode of the system and the one that most callers are familiar with.

Unrestricted Extension Numbering (Optional)

As an alternative, unrestricted extensions can be defined using any number between 1..99999, but the system must be defined with  a “transfer to known extension” option on the auto-attendant main menu, and the caller must select the “transfer to known extension” option at the auto-attendant greeting.

Transfer To Known Extension

A caller may directly enter a known extension (using restricted extension numbering) or select the "transfer to known extension" (using unrestricted extension numbering) and enter the extension.  Once the caller has entered the extension, the system plays an information message:

“Please hold while your call is transferred.  Press * at any time to transfer directly to voice mail”

and the VirtualPBX plays the music-on-hold specified for the VirtualPBX.  At any time during the call transfer, the caller can abort the transfer and go directly to the extension's voice mail box.

If the extension is already allocated to a call, the caller is transferred directly to the extension's voice-mail.  If not, the VirtualPBX tries one of two methods to get the extension online.

If follow-me calling is disabled, the VirtualPBX dials the default contact phone number.  If the extension does not answer, or if the extension answers, but the extension owner does not accept the call, the caller is routed to the extension's voice mail and allowed to leave a message.

If the extension owner has enabled follow-me calling (see section � REF _Ref419521366 \n �2.2.3.2.4�, � REF _Ref419521366 \* MERGEFORMAT ��Edit Follow-Me Calling�), the VirtualPBX tries to get the extension online by first calling the default contact phone number.  If the extension does not answer, or if it is answered, but the call is not accepted, then the VirtualPBX tries each of the other contact phone numbers (except those marked excluded) in turn until it gets the extension owner online.

Extension Answer

If the extension answers, the VirtualPBX plays the client company name, the extension owner's name, the phone number the call is coming from, and plays � REF _Ref409317178 \* MERGEFORMAT �Table 2-2 Verify Transfer Menu�.  As an example, if the company is "ACME", the extension owner is "John Smith", and the call is coming from (415) 555-1212, the system would play the following transfer verification prompt:

"ACME call for John Smith from (415) 555-1212.  To accept this call, press pound.  To send the caller to voice-mail, press star."



Touch-Tone Digit�Menu Selection��#�Accept call transfer to extension��*�Send caller to extension's voice mail��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �2� Verify Transfer Menu

Extension Answer With Password-Required-On-Connect

If the extension owner has specified that a password is required before connecting the call at this contact number (see section � REF _Ref419618248 \n �2.2.3.2.5�, � REF _Ref419618246 \* MERGEFORMAT �Password Required On Connect�), the VirtualPBX plays the client company name, and the extension owner's name, and plays � REF _Ref409317489 \* MERGEFORMAT �Table 2-3 Password Verify Transfer Menu�.  Using the same example above, the system would play the following transfer verification prompt:

"ACME call for John Smith from (415) 555-1212.  To accept this call, enter your password, followed by the pound key.  To send this caller to voice mail, enter your password followed by the star key."



Touch-Tone Digit�Menu Selection��ExtPwd#�Accept call transfer to extension��ExtPwd*�Send caller to extension's voice mail��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �3� Password Verify Transfer Menu

The password-required-for-connect option was implemented to allow the extension owner to receive calls at a common location that might have other people answering the phone.  This insures that a call will never be transferred to anyone except the extension owner in those cases.  An example of the need for this might be the extension owner routing calls to his home, and wanting to insure that his children do not take the call, etc.

Extension Answer With Call Screening

If the extension owner has enabled call screening (see section � REF _Ref419618327 \n �2.2.3.2.3�, � REF _Ref419618342 \* MERGEFORMAT �Call Screening�), the caller is requested to speak their name prior to the VirtualPBX trying to transfer the caller to the extension.  If the �caller spoke "Mary Jones", then the above two menu prompts specified in � REF _Ref409317178 \* MERGEFORMAT �Table 2-2 Verify Transfer Menu�, and � REF _Ref409317489 \* MERGEFORMAT �Table 2-3 Password Verify Transfer Menu� are modified as shown below:

"ACME call for John Smith from Mary Jones from (415) 555-1212.  To accept this call, press pound.  To send the caller to voice-mail, press star."

And:

"ACME call for John Smith from Mary Jones from (415) 555-1212.  To accept this call, enter your password, followed by the pound key.  To send this caller to voice mail, enter your password followed by the star key."

If the extension owner accepts the call, a single 1000 Hz beep tone is played to notify the extension owner that the call is now routed.

Extension Answer With VirtualDID Call Routing

If the call is coming from a defined VirtualDID routing number, and a voice description is associated with the VirtualDID number, then when the extension owner answers the call, the VirtualPBX will speak the voice description in lieu of the actual phone number.

As an example take the case of  the VirtualPBX being used by a company to create a doctor’s answering service.  The system administrator has defined the doctor’s office phone number as a VirtualDID routing number, and has recorded the voice description “Doctor Jone’s office” for the VirtualDID number.  Then at night the Doctor’s office forwards their calls to the VirtualPBX toll-free number.  When a patient calls the doctors office after hours, the call is forwarded to the VirtualPBX which uses the VirtualDID routing instructions to route the caller to an ACD queue or particular extension.

When the extension owner answers the call, the VirtualPBX plays the client company name, the extension owners name, the VirtualDID voice description, and plays � REF _Ref409317178 \* MERGEFORMAT �Table 2-2 Verify Transfer Menu�.  If the answering service company is "ACME", the extension owner is "John Smith", and the call is coming from Doctor Jones office, the system would play the following transfer verification prompt:

"ACME call for John Smith from Doctor Jone’s office.  To accept this call, press pound.  To send the caller to voice-mail, press star."

Extension Refusal And Route To Voice Mail

If the extension owner presses the "*" key instead of the pound "#" key, the caller is routed directly to voice mail.  When follow-me calling is enabled, this insures that the system does not try to connect to the extension at any of the remaining contact phone numbers.  The caller cannot tell whether the extension owner has answered or not, because the caller is never routed to the extension until the extension owner has accepted the call.

Voice Mail Never Left With Private Services Or Machines

The use of a push button digit to command the system to transfer the call to the extension performs one other very important task.  It insures that the VirtualPBX will never erroneously transfer a call to an answering machine or a private voice mail service running at the local phone number the system dialed to try and transfer the call.  All callers that don't actually connect to an extension, can leave voice mail in the VirtualPBX extension mailbox only.  Once they have left mail, they can return to the auto-attendant main menu if they stay on the line.

The extension owner can force the VirtualPBX to allow a caller to leave voice mail on an external system by marking the contact phone number as a “direct connect” number.

Blind Transfer To Extension Using Direct Connect Contact Phone Number

If an extension owner marks a contact phone number as a “direct connect” phone number, the VirtualPBX dials the contact phone number, and if it is answered, performs a blind transfer of the caller to the extension without any verification from the extension owner.  There is no call announcement made to the extension owner prior to transferring the call.

The direct connect option allows the extension owner to route calls to external voice mail systems or answering services.  Once transferred to the extension contact phone number in this manner, the caller is unable to return to the VirtualPBX.  If a direct connect contact phone number is part of a follow-me calling phone number list, the follow-me calling is aborted if the direct connect contact number is answered, regardless of whether a live person or voice mail answered the call.

There is one disadvantage when using direct connect contact phone numbers to route callers to external voice mail systems.  Some messages might be left in the VirtualPBX extension mailbox if multiple callers simultaneous call the extension.  This is because the VirtualPBX routes the first caller to the extension, and additional simultaneous callers are routed directly to VirtualPBX voice mail because the extension is already busy.

Transfer To Extension Using Company Directory

If  a caller selects "transfer to extension using company directory", i.e., option “4” from � REF _Ref409318010 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu� signifying that they want to use the company directory to route the call, the VirtualPBX requests that the caller input between one and five digits of the extension owner's name.

When the VirtualPBX is created, the company can specify whether first or last names are used in the company directory.  Once chosen, the VirtualPBX prompts callers to use the correct name when specifying the extension owner, and system administrators to store the correct name when creating new extensions.

After a caller has typed in the partial or whole name of the extension owner, the VirtualPBX then cycles through all of the extensions that match the directory entry in the company.  If the caller enters "#" instead of an extension owner's name, the VirtualPBX will scroll through all extensions in the system.  The VirtualPBX plays each extension owner’s name as recorded by the system administrator or extension owner, and allows the caller to take the following actions:



Touch-Tone Digit�Action Performed��#�Transfer caller to this extension��*�Cancel directory search and return to � REF _Ref409318078 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu���0�Abort playing extension owner's name and skip to next directory entry��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �4� User Directory Selection Menu

If the caller selects “#” to transfer to an extension, the VirtualPBX plays the following message:

“Please hold while your call is transferred to extension number ...”

and repeats the extension number for the caller to allow them to directly transfer to the extension in the future.

Once the caller has selected an extension to be transferred to, the VirtualPBX acts exactly as described in section � REF _Ref419520629 \n �2.1.3.3�, � REF _Ref419520629 \* MERGEFORMAT �Transfer To Known Extension�, above.  That is, the VirtualPBX dials the extension, notifies the extension owner that the call is coming from the VirtualPBX, and routes the caller to the extension, or to voice mail as required.

If the caller does not select any extension after listening to all of the extensions that matched the directory criteria, then the VirtualPBX transfers the caller back to � REF _Ref409318127 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu� where they can try again, or transfer to an operator.

It should be noted that directory searches are not exactly in alphabetical order.  As an example, if the caller only presses one digit for the first letter of the extension owner’s last name,  the two other letters that show up on that DTMF push button will also be included in the directory search.  If the caller was trying to transfer a call to John Smith, and entered only “7” for the “S” in Smith, the directory search would also include all names that started with “P” and “R” because they also use “7” as the first digit in the directory entry.

The caller can enter up to 5 digits of the extension owner’s last name.  The more digits entered, the shorter the matching list of extensions will be in the directory search.

Transfer Directly To Voice-Mail

If the caller tries to transfer to an extension, pressing “*” will abort the call transfer and route the caller directly to the extension's voice mail.

If the VirtualPBX is using unrestricted extension numbering and the caller selects “transfer to known extension” from the auto-attendant menu, and then enters “#” followed by the extension number, the system will transfer the caller directly to the voice mail for the extension.  Transferring directly to voice mail by entering “#” and the extension ID is much faster than using the “*” key to cancel the call transfer after it has started.

Once a caller is transferred to voice mail, the VirtualPBX plays the greeting that the extension owner has recorded for the mailbox, the caller is given instructions on how to record a message, the system plays a beep, and the recording begins.  Voice messages are limited to a maximum of 10 minutes, although the caller can get around this limit by appending additional messages to the original voice message using the edit menu when reviewing the recorded message.

If the caller presses any key during the course of the system playing the recording instructions, the instructions are aborted, and the system immediately plays the beep, and begins recording.

Once the caller has recorded the message, they can press any key to end the recording.  If the caller does not press a key, the system will end the recording after hearing five seconds of silence.

The caller is then given the opportunity to review the recorded message and specify whether to save it or not.  The caller also has the option of appending a further message to the recording.  This is done using the � REF _Ref409251762 \* MERGEFORMAT �Voice Mail Review Recorded Message Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Review recorded message��2�Save message��3�Re-record message��4�Append to the message��*�Cancel, delete message, and return to auto-attendant greeting��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �5� Voice Mail Review Recorded Message Menu

If the caller hangs up immediately after recording the message, the system automatically saves the message even though the caller did not explicit select “Save” from � REF _Ref409318313 \* MERGEFORMAT �Table 2-5 Voice Mail Review Recorded Message Menu�.  In order to guard against zero-length messages where a caller just hangs-up as soon as the recording starts, the system imposes a two second minimum message length on any messages left by a caller that has hung-up.  If the message is longer than two seconds, the message is saved, otherwise it is deleted.  The two second minimum rule is only in effect if the caller hangs-up without commanding the system to save the message through the Review Recorded Message menu.

Once the caller has left a message for the extension, the VirtualPBX returns the caller to the auto-attendant main menu.

Send Fax To Extension

If the caller selects “send a fax to an extension, i.e., option “5” from � REF _Ref409318342 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu�, the caller can send a fax to an extension.  In order to send a fax the caller must be calling from a fax machine.  Once the caller has specified that a fax is going to be sent to an extension, the VirtualPBX provides � REF _Ref409318365 \* MERGEFORMAT �Table 2-6 Fax Extension Selection Mode Menu� to allow the caller to choose how to specify the extension the fax will go to:



Touch-Tone Digit�Menu Selection��1�Directly enter fax extension��2�Use company directory to select fax extension��*�Cancel and return to � REF _Ref409316670 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �6� Fax Extension Selection Mode Menu

It should be noted that there is no distinction between a voice and fax extension.  They are one and the same.

Once the caller chooses what method will be used to select the extension that will receive the fax, the caller then selects the extension directly or using the company directory exactly as described in section � REF _Ref419520629 \n �2.1.3.3�, � REF _Ref419520629 \* MERGEFORMAT �Transfer To Known Extension�, and section � REF _Ref401464740 \n �0�, � REF _Ref401464740 \* MERGEFORMAT �r voice mail answered the call.

There is one disadvantage when using direct connect contact phone numbers to route callers to external voice mail systems.  Some messages might be left in the VirtualPBX extension mailbox if multiple callers simultaneous call the extension.  This is because the VirtualPBX routes the first caller to the extension, and additional simultaneous callers are routed directly to VirtualPBX voice mail because the extension is already busy.

Transfer To Extension Using Company Directory�, above.

Once the extension has been selected, the VirtualPBX plays a message requesting the caller to press start on the fax machine to send the fax.  When the fax has completed the transmission, the VirtualPBX plays a success or failure message telling the caller the result of the fax and then ends the call.

Routing Faxes To Extensions With Computer Fax Modems

Although the system is designed to allow a caller to call in from a fax machine and then send a fax to an extension, this is not the only way that a fax can be received by an extension.

If the caller has a computer fax/modem that is being used to send the fax, it must dial the toll-free number of the VirtualPBX, wait until it has answered, and then send the DTMF digits necessary to route the fax to the extension, i.e., “5” followed by “1” followed by the extension ID.  Some fax software allows the caller to call a number, wait-for-answer, and then dial more digits.

For software that does not, the use of the pause character in the outbound fax dial string can be used to achieve the same result.  As an example, if the caller wanted to send a fax to extension 1000 at toll-free number 1.888.123.4567 using WinFax Pro which does not support the wait-for-answer feature, the following dial string could be defined

“18881234567,,,,,,,,,,3,1,1000”

Each comma in the dial string forces WinFax Pro to pause for 0.5 seconds.  So the 10 commas used after dialing the toll-free number would command WinFax Pro to wait for 5.0 seconds before dialing the remaining digits.

The length of the pause used in the dial string is dependent on the public telephone network usage and is beyond the control of AQS.  It seems reasonable that a minimum of 5 seconds is necessary, although this might need to be raised to 10 seconds in order to insure that the VirtualPBX had answered the call prior to sending the fax extension routing digits.

Routing Faxes To Extensions Using VirtualDID

Faxes can be routed to extensions based upon what phone number the fax call came from using VirtualDID (Direct Inward Dialing) routing.  The system administrator can define a VirtualDID routing phone number.  Whenever a call comes from that phone number, the VirtualPBX will route the call to the specified fax mail box defined with the VirtualDID routing phone number.

This feature is typically used in the following manner.  An extension owner obtains a local phone number that forwards all calls to the VirtualPBX.  The extension owner then publishes that local phone number as his fax number.  Whenever a caller sends a fax to the extension owner at that local number, the call is forwarded to the VirtualPBX which recognizes that the call is coming from a VirtualDID routing number and routes the call to the correct extension fax mail box.

See the description about VirtualDID call routing in section � REF _Ref455474769 \n �2.3.5.4�.

Default Faxes Are Routed To Operator Extension

For callers using fax broadcast systems, or fax modems that don't allow any routing whatsoever, the VirtualPBX listens for fax tones while playing � REF _Ref409318475 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu�, and if detected, receives the fax and automatically routes it to the VirtualPBX operator extension.

Transfer To ACD Queue

If the VirtualPBX has ACD queues defined and available on the auto-attendant menu, then pressing the option to route the call to one of the ACD queues, i.e., options  “1”, and “2” from � REF _Ref409318489 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu� will transfer the caller to the respective ACD queues.

ACD stands for Automatic Call Distribution, and is a technique used to allow callers to be connected to the next available agent to handle the call.  Agents (i.e., extension owners) log into ACD queues which informs the system that they are available to take calls routed to the ACD queue.

As an example, a client might have a technical support queue.  At any given time there might be 5 technical support specialists assigned to answer calls to the technical support queue.  When there are more available agents than there are callers, each caller is immediately routed to the next available agent.  But, when the call volume increases and there are more callers than there are available agents, the callers are placed in a holding queue where they are serviced in FIFO (first-in-first-out) order.  When an agent completes a call, the VirtualPBX marks the agent as available, and the next caller in the FIFO queue is routed to the agent.

While callers are holding in the ACD queue, music-on-hold or a custom message-on-hold is played for the caller.

When a caller is routed to an extension from an ACD queue, the extension owner hears a modified version of the verification prompt with the ACD queue number the call is coming from.  As an example, if the caller transferred to ACD Q1:

"ACME ACD Q1 call for John Smith from (415) 555-1212.  To accept this call, press pound.  To send the caller to voice-mail, press star."

If the extension owner presses the star “*” key instead of the pound “#” key to accept the call, the caller is returned to the ACD queue.  The caller is not sent to the extension owner’s voice mail.

ACD Queue Operators

Each ACD queue can have a separate extension defined as the operator for the ACD queue.  In this way, one extension owner can be made responsible for all of the voice mail that is received in the queue and can manage it easily.

While the callers are waiting for the next available agent they can transfer to the ACD queue operator at any time by pressing “0”.  If the caller requests to be transferred to the operator, they are transferred to the operator defined for the ACD queue, not the VirtualPBX operator, unless there is no ACD queue operator defined, and then they are transferred to the VirtualPBX operator.

Whenever there are no available agents, i.e., there are no agents logged into the ACD queue, or all agents logged in are marked as unavailable, the caller is routed to the ACD queue operator.

Bogus ACD Queue Operator Extensions

A bogus extension can be created and defined as the ACD queue operator extension.  It is referred to as a bogus extension, because there are no contact phone numbers stored in the extension, and a call to the extension does not actually ring anyone.  Instead, a bogus ACD queue operator extension would be defined with only the pager phone number, and marked as unavailable.  Because of this, whenever a caller requested a transfer out of an ACD queue to an operator, they are always transferred directly to voice mail for the ACD queue operator extension.  This insures that when all of the available extension owners are busy taking calls from the ACD queue, callers that are impatient do not get routed to an extension owner, but always get routed to the ACD operator voice mail to leave a message.  Then whoever is in charge of the ACD queue would get a page that let them know there were new messages in the ACD mailbox.  Mail could then be automatically forwarded to the extension owner responsible for the queue, so the owner did not have to check mail in two separate extensions.  See section � REF _Ref455474950 \n �2.2.2.11� for a complete description of automatic message forwarding.

Vector Caller To ACD Queue Using Separate Toll-Free Number

The VirtualPBX can be configured to have separate toll-free numbers for the VirtualPBX and for any or all of the ACD queues defined in the system.  When a caller calls the VirtualPBX toll-free number they are greeted with the auto-attendant and can select any options available at the main menu.  When the caller calls the toll-free number associated with a particular ACD queue the system will play an ACD queue greeting message specified by the company at the time the toll-free number is created and then transfer the caller directly into the ACD queue.  When accessed this way, the caller has no opportunity to access any of the VirtualPBX features specified at the auto-attendant main menu.  See section ????? for a complete description of automatically forwarding mail from one extension to another.

Vector Caller To ACD Queue Using VirtualDID (Direct Inward Dial)

The caller can also be routed to a specific ACD queue based upon the area code, area code and exchange, or phone number they called from using VirtualDID call routing.  See section � REF _Ref455474769 \n �2.3.5.4� for a complete description of VirtualDID call routing.

Route Callers To Overflow ACD Queues

The VirtualPBX can be set-up to route overflow callers to a different ACD queue instead of sending them to voice mail for the ACD queue operator extension.  VirtualPBX.Com can create overflow queues and specify how many callers are waiting in a particular queue before further callers are routed to the overflow queue.

As an example, suppose that a company has four ACD queues that correspond to four geographic regions.  Furthermore, VirtualDID routing numbers have been defined so that calls from each geographic region are routed to the appropriate ACD queue.  The company wants to make sure that whenever a caller calls, there call is handled by an agent in the correct region.  But, if all of the agents are busy, they want the caller to be routed to a nationwide overflow queue so that the caller is not left on hold.  In this manner, when traffic is less than the number of agents for a region, the local agents always take the call.  But when the traffic becomes too great for the local agents, calls are routed to the overflow queue so that the callers don’t have to wait too long for a local agent to take the call.

Cross Transfer From Current Extension To New Extension Or ACD Queue

Once a caller has been successfully routed to an extension, regardless of the method that was used to route them to the extension, the extension owner has the capability to place the caller on hold and re-route the caller to another extension, directly to an extension’s voice mail, or place the caller in any defined ACD queues whether they show up on the main auto-attendant menu, or are accessed through a dedicated toll-free number.

If the extension owner presses the “*” key while speaking with the caller, the caller is placed on hold, and the VirtualPBX presents � REF _Ref409318672 \* MERGEFORMAT �Table 2-7 Extension Transfer Menu� to the extension owner:



Touch-Tone Digit�Menu Selection��0�Route caller to operator��1�Directly enter extension to route caller to��2�Use company directory to route caller to extension��3�Route caller to ACD queue��*�Cancel and reconnect extension to caller��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �7� Extension Transfer Menu

Cross Transfer Directly To Extension Voice Mail

To transfer the caller directly to another extension’s voice mail, the extension owner would select “1” from � REF _Ref409318837 \* MERGEFORMAT �Table 2-7 Extension Transfer Menu� to directly enter the extension, and would then enter “#” followed by the extension.

If the extension owner selects “3” from � REF _Ref409318761 \* MERGEFORMAT �Table 2-7 Extension Transfer Menu� to route the caller to an ACD queue, then � REF _Ref409318781 \* MERGEFORMAT �Table 2-8 Extension Transfer To ACD Queue Menu� is given to the extension owner:



Touch-Tone Digit�Menu Selection��1..8�Route caller to ACD queue 1..8��*�Cancel and return to � REF _Ref409318672 \* MERGEFORMAT �Table 2-7 Extension Transfer Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �8� Extension Transfer To ACD Queue Menu

While the caller is on hold waiting for the extension owner to complete the routing, the caller hears the music-on-hold or information message-on-hold specified for the VirtualPBX or ACD queue as defined by the system administrator.

Extension Owner Operation

A key feature of the VirtualPBX is that callers to the VirtualPBX, extension owners, and system administrators use the same toll-free number to access the system.  This makes it easy for the extension owners to access their voice mail, their  phone extension, and perform outbound long distance dialing without having to remember any special access phone numbers.

Auto Attendant Login

When an extension owner calls into the toll-free number, they can act like any other caller, and transfer to an extension, transfer to an extension’s voice mail, or send a fax to an extension as described in the preceding section � REF _Ref419520790 \n �2.1�, � REF _Ref419520803 \* MERGEFORMAT �Inbound Caller Operation�, above.

If however, the caller presses the login alert key (i.e., “#”) at � REF _Ref409318905 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu�, then the system requests that the extension owner login.  The extension owner must enter their extension number followed by the “#” key, and then enter their password followed by the “#” key.

After successfully logging in, if the extension is currently marked as unavailable, the VirtualPBX reports this to the extension owner to remind them that there will be no calls routed to the extension.  Next, the system tells the extension owner whether there is any new mail (voice or fax) so they will know whether they need to check their mail.

If the extension owner has system administrator privileges, they are then offered � REF _Ref409319022 \* MERGEFORMAT �Table 2-61 System Administrator Selection Menu� to select whether they are operating as an extension owner or as a system administrator.  See section � REF _Ref432228282 \n �2.3�, � REF _Ref432228289 \* MERGEFORMAT �System Administrator�, for a description of the system administrator options.

Extension Owner Menu

After speaking their new mail status, the VirtualPBX gives the extension owner the following menu:



Touch-Tone Digit�Menu Selection��1�Access voice and fax mail��2�Access phone extension��3�Perform outbound dialing (only if extension has outbound dialing privileges)��*�Cancel and end call (or return to � REF _Ref409319022 \* MERGEFORMAT �Table 2-61 System Administrator Selection Menu� if extension has system administrator privileges)��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �9� Extension Owner Menu

Voice And Fax Mail

The VirtualPBX service provides integrated voice and fax mail.  In addition to standard mail functions, the VirtualPBX provides group message distribution, group message broadcasting, and group distribution list management.

The VirtualPBX mail system automatically ages messages in the system, expiring them when they get too old, and then deleting them after a set time.

The voice and fax mail system implements a number of advanced mail features including new message paging, deleted message recovery, manual voice and fax message forwarding with annotation, automatic message forwarding, automatic fax retransmission, voice broadcast messages, and storing of the voice or fax phone numbers (ANI) of the originating caller that left the message.

New Message Paging

Whenever a new message or fax is left in an extension owner’s mailbox, if the extension owner has enabled new message paging and has defined a pager phone number for the extension, then the extension owner is paged with the VirtualPBX toll-free phone number, the extension number, and a code denoting whether the message is voice (“001”) or fax (“002”) to let the extension owner know that there is new mail waiting in the extension mailbox.  See the description of how to set pager phone numbers in section � REF _Ref401475965 \n �2.2.3.1.5.2�, � REF _Ref419520912 \* MERGEFORMAT �Pager Contact Phone Number�, and how to enable new message paging in section � REF _Ref409428677 \n �2.2.3.2.2�, � REF _Ref409428677 \* MERGEFORMAT ��Paging�, below for a description of how to define the pager phone number and enable new message paging.

Deleted Message Recovery

When an extension owner deletes a new or saved voice or fax message, it is not actually deleted, but is instead placed in the deleted message folder.  If the extension owner deletes a message that has already been placed in the deleted message folder, then that message is deleted from the system and is not recoverable.

If an extension owner needs to recover a message that was previously deleted, then all that needs to be done is to review the deleted messages and save the appropriate message which will move it back to the saved message class.

Automatic System Message Purging

Each VirtualPBX sets the maximum number of messages, maximum message life in days, and maximum number of KBytes of disk storage that each extension is allowed to use for voice and fax messages.  These limits are used to specify how the system will automatically delete old messages from mailboxes in the system.  An automatic aging task runs once a day, starting at midnight, looking for messages to delete from the system.  By default, each VirtualPBX system is normally set up to allow each extension 100 messages, for 30 days, and occupy 2000 KBytes of disk space.

The VirtualPBX purges messages from the system in a multi-stage process.

First, all deleted messages in each extension mailbox that are over 7 days old are erased from the system, and are non-recoverable.

Second, the VirtualPBX examines the new and saved messages in each extension mailbox to see if any are older than 30 days.  If a message is too old, it is moved to the deleted message class.

Next, the VirtualPBX, examines the new and saved messages to see if the number of messages exceeds the maximum number specified, i.e. 100.  If there are too many messages, the VirtualPBX moves the oldest new messages that have been listened to to the deleted folder.  If there are still too many messages in the mailbox, the VirtualPBX moves the oldest saved messages to the deleted folder.  If there are still too many messages, the VirtualPBX moves the oldest new messages that have not been listened to to the deleted folder, until the number of messages in the mailbox falls below the maximum number allowed.

Last, the VirtualPBX, checks the total disk space usage of all of the new and saved messages in the mailbox.  If the total disk space usage exceeds the maximum value specified, i.e., 2000 KBytes, the VirtualPBX moves the oldest new messages that have been listened to to the deleted folder, then the oldest saved messages to the deleted folder, then the oldest new messages that have not been listened to to the deleted folder, until the mailbox uses less than the maximum specified disk space.

As a special note, due to the nature of the way that the VirtualPBX chooses messages to move to the deleted class (i.e., it looks for the oldest message in the class to mark as deleted) , an extension owner could choose to save a message that the VirtualPBX had marked as deleted.  The next time that the VirtualPBX examines the messages for the extension, the VirtualPBX will move the very same message back to the deleted class because it is the oldest message in the saved class.  The message won’t actually be deleted from the disk until it has been marked as deleted for 7 days as described above.  But, this could be annoying to the extension owner.  An easy way to tell the VirtualPBX to leave the message alone is for the extension owner to forward the message to himself.  This will place a new time-stamp on the message making it newer than any other message in the mailbox.

Voice And Fax Mail Forwarding

Any voice or fax message belonging to an extension in the VirtualPBX can be forwarded to any other extension defined in the same VirtualPBX.  The voice mail system does not store multiple copies of the message, and there is no phone usage time involved in forwarding a message to another mailbox.  Instead, the VirtualPBX contains references in its database that allow it to determine who a message has been forwarded to.  But, there is actually only one message in the system no matter how many times it has been forwarded.

This insures that message forwarding occurs very quickly so the extension owners do not have to wait for the message to be copied.  This also insures that no matter how many times the message is forwarded the voice or fax is not degraded, because each forwarded message is actually just a reference to the original message.

Each time a message is forwarded, the extension owner can annotate the message with a separate voice message that the receiving extension will hear with the message.  If a message is forwarded from one extension to another, and then another, each extension owner can annotate the message, but the receiving extension will only hear the most recent annotation.  In this way, each annotation is private from the sending extension to the receiving extension.

An extension owner can also specify that all mail to the extension be automatically forwarded to the operator extension or to another specific extension.  When mail is automatically forwarded, the calling party that leaves the message hears the original extension mailbox greeting, but the message is saved in the forwarded mailbox.  When the forwarded mailbox owner listens to the message, the envelope information reports that the message was forwarded from the original mailbox.

Originating Voice And Fax Phone Number Storing

The voice and fax mail system used by the VirtualPBX implements a feature that is not available in most PBXs.  It stores the phone number (ANI) of the caller that left the voice message or sent the fax.  When the extension owner reviews the message, the envelope information contains the originating phone number of the message sender.

Originating Phone Number (ANI) Stored Even When Caller ID Blocked

Due to the fact that all callers access the VirtualPBX using a toll-free number and because the VirtualPBX is set-up to use ANI (automatic number identification) instead of Caller ID, all caller’s originating phone numbers (ANI) are saved regardless of whether the caller has Caller ID blocking enabled or not.

Bogus Cell-Phone ANIs

There is one exception to the storing of the originating phone or fax number.  Some cell phone companies do not deliver the actual ANI of the cell phone when it makes a call.  Instead they create a bogus ANI and transmit that instead.  The VirtualPBX maintains a database of reported bogus ANIs.  Whenever the VirtualPBX detects a bogus ANI, it does not store the phone number with the message.

Not all bogus ANIs are known to the system.  If a caller gets a message from someone with a bogus ANI, dialing that phone number will produce a “...phone number is no longer in service” message from the phone company.  Please record the phone number and if possible, at the next opportunity, ask the caller what cell phone company they use, and report this information to VirtualPBX.Com, Inc. so that the bogus ANI can be entered into the Bogus ANI database.  Since typically, all of the cell phones serviced by one cell phone company have the same bogus ANI for a given area code, there are not that many unique bogus ANI numbers that have to be defined and stored in the bogus ANI database.

�Voice And Fax Mail Folder Selection

If the extension owner selects “1” from � REF _Ref409319544 \* MERGEFORMAT �Table 2-9 Extension Owner Menu�, the extension owner is given the choice to review their new, saved, or deleted messages, or perform distribution group maintenance via � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu� listed below:



Touch-Tone Digit�Menu Selection��1�Review new voice or fax messages��2�Review saved voice or fax messages��3�Review deleted voice or fax messages��4�Send a message to another extension��5�Distribution group maintenance��6�Enable/disable automatic messaging forwarding��*�Cancel and return to � REF _Ref409319544 \* MERGEFORMAT �Table 2-9 Extension Owner Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �10� Access Mail Options Menu

Message Folders (New, Saved, Deleted)

There are three message folders in the VirtualPBX, new, saved, and deleted.  

All voice and fax messages that are delivered to an extension are marked new, and remain in the new folder until the extension owner saves or deletes them.

When new or deleted messages are saved, they are moved to the saved class.

When new or saved messages are deleted, they are moved to the deleted folder, and can be recovered as described in section � REF _Ref419617420 \n �2.2.2.2�, � REF _Ref401478478 \* MERGEFORMAT �

Deleted Message Recovery�, above.

When messages in the deleted folder are deleted, they are deleted from the VirtualPBX and cannot be recovered.

Message Types (Voice, Fax)

The VirtualPBX integrates two message types, voice and fax.

Voice messages are stored in 4-bit ADPCM (Adaptive Pulse Code Modulation) encoding, sampled at 6 KHz.  This encoding uses approximately 3 KBytes/sec of disk space for a voice message and is the most compact encoding available to the system.

Fax messages are stored in raw fax format and use a variable amount of disk space depending on the density of the printed material on the fax page.

Review Messages

In most respects, VirtualPBX treats voice and fax messages the same.  Messages can be saved, deleted, reviewed, forwarded, etc.  An obvious difference between voice and fax messages is that while a voice message can be spoken to the extension owner over the phone line, a fax message cannot be viewed except by transmitting the fax to a local fax machine for viewing.  The following sections detail what operations can be performed on voice and fax messages.

If the caller selects a class of messages to review using � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu� described above, and the class contains both types of messages, i.e., voice and fax, the caller is given � REF _Ref409319703 \* MERGEFORMAT �Table 2-11 Message Type Menu� and asked to select which type of message in the class to review.  If only one type of message exists, the caller automatically moves to reviewing the first message of the type in the mailbox.



Touch-Tone Digit�Menu Selection��1�Review voice messages��2�Review fax messages��*�Cancel and return to � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �11� Message Type Menu

Chronologically Sorted Message List

Voice and fax messages are sorted in chronological order with the newest message at the start of the list, and the oldest message at the end of the list.  The VirtualPBX allows the caller to skip messages and move forward in the list (i.e., towards the older messages) or backwards in the list (i.e., towards the newer messages).

Voice Messages

Voice messages can be saved, deleted, re-heard, and forwarded.  In addition, the envelope information can be played for the caller.

While listening to the message the extension owner can fast-forward or rewind the message in 10 second increments by pressing the “4” key for rewind and the “6” key for fast-forward.  Rewinding the message repeatedly starts the recording back at the beginning.  Fast-forwarding past the end of the message resets the message to start playing at 10 seconds prior to the end.

The message envelope information contains the date and time of the message, whether the message was forwarded from another mailbox, and the originating phone number of the message.

The VirtualPBX plays the message for the caller and then plays � REF _Ref409319775 \* MERGEFORMAT �Table 2-12 Voice Message Action Menu� and requests action.  The caller can cancel listening to the message by pressing any key and move straight to the menu.



Touch-Tone Digit�Menu Selection��1�Re-hear message��2�Save message��3�Delete message��4�Hear envelope information��5�Forward message��7�Move backward in sorted message list towards chronologically newer messages��9�Move forward in sorted message list towards chronologically older messages��#�Automatically call message sender back��*�Cancel and return to � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �12� Voice Message Action Menu

�Voice-Mail Automatic Callback

If the caller selects option “#” from � REF _Ref409319775 \* MERGEFORMAT �Table 2-12 Voice Message Action Menu�, the system allows the caller to immediately call the originator of the voice message back.  After selecting the automatic callback option, the system presents the caller with � REF _Ref421006246 \* MERGEFORMAT �Table 2-13 Select Callback Number Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Directly enter callback phone number to dial��2�Use extension phone directory to select callback number to dial��3�Use callback phone number stored with voice message��*�Cancel and return to voice mail to rehear voice message��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �13� Select Callback Number Menu

The automatic callback option allows an extension owner to listen to a voice message, call the message originator and speak with them, and then return directly to voice mail to continue message maintenance.  When the phone call is complete the extension owner is right back listening to the same voice message that they just performed the callback for.  After listening to the message, the extension owner is again presented with � REF _Ref409319775 \* MERGEFORMAT �Table 2-12 Voice Message Action Menu� to allow them to save or delete the message as necessary.

It should be noted that some voice messages do not have a callback number stored with them.  This is due to the fact that the VirtualPBX does not always receive an originating phone number (see section � REF _Ref421006478 \n �2.2.2.5.2� � REF _Ref421006484 \* MERGEFORMAT �Bogus Cell-Phone ANIs�).  In this case if the caller selects option “3”, the system reports that there is no callback number associated with the message, and again presents the caller with � REF _Ref421006246 \* MERGEFORMAT �Table 2-13 Select Callback Number Menu� to allow them to either directly enter a callback number or use their private phone directory to select a number.

Fax Messages

Fax messages can be saved, deleted, forwarded, and transmitted to a fax machine for viewing.  When the extension owner accesses the fax message, the system plays the fax ID (a unique number associated with the fax message), the date and time the fax was received, the sender extension number if the fax was forwarded, and the phone number the fax was transmitted from.  At any time during the recitation of the fax envelope information, the extension owner can press any key to skip the remaining information and move to � REF _Ref409319821 \* MERGEFORMAT �Table 2-14 Fax Message Action Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Save fax message��2�Delete fax message��3�Forward fax message to another extension��4�Transmit fax message to fax machine��7�Move backward in sorted message list towards chronologically newer messages��9�Move forward in sorted message list towards chronologically older messages��*�Cancel and return to � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �14� Fax Message Action Menu

�If the extension owner selects option “4” from � REF _Ref409319835 \* MERGEFORMAT �Table 2-14 Fax Message Action Menu�, � REF _Ref409319857 \* MERGEFORMAT �Table 2-15 Fax Transmission Menu� is presented to allow the owner to specify where to send the fax:



Touch-Tone Digit�Menu Selection��1�Transmit fax over inbound caller line, i.e., caller is calling from a fax machine��2�Transmit fax to default fax contact phone number��3�Transmit fax to new phone number specified by caller��*�Cancel and move to next fax message in list��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �15� Fax Transmission Menu

When the fax is transmitted to the extension owner, a unique fax ID number is transmitted as part of the local ID string that appears on the header of the fax.  This is the same fax ID number that the VirtualPBX speaks when the extension owner reviews the fax message in the mailbox.  This allows the extension owner to relate the physical fax that came out of the fax machine with the fax message stored in the extension mailbox.

The following details should be noted concerning transmitting a fax message to a fax machine for review:

Calling in from a fax machine and transmitting the fax to the fax machine on the inbound line is a one-way call, and is billed on the inbound side only.  The extension owner must wait for the fax to complete transmission before reviewing further fax or voice messages.

Transmitting the fax to the default fax location makes use of the VirtualPBX background faxing.  The fax is submitted to the fax engine for transmission, and as soon as submitted for transmission, the caller is returned to the fax message review menu for the same fax to allow the caller to specify further what to do with the fax, i.e., save it, delete it, forward it, etc.

Faxes that are submitted for transmission may be deleted from the new or saved message folders without error.  But, if the fax message has already been moved to the deleted message folder, the fax message cannot be deleted until the background fax engine has successfully transmitted the fax.  Once this is completed, the fax message can be deleted off of the system.

An extension owner that has no outbound connection privileges, i.e., the extension has mailbox privileges only, can only receive fax messages by calling in from a fax machine and transmitting the message over the inbound line.  Transmitting the fax to the default location or to another fax number would be blocked because the extension owner had no outbound connection rights.

The automatic fax transmission is a useful tool for the operator extension.  Most people don’t take the time to route faxes to a particular extension, and instead send them directly to the toll-free number.  This causes the VirtualPBX to route them to the operator extension, and the operator receives all of the faxes sent to the company.  Enabling automatic fax transmission on the operator extension insures that all of the faxes will be sent to the office fax machine (assuming the operator extension’s default contact fax number is the office fax machine) without the operator having to manually download them.  Using the unique fax ID number that is printed at the top of each fax, the operator can then go into fax mail for the operator extension and forward each fax to the appropriate extension, and then delete it.

This makes for a convenient way to route faxes without the callers having to know how to perform the routing themselves.

Send A Message To An Another Extension

If the caller selects “4” from � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu�, the VirtualPBX allows the caller to choose whether to directly enter an extension to send a message to or use the company directory to select the extension using � REF _Ref420468294 \* MERGEFORMAT �Table 2-16 Select Message Extension Menu�:



Touch-Tone Digit�Menu Selection��1�Directly enter extension to send message to��2�Use company directory to select extension to send message to��*�Cancel and return to � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �16� Select Message Extension Menu

If the caller selects option “1”, the system allows the caller to enter the extension to send the message to.  It the caller selects option “2”, then the system presents the caller with the company directory, and allows then to select an extension by typing in up to five letters of the extension owner’s name.

Once the extension has been defined, the system allows the caller to record and send the message.  The caller is given instructions on how to record a message, the system plays a beep, and the recording begins.  Voice messages are limited to a maximum of five minutes.

If the caller presses any key during the course of the system playing the recording instructions, the instructions are aborted, and the system immediately plays the beep, and begins recording.

Once the caller has recorded the message, they can press any key to end the recording.  If the caller does not press a key, the system will end the recording after hearing five seconds of silence.

The caller is then given the opportunity to review the recorded message and specify whether to save it or not.  This is done using � REF _Ref420468448 \* MERGEFORMAT �Table 2-17 Extension Owner Review Recorded Message Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Review recorded message��2�Save message��3�Re-record message��*�Cancel, delete message, and return to � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �17� Extension Owner Review Recorded Message Menu

If the caller hangs up immediately after recording the message without explicitly saving it, the message is still saved and transmitted to the receiving extension.

Group Distribution And Message Broadcasting

The VirtualPBX provides distribution group list management, group voice-mail distribution, and direct extension broadcast facilities to extension owners in the system.  Each extension owner can define as many private distribution groups as necessary.  Each distribution group can contain any number of member extensions in the group.

For the sake of this discussion, message distribution will mean forwarding a voice mail message to the mailbox of all of the members of the group.  Broadcasting a message will mean first distributing the message to all of the member mailboxes, and then actually calling the members and speaking the message to them when they answer the phone.

Once an extension owner has created a distribution group, the owner can record a voice message and distribute it to every member in the group.  The VirtualPBX creates an original voice mail message and places it in the group owner's extension mailbox.  Then it forwards the message to every member in the group.  As the message is forwarded to each member, the member is paged if paging is enabled for the member extension.  In addition to the VirtualPBX toll-free number being sent to the pager, the group owner's extension number is also sent.  This allows the member to know immediately who has broadcast the message.

If the owner of the group specifies that the message should also be broadcast to the actual extension, the VirtualPBX calls each group member, using follow-me calling if enabled, and when the member answers the call, speaks the message to the member.  If the group owner requests that the message be broadcast directly to the extensions, the VirtualPBX plays a message telling the member extension owner that a group broadcast message is being received.  As an example, if the VirtualPBX company name were "Acme", the group owner's name was "John Smith", and the member extension's name was "Mary Jones", when the member answered the phone call, the VirtualPBX would say:

"Acme broadcast message for John Smith from Mary Jones.  Press pound to receive your message"

When the message is forwarded to the mailbox, a time-of-delivery timestamp is created for the message.  When the member listens to the message, a time-of-receipt timestamp is created for the message.  At any time after distributing the message, the group owner can call back in and check the time-of-delivery and time-of-receipt timestamps of the message for any member in the group.  In addition, the group owner can request the system to report all members that have had the message delivered, or all members that have acknowledged receipt of the message, etc.

In order to simplify management of the groups owned by the extension, the system allows the group owner to specify groups by a name up to 5 digits long.  After the group owner defines the group name, the system allows the group owner to record a descriptive voice file naming the group.  Whenever the group owner needs to select a group, the VirtualPBX allows the owner to input between one and five letters of the group name.  The VirtualPBX then allows the group owner to scroll through the matching groups from the group directory, hearing the descriptive group name voice file, and select one at any time.  This is analogous to selecting an extension from the company directory.

In the same manner that VirtualPBX keeps a group directory for all of the defined groups for each extension, it keeps a directory of the members in each group.  When the group owner wants to review the members of the group, or hear the delivery status of a distributed message, the VirtualPBX asks the group owner to enter between one and five letters of the member name, and then allows the group owner to scroll through the matching member entries, listening to the member owner's name being spoken and select any member at any time.  The VirtualPBX uses the company directory names and extension owner's name voice files to implement the directory.  If the group owner knows the extension ID numbers, the VirtualPBX will also let the group owner specify a group member directly with the member extension ID.

When a group owner wishes to add new members to a group, the group owner can specify the member extension directly, or can use the company directory to select new members for the group.

All of the group and member directory functions operate in the same manner as the VirtualPBX company directory.  This means that group owners don't need to learn anything new to be able to fully use the group distribution sub-system.

The VirtualPBX performs the message distribution and broadcast in two steps.  In the first phase, the VirtualPBX distributes the message to each member's mailbox, paging each member when the message is forwarded to the mailbox.  In the second phase, the VirtualPBX then broadcasts the message to each member.

�If the caller selects "5" from � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu�, then the system presents the caller with the � REF _Ref409253463 \* MERGEFORMAT �Group Maintenance Menu� as shown below:

 

Touch-Tone Digit�Menu Selection��1�Select working distribution group��2�Distribute/broadcast a voice message to the working distribution group��3�Check the delivery status of a message previously broadcast to a group��4�Add a new member to the working group��5�Delete a member from the working group��6�Create a new group and mark it as the working group��7�Delete the current working group��*�Cancel and return to � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �18� Group Maintenance Menu

Select Working Distribution Group

In order to make it easier for the group owner to work on the distribution groups, and insure that the owner does not have to input the group everytime an action takes place, the system defines a working distribution group.  Once a group owner defines the working distribution group, it is not necessary to specify which group will be the recipient of any group maintenance action.  Except for creating a new group, no group actions can take place prior to selecting the working group.

If the caller presses "1" from � REF _Ref411738502 \* MERGEFORMAT �Table 2-18 Group Maintenance Menu�, the system asks the caller to enter between one and five letters of the group name.  The VirtualPBX then allows the caller to scroll through the group directory of matching groups listening to each group name.  The system presents the caller with � REF _Ref419508504 \* MERGEFORMAT �Table 2-19 Group Select Menu� after playing each group name voice file:



Touch-Tone Digit�Menu Selection��*�Cancel directory and return to � REF _Ref409253463 \* MERGEFORMAT �Group Maintenance Menu���#�Select spoken group, and return to � REF _Ref409253463 \* MERGEFORMAT �Group Maintenance Menu���0..9�Abort playing group name and skip ahead to next matching group in directory��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �19� Group Select Menu

Once the working group has been selected, the caller can perform any necessary work on the group.

Distribute/Broadcast Message To Working Group

If the caller selects "2" from � REF _Ref411738502 \* MERGEFORMAT �Table 2-18 Group Maintenance Menu�, the system allows the caller to record a message to be distributed and or broadcast to the working group.  Once the group owner has recorded the message and requested that the system save it, the system presents the group owner with the � REF _Ref419508425 \* MERGEFORMAT �Table 2-20 Group Distribute/Broadcast Menu�:



Touch-Tone Digit�Menu Selection��1�Distribute the message to the member mailboxes and page them��2�Distribute the message to the member mailboxes, page them, and then perform a live broadcast of the message to the member extensions.��*�Cancel and return to � REF _Ref419508504 \* MERGEFORMAT �Table 2-19 Group Select Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �20� Group Distribute/Broadcast Menu

Some characteristics of the system should be kept in mind when distributing/broadcasting a message to a group:

The broadcast message is not saved unless the group owner explicitly requests the system to save the message.  If the group owner immediately hangs-up after recording the message, the system discards the message.  This is different from the behavior of the system when an inbound caller leaves voice mail for an extension.

The broadcast message is saved as a new message in the group owner's mailbox, and then forwarded to every member in the group.  This insures that the group owner has a copy of the message.

Whether or not the VirtualPBX pages a member extension upon receipt of the message in the member's mailbox is dependent on whether the member has new message paging enabled.  If disabled, or there is not a valid pager contact phone number in the member's extension, a page will not be sent

Whether the VirtualPBX broadcasts the message to a particular member extension is dependent on whether the extension is marked as available.  If the member extension owner has marked the extension as unavailable, then the VirtualPBX will not broadcast the message to the extension.  The message will only be distributed to the member extension's mailbox.

Whether the VirtualPBX will use follow-me calling to contact the member extension for the message broadcast is dependent on whether the member extension owner has follow-me calling enabled.  If the member has disabled follow-me calling, the VirtualPBX will only use the default contact number.

Check Group Message Delivery Status

If the caller selects "3" from � REF _Ref411738502 \* MERGEFORMAT �Table 2-18 Group Maintenance Menu�, the system allows the caller to check the delivery status of the last message distributed and/or broadcast to the members of the group.  The system presents � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu�



Touch-Tone Digit�Menu Selection��1�Get delivery status for a single extension��2�List extensions waiting for message transmission��3�List extensions waiting for message receipt��4�List extensions that have acknowledged receipt��*�Cancel and return to the � REF _Ref411738502 \* MERGEFORMAT �Table 2-18 Group Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �21� Group Delivery Status Menu

�Check Group Delivery Status Of Individual Member

If the caller selects "1" from � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu�, the system presents a second menu, � REF _Ref419508834 \* MERGEFORMAT �Table 2-22 Select Group Member Menu�, allowing the caller to specify whether to enter the member extension directly, or to use the group member directory to select the member whose status is to be reviewed.



Touch-Tone Digit�Menu Selection��1�Directly enter the member extension ID��2�Use group member directory to select member��*�Cancel and return to the � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �22� Select Group Member Menu

Once the group owner selects the member extension to review, either by typing in the member extension ID, or by typing in the member extension name, and selecting the member from the group member directory, the system reports the status of the last message distributed or broadcast to the member.  There are four distinct delivery status values recorded for a group member.

Message is waiting to be forwarded to member

Message has been forwarded to member

Member has acknowledged receipt of message (i.e., member has heard message)

As an example, suppose that the member extension is "1000", and the member's name is "John Smith".  Also, suppose that the message was distributed to John Smith's mailbox today at 1:05 pm.

Prior to the message being distributed to extension 1000, the system would speak the following phrase when the group owner checked the status of the member extension:

"John Smith at extension 1000 is waiting for the message to be sent"

Once the message has been sent to the extension, the system would speak the following phrase when the group owner checked the status:

"John Smith at extension 1000 has not acknowledged receipt of the message sent today at 1:05 pm"

If the extension owner then heard the message at 2:45 pm, the system would speak the following phrase when the group owner checked the status:

"John Smith at extension 1000 acknowledged receipt of the message today at 2:45 pm"

Listing "Waiting For Delivery" Group Message Status Members

If the caller selects "2" from � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu�, the system scrolls through the list of member extensions that have not had the message forwarded to the member's mailbox yet.  Each extension that appears in the "Waiting For Delivery" list has its status reported to the group owner in the following way:

"John Smith at extension 1000 is waiting for the message to be delivered"

�After speaking the status of each extension in the list, the system plays � REF _Ref419509101 \* MERGEFORMAT �Table 2-23 Abort Speaking Group Delivery Status Menu� shown below, and allows the group owner to skip to the next deliver status member, or return to � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu�:



Touch-Tone Digit�Menu Selection��*�Cancel and return to � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu���0..9,#�Abort speaking status of present member and move to next member in delivery status list.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �23� Abort Speaking Group Delivery Status Menu

Listing "Waiting For Receipt" Group Message Status Members

If the caller selects "3" from � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu�, the system scrolls through the list of member extensions that have had the message forwarded to the member's mailbox, but have not acknowledged receipt.  Each extension that appears in the "Waiting For Receipt" list has its status reported to the group owner in the following way:

"John Smith at extension 1000 has not acknowledged receipt of the message delivered today at 1:05 pm"

After speaking the status of each extension in the list, the system plays � REF _Ref419509182 \* MERGEFORMAT �Table 2-23 Abort Speaking Group Delivery Status Menu� shown previously, and allows the group owner to skip to the next deliver status member, or return to � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu�.

Listing "Received" Group Message Status Members

If the caller selects "4" from � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu�, the system scrolls through the list of member extensions that have acknowledged receipt of the message.  Each extension that appears in the "Received" list has its status reported to the group owner in the following way:

"John Smith at extension 1000 acknowledged receipt of the message today at 2:45 pm"

After speaking the status of each extension in the list, the system plays � REF _Ref419509253 \* MERGEFORMAT �Table 2-23 Abort Speaking Group Delivery Status Menu� shown previously, and allows the group owner to skip to the next deliver status member, or return to � REF _Ref409574033 \* MERGEFORMAT �Table 2-21 Group Delivery Status Menu�.

Add New Member To Working Group

If the caller selects "4" from � REF _Ref411738502 \* MERGEFORMAT �Table 2-18 Group Maintenance Menu�, the system presents a second menu, � REF _Ref419509345 \* MERGEFORMAT �Table 2-24 Select New Group Member Menu�, allowing the caller to specify whether to enter the member extension directly, or to use the company directory to select the member who should be added to the working group.



Touch-Tone Digit�Menu Selection��1�Directly enter the new member's extension ID��2�Use company directory to select new member��*�Cancel and return to � REF _Ref411738603 \* MERGEFORMAT �Table 2-18 Group Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �24� Select New Group Member Menu

Once the group owner selects the extension to add to the working group, either by typing in the new member's extension ID, or by typing in the extension owner's name, and selecting the new member from the company directory, the system adds the member to the group.

Delete Member From Working Group

If the caller selects "5" from � REF _Ref411738502 \* MERGEFORMAT �Table 2-18 Group Maintenance Menu�, the system presents a second menu, � REF _Ref419509424 \* MERGEFORMAT �Table 2-22 Select Group Member Menu�, previously shown, allowing the caller to specify whether to enter the member extension directly, or to use the group member directory to select the member who should be deleted from the working group.

Once the group owner selects the extension to delete from the working group, either by typing in the member's extension ID, or by typing in the extension owner's name, and selecting the member from the group member directory, the system confirms that the group owner wants to delete the member and then deletes the member from the group.

Create New Group

If the caller selects "6" from � REF _Ref411738502 \* MERGEFORMAT �Table 2-18 Group Maintenance Menu�, the system asks the caller to enter the new group name.  If the name is longer than five digits, the system only allows the first five digits.

Next the system requests the caller to speak the name of the group.  The system then creates the group, and marks it as the working group.

Delete Working Group

If the caller selects "7" from � REF _Ref411738502 \* MERGEFORMAT �Table 2-18 Group Maintenance Menu�, to delete the working group, the system confirms that the caller wants to delete the current working group, and then deletes the group and all member extensions belonging to it.  After this, the working group is undefined and the caller must specify a new working group before performing any group maintenance.

Automatic Forwarding Of Voice And Fax Messages

The VirtualPBX allows an extension owner to automatically forward all mail from the extension to the operator or another extension.  Whenever a caller is sent to voice mail for the extension, they hear the extension owner’s greeting and are allowed to leave a message.  After the message is created, it is saved in the forwarded extension’s mailbox.  If a caller transmits a fax to the extension, it is also saved in the forwarded extension’s mailbox.  This allows an extension owner to designate someone to handle their voice and fax messages while they are on vacation, or allows a company to route all messages from a particular mailbox to someone else in order to maintain an extension for an employee that is on a leave of absence or no longer with the company.  When using multiple ACD queues each with their own separate operator extensions, it allows a single extension owner to get all mail routed to any of the ACD queue operator extensions.

�If the extension owner selects “6” from � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu�, the VirtualPBX reports the current auto-forwarding status for the mailbox, i.e.:

Auto-forwarding of voice and fax mail from this extension to another is disabled

or

Voice and fax mail sent to this extension will be automatically forwarded to the operator at extension...

or

Voice and fax mail sent to this extension will be automatically forwarded to extension...

with the specific extension or operator extension spoken in the message.

After speaking the auto-forwarding status, the VirtualPBX presents the extension owner with � REF _Ref455465346 \* MERGEFORMAT �Table 2-25 Auto-Forwarding Menu�:



Touch-Tone Digit�Menu Selection��0�Forward mail to operator extension��1�Forward mail to user defined extension��2�Disable auto-forwarding��*�Cancel and return to � REF _Ref409319572 \* MERGEFORMAT �Table 2-10 Access Mail Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �25� Auto-Forwarding Menu

When caller selects to forward mail to the operator, the mail is always forwarded to the current operator extension.  If the default operator extension is changed by the system administrator, the mail is automatically forwarded to the new operator extension.

System administrators are blocked from accessing an extension’s mail menu.  This is done to provide privacy for the extension owner.  Since the auto-forwarding option shows up on the extension mail menu, the system administrator cannot set auto-forwarding options for the extension.  The extension owner must log in to do this.  If the system administrator needs to access auto-forwarding options for the extension, the system adminstrator can change the extension’s password from the system administration menu, and then log in as the extension owner and set the options.  Since the extension owner would have to get the new password from the system administrator, the extension owner would know that someone else might have had access to their mail.

Phone Extension Configuration

If the extension owner selects option “2” from � REF _Ref409320391 \* MERGEFORMAT �Table 2-9 Extension Owner Menu�, the VirtualPBX gives the extension owner access to the phone extension configuration settings.  These include the contact phone numbers, contact fax numbers, message pager number, extension phone directory numbers, extension availability, paging, follow-me calling, call screening, etc.  All configuration of the phone extension by the extension owner is performed from this location.

�The VirtualPBX presents � REF _Ref409320447 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu� for the owner at this time:



Touch-Tone Digit�Menu Selection��1�Review or edit extension phone numbers��2�Review or edit extension options (i.e., availability, paging, call screening, follow-me calling, password-required-on-connect, direct connect to contact phone number, and direct re-transmission of faxes to default fax number)��3�Access ACD queue options (i.e., login, logout, etc.)��4�Review or edit extension personality traits (i.e., set password, review or record owner's name, review or record mailbox greeting, set extension directory name)��*�Cancel and return to � REF _Ref409320504 \* MERGEFORMAT �Table 2-9 Extension Owner Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �26� Extension Maintenance Menu

Phone Numbers

The VirtualPBX stores four contact phone numbers, two contact fax numbers, and one pager phone number for the extension.  These are labeled as contact phone numbers 1, 2, 3, and 4, fax contact numbers 1 and 2, and the pager contact phone number.  There are two basic operations that can be performed on phone numbers, setting the default contact number, and defining the actual phone number.

Setting the default contact phone number tells the VirtualPBX which contact phone number (1, 2, 3, or 4) to call when transferring a caller to an extension owner, or which fax contact number (1 or 2) to use when automatically transmitting faxes to the extension.

Defining the actual phone number means entering a particular phone number in a contact phone number storage location.

Extension Contact Phone Numbers

The contact phone numbers for the extension are used to route calls to the extension.

Multiple contact phone numbers are used by the extension owner to specify where to transfer a call to the extension.  The extension owner might define the first contact number with the office phone number, the second contact number with the home phone number, and the third contact number with a cell-phone number.  The fourth contact phone number might be saved for use when traveling.

The VirtualPBX uses either one of two different methods to get an extension owner online when it is necessary to transfer a caller to the extension.  The first method is called "Default Contact Number Calling", and the second is called "Follow-Me Calling".

Extension Fax Contact Phone Numbers

The extension has two fax contact numbers, either one of which may be selected as the default fax transmission number.  The contact fax numbers are used when the extension owner specifies that faxes are to be automatically transmitted to the extension, or when the extension owner reviews a fax message and requests that it be sent to the default fax contact phone number.  The system stores two fax numbers so that the extension owner can easily switch between work and home, or work and hotel fax locations as an example.

�Extension Pager Phone Number

The VirtualPBX allows the extension owner to define a single pager phone number.  The pager phone number is used when the extension owner has enabled new message paging.  Whenever a new voice or fax message is left in the extension owner’s mailbox, and the owner has enabled new message paging, the VirtualPBX sends a page to the defined pager phone number.

Defining Contact Numbers

All North American contact phone numbers must be defined with “1”, the area code, and the phone number.  All international contact phone numbers must be defined with “011”, the country code and the phone number.

It is not possible to use toll-free phone numbers as contact phone numbers, contact fax numbers, or pager contact numbers.

The maximum length of the actual dial string stored for a contact phone number is limited to 60 characters.

Contact phone numbers can contain more than just the standard 0..9 digits.  They can also contain special characters that force the system to wait for an answer, pause, or include literal star, “*”, or pound characters, “#”.

When defining contact phone numbers, the DTMF digits that the extension owner selects are translated in the dial string as the table below shows:



Touch-Tone Digit(s)�Contact Phone Number Meaning��0..9�Insert “0”..“9” in dial string��*�Insert literal star “*” or one-second pause in dial string��#�Insert literal pound “#”, wait-for-answer, or after page character in dial string��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �27� Contact Phone Number Character Translations

When defining contact phone numbers, the star key is used to insert a literal star character or a one second pause in the dial string.  The pound key is used to insert a literal pound character or a wait-for-answer character to force the system to wait for the dialed phone to answer before sending any remaining digits.  A menu will be used to select the correct usage after pressing the star or pound key.

If a star, “*”, or pound, “#”, key is pressed when defining the contact phone number, the system presents either � REF _Ref409320644 \* MERGEFORMAT �Table 2-28 Contact Star Selection Menu� or � REF _Ref409320663 \* MERGEFORMAT �Table 2-29 Contact Pound Selection Menu� as shown below:



Touch-Tone Digit�Menu Selection��1�Insert literal star, i.e., “*”, in dial string��2�Insert one-second pause in dial string��*�Cancel and return to � REF _Ref409321116 \* MERGEFORMAT �Table 2-33 Edit Phone Numbers Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �28� Contact Star Selection Menu

�

Touch-Tone Digit�Menu Selection��1�Insert literal pound, i.e., “#”, in dial string��2�Insert wait-for-answer character in dial string��3�Insert after page character in dial string (pager number only)��*�Cancel and return to � REF _Ref409321116 \* MERGEFORMAT �Table 2-33 Edit Phone Numbers Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �29� Contact Pound Selection Menu

Multi-Stage Contact Numbers

With the use of the special characters defined above, the VirtualPBX allows an extension owner to define multi-stage contact phone numbers for all seven of the contact phone numbers stored for the extension when necessary.  Multi-stage contact phone numbers are used when it is necessary to dial a number, wait for an answer, and then dial an additional number.  An example of this would be defining an office phone number which is dialed through an auto-attendant to get to the extension owner’s work phone on a desk.  Or, defining a pager phone number using a cell phone as a pager, where it was necessary to dial the cell-phone voice-mail system, enter the 10-digit cell phone number, enter a menu option, and then send the page.

As an example, suppose that an extension owner wanted to define a contact number for the desk in their office.  If the office PBX supports direct inward dial, then the extension owner just needs to define the phone number in order for the VirtualPBX extension to ring at the desk.  But, if the office PBX has an auto-attendant that allows a caller to dial an extension after reaching the auto-attendant, the VirtualPBX extension owner could define a multi-stage contact number as follows:

Assume that the phone number of the company PBX is 1.415.555.1234, the company PBX auto-attendant requires a caller to press 1 followed by the extension, and the VirtualPBX extension owner’s company extension is 4401.  The extension owner would define “14155551234x14401” as the contact phone number.  When the number is actually dialed the outbound dialing function scans the contact phone number looking for the wait-for-answer character in the dial string.  If found, it dials the first portion of the contact number and then waits for an answer.  Once the call is answered, it dials the remainder of the contact phone number.

As a second example, consider the case of an extension owner that has one of the newer cell phones that allows both paging and voice-mail.  Usually the cell phone company provides a “back-door” phone number to access the cell phone voice mail directly without ringing the cell phone.  After dialing the voice mail system, the caller is required to enter the 10-digit cell phone number, area code first.  After entering the cell phone number, the pager system requires the caller to leave a voice mail message or press a digit to leave a call back number.  As an example, GTE mobilnet uses 1.415.515.6300 to access their voice mail system in the San Francisco bay area.  After the voice-mail system answers the call, it requests the caller to enter the 10-digit cell phone number.  Assume that the pager number is 1.415.555.5555.  After entering the cell phone number, the caller presses 1 to leave a call back number.  After pressing “1”, the caller is prompted to enter the call back number, followed by “#”.  The system then reads off the call back number to the caller, and if it is correct asks them to press “#” again to actually send the page.

The caller would define the pager contact number for the above example with the string “14155156300x415555555,,1z#,,#”.  In this manner, the VirtualPBX would dial the GTE voice-mail number, wait for the voice-mail system to answer, send the cell phone number, pause 2 seconds, dial the digit 1, send the page followed by a terminating pound, pause two seconds, and then send a second pound to force the GTE system to actually send the page.

When the system pages an extension owner, it dials the defined pager contact number, and then pages the caller with the toll-free VirtualPBX phone number, the extension that received the message, and a three digit code denoting what type of message the page is for.  If the contact phone number does not define an after page character, then the system automatically appends a “#” onto the dial string.  If the contact phone number contains an after page character, then the system sends the string that follows the after page character before hanging up.

The new message codes that are contained in the dial string are shown below:



Message Code�Menu Selection��001�New voice message page��002�New fax message page��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �30� New Message Paging Codes

As an example of a page string that would be sent, consider a VirtualPBX with a DNIS of 888.555.1212, and an extension of 101 that receives a new fax page.  The page string would be:

	8885551212101002

Phone Number Maintenance

If the extension owner selects “1” from � REF _Ref409320855 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu�, they are presented with � REF _Ref409320872 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Set default contact phone and fax numbers��2�Review/edit contact phone numbers��3�Review/edit phone directory entries (if extension has outbound dialing privileges)��*�Cancel and return to � REF _Ref409320996 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �31� Phone Number Maintenance Menu

Select Default Contact Phone And Fax Number

If the caller selects “1” from � REF _Ref409321024 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu�, the system plays the current extension status to the extension owner, such as:

“Calls will ring at the second contact number”

and

“Faxes will be transmitted to the first fax number”

�After playing the extension status, the VirtualPBX presents the extension owner with � REF _Ref409321051 \* MERGEFORMAT �Table 2-32 Select Default Contact Phone Number Menu� as shown below:



Touch-Tone Digit�Menu Selection��1�Select first phone number as default contact number��2�Select second phone number as default contact number��3�Select third phone number as default contact number��4�Select fourth phone number as default contact number��5�Select first fax number as default fax transmission number��6�Select second fax number as default fax transmission number��*�Cancel and return to � REF _Ref409320872 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �32� Select Default Contact Phone Number Menu

Review/Edit Extension Phone Numbers

If the extension owner selects “2” from � REF _Ref409321091 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu� requesting to review or edit any of the extension phone numbers, the VirtualPBX presents the extension owner with the Edit Phone Numbers menu shown below:



Touch-Tone Digit�Menu Selection��1�Review/edit first contact phone number��2�Review/edit second contact phone number��3�Review/edit third contact phone number��4�Review/edit fourth contact phone number��5�Review/edit first fax transmission number��6�Review/edit second fax transmission number��7�Review/edit pager phone number��8�Hear help on defining phone numbers��*�Cancel and return to � REF _Ref409320872 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �33� Edit Phone Numbers Menu

After selecting which phone number the extension owner wants to access using � REF _Ref409321116 \* MERGEFORMAT �Table 2-33 Edit Phone Numbers Menu�, the system gives the extension owner � REF _Ref409321132 \* MERGEFORMAT �Table 2-34 Review/Edit Phone Number Menu� to allow them to select which operation is to be performed on the phone number:



Touch-Tone Digit�Menu Selection��1�Review selected phone number��2�Edit selected phone number��*�Cancel and return to � REF _Ref409321150 \* MERGEFORMAT �Table 2-33 Edit Phone Numbers Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �34� Review/Edit Phone Number Menu

If the caller chooses to review the phone number, the system reports the status of the phone number, including whether it is defined and whether it is the contact phone number.

�If the extension owner chooses to edit the phone number, the system requests the caller to enter the new phone number.  Once the caller has entered the phone number, the system repeats the phone number back to the owner and gives them � REF _Ref409321206 \* MERGEFORMAT �Table 2-35 Phone Number Action Menu� shown below:

Delete Contact Phone Number

The extension owner can delete a contact phone number if desired.  This is done by not entering any digits when prompted to enter the phone number.  The system will time-out after 4 seconds, report

	“The phone number is undefined”

and then present � REF _Ref409321231 \* MERGEFORMAT �Table 2-35 Phone Number Action Menu� to the owner to get a confirmation of the action.



Touch-Tone Digit�Menu Selection��1�Phone number is correct, save and return to � REF _Ref409321258 \* MERGEFORMAT �Table 2-33 Edit Phone Numbers Menu���2�Phone number is not correct.  Re-enter phone number��*�Cancel and return to � REF _Ref409320872 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �35� Phone Number Action Menu

Pager Contact Phone Number

If the caller selects "7" from � REF _Ref409325605 \* MERGEFORMAT �Table 2-33 Edit Phone Numbers Menu�, in order to edit the pager phone number, and selects "2" from � REF _Ref409325654 \* MERGEFORMAT �Table 2-34 Review/Edit Phone Number Menu�, then the VirtualPBX presents � REF _Ref409326240 \* MERGEFORMAT �Table 2-36 Pager Type Menu�:



Touch-Tone Digit�Menu Selection��1�Pager is a standard unit��2�Pager is a combination phone/pager unit��*�Cancel and return to � REF _Ref409320872 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �36� Pager Type Menu

After specifying the type of pager, the caller is asked to input the pager contact phone number.

If the extension owner specifies that the pager is a standard unit, then when the VirtualPBX sends a page to the pager, it dials the pager contact number, and sends the toll-free number as the page string.

If, on the other hand, the extension owner specifies that the pager is a combination phone/pager unit, such as one of the newer PCS cell-phones, then when the VirtualPBX sends a page to the pager, it first speaks a short message to the phone/pager after it answers and before sending the page.

As an example, if the VirtualPBX company name is "ACME", and the extension owner's name is "John Smith", then the VirtualPBX will play the following prompt after the phone answers:

"ACME new message page for John Smith"

After speaking the above phrase, the system dials any contact digits defined after a wait-for-answer character in the pager contact phone number string, and then sends the VirtualPBX DNIS as the page string.

The reason for speaking a short paging message to the phone extension prior to sending the page is to cover the two situations that might arise for the extension owner when receiving a page on a combination phone/pager.  In the first scenario, the extension owner has the cell phone turned off when the new message page arrives.  In this case, the spoken voice prompt is not heard by the owner, and afterwards, the phone receives the pager digits.  In the second scenario, the extension owner has the cell phone turned on, and when the page comes in, answers the phone thinking a phone call has arrived.  Instead, the voice prompt lets the extension owner know that a new message was received in the extension mailbox.  After the voice prompt, the owner will hear the actual paging digit string, but can ignore it.  The VirtualPBX is unable to determine whether the cell-phone owner answered the pager call, or the cell-phone company answered the call because the owner was not available.  Because of this, the VirtualPBX always plays the spoken voice message and sends the pager digits when paging to a combination phone/pager unit.

If there were no spoken voice prompt for the combination phone/pager unit, the extension owner would only hear the pager digit string whenever a pager call was mistakenly answered.

Contact Phone Number Help

If the caller selects option "8" from � REF _Ref409321310 \* MERGEFORMAT �Table 2-33 Edit Phone Numbers Menu� and chooses to hear help on defining contact phone numbers, the system plays the following message stating how to define two-stage contact numbers:

"When defining contact phone numbers, the star key is used to insert a literal star character or a one second pause in the dial string.  The pound key is used to insert a literal pound character or a wait-for-answer character to force the system to wait for the dialed phone to answer before sending any remaining digits.  A menu will be used to select the correct usage after pressing the star or pound key."

Review/Edit Extension Phone Directory

The VirtualPBX provides a private phone directory for each extension that can be used to store phone numbers for outbound dialing.  The extension owner must have been granted outbound dialing privileges by the system administrator in order to create or review phone directory entries.

The extension owner defines a directory entry using the name of the person that the directory entry refers to.  Once defined, phone directory entries are used at � REF _Ref409321843 \* MERGEFORMAT �Table 2-58 Outbound Dialing Method Menu� to perform outbound dialing.

If the extension owner selects “3” from � REF _Ref409323494 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu� and they have outbound dialing privileges, they are given access to � REF _Ref409323533 \* MERGEFORMAT �Table 2-37 Phone Directory Edit Menu�:



Touch-Tone Digit�Menu Selection��1�Add new phone directory entry��2�Delete a current phone directory entry��*�Cancel and return to � REF _Ref409320872 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �37� Phone Directory Edit Menu

�Add Phone Directory Entry

If the caller selects "1", from � REF _Ref409323533 \* MERGEFORMAT �Table 2-37 Phone Directory Edit Menu�, the system prompts the caller to type in the phone directory name.  If the name is longer than 5 digits, then the system only allows the caller to enter 5 digits.  After typing in the name, the system requests the caller to speak the name of the directory entry.  The system presents the caller with � REF _Ref409323952 \* MERGEFORMAT �Table 2-38 Record Phone Directory Name Menu�:



Touch-Tone Digit�Menu Selection��1�Review recorded phone directory name��2�Save recorded phone directory name��3�Re-record phone directory name��*�Cancel and return to � REF _Ref409323533 \* MERGEFORMAT �Table 2-37 Phone Directory Edit Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �38� Record Phone Directory Name Menu

After successfully recording the phone directory name voice file, the system prompts the caller to enter the phone number that will be dialed when the phone directory entry is selected.  After entering the phone number the caller is asked to confirm it.  If confirmed the system responds with a message stating that the phone directory entry has been created.

As an example, if an extension owner defined a phone directory entry for John Smith's office phone number, the phone directory name would be "76484", i.e., the push button digits for the name "SMITH" from the phone keypad, and the phone directory voice file might contain the phrase "John Smith's office".

Delete Phone Directory Entry

If the caller selects "2" from � REF _Ref409323533 \* MERGEFORMAT �Table 2-37 Phone Directory Edit Menu�, then the VirtualPBX prompts the extension owner to enter between 1 and 5 letters for the phone directory name that will be deleted.  The system then scrolls through all of the phone directories with matching directory names.  If the extension owner enters the "#" key instead of a phone directory name, then the system scrolls through all of the phone directory entries defined for the extension.

At each directory entry, the system speaks the phone directory name that was recorded by the extension owner when the directory entry was created, and plays � REF _Ref409324575 \* MERGEFORMAT �Table 2-39 Select Phone Directory Entry Menu�:



Touch-Tone Digit�Menu Selection��#�Select this phone directory entry��*�Cancel and return to � REF _Ref409323533 \* MERGEFORMAT �Table 2-37 Phone Directory Edit Menu���0..9�Skip this directory entry and move to next matching entry��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �39� Select Phone Directory Entry Menu

If the extension owner does not select a phone directory entry, they are returned to � REF _Ref409323533 \* MERGEFORMAT �Table 2-37 Phone Directory Edit Menu�.  If the extension owner selects a directory entry, the system asks the owner to confirm that the directory entry should be deleted, and if the owner concurs, deletes the entry.

�Review/Edit Extension Options

If the extension owner selects “2” from � REF _Ref409324748 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu�, the VirtualPBX presents the extension owner with � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu�:



Touch-Tone Digit�Menu Selection��1�Mark extension as available or unavailable��2�Enable or disable new message paging��3�Enable or disable call screening��4�Edit follow-me calling options��5�Review or edit password-required-on-connect��6�Review or edit direct connect status��7�Review or edit automatic fax transmit status��*�Cancel and return to � REF _Ref409324962 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �40� Extension Options Menu

In the following sections on availability, new message paging, call screening, follow-me calling, and password-required-on-connect, each option selected from the � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu� causes the VirtualPBX to report the current state of the option.  If the extension owner commands the system to enable or disable the option from any of the option menus before the status has completed speaking, the system aborts the status message and immediately implements the menu request.

Extension Availability

The VirtualPBX allows an extension owner to mark an extension as available or unavailable, just as a standard PBX allows an extension that is physically connected to it to request it to be placed in “Do Not Disturb” mode.  Whenever a VirtualPBX extension is marked as unavailable, all calls to the extension are routed directly to voice mail for the extension.  Whenever the extension is marked as available, the VirtualPBX tries to route the caller to the extension, and only sends the caller to voice mail if the system is unable to get the extension online.

If the caller selects "1" from � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu�, then the VirtualPBX first plays the current extension availability status to the caller:

"The extension is currently marked as available"

or,

"The extension is currently marked as unavailable"

Next, the VirtualPBX presents the caller with � REF _Ref409325329 \* MERGEFORMAT �Table 2-41 Extension Availability Menu�:



Touch-Tone Digit�Menu Selection��1�Mark the extension as available��2�Mark the extension as unavailable��*�Cancel and return to � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �41� Extension Availability Menu

�Paging

The VirtualPBX allows the extension owner to enable or disable new message paging.  When new message paging is enabled, and there is a valid pager contact number defined, the system will page the extension whenever a new voice or fax message is received in the extension’s mailbox.

If the caller selects "2" from � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu�, then the VirtualPBX first plays the current extension paging status to the caller:

"Message paging is enabled"

or,

"Message paging is disabled"

Next, the VirtualPBX presents the caller with � REF _Ref409327556 \* MERGEFORMAT �Table 2-42 New Message Paging Menu�:



Touch-Tone Digit�Menu Selection��1�Enable new message paging��2�Disable new message paging��*�Cancel and return to � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �42� New Message Paging Menu

Call Screening

The VirtualPBX allows the extension owner to screen inbound calls when necessary.  When the extension has call screening enabled, the VirtualPBX asks the caller to speak their name prior to transferring the call to the extension.  The system allows up to 10 seconds for the name, or a short message.  When the extension owner answers, the VirtualPBX speaks the caller's name to the extension owner.  The extension owner can then decide to accept the call, or send the caller to voice mail.  While the VirtualPBX is interacting with the extension owner, the caller is listening to the music-on-hold specified for the PBX and cannot tell whether or not the extension owner has answered the call.  See section � REF _Ref409332683 \n �2.1.3�, � REF _Ref409332702 \* MERGEFORMAT �Transfer To Extension�, for a description of the actual text that the VirtualPBX speaks to the caller when call screening is enabled.

If the extension owner selects "3" at � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu�, the VirtualPBX plays the current call screening status to the caller:

"Call screening is enabled"

or,

"Call screening is disabled"

Next, the VirtualPBX presents � REF _Ref409332949 \* MERGEFORMAT �Table 2-43 Call Screening Menu� to the caller:

 

Touch-Tone Digit�Menu Selection��1�Enable call screening��2�Disable call screening��*�Cancel and return to � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �43� Call Screening Menu

�Edit Follow-Me Calling Options

Follow-me calling is a feature that allows the VirtualPBX to try all of an extension’s contact phone numbers to try and reach the extension.

When follow-me calling is disabled, the VirtualPBX calls the extension at the default contact phone number only.  If the extension does not answer, then the VirtualPBX sends the caller to voice mail.

When follow-me calling is enabled, the VirtualPBX calls the extension first at the default contact phone, and if a connection is not made, it tries each of the other defined contact phone numbers in numerical order.  

The extension owner can also mark each contact phone number as included or excluded from follow-me calling.  In this way the extension owner could set follow-me calling to use a subset of the defined contact numbers.

As an example, if the extension owner had all four contact numbers defined and had the third contact number marked as the default contact number, and had marked the second contact number as excluded from follow-me calling, the VirtualPBX would try to contact the extension in the following contact number order 3, 1, 4.

The advantage of follow-me calling is that a caller will reach the extension owner, no matter which contact phone number they are at, regardless of whether the extension owner has correctly specified the default contact phone number.

The disadvantage of follow-me calling is that the call transfer takes longer because multiple numbers are being dialed sequentially.  Future plans to the VirtualPBX call for implementing a parallel version of follow-me calling which will remove this disadvantage.

The follow-me calling option is also used to determine whether to use follow-me calling for group broadcast messages.  See section � REF _Ref409333262 \n �2.2.2.10.2�, � REF _Ref409333262 \* MERGEFORMAT �Distribute/Broadcast Message To Working Group�, for more information about how follow-me calling interacts with group broadcasts.

If the caller selects "4" at � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu�, the VirtualPBX reports the current follow-me calling status for the extension:

"Follow-me calling is enabled"

or,

"Follow-me calling is disabled"

Next, the VirtualPBX presents � REF _Ref409333915 \* MERGEFORMAT �Table 2-44 Follow-Me Calling Menu�:



Touch-Tone Digit�Menu Selection��1�Enable follow-me calling��2�Disable follow-me calling��3�Include/exclude contact phone numbers in follow-me calling��*�Cancel and return to � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �44� Follow-Me Calling Menu

�If the caller selects "3" at � REF _Ref409333915 \* MERGEFORMAT �Table 2-44 Follow-Me Calling Menu�, the Virtual PBX presents � REF _Ref409430493 \* MERGEFORMAT �Table 2-45 Select Follow-Me Calling Include/Exclude Contact Number Menu�:



Touch-Tone Digit�Menu Selection��1�Include/exclude contact number 1 in follow-me calling��2�Include/exclude contact number 2 in follow-me calling��3�Include/exclude contact number 3 in follow-me calling��4�Include/exclude contact number 4 in follow-me calling��*�Cancel and return to � REF _Ref409333915 \* MERGEFORMAT �Table 2-44 Follow-Me Calling Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �45� Select Follow-Me Calling Include/Exclude Contact Number Menu

If the caller selects one of the contact phone numbers to include/exclude for follow-me calling, then the VirtualPBX presents � REF _Ref409334255 \* MERGEFORMAT �Table 2-46 Follow-Me Calling Include/Exclude Menu�:



Touch-Tone Digit�Menu Selection��1�Include contact number in follow-me calling��2�Exclude contact number in follow-me calling��*�Cancel and return to � REF _Ref409333915 \* MERGEFORMAT �Table 2-44 Follow-Me Calling Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �46� Follow-Me Calling Include/Exclude Menu

Password Required On Connect

The extension owner can mark the individual contact phone numbers as requiring a password before transferring a caller to the extension at that contact number.  Then, the extension owner will have to input the password before accepting a call, sending a caller to voice mail, or hearing a group broadcast message.  If the password is not required on connect, then anyone answering the phone at the extension contact number can accept the call, send the caller to voice mail, or hear the group broadcast message.  See section � REF _Ref409333514 \n �2.1.3�, � REF _Ref409333528 \* MERGEFORMAT �Transfer To Extension�, for a description of the prompts spoken to the extension owner when the password required on connect option is in effect.

If the caller selects "5" from � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu�, the VirtualPBX presents the caller with the � REF _Ref432239559 \* MERGEFORMAT �Table 2-47 Select Contact Number Password Menu�:



Touch-Tone Digit�Menu Selection��1..4�Select contact number to review or edit password on connect status��*�Cancel and return to � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �47� Select Contact Number Password Menu

After the caller selects which contact phone number to review or edit the password status of, the VirtualPBX reports the status of the password required on connect option:

"The extension password is required when connecting a call to this contact number."

or,

"The extension password is not required when connecting a call to this contact number."

�After reporting the password status, the VirtualPBX presents the caller with � REF _Ref409334570 \* MERGEFORMAT �Table 2-48 Password Required On Connect Menu�:



Touch-Tone Digit�Menu Selection��1�Require password on connect��2�Do not require password on connect��*�Cancel and return to � REF _Ref432239559 \* MERGEFORMAT �Table 2-47 Select Contact Number Password Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �48� Password Required On Connect Menu

Review Or Edit Direct Connect Status

The direct connect option allows an extension owner to route calls to an extension contact phone number without having the VirtualPBX monitor the call transfer.  When a contact phone number is marked as a direct connect contact number, the VirtualPBX waits for the called number to answer, and then immediately transfers the caller to the number without first asking the called extension owner to press “#” to take the call.  This allows an extension owner to route calls to an external voice mail system or answering service.  

This feature is normally used by people that have multiple voice mail systems and don’t want to consolidate their voice mail on the VirtualPBX, but instead want to continue to use their existing voice mail that is associated with the contact phone number.  As an example, if an extension owner marked their cell-phone as a direct connect contact phone number, when a caller transferred to their extension, the VirtualPBX would wait for the cell phone to be answered and then transfer the caller to the cell phone regardless of whether the extension owner answered the call, or the cell-phone voice mail answered the call.

If the caller selects "6" from � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu�, the VirtualPBX presents the caller with the � REF _Ref453386904 \* MERGEFORMAT �Table 2-49 Select Contact Number Direct Connect Menu�:



Touch-Tone Digit�Menu Selection��1..4�Select contact number to review or edit direct connect status��*�Cancel and return to � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �49� Select Contact Number Direct Connect Menu

After the caller selects which contact phone number to review or edit the direct connect  status of, the VirtualPBX reports the status of the password required on connect option:

"Calls to this contact number will only be connected after verification from the extension owner."

or,

"Calls to this contact number will be directly connected without verification from the extension owner."

�After reporting the direct connect status, the VirtualPBX presents the caller with � REF _Ref453387149 \* MERGEFORMAT �Table 2-50 Direct Connect Menu�:



Touch-Tone Digit�Menu Selection��1�Directly connect calls to this contact number��2�Require extension owner verification before connecting calls to this contact phone number (VirtualPBX default)��*�Cancel and return to � REF _Ref432239559 \* MERGEFORMAT �Table 2-47 Select Contact Number Password Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �50� Direct Connect Menu

Review Or Edit Automatic Fax Transmission Status

The VirtualPBX allows an extension owner to automatically transmit received faxes to the default fax contact phone number.  When automatic fax transmission is enabled, the system will store the received fax in either the extension’s new message folder or deleted message folder, and transmit the received fax to the default fax contact number.

If the caller selects "7" from � REF _Ref409324999 \* MERGEFORMAT �Table 2-40 Extension Options Menu�, the VirtualPBX presents the caller with the � REF _Ref455473279 \* MERGEFORMAT �Table 2-51 Automatic Fax Transmission Menu�:



Touch-Tone Digit�Menu Selection��0�Disable automatic transmission of faxes��1�Automatically transmit faxes to the default fax contact number and place the fax in the new message folder��2�Automatically transmit faxes to the default fax contact number and place the fax in the deleted message folder��*�Cancel and return to � REF _Ref409324575 \* MERGEFORMAT �Table 2-39 Select Phone Directory Entry Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �51� Automatic Fax Transmission Menu

Please see section � REF _Ref455473506 \n �2.2.2.8.1.3� for a description of fax messages and transmitting faxes to fax machines for viewing.

Access ACD Queue Options

If the VirtualPBX has any Automatic Call Distribution (ACD) queues defined in the system, the extension owner will be able to login and logout from the ACD queue.

If the extension owner selects “3” from � REF _Ref409334622 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu�, the system plays � REF _Ref409334643 \* MERGEFORMAT �Table 2-52 ACD Queue Selection Menu� for the extension owner, as shown below:



Touch-Tone Digit�Menu Selection��1..8�Review/Edit login/availability status in ACD queue 1..8��*�Cancel and return to � REF _Ref409320447 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �52� ACD Queue Selection Menu

From here, the extension owner can select which of the eight ACD queues to edit the extension status for.  �Once an ACD queue has been selected, the system plays the current status of the extension in the ACD queue.  As an example:

“You are not currently logged into this ACD queue”

or

“You are currently logged into this ACD queue”

Next, the system offers the extension owner the � REF _Ref409339204 \* MERGEFORMAT �Table 2-53 ACD Queue Login Menu�:



Touch-Tone Digit�Menu Selection��1�Login to the selected ACD queue��2�Logout from the selected ACD queue��*�Cancel and return to � REF _Ref409334643 \* MERGEFORMAT �Table 2-52 ACD Queue Selection Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �53� ACD Queue Login Menu

If the extension owner selects a menu option before the ACD status prompt is completed, it aborts the speaking of the prompt and implements the menu command.

Set Extension Personality Traits

The extension has four "personality" traits.  These are the password, the extension owner's name recorded for the company directory, the extension owner's greeting recorded for the extension mailbox, and the extension owner's directory name used to index into the company directory.

If the extension owner selects "4" from � REF _Ref409339677 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu�, the VirtualPBX presents the � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu�:



Touch-Tone Digit�Menu Selection��1�Create new password��2�Review/edit extension owner's recorded name for company directory��3�Review/edit extension's mailbox greeting��4�Review/edit extension owner's directory name for company directory��*�Cancel and return to � REF _Ref409334643 \* MERGEFORMAT �Table 2-52 ACD Queue Selection Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �54� Extension Personality Traits Menu

Create New Password

The extension owner can define a new password for use during login.  Valid passwords in the VirtualPBX must be at least 4 characters long, and can be as long as 10 characters.  Only the digits 0..9 are allowed in the password.  The use of either the “*” or “#” DTMF characters is not allowed.

If the caller selects "1" from � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu�, the system allows the extension owner to input a new password and confirm whether to use it or not.

Record Extension Owner Name Or Greeting

If the extension owner selects option “2” from � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu�, they are given the opportunity to review or record the extension owner’s name for the company directory.  If the extension owner selects option “3” from � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu�, they are given the opportunity to record the greeting for the extension mailbox.  These are done with � REF _Ref409340080 \* MERGEFORMAT �Table 2-55 Review Name And Greeting Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Record new name or greeting��2�Review current name or greeting��3�Delete current name or greeting��*�Cancel and return to � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �55� Review Name And Greeting Menu

If the extension owner selects to record a new name or greeting, the system gives them instructions on how to record the message, plays a beep, and then starts recording.

The extension owner can press any key while the instructions are being played and the system will abort the rest of the instructions, play the beep and start the recording.

Once the extension owner has completed the message, they can press any key to end the recording.  If the extension owner does not press a key, the recording will end automatically after four seconds of silence have occurred.

Once the recording is complete, the extension owner is given � REF _Ref409340136 \* MERGEFORMAT �Table 2-56 Name/Greeting Record Message Menu� as shown below:



Touch-Tone Digit�Menu Selection��1�Review recorded message��2�Save recorded message and return to � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu���3�Re-record message��*�Cancel and return to � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �56� Name/Greeting Record Message Menu

Selecting “1” from the menu above allows the extension owner to hear the name or greeting message that was just recorded.  Selecting “2” saves the name or greeting message, and returns the extension owner to � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu�.  Selecting "3" allows the extension owner to re-record the name or greeting message.  Selecting “*” deletes the just recorded name or greeting message, but does not affect the currently defined name or greeting message for the system, and returns the extension owner to � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu�.

If the extension owner hangs-up after recording either the name or greeting, but prior to actually commanding the system to save the message through the Name/Greeting Record Message menu, then the recorded message is deleted.  This is in contrast to the behavior the system exhibits when a caller is leaving a voice message for an extension.

Edit Extension Directory Name

If the caller selects “4” from � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu�, they are given the opportunity to enter a new directory name for the extension.  The directory name consists of the push button digits on the phone keypad that spell the extension owners name.

The caller types in the extension owner’s directory name using the push button keypad on the phone.  For ‘Q’ or ‘Z’, the number ‘0’ is entered.

The directory name is limited to five characters.  If the extension owner’s name is longer, then only five characters are entered.  If the extension owner’s name is five characters or less, then the entire extension owner’s name is entered.

The VirtualPBX can be configured to use either the extension owner’s first names or last names in the company directory at the time it is created.  Once set, it uses the first or last name for every extension in the company.  When defining the directory name, the VirtualPBX will let the caller know which name to enter in the company directory by the appropriate prompt:

“Please enter the extension owner's last name for the company directory, followed by the pound key.  For Q or Z, press zero.  If the name is longer than five letters, only enter the first five letters of the name.  To cancel, press star.”

Or

“Please enter the extension owner's first name for the company directory, followed by the pound key.  For Q or Z, press zero.  If the name is longer than five letters, only enter the first five letters of the name.  To cancel, press star.”

After typing in the directory name, the VirtualPBX repeats the digits back to the caller and uses � REF _Ref409340298 \* MERGEFORMAT �Table 2-57 Directory Name Confirmation Menu� to determine whether to save the directory name or not:



Touch-Tone Digit�Menu Selection��1�Directory entry is correct. Save and return to � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu���2�Directory entry is incorrect.  Repeat input of directory name��*�Cancel and return to � REF _Ref409339847 \* MERGEFORMAT �Table 2-54 Extension Personality Traits Menu� without updating directory name��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �57� Directory Name Confirmation Menu

Outbound Dialing

The VirtualPBX provides an outbound dialing feature for all extension owners that have been given outbound dialing privileges by the system administrator.  Initially, all extension owners have outbound dialing privileges.  See section � REF _Ref401628451 \n �2.3.4.2.7�, � REF _Ref401628451 \* MERGEFORMAT �Set Outbound Dialing Privilege�, for a description of setting outbound dialing privileges for an extension.

Since all outbound dialing is performed over a T-1 link, all calls are considered long distance.  This means that all calls to North American numbers must be formatted with “1”, the area code, and the phone number, and all international calls must be prefaced with “011”, the country code, and the phone number.

Unlike the extension contact numbers, when defining outbound dialing phone numbers, there are no pause or wait-for-answer characters allowed in the dial string.

When the extension owner selects “3” from � REF _Ref409340797 \* MERGEFORMAT �Table 2-9 Extension Owner Menu� to perform outbound dialing, the system presents � REF _Ref409321843 \* MERGEFORMAT �Table 2-58 Outbound Dialing Method Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Directly dial outbound phone number��2�Dial using extension phone directory��3�Call another extension in VirtualPBX��*�Cancel and return to � REF _Ref409340856 \* MERGEFORMAT �Table 2-9 Extension Owner Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �58� Outbound Dialing Method Menu

Regardless of the method used to select the outbound dialing number, the VirtualPBX looks up the phone number prefix and area code or country code (depending upon whether the phone number is a North American or an international number) to determine if the extension owner has sufficient rights to make the call and to insure that the system knows how to bill the call.

If the extension owner has sufficient rights to make the call, the system dynamically allocates an outbound line and dials the number.  As soon as the number is entered, the VirtualPBX plays an information message to the extension owner stating:

“Once your call is connected, press the star key at any time to force a hang-up on the outbound line and return to the outbound dialing menu”

then dials the number and routes the extension owner to the outbound line.  Since the VirtualPBX waits for the message to finish playing before dialing the phone number, if the caller hits any other key besides the “*”, it will abort the speaking of the above message and force the VirtualPBX to dial the number immediately.

When a caller is routed to an extension in the system, the caller is not actually connected to the extension until after the extension has answered.  When an extension owner makes an outbound call, the extension is routed to the outbound line as soon as the digits are dialed so that the extension owner can listen to the call progress tones, and determine what to do (i.e., ring-no-answer, busy, operator intercept, etc.).

As stated above, once the extension owner is routed to the outbound line, the extension owner can force the system to hang-up on the outbound line and return to � REF _Ref409321843 \* MERGEFORMAT �Table 2-58 Outbound Dialing Method Menu� menu at any time by pressing the “*” key.

The extension owner can make multiple outbound calls using a single inbound call, because the extension owner is returned to � REF _Ref409340980 \* MERGEFORMAT �Table 2-58 Outbound Dialing Method Menu� each time the outbound call is terminated (whether by the extension owner forcing the outbound line onhook with the “*” key, or by the called party hanging up).  This means that an extension owner that was staying at a hotel could make a single call to the VirtualPBX and then make multiple outbound calls while only getting charged the hotel phone access fee for one call.

Outbound Dialing Using Phone Directory

If the extension owner selects option “2” from � REF _Ref409321843 \* MERGEFORMAT �Table 2-58 Outbound Dialing Method Menu�, then the VirtualPBX requests that the extension owner enter between 1 and 5 letters of the phone directory entry name.  As an example, if the extension owner had defined a phone directory entry for John Smith, the digits "7", "76", "764", "7648", or "76484" corresponding to the phone push button digits associated with “SMITH” would be entered.  The more digits the extension owner enters the fewer phone directory entries will match, and the fewer phone directory entries will need to be scrolled through to select the correct one.

If the extension owner enters "#" instead of a directory entry name, the VirtualPBX will scroll through all directory entries defined in the extension's phone directory.

The VirtualPBX allows the extension owner to scroll through each phone directory entry whose directory matched the one entered.  The system speaks the voice prompt associated with the phone directory entry (i.e., “John Smith’s office” as an example), and then plays � REF _Ref409341470 \* MERGEFORMAT �Table 2-59 Phone Directory Select Entry Menu� shown below:



Touch-Tone Digit�Menu Selection��0..9�Abort playing this directory entry and skip to the next entry��#�Dial this phone directory entry��*�Cancel and return to � REF _Ref409341337 \* MERGEFORMAT �Table 2-58 Outbound Dialing Method Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �59� Phone Directory Select Entry Menu

Outbound Dialing To An Extension

If the extension owner selects option “3” from � REF _Ref409321843 \* MERGEFORMAT �Table 2-58 Outbound Dialing Method Menu�, the system presents the caller with � REF _Ref421187212 \* MERGEFORMAT �Table 2-60 Outbound Extension Selection Menu�:



Touch-Tone Digit�Menu Selection��1�Directly enter extension to be called��2�Select extension from company directory��*�Cancel and return to � REF _Ref409341337 \* MERGEFORMAT �Table 2-58 Outbound Dialing Method Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �60� Outbound Extension Selection Menu

These options work identically to those described in section � REF _Ref419520629 \n �2.1.3.3�, � REF _Ref419520629 \* MERGEFORMAT �Transfer To Known Extension�, and section � REF _Ref401464740 \n �0�, � REF _Ref401464740 \* MERGEFORMAT �r voice mail answered the call.

There is one disadvantage when using direct connect contact phone numbers to route callers to external voice mail systems.  Some messages might be left in the VirtualPBX extension mailbox if multiple callers simultaneous call the extension.  This is because the VirtualPBX routes the first caller to the extension, and additional simultaneous callers are routed directly to VirtualPBX voice mail because the extension is already busy.

Transfer To Extension Using Company Directory�.  If the caller selects option “1” from � REF _Ref421187212 \* MERGEFORMAT �Table 2-60 Outbound Extension Selection Menu�, then the system allows the caller to enter the extension.  If the caller prefaces the extension with the “#” character, the caller is transfered directly to the extension’s voice mail.  If the caller selects “2” from � REF _Ref421187212 \* MERGEFORMAT �Table 2-60 Outbound Extension Selection Menu�, then the system allows the caller to select the extension using the company directory.

Once the extension is selected, the caller listens to music-on-hold while the system tries to get the requested system owner online.  If the extension does not answer or refuses the call, the caller is transferred to voice-mail.  The call transfer can be aborted using the “*” key once the music-on-hold begins to play.

When the call is finished or the caller has left a message in voice-mail, the caller returns to � REF _Ref409321843 \* MERGEFORMAT �Table 2-58 Outbound Dialing Method Menu�, where the system allows the caller to make another call.

System Administrator

A system administrator for the VirtualPBX is one of the extensions defined in the system and is able to set VirtualPBX options as well as manage extensions in the system.

Any extension owner can be granted system administrator privileges by a system administrator.  There is no limit to the number of extensions that can be given system administrator privileges, but obviously, this should be kept to a minimum to insure security and system integrity.  It would be foolish to allow too many extensions the rights to access system administration options in the system.

Auto-Attendant Login And Select System Administrator Options

There is no difference between a system administrator and a normal extension owner other than the fact that an extension marked as a system administrator has additional privileges.  The system administrator logs into the system in the manner described in section � REF _Ref401632980 \n �2.2.1�, � REF _Ref401632980 \* MERGEFORMAT �Auto Attendant Login�, above for the extension owner, i.e., they press the login alert key, “#”, at � REF _Ref409341550 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu� and enter their extension number followed by the “#” and their password followed by the “#”.

Once the system administrator successfully logs into the system, if the extension is currently marked as unavailable, the VirtualPBX reports this to the system administrator to remind them that there will be no calls routed to the extension.  Next, the system tells the system administrator whether there is any new mail (voice or fax) so they will know whether they need to check their mail.  Finally, if the VirtualPBX is in night mode, it is reported to the system administrator:

“The system is in night mode”

�After hearing the immediate status, the system administrator is presented with � REF _Ref409341579 \* MERGEFORMAT �Table 2-61 System Administrator Selection Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Act as normal extension owner in system��2�Act as system administrator in system��*�Cancel and end call��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �61� System Administrator Selection Menu

If the system administrator selects option “1”, then the system sends the caller to � REF _Ref409341606 \* MERGEFORMAT �Table 2-9 Extension Owner Menu� as described in section � REF _Ref401729841 \n �2.2�, � REF _Ref401729841 \* MERGEFORMAT �Extension Owner Operation�, above.  If the system administrator selects option “2”, then the system presents the system administrator with � REF _Ref409341633 \* MERGEFORMAT �Table 2-62 System Administration Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Send a broadcast message to all extensions��2�Set PBX and ACD queue options��3�Edit individual extension settings��4�Set system options (i.e., day/night mode, payphone, directory assistance, or VirtualDID routing options)��5�Create, delete, or rename extensions��*�Cancel and return to � REF _Ref409319022 \* MERGEFORMAT �Table 2-61 System Administrator Selection Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �62� System Administration Menu

Send A Broadcast Message To All Extensions

If the system administrator selects option “1” from � REF _Ref409341738 \* MERGEFORMAT �Table 2-62 System Administration Menu�, they are allowed to record a message that will be broadcast to all of the extensions defined in the VirtualPBX.

The system plays instructions on how to record the message, plays a beep, and then begins recording.

If, while the recording instructions are being played, the system administrator hits any key, the playing of the recording instructions are aborted, the system immediately plays a beep, and starts recording.

Once the system administrator has finished recording the broadcast message, hitting any key will stop the recording.  If the system administrator does not hit a key when finished, the VirtualPBX will automatically stop the recording after hearing four seconds of silence.

Once the recording is completed the system presents the system administrator with the � REF _Ref409342228 \* MERGEFORMAT �Table 2-63 Record Broadcast Message Menu� shown below:



Touch-Tone Digit�Menu Selection��1�Review recorded broadcast message��2�Save recorded message and distribute it to all extensions��3�Re-record broadcast message��*�Cancel and return to � REF _Ref409341633 \* MERGEFORMAT �Table 2-62 System Administration Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �63� Record Broadcast Message Menu

�The following characteristics should be noted about using the system administrator broadcast function:

The broadcast message is saved as a new message in the system administrator's mailbox, and then forwarded to every other extension in the system.

Unlike a standard group broadcast, the system administrator does not need to create a broadcast group to perform the system wide broadcast

A system administrator broadcast is a system wide voice mail message distribution as defined in section � REF _Ref409333262 \n �2.2.2.10.2�, � REF _Ref409431971 \* MERGEFORMAT �Distribute/Broadcast Message To Working Group�.  As such, the extension owner is paged when the message is delivered to the mailbox, but the extension owner never has the message broadcast live to the extension.

If the system administrator hangs-up after recording the broadcast message, but prior to actually commanding the system to save the message through � REF _Ref409342228 \* MERGEFORMAT �Table 2-63 Record Broadcast Message Menu�, then the recorded message is deleted, and the broadcast does not occur.  This is in contrast to the behavior the system exhibits when a caller is leaving a voice message for an extension.

Set PBX And ACD Queue Options

If the system administrator selects option “2” from � REF _Ref409342661 \* MERGEFORMAT �Table 2-62 System Administration Menu�, the system allows the system administrator to set the PBX and ACD queue options.  These include defining the operators, music-on-hold, and information message-on-hold for the PBX and each ACD queue.

The PBX operator extension is the extension that all callers get transferred to when they select the “transfer to operator” function, i.e., option “0” in � REF _Ref409342682 \* MERGEFORMAT �Table 2-1 Example Auto-Attendant Menu�.  In addition, any time there is a problem with a call transfer, the caller is transferred to the defined operator extension.

The ACD queue operator extensions are used to transfer callers from ACD queues when there are no agents available to take calls from the ACD queues, or if the caller elects to exit the ACD queue and transfer to an operator.

The system presents � REF _Ref419529258 \* MERGEFORMAT �Table 2-64 Set Queue Option Menu�, to allow the system administrator to select whether to set the operator extension or music-on-hold for the PBX or an ACD queue.



Touch-Tone Digit�Menu Selection��1�Set operator extensions��2�Set music-on-hold or information message-on-hold��*�Cancel and return to � REF _Ref409341633 \* MERGEFORMAT �Table 2-62 System Administration Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �64� Set Queue Option Menu

Set Operator Extensions

If the system administrator selects options “1” at � REF _Ref419529258 \* MERGEFORMAT �Table 2-64 Set Queue Option Menu�, � REF _Ref409342709 \* MERGEFORMAT �Table 2-65 PBX And ACD Queue Operator Selection Menu� is presented to the system administrator as shown below:



Touch-Tone Digit�Menu Selection��0�Review or edit PBX operator extension��1..8�Review or edit ACD queue number 1..8 operator extension��*�Cancel and return to � REF _Ref419529258 \* MERGEFORMAT �Table 2-64 Set Queue Option Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �65� PBX And ACD Queue Operator Selection Menu

Once the system administrator has selected which operator to review or edit, the system plays the current operator status, i.e.,

“The operator extension is not defined”

or

“Extension ... is the currently defined operator”

Once the system has reported the current operator status, it presents the system administrator with � REF _Ref409342875 \* MERGEFORMAT �Table 2-66 Edit Operator Menu�:



Touch-Tone Digit�Menu Selection��1�Edit selected operator extension��*�Cancel and return to � REF _Ref419529258 \* MERGEFORMAT �Table 2-64 Set Queue Option Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �66� Edit Operator Menu

If the system administrator does not define operators for the active ACD queues, the VirtualPBX transfers any ACD queue caller to the PBX operator when necessary.

Set Music-On-Hold And Information Message-On-Hold

If the system administrator selects option “2” from � REF _Ref419529258 \* MERGEFORMAT �Table 2-64 Set Queue Option Menu�, the system allows the system administrator to select which queue to set the music-on-hold or information message-on-hold for by presenting � REF _Ref419600423 \* MERGEFORMAT �Table 2-67 Hold Voice File Queue Selection Menu�:



Touch-Tone Digit�Menu Selection��0�Select music-on-hold for the PBX��1..8�Select music-on-hold for ACD queue number 1..8��9�Select music-on-hold for toll-free number (only heard by extension owners during fax re-transmission)��*�Cancel and return to � REF _Ref419599668 \* MERGEFORMAT �Table 2-68 Set Hold Voice File Type Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �67� Hold Voice File Queue Selection Menu

Once the system administrator has selected the queue to set, the VirtualPBX presents � REF _Ref419599668 \* MERGEFORMAT �Table 2-68 Set Hold Voice File Type Menu�:



Touch-Tone Digit�Menu Selection��1�Use Music-On-Hold Jukebox��2�Use Information Message-On-Hold��*�Cancel and return to � REF _Ref419529258 \* MERGEFORMAT �Table 2-64 Set Queue Option Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �68� Set Hold Voice File Type Menu

Select Music-On-Hold Using Music Jukebox

The music-on-hold for the PBX queue is the music that the caller hears while their call is being transferred to an extension.  The music-on-hold for each ACD queue is the music that the caller hears while waiting for the next available agent in the ACD queue.  The toll-free number music-on-hold is the music that is heard by the extension owner when re-transmitting a fax.

The VirtualPBX provides a music jukebox for the system administrator to use when selecting music-on-hold.  The music jukebox has eight categories of music as detailed in � REF _Ref411820896 \* MERGEFORMAT �Table 2-69 Music-On-Hold Category Menu�:



Touch-Tone Digit�Menu Selection��1�Select music from symphony category��2�Select music from country western category��3�Select music from easy listening category��4�Select music from folk music category��5�Select music from jazz category��6�Select music from rhythm and blues category��7�Select music from rock and roll category��8�Select music from other category��*�Cancel and return to � REF _Ref419599668 \* MERGEFORMAT �Table 2-68 Set Hold Voice File Type Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �69� Music-On-Hold Category Menu

When the system administrator has selected which category to listen to music from, the system plays each song in the category.  At the end of the song, the system administrator is presented with � REF _Ref411821373 \* MERGEFORMAT �Table 2-70 Select Music-On-Hold Menu�:



Touch-Tone Digit�Menu Selection��0..9�Abort playing this song and skip to the next song��#�Select this song and use it for music-on-hold for the selected queue��*�Cancel and return to � REF _Ref419599668 \* MERGEFORMAT �Table 2-68 Set Hold Voice File Type Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �70� Select Music-On-Hold Menu

The system administrator does not need to wait until the song has completed before taking any action.  As soon as the song starts, the system administrator can abort the song and move to the next one, cancel and return to � REF _Ref411820629 \* MERGEFORMAT �Table 2-67 Hold Voice File Queue Selection Menu

�, or select the song and immediately start using it as the music-on-hold for the selected queue.

Set Information Message-On-Hold

If the system administrator selects option “2” from � REF _Ref419599668 \* MERGEFORMAT �Table 2-68 Set Hold Voice File Type Menu�, they are given the opportunity to review a currently defined information message, record a new one, or delete the current one for the selected queue using � REF _Ref419601163 \* MERGEFORMAT �Table 2-71 Edit Information Message-On-Hold Menu�:



Touch-Tone Digit�Menu Selection��1�Review current information message-on-hold��2�Record new information message-on-hold��3�Delete current information message-on-hold��*�Cancel and return to � REF _Ref419599668 \* MERGEFORMAT �Table 2-68 Set Hold Voice File Type Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �71� Edit Information Message-On-Hold Menu

If the system administrator elects to record a new information message on hold, the VirtualPBX allows the system administrator to record a message up to 5 minutes long.  If the message is saved, then it becomes the default message for the next caller that calls into the system.

Each queue stores it’s own information message-on-hold.  This message is not overwritten when the system administrator selects music-on-hold instead of information message-on-hold for the queue.  The next time the system administrator selects information message-on-hold for the queue, the message is used.

It is not possible to create an information message-on-hold for the toll-free number, music-on-hold is the only available option.

Review Or Edit Extension Settings

If the system administrator selects option “3” from the System Administration menu, the VirtualPBX allows the system administrator to edit an extension’s settings.

The system queries the system administrator for the extension to edit, and confirms that the extension exists in the system.  After confirming that it is a valid extension, the system reports the present extension status to the system administrator.  As an example:

“The extension is currently unlocked and free to connect to the system.  The extension has no system administration rights.  The extension has continental US connection rights.  The extension has no outbound dialing rights.  The extension is allowed to receive voice and fax mail.”

Once the status report has been completed, the system presents � REF _Ref409343070 \* MERGEFORMAT �Table 2-72 SysOp Edit Extension Settings Menu� to the system administrator:



Touch Tone Digit�Menu Selection��1�Edit extension characteristics, i.e., invoke � REF _Ref409343097 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu���2�Set extension outbound connection privilege��3�Set extension outbound calling privilege��4�Lock/Unlock extension in system��5�Grant/Revoke system administrator rights for extension��6�Block/Allow voice and fax mail to extension��*�Cancel and return to � REF _Ref409343147 \* MERGEFORMAT �Table 2-62 System Administration Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �72� SysOp Edit Extension Settings Menu

Edit Extension Characteristics

If the system administrator selects option “1” from � REF _Ref409343070 \* MERGEFORMAT �Table 2-72 SysOp Edit Extension Settings Menu�, the system allows the system administrator to edit any of the extension characteristics.  This option actually invokes � REF _Ref409320447 \* MERGEFORMAT �Table 2-26 Extension Maintenance Menu� with all of the options as described above for that.

Outbound Connection And Outbound Dialing Privileges

The VirtualPBX provides two types of privileges associated with an extension that control what type of outbound connections and outbound dialing can occur.

Outbound Connection Privileges

The outbound connection privilege controls whether where a call can be routed to an extension and where a fax can be re-transmitted to a fax machine.

�Outbound Dialing Privileges

The outbound dialing privilege controls whether the extension owner can make outbound long distance calls from the extension outbound dialing menu.

Toll Regions

The privilege type of an outbound connection or an outbound call is based upon what toll region the call terminates in.  The following table lists the toll regions currently defined in the VirtualPBX:



Toll Region�Description��SF LATA�Calls originate from or terminate to the San Francisco LATA (local area transport authority)��California�Calls originate from or terminate to California��US�Calls originate from or terminate to the continental US, Alaska, or Hawaii��Canadian�Calls originate from or terminate to Canada��International�Calls terminate outside of North America��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �73� Toll Regions

Connection And Dialing Privilege Levels

Although the VirtualPBX recognizes calls to or from all five of the regions listed in � REF _Ref453403362 \* MERGEFORMAT �Table 2-73 Toll Regions�, privilege levels are limited to the four connection privileges shown in the table below:



Privilege Level�Description��None�No outbound calling privilege��US�Outbound calls allowed to continental US, Alaska, and Hawaii��Canadian�Outbound calls allowed to Canada��International�Outbound calls allowed anywhere in the world��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �74� Outbound Privilege Levels

International Connection And Dialing Privileges

An extension with an international outbound connection privilege can route a call to an extension anywhere in the world, and re-transmit a fax to any fax machine anywhere in the world.

An extension with international outbound dialing privilege level can make a long distance call to anywhere in the world.

Canadian Connection And Dialing Privileges

An extension with a Canadian outbound connection privilege can route a call to an extension anywhere in the continental US, Alaska, Hawaii, or Canada, and re-transmit a fax to any fax machine in the same regions.

An extension with a Canadian outbound dialing privilege level can make a long distance call to anywhere in the continental US, Alaska, Hawaii, or Canada.

�US Connection And Dialing Privileges

An extension with a Continental US outbound connection level can route a call or fax to anywhere in the continental US, Alaska, or Hawaii, and re-transmit a fax to any fax machine in the same regions.

An extension with a Continental US outbound dialing privilege can place a long distance call to anywhere in the continental US, Alaska, and Hawaii.

No Outbound Connection Or Dialing Privileges

An extension that has an outbound connection privilege of none cannot ever route a call to an extension, and cannot re-transmit a fax to another location.  The extension is reduced to a voice-mail box.  New message paging is still allowed even though the connection privilege is set to none.

Callers are always transferred to voice mail for the extension.  Extension owners can call in and retrieve voice and fax mail, although faxes can only be transmitted to the extension owner on the inbound line, i.e., the extension owner must be calling from a fax machine in order to retrieve fax mail.

An extension that has an outbound dialing privilege of none cannot make any outbound long distance calls through the VirtualPBX.  The outbound dialing menu does not even appear on � REF _Ref409319544 \* MERGEFORMAT �Table 2-9 Extension Owner Menu�, and the private phone directory maintenance option does not show up on the � REF _Ref409320872 \* MERGEFORMAT �Table 2-31 Phone Number Maintenance Menu�.

Set Outbound Connection Privilege

The default maximum connection privilege that any extension can have is defined at the time the VirtualPBX is created.  The default can be any of the three privileges listed in � REF _Ref419591651 \* MERGEFORMAT �Table 2-74 Outbound Privilege Levels�.

By default when an extension is created, the connection privilege is set to the maximum privilege allowed by the default for the VirtualPBX.  This insures that calls can be transferred to extensions anywhere that the VirtualPBX has permission for.  The system administrator can make the connection privilege more restrictive when necessary.

If the system administrator selects option “2” from � REF _Ref409343321 \* MERGEFORMAT �Table 2-72 SysOp Edit Extension Settings Menu� requesting to edit the extension’s connection privilege level, the system presents � REF _Ref409343347 \* MERGEFORMAT �Table 2-75 Set Connection Privilege Menu� to the system administrator:



Touch-Tone Digit�Menu Selection��1�Set extension connection privilege to none��2�Set extension connection privilege to US��3�Set extension connection privilege to Canada��4�Set extension connection privilege to International��*�Cancel and return to � REF _Ref409343422 \* MERGEFORMAT �Table 2-72 SysOp Edit Extension Settings Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �75� Set Connection Privilege Menu

The VirtualPBX will block the system administrator from requesting that an extension’s connection privilege be set to a more privileged value than specified by the default as described above.

Set Outbound Dialing Privilege

The default maximum dialing privilege that any extension can have is defined at the time the VirtualPBX is created.  The default can be any of the three privileges listed in � REF _Ref419591651 \* MERGEFORMAT �Table 2-74 Outbound Privilege Levels�.

By default when an extension is created, the dialing privilege is set to none.  This insures that extension owners have no outbound dialing privileges unless the system administrator grants them.

If the system administrator selects option “3” from � REF _Ref409343385 \* MERGEFORMAT �Table 2-72 SysOp Edit Extension Settings Menu� requesting to edit the extension’s outbound dialing privilege level, the system presents � REF _Ref409343404 \* MERGEFORMAT �Table 2-76 Set Call Privilege Menu� to the system administrator:



Touch-Tone Digit�Menu Selection��1�Set extension dialing privilege to none��2�Set extension dialing privilege to US��3�Set extension dialing  privilege to Canadian��4�Set extension dialing  privilege to International��*�Cancel and return to � REF _Ref409343443 \* MERGEFORMAT �Table 2-72 SysOp Edit Extension Settings Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �76� Set Call Privilege Menu

The VirtualPBX will block the system administrator from requesting that an extension’s call privilege be set to a more privileged value than specified by the default as described above.

Lock/Unlock Extension Access To System

Locking an extension out of the system means that any callers that request transfer to the extension are automatically routed to the extension’s voice mail.  At no time is a caller ever able to transfer to the extension itself when it is locked.  When the extension owner tries to login to the VirtualPBX, the system reports that the extension is locked and denies them all access.  It should be noted that the no information about the extension is lost when the extension gets locked.  All extension owner options, voice and fax mail, etc., are still intact.  Once the extension is freed, the extension owner will be able to continue just as before.  This feature is to allow the system administrator to temporarily deny access to the extension owner if there were any problems.

If the system administrator selects option “4” from � REF _Ref409343491 \* MERGEFORMAT �Table 2-72 SysOp Edit Extension Settings Menu�, the system toggles the lock state of the extension.  Option “4” is constructed dynamically based upon the current status of the extension.  If the extension is currently unlocked and free to connect to the system, then the menu states:

“...To lock-out the extension from the system, press 4.”

If the extension is currently locked out of the system, then the menu states:

“To re-instate the extension in the system, press 4.”

The operation of option “4” changes correspondingly with the extension status.  If the extension is unlocked, pressing “4” locks it out of the system.  If the extension is locked, pressing “4” unlocks the extension and restores it to the system.

If a system administrator tries to lock their own extension, the system refuses to perform the action to insure that a system administrator would not be blocked from accessing the system by error.  A system administrator extension can be locked in the system by another system administrator when necessary.

Grant/Revoke System Administrator Privileges

Setting or clearing the system administrator privilege on an extension enables or disables their access to the system administration functions of the VirtualPBX.

If the system administrator selects option “5” from � REF _Ref409343555 \* MERGEFORMAT �Table 2-72 SysOp Edit Extension Settings Menu�, the system toggles the system administrator privilege of the extension.  Option “5” is constructed dynamically based upon the current status of the extension.  If the extension does not currently have system administrator rights, the menu states:

“To grant system administrator privileges to the extension, press 5.”

If the extension currently has system administrator rights, then the menu states:

“To revoke the system administrator privileges from the extension, press 5.”

The operation of option “5” changes correspondingly with the extension status.  If the extension is not currently a system administrator, pressing “5” grants system administrator rights to the extension.  If the extension already has system administrator rights, pressing “5” revokes system administrator rights from the system.

Block/Allow Voice And Fax Mail To Extension

When an employee leaves the company, it is convenient for the administrator to be able to block callers from leaving voice mail or sending faxes to the extension of the employee who is no longer available.  The system administrator can record a new greeting message for the extension that states the name and extension of the person now responsible for the departed employee’s duties, and ask callers to call that person instead.

If the system administrator selects option “6” from � REF _Ref409343555 \* MERGEFORMAT �Table 2-72 SysOp Edit Extension Settings Menu�, the system toggles the block/allow voice and fax mail privilege of the extension.  Option “6” is constructed dynamically based upon the current status of the extension.  If mail is currently blocked to the extension, the menu states:

“To allow the extension to receive voice and fax mail, press 6.”

If mail is currently allowed to the extension, then the menu states:

“To block the extension from receiving voice and fax mail, press 6.”

The operation of option “6” changes correspondingly with the extension status.  If the extension currently has mail blocked, pressing “6” allows mail to the extension.  If mail is allowed to the extension, pressing “6” blocks mail to the extension.

Set System Options

If the system administrator selects option “4” from � REF _Ref409341633 \* MERGEFORMAT �Table 2-62 System Administration Menu�, the VirtualPBX system options can be set.  System options include setting day or night mode, blocking or allowing calls from payphones, and blocking or allowing extension owners with outbound dialing privileges from calling long distance directory assistance.

When the system administrator chooses to set system options, the system presents � REF _Ref419598679 \* MERGEFORMAT �Table 2-77 Set System Options Menu�:



Touch-Tone Digit�Menu Selection��1�Toggle between day and night mode��2�Block or allow inbound calls from payphones��3�Block or allow outbound calls to long distance directory assistance��4�Review or edit VirtualDID routing��*�Cancel and return to � REF _Ref409341633 \* MERGEFORMAT �Table 2-62 System Administration Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �77� Set System Options Menu

Set Day Or Night Mode Operation

The VirtualPBX can operate in two different modes, day or night.  The standard mode is day mode operation, and works exactly as has been described throughout this document.

When a system administrator sets the system in night mode, a night mode greeting is played for the caller, and the VirtualPBX no longer transfers any inbound callers to extensions.  Instead all call transfers are routed to the appropriate voice mail box to allow the caller to leave a message for the next day.  Transfers to a specific extension are sent to the extension's voice mail.  Transfers to the operator are sent to the operator extension’s voice mail.  And, transfers to ACD queues are sent to the ACD queue operator extension's voice mail, or the VirtualPBX operator voice mail if no ACD operator extension is defined.

The system still allows extension owners to log in and perform the normal owner or system administrator functions when in night mode.

If the system administrator selects "1" from � REF _Ref419598679 \* MERGEFORMAT �Table 2-77 Set System Options Menu�, the VirtualPBX presents � REF _Ref419598728 \* MERGEFORMAT �Table 2-78 Set Day/Night Mode Operation Menu�:



Touch-Tone Digit�Menu Selection��1�Set day mode operation��2�Set night mode operation��*�Cancel and return to � REF _Ref409422785 \* MERGEFORMAT �Table 2-62 System Administration Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �78� Set Day/Night Mode Operation Menu

There is no automatic switch-over from day mode to night mode and vice-versa.  The system administrator must log in and effect the change.  Whenever an extension owner with system administrator privileges logs in, and the system is in night mode, the system plays a message to the caller stating:

“The system is in night mode”

This insures that the system administrator is aware that the system is transferring all calls to voice-mail.

Block Or Allow Inbound Calls From Payphones

Due to a recent ruling by the FCC, payphone operators can now charge toll-free number providers a flat fee for each call to a toll-free number from a payphone.  The VirtualPBX can determine whether a call is coming in from a payphone, and allows the system administrator to choose whether to block inbound payphone calls or not.  If payphone calls are allowed, the VirtualPBX adds the extra cost of a payphone call onto the bill at the end of the call.

If the system administrator selects “2” from � REF _Ref419598679 \* MERGEFORMAT �Table 2-77 Set System Options Menu�, the VirtualPBX presents � REF _Ref409423440 \* MERGEFORMAT �Table 2-79 Block Or Allow Payphone Calls Menu�:



Touch-Tone Digit�Menu Selection��1�Allow calls from payphones��2�Block calls from payphones��*�Cancel and return to � REF _Ref419598679 \* MERGEFORMAT �Table 2-77 Set System Options Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �79� Block Or Allow Payphone Calls Menu

If the VirtualPBX is set to block payphone calls, then when someone calls the VirtualPBX DNIS, the system speaks the following error message:

“Calls to this number from payphones are blocked”

As an additional note, the blocking of payphone calls is associated with the actual VirtualPBX toll-free number, and not with the VirtualPBX itself.  This means that for clients that have multiple toll-free phone numbers that vector to the same VirtualPBX, it is necessary to call in to the specific toll-free number that should be blocked in order to complete blocking.  This means that a client could have a public toll-free number that had calls from payphones blocked, and a private toll-free number that was unpublished for use by the client's employees that allowed calls from payphones, etc.

Block Or Allow Outbound Calls To Long Distance Directory Assistance

Whenever an extension owner has outbound dialing privileges, it is possible for them to dial long distance directory assistance.  Long distance directory assistance calls have a surcharge added to each call.  The system administrator can control whether their VirtualPBX allows calls to directory assistance or not.

If the system administrator selects option “3” from � REF _Ref419598679 \* MERGEFORMAT �Table 2-77 Set System Options Menu�, the system presents 



Touch-Tone Digit�Menu Selection��1�Allow calls to long distance directory assistance��2�Block calls to long distance directory assistance��*�Cancel and return to � REF _Ref419598679 \* MERGEFORMAT �Table 2-77 Set System Options Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �80� Block Or Allow Directory Assistance Calls Menu

Review Or Edit VirtualDID Routing

VirtualDID (Direct Inward Dialing) Routing is used to force the VirtualPBX to route all calls from an area code (i.e., 415), an area code and exchange (i.e., 415555), or a particular phone number (i.e. 4155551212), to a specific extension, extension fax mail box, or ACD queue without going through the VirtualPBX auto-attendant.  The system administrator defines a VirtualDID routing number and an extension, extension fax mail box, or ACD queue to route the call to whenever the VirtualPBX receives a call from that area code, area code and exchange, or phone number.

In addition, VirtualDID can be used to block calls from a particular area code, area code and exchange, or phone number to the VirtualPBX.

This feature can be best described by using an example.  Assume that a group of five people form a company.  Each person in the company already has a phone number that everyone uses to get hold of them, and they don’t want to have to tell all of their clients that they have a new phone number.  Instead of passing out the VirtualPBX toll-free number and extension for each employee, the system administrator defines five VirtualDID routing phone numbers, corresponding to the phone number that each employee is already using, and tells the VirtualPBX that when a call comes from that phone number to route it to the correct employee extension.  Then each employee forwards their phone number to the VirtualPBX toll-free number.  Now, whenever a client calls an employee’s phone number, the call is forwarded to the VirtualPBX.  The VirtualPBX sees that the call came from a VirtualDID number and then routes the call to the correct employee’s extension.  None of the callers know that the call is being answered by the VirtualPBX.  Instead, the caller simply hears the

“...please hold while your call is transferred.  Press star at any time to transfer directly to voice mail...” 

message that the system plays when routing a caller to an extension.

As a second example, consider a company that divides the US into four sales regions, NorthEast, SouthEast, SouthWest, and NorthWest.  The VirtualPBX is created with four ACD queues corresponding to the four sales regions.  The VirtualPBX can be created with all of the area codes for each region defined as VirtualDID routing numbers that route to the appropriate sales queue.  When a caller calls from the a NorthEast region area code, the system routes the caller to the NorthEast region sales queue.  VirtualPBX.Com can set-up the geographic routing from area codes to ACD queues so that a system administrator would not have to individually enter all of the VirtualDID routing numbers.

As a third example, consider a company has a legacy PBX that is using DID (Direct Inward Dialing) to route calls to their employee’s desk.  The company decides to replace the legacy PBX with the VirtualPBX, but wants their callers to still reach their employees at their old numbers.  They create a VirtualPBX for their office and forward all of their current DID numbers to the VirtualPBX.  The system administrator uses VirtualDID routing to insure that calls from any of the defined DID numbers route to the correct employees.  Now whenever a caller calls the VirtualPBX toll-free number directly, they can transfer a call to any employee in the company.  But, for clients calling employees at their old numbers, the VirtualPBX automatically routes the caller to the correct extension without the caller having to know the new extension number of the employee.

The VirtualPBX actually stores four different lists of VirtualDID routing numbers.  These VirtualDID lists are numbers that are blocked from calling the system, numbers that route to extensions, numbers that route to ACD queues, and numbers that route to extension fax mail boxes.

If the system administrator selects option “4” from � REF _Ref419598679 \* MERGEFORMAT �Table 2-77 Set System Options Menu�, the system presents the caller with � REF _Ref453399929 \* MERGEFORMAT �Error! Reference source not found.�



Touch-Tone Digit�Menu Selection��1�Select VirtualDID numbers that are blocked from calling the VirtualPBX.��2�Select VirtualDID numbers that route to extensions��3�Select VirtualDID numbers that route to ACD queues��4�Select VirtualDID numbers that route to extension fax mailboxes��*�Cancel and return to � REF _Ref419598679 \* MERGEFORMAT �Table 2-77 Set System Options Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �81� Select VirtualDID List Type

After selecting the VirtualDID list type that will be edited, the VirtualPBX presents the system administrator with � REF _Ref460301761 \* MERGEFORMAT �Table 2-82 VirtualDID Operation Menu�



Touch-Tone Digit�Menu Selection��1�Add a new VirtualDID number to list��2�Review the current VirtualDID numbers in the list��3�Delete a VirtualDID number from the list��*�Cancel and return to � REF _Ref419598679 \* MERGEFORMAT �Table 2-77 Set System Options Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �82� VirtualDID Operation Menu

If the system administrator chooses to add a new VirtualDID routing number, the VirtualPBX requests the VirtualDID phone number.  The VirtualDID routing number can be an area code, an area code and exchange, or a complete phone number.   If an area code is entered, the system will route or block all calls from the area code.  If an area code and 3-digit exchange is entered, the system will route or block all calls from the area code and exchange.  If a complete number is entered (i.e., area code, exchange, and number), the system will route or block all calls from the specific number.  The VirtualPBX checks to insure that the VirtualDID phone number comes from an allowed region (i.e., the system won’t allow a VirtualDID phone number from Canada if the VirtualPBX is set to only allow US calls, etc.).

Legal VirtualDID routing numbers consist of “1”, an area code (i.e., “1415”), an area code and exchange (i.e., “1415555”), or an area code, exchange, and number (i.e., “14155551212”).  Valid VirtualDID routing numbers are any Canadian or US numbers.

After getting the VirtualDID routing number, the VirtualPBX requests the system administrator to enter the routing extension, ACD queue, or extension fax mailbox as appropriate.  After testing that the extension or ACD queue number is valid, the VirtualPBX allows the system administrator to record a voice description message of the VirtualDID routing number that will be played when the extension owner answers the call.

If the system administrator chooses to review the current list of VirtualDID routing numbers, the VirtualPBX requests the system administrator to input between 1 and 11 digits of the VirtualDID routing number that he wishes to review.  Since all VirtualDID routing numbers begin with the digit “1”, if the system administrator enters only “1”, the VirtualPBX will scroll through all of the defined numbers in the list.  If the system administrator enters more digits, then the corresponding list of matching VirtualDID numbers will be shorter.

If the system administrator chooses to delete a current VirtualDID number, the VirtualPBX requests the system administrator to input between 1 and 11 digits of the VirtualDID routing number to be deleted.  It then allows the system administrator to scroll through all matching VirtualDID numbers and select the one to be deleted.

Once the VirtualDID routing number is selected, the VirtualPBX asks the system administrator to confirm that the number will be deleted with � REF _Ref455475410 \* MERGEFORMAT �Table 2-83 Delete VirtualDID Numbers Menu�:



Touch-Tone Digit�Menu Selection��1�Delete the VirtualDID routing phone number��2�Don’t delete the VirtualDID phone number��*�Cancel and return to � REF _Ref460301761 \* MERGEFORMAT �Table 2-82 VirtualDID Operation Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �83� Delete VirtualDID Numbers Menu

Create, Delete, Or Rename Extensions

If the system administrator selects option “5” from � REF _Ref409343653 \* MERGEFORMAT �Table 2-62 System Administration Menu�, the system allows the system administrator to create a new extension, delete a currently defined extension, or rename an extension.

The VirtualPBX presents the system administrator with � REF _Ref419602054 \* MERGEFORMAT �Table 2-84 Create, Delete, Or Rename Extension Menu�:



Touch-Tone Digit�Menu Selection��1�Create a new extension��2�Delete a currently defined extension��3�Rename an extension to a new extension ID number��*�Cancel and return to � REF _Ref409341633 \* MERGEFORMAT �Table 2-62 System Administration Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �84� Create, Delete, Or Rename Extension Menu

Create A New Extension

The system requests that the system administrator enter a new extension number in the range of 1..99999.  If the extension is already defined in the system, the system requests another extension ID number.

Once a valid extension ID has been defined, the system requests the system administrator to enter a new password of at least 4 digits and at most 10 digits.  Only digits are allowed in the password, the characters “#” and “*” are not allowed.

Next, the system requests the system administrator to enter an extension contact phone number that will be stored in the first extension contact number location.  If desired, the system administrator can simply wait for the request to time-out (i.e., four seconds) without entering any digits, and the system will allow the system administrator to define the new extension without a contact phone number.  The system will speak the contact phone number that has been defined, or report that no contact number has been defined, and present � REF _Ref409343704 \* MERGEFORMAT �Table 2-85 Contact Number Is Correct Menu�:



Touch-Tone Digit�Menu Selection��1�Defined contact phone number is correct��2�Defined contact phone number is in error, re-enter��*�Cancel and return to � REF _Ref419602054 \* MERGEFORMAT �Table 2-84 Create, Delete, Or Rename Extension Menu���Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �85� Contact Number Is Correct Menu

Next, the system will prompt the system administrator to enter the extension owner's last name.    The entire last name should be entered, up to 5 digits.  For Q or Z, enter 0.  This insures that when anyone uses the company directory, the extension owner will show up in the directory list no matter how many digits the caller enters for the search.

The system will repeat the entered directory name to the system administrator and ask to confirm that it is correct using � REF _Ref409343788 \* MERGEFORMAT �Table 2-86 Directory Name Is Correct Menu�:



Touch-Tone Digit�Menu Selection��1�Defined directory name is correct��2�Defined directory name is incorrect and should be re-entered��*�Cancel and return to � REF _Ref419602054 \* MERGEFORMAT �Table 2-84 Create, Delete, Or Rename Extension Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �86� Directory Name Is Correct Menu

The VirtualPBX will now request that the queuing engine, QUEUE, create the extension record in the QEXT database, the extension mailbox in the VMBOX database, and log the extension into the VirtualPBX queue.

Last, the system administrator is requested to record the extension owner’s name for use in the company directory.  This insures that the extension shows up in the company directory whether the extension owner has ever logged into the system or not.

Delete Current Extension

If the system administrator selects “2” from � REF _Ref419602054 \* MERGEFORMAT �Table 2-84 Create, Delete, Or Rename Extension Menu�, then the system gives the system administrator the option of deleting a currently defined extension.

�The system prompts the system administrator to enter the extension ID number.  The system then presents the system administrator with � REF _Ref409422766 \* MERGEFORMAT �Table 2-87 Deleted Extension ID Is Correct Menu�:



Touch-Tone Digit�Menu Selection��1�Deleted extension ID is correct, delete the extension��2�Deleted extension ID is incorrect and should be re-entered��*�Cancel and return to � REF _Ref419602054 \* MERGEFORMAT �Table 2-84 Create, Delete, Or Rename Extension Menu�.��Table � STYLEREF 1 \n �2�-� SEQ Table \* ARABIC �87� Deleted Extension ID Is Correct Menu

When a system administrator deletes a currently defined extension, the VirtualPBX deletes the extension, the extension mailbox, any messages associated the extension, any distribution groups owned by the extension, any phone directory entries defined by the extension, and removes any references to the deleted extension in other extension distribution groups.  This operation cannot be undone.  BE CAREFUL!

Rename An Extension To A New Extension ID

The VirtualPBX allows a system administrator to rename a currently defined extension to a new extension ID.  When an extension is renamed, the VirtualPBX preserves all of the old extension’s voice-mail, fax-mail, private phone directory entries, voice-mail distribution groups, etc.

If the system administrator selects options “3” from � REF _Ref419602054 \* MERGEFORMAT �Table 2-84 Create, Delete, Or Rename Extension Menu�, the VirtualPBX prompts the system administrator to enter an extension to be renamed.  After checking that the old extension ID exists and that the system administrator is not trying to rename their own extension, the VirtualPBX prompts the system administrator to enter the new extension ID.  The VirtualPBX insures that the new extension ID is a valid extension ID, and insures that the new extension ID does not already exist.

The VirtualPBX begins playing background music for the system administrator and proceeds to update all of the records that are associated with the old extension, migrating them to the new extension ID.  The time it takes to rename the extension depends on how many voice and fax mail messages, how many private phone directory entries, how many VirtualDID routing numbers route to the old extension, and how many distribution groups that are associated with the old extension, and could take as long as a couple of minutes. 

After the rename completes, the VirtualPBX returns the system administrator to � REF _Ref419602054 \* MERGEFORMAT �Table 2-84 Create, Delete, Or Rename Extension Menu�.

Call Types And Call Billing

VirtualPBX calls are defined as either inbound or outbound.  Inbound calls originate from a phone or fax machine and terminate at the AQS VirtualPBX.  Outbound calls originate at the AQS VirtualPBX and terminate at a phone, fax machine, or pager.

As described in section � REF _Ref409423881 \n �2.3.4.2�, � REF _Ref409423903 \* MERGEFORMAT �Outbound Connection And Outbound Dialing Privileges�, there are five general geographical regions that calls can originate from or terminate to.  These are SF LATA, California state, US, Canadian, and international.  SF LATA calls are those that originate or terminate in the San Francisco bay area.  State calls are those that originate or terminate outside of the SF LATA, but within the California state boundaries.  Continental US calls are those that originate or terminate outside of California, but within the continental US, Alaska, or Hawaii.  Canadian calls are those that originate or terminate in Canada.  International calls are those that terminate outside of the US and Canada.

A telephone call connected to a VirtualPBX extension is a two-way call with inbound and outbound  portions each billed at the one-way rate.

The following examples illustrate this:

A two-way call originating within the state of California, and connecting to an extension  within the state of California, would be billed at the California state per minute rate for the inbound portion and the California state per minute rate for the outbound portion.

A call originating outside of the state of California, but within the continental US, Alaska, or Hawaii, and connected to an extension outside of the state of California, but within the continental US, Alaska, or Hawaii would be billed at Continental US per minute rate for the inbound portion and the continental per minute rate for the outbound portion.

A two-way call that originates in one area, and terminates in another is billed at the one-way rate for each way.  As an example, a call that originates in the continental US and connects to an extension in California would be bill at the Continental US per minute rate for the inbound portion and at the California state per minute rate for the outbound portion.

An inbound caller that leaves voice-mail without ever connecting to an extension and an extension owner that logs in and checks voice mail is a one-way call (inbound only) and is billed at the one-way per minute rate.

VirtualPBX Uses

This section focuses on some of the different ways that the VirtualPBX can be configured and used to solve call routing problems that companies have.  The information is imparted using example configurations.  If you think of other uses for your VirtualPBX, please let us know and we will include them here.

Multi-Office Integration

Prior to the existence of the VirtualPBX, the only solution possible for integrating multiple offices was to have a PBX installed at each office, and have dedicated TIE lines that connected the PBXs and allowed calls to be routed to extensions at each office.  This was usually a very expensive proposition, and was therefore only available to large companies that were well financed.

With the advent of the VirtualPBX it is now possible for even very small offices to achieve multi-office integration without the traditional expense associated with it allowing them to present a unified presence to their customers.

There are two separate configurations that can used to integrate multiple offices for customers and employees.  The first configuration is the Virtual Office (VO), which uses the advanced call routing features of the VirtualPBX to integrate all of your employees into one virtual office, even though they are actually scattered among multiple offices.

The second configuration is the Multi-Office Routing (MOR) which uses the ACD queuing features of the VirtualPBX to route callers to specific offices instead of to specific employees.

Virtual Office Configuration

Building an enterprise wide telephone system linking multiple offices is expensive, and often requires that a company commit to buying all of their equipment from a single vendor. By using the VirtualPBX in the Virtual Office (VO) configuration as an overlay to a company’s existing telephone systems, the functional equivalent of an enterprise telephone system can be created without buying any equipment. Using the VirtualPBX, a company can:

Create a company wide extension plan, using between 1 and 5 digit extension numbering for the entire business, or key business units such as sales.  Since the VirtualPBX allows extension numbers of 1..5 digits, the same extensions can be defined in the VirtualPBX that are already defined in each of the company’s separate offices.

Create a company wide telephone directory containing every employee extension at all of the offices which can be accessed by outside callers via the VirtualPBX toll-free  number.

Dynamically route calls to employees, no matter which office they are working out of, if they are telecommuting from home, or if they are on the road on a business trip.

Create an Automatic Call Distribution (ACD) virtual call center which spans all of the company’s offices, and in effect, turns the entire company into a call center.

Whenever someone calls they can directly transfer to any extension in the system.  If they don't know the extension number of the person that they are calling, they can use the unified company directory provided by the VirtualPBX to transfer the call to that person by name.

In order for the VirtualPBX to ring the phone on each employee's desk, it is necessary that the company have any of the following for each employee:

POTS (plain old telephone service) analog phone line that rings to the employee's desk.

Company premises PBX with DID (direct inward dial) allowing calls to ring directly to the employee's desk.

Company premises PBX with auto-attendant that allows a caller to dial through to the employee's physical extension on their desk.

In the auto-attendant case above where the company already has an onsite PBX that is answered with an auto-attendant, the employee can define a two-stage contact phone number for their VirtualPBX extension.  A two-stage contact number is one where the system dials a number, waits for an answer, and then dials a second number.  See section � REF _Ref419605123 \n �2.2.3.1.4.1�, � REF _Ref419605123 \* MERGEFORMAT �Multi-Stage Contact Numbers�, for a description of two-stage extension contact phone numbers.  The VirtualPBX would dial the local office's main number, wait for the auto-attendant to answer, and then dial the employee's extension number.  The caller never hears any of this interplay, since they are listening to music-on-hold while waiting for the call transfer to complete.

Since the VirtualPBX never transfers a call without the express command of the extension owner, the caller will never be connected to other voice-mail or answering machines that might be present at the local office (see section � REF _Ref419605256 \n �2.1.3.3.6�, � REF _Ref419605256 \* MERGEFORMAT �Voice Mail Never Left With Private Services Or Machines�).  Instead the caller is always transferred to the VirtualPBX voice-mail, insuring that all voice-mail is on a single system, allowing new message paging, and message forwarding between all employees at every office in the company.

To the caller, it appears as though all employees work out of a single office, and are always available.  Naturally, extension owners can always mark their extensions as unavailable when they don't want to take calls, and all callers will be routed to the extension's voice-mail.

Multi-Office Routing Configuration

The Multi-Office Routing (MOR) configuration, serves a very different purpose than the Virtual Office configuration described elsewhere.  Whereas the VO configuration allows callers to interact with company personnel in a very general way, MOR is used by a company to send callers to any extension at a particular office.  So, if a company has a need to route particular callers to a specific office without worrying about which employee actually answers the call, MOR can be used.

 The VirtualPBX can have as many as eight ACD (automatic call distribution) queues associated with a single VirtualPBX.  This allows a company with up to 8 separate offices to use the MOR configuration to route calls.

A company defines as many extensions for each local office as they want to be able to take simultaneous calls.  Each extension is logged into the ACD queue associated with a particular office.  When a caller calls the company's VirtualPBX toll-free number, the auto-attendant gives the caller the opportunity to select the office or function that they want to be connected to.  As many extensions for the office as are logged into the ACD queue for that office, the VirtualPBX will route simultaneous calls for.  Once there are more callers than there are available extensions in the ACD queue, then the VirtualPBX will queue the callers in the holding queue for that office and play music-on-hold or  information-on-hold for the callers.  At any time, the caller is allowed to transfer to the operator defined for that ACD queue, or to the operator's voice-mail if the operator is unavailable.

Multi-Office Routing Configuration Examples

In order to further help understand the implications of the MOR configuration, let's set-up some concrete examples.

MOR Example - Acme Computer Technical Support Corporation

The Acme Corporation provides contract operating system technical support to other companies.  They have separate offices that handle MS-DOS, Windows 98, Windows NT, Sun UNIX, and SCO UNIX technical support.  Each office has multiple OS system experts on call.

Acme Corporation wants to be able to handle 5 simultaneous callers to each of their technical support centers.  A VirtualPBX is created with the following assignments of ACD queues and extensions to offices:



Office Specialty�ACD Queue�Defined Extensions��MS-DOS�1�100, 101, ..., 105��Windows 98�2�200, 201, ..., 205��Windows NT�3�300, 301, ..., 305��Sun UNIX�4�400, 401, ..., 405��SCO UNIX�5�500, 501, ..., 505��Table � STYLEREF 1 \n �3�-� SEQ Table \* ARABIC \r 1 �1� Acme MRO ACD Queue & Extension Assignments

As you can see from � REF _Ref419605975 \* MERGEFORMAT �Table 3-1 Acme MRO ACD Queue & Extension Assignments� above, there are 6 extensions assigned to each office and ACD queue.  Extensions 100, 200, 300, 400, and 500 are defined as the operator extensions for ACD queues 1, 2, 3, 4, and 5 respectively.  Each operator extension can be defined without a contact phone number insuring that whenever a caller transfers to the operator from a particular ACD queue, they are automatically sent to the operator's voice-mail.  The operator extensions are not logged into the ACD queues, insuring that no callers will be transferred to them, except when the caller specifically requested it.

The other 5 extensions are defined with contact phone numbers that ring phones at that office.  When the VirtualPBX is created, all of the extensions for an office except the operator extension are logged into the ACD queue assigned to that office.

When a caller calls the toll-free number and asks to be transferred to technical support help for Windows NT, the VirtualPBX sends the caller to ACD queue number 3.  If there are any available extensions in that ACD queue, the caller is transferred to the extension that has gone the longest without taking a call.  If there are already 5 callers talking to Windows NT support specialists, then the system queues the caller to wait for the next available Windows NT agent.  Callers are queued in a first-in-first-out manner to insure that the caller that has waited the longest to speak with a technical support representative, is the first one to be transferred when an agent becomes available.  While the callers are waiting, they hear music-on-hold or information-on-hold that is specific to the ACD queue.  If the caller gets tired of waiting, they can transfer to the operator for the ACD queue, and leave a message.

One person at each office is designated as responsible for the operator extension.  They have a pager whose phone number is stored as the pager contact phone number for the operator extension for the ACD queue.  Whenever a caller transfers directly to the operator extension out of the ACD queue, or calls in after hours, when the system is in night mode, and leaves a message, the person responsible for the operator extension gets notified with a page, and can check the voice mail for the extension.

If Acme Corporation wanted to, they could define multiple toll-free numbers that terminated at their VirtualPBX.  Then, they could use different toll-free numbers for each client that they contracted with and track the calls for technical support that were associated with each client.  All of the toll-free numbers would terminate at the same VirtualPBX and would use the same defined extensions and ACD queues, but because the calls came in to separate toll-free numbers, Acme Corporation would receive detailed call logs grouped according to the toll-free number.

MOR Example - Spanish Language Community Services Center

The Spanish Language Community Services Center (SLCSC) provides community service Spanish language information for callers from offices in San Diego, Los Angeles, Bakersfield, Fresno, Modesto, San Francisco, and Sacramento.

SLCSC wants to be able to handle 3 simultaneous calls to each office, and defines the following ACD queues and extensions in their VirtualPBX:



Office�ACD Queue�Default Operator Extension�Defined Extensions��San Diego�1�100�101, 102, 103��Los Angeles�2�200�201, 202, 203��Bakersfield�3�300�301, 302, 303��Fresno�4�400�401, 402, 403��Modesto�5�500�501, 502, 503��San Francisco�6�600�601, 602, 603��Sacramento�7�700�701, 702, 703��Table � STYLEREF 1 \n �3�-� SEQ Table \* ARABIC �2� SLCSC MRO ACD Queue & Extension Assignments

The system administrator then defines VirtualDID routing phone numbers that contain the area codes only and specifies that calls from each area code will be routed to the appropriate ACD queue for each office.  As an example, for the San Francisco office, the VirtualDID routing lists all of the area codes that are defined in the San Francisco region, i.e., 1415, 1510, 1650, 1408, 1925, etc.  Whenever a call comes from any of these area codes, the VirtualPBX routes the call to ACD queue #6.

SLCSC records a Spanish language auto-attendant for their callers that when translated into English says:

“Thank you for calling the Spanish Language Community Services Center.  Please hold while your call is transferred.  Press 0 at any time to transfer directly to the operator.”

Again, as with the Acme Corporation example above, all of the extensions for each office are logged into the appropriate ACD queues with each extension having contact phone numbers that map to phones in the office, etc.

When the caller calls from a specific area code, they are transferred to the appropriate area, where they are connected with a Spanish speaker who is local and knows how to help them in that area.

Because every SLCSC office is accessed through the same toll-free 800 number, SLCSC can advertise a single phone number in multiple locations and insure that their callers are served by the appropriate office.  In addition, since all calls are routed through the VirtualPBX, SLCSC will get a detailed call log showing them all of the calls to each office, allowing them to determine how best to allocate their agents, etc.

Combination Call Routing And Message Paging

Because the VirtualPBX allows a system administrator to designate an extension as having no  outbound connection rights (see section � REF _Ref419608375 \n �2.3.4.2.5�, � REF _Ref419608375 \* MERGEFORMAT �No Outbound Connection Or Dialing Privileges�), a combined call routing/message paging system can be built where some extensions transfer callers to extension owners and some extensions route callers to voice mail only.  This  solves some unique problems for a company.

Consider the following example of John Smith Construction, a custom home building company.  John Smith runs dozens of job sites building custom homes for his clients.  Each job site has a superintendent/foreman working at the site along with dozens of other employees.  Contractors, inspectors, and suppliers are always calling the John Smith Construction office wanting to speak with a particular employee or leave a message for someone.  Whenever they do, the office workers have to page the employee, and then when the employee calls back, read the message to them.  It is a major waste of time for the office workers to have to run the message center.

So John Smith has a VirtualPBX created with an extension for every employee in the system.  For the employees that need to be on call at all times, such as himself, his office staff, and the job superintendents, the extensions are given outbound connection privileges allowing the VirtualPBX to transfer calls to the employee’s desk phones at the office or cell phones at the job sites.

For the employees that don’t have a compelling reason to actually have calls routed to them at the job site, each extension is set with no outbound connection rights, so that any callers are automatically routed to voice mail.  Whenever a caller leaves a message, these employees are paged.

Now, John Smith can have all of his employees give out the toll-free number for the VirtualPBX.  When a superintendent calls for an inspection, the inspector can return the call to the superintendent at the job site.  Whenever anyone needs to get hold of one of the employees they always use the toll-free number and transfer to the employee’s extension.  There is never any reason for the office workers to take the call.  The superintendents get their calls without playing phone tag.  The other employees get there messages quicker, and with greater privacy.  John Smith can use his office workers for the jobs that he needs, estimating, billing, accounting, everything else but messaging!  And, since the extensions that have no outbound connection rights won’t ever take any calls, John Smith does not need to pay for phone calls for employees that don’t need to take calls on the job site.

Virtual Answering Service

The VirtualPBX can be configured using VirtualDID routing to allow a company to create a live messaging or answering service using no installed equipment, and allowing the answering service employees to work from home or multiple locations.

Consider the example of the Acme Physicians Answering Service.  Acme provides a live answering service for a group of doctor’s offices.  Acme has 8 employees that all work out of their homes.  Acme has defined each doctor’s office phone number as a VirtualDID routing number and has recorded a description of each VirtualDID routing number that will be spoken to the Acme employees when they answer calls.  When each Doctor’s office closes for the day, they forward their main phone number to the Acme VirtualPBX toll-free number.  Each of the Acme employees that want to take calls log into the answering service ACD queue that is defined in the Acme VirtualPBX.  Now, whenever a call comes from any of the doctor’s offices that are Acme clients, the VirtualPBX routes the call to the ACD queue, and when the next available Acme employee answers the call, speaks the voice description message to the employee to let them know which doctor’s office the call came from.  The employee then answers the phone appropriately, such as “Doctor Smith’s answering service”.  The employee takes the information from the patient, and if it meets the specified criteria either calls the doctor on another line to let them know, or if the doctor’s have extensions on the answering service VirtualPBX, transfers the caller to the doctor directly, all without the patient knowing the doctor’s actual phone number or how the call was transferred to the doctor.

The advantage of the Virtual Answering Service is that the operators working for the answering service don’t have to be located in one place, the answering service doesn’t have to purchase any equipment, and since the calls are routed to an ACD queue, the calls are evenly distributed among all of the operators logged into the ACD queue.  In addition, giving each doctor an extension on the VirtualPBX would allow the answering service to transfer emergency calls directly to the doctor when necessary.  These features would allow any company that wanted to, to set up an answering service in one day as long as they had employees to answer the calls.  As new employees join the company, extensions are created for them so that they can immediately be answering calls.
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